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Welcome to the Developer User Guide! This document has main god —
to show you how to work with Support Tracker under the Developer
role. Because thisis the user guide it will NOT to tell you how to do
develop the best code or show you some miracle methods. For these

purposes there are many other literature explaning software development
in more detals.

Thefollowing information contains mainly thisinformation:
Login to the system
Understanding of error records process flow within your role
Detaled description of Administration Tasks screen



Support Tracker Developer User Guide

Table of Contents:

1

2

LOg in tO SUPPOIt TraCKer ... 3
Development Tasks SCreen........c.coviiiiiii i 5
2.1 OnN SCreen COMIIOIS ........c.omieeiseie e 7
2.2 BUILONS ... 7
2.3 Search for records functionality ..............ccccooveiiiiiiiiiiiininannn. 8
2.4 Find similar errors functionality ..................cccocvveeeiiiiininnnnns. 9
2.5 Erorrecord details SCre€n...........cc.couvuveiiiiiiiiiiiiiiiiiiiannn, 11
2.6 Detailed screens description .................ccooueeuiiiiiiiiiiiiiinninn, 13
2.6.1  Add NEW EITON STrEEN.....coiireeeecree et ses st ssses 13
26.2 Soreen itemMSIN Adeal ... s 15
2.6.3  FIX EITOr SCIEEN ...ttt sss sttt sess s snssnes 16
2.6.4  ClOSEEITOr SCIEEN ..ot ssssess e ssss st es st sssssssnssees 18
265 RGECE EITON STrEEN.....ceceeeeeer e 20
26.6 Change PassiVOrd SCrEEN ... assssanes 22
2.6.7 Export button fFUNCLIONEILY ........cccooeeeeeereecieece e 23
2.7  1IMage CaPLUIING ..........oeeeiee ettt ettt 24
KNOWIEdge Base .......ouiiiiiiii i 25
3.1 Knowledge base in detail...................cccoovviiiiiiiiiiiiiiiiiiiian. 25
3.2 Using of Knowledge base...................cccouvviiiiiiiiiiiiiiiiniiann. 25
321 Smilar Errors actess MENOU.........cverecenerenneneseresseseseessssssssssssessssesssssssssssssssens 25
SU D P O et 27
Page 2 of 2

Copyright © 2002 CompounDev



Support Tracker Developer User Guide

1 Log in to Support Tracker

Support Tracer server isaDCOM server. That meansthat it could be accessible form
anywherein the network same as from the loca machine. If the server isingdled asloca
server - the dient is running from the same machine as the server it doesn’'t maiter. The
configuration and administration of the server will be the same.

After the ingdlation you can find a Support Tracker program group through your Sart
menu (or another name that you have provided):

IE Support Tracker L4 @ Documentation L4
¥ @ Spstem »

@ IIninztall Support Tracker

Fig. 1— Sart menu

For accessng Support Tracker use ‘T racker’ shortcut provided. The shorteut isused for
accessing the system as the administrator/ user.

When you logon firgt time the configuration didog for server locetion appears. It is
important to point on the right computer that is providing running instance of Support
Tracker. If you do 0, there are no problems. Otherwise you notice problems with
connecting to adatabase and to the server. So please pay an atention to thisinitia
sttings:

Question:

Cannat find Support Tracker server -

connection infarmation,

Cro wow really want bo run the server fram
our local maching?

PS:IF MO pleaze choose from the

following lizt ar contact your sygtem =

Yes | | Mo |

Fig. 2—First launch dialog

If you choose ‘Yes' Qupport Tracker client will access the server asalocd server. In this
case the server MUST run from the locd machine. Use this choice for loca server
configuration only — the server and the dient are running from the same location.
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If you choose ‘N O’ (preferred choice) the computer sdection didog appears.

Browse for Computer EE

This is the First run of the Support Tracker.
Because of this please choose a Support Tracker server

4 My Metwark Places
Entire Metwork,

0 | Cancel |

Fig. 3—Browse for Support Tracker server dialog

When you choose the right machine from the sdection provided a Qupport Tracker
Logon screen should be displayed.

Support Tracker Logon:

User Name: [Developsi k|
Password: |~

Remember this user name whan ned ogaing in

Lain || Em

poundDewv
Support Tracker

Fig. 4—Support Tracker logon screen
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Press‘Log in’ button. From this time you are in the system itself so dl changestha you
make will be mirrored straight to the database. Please bear in mind that when you change
something it will modify the system itself so please pay an attention to dl changes.

N OT E: when you don’t want to administrate users of Support Tracker you should be
able to sdlect your name from the ‘User Name’ combo because a system administrator
has dready created you.

2 Development Tasks screen

After thelogin to the system you should see the following screen:

S0A Support Tracker 0.1a
Development Tasks
Project Name: [* =l
10 | Mame [Imp-mtama IFloiact | Found in weftion | Chascniphion
2 0F. button doezn't watk. properdy Fatal Imaging 21 Wihen prassed b
4 Unahle ko save TIFF Fatal Imagrg 21 Fiam the Cormes,.
5 Wiong tookar calars Fatal Imaging 21 Ulgieed at 10247...
B Diauble cick dassnt woking Mirai Imsgng 21 In piinking dislog
1] | i
O Fatal Pending OFixed
=
(s [TEeEe | [Eectenl| [oees| ([ Powerd | | Logofl |

Fig. 5+ Support Tasks screen

This screen is cdled Support Tasks and it islike aporta to Support Tracker. Through
this screen you are able to communicate with the rest of users of the system and share
with them the error records process flow.

There are five types of controls that are designed to help to you:

- Combo boxes— usudly contains pre-filled data like Project names
Ligt box — it shows you datathat has been found. You can scroll through thelig,
examine vaues or sglect them. You can sdlect only one vdue a time by your |eft
mouse button.
Check boxes—when checked they ruling a search process
Buttons — contains a particular reaction, that is usudly described as a name of the
button
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Please note that when you usng combo boxes on this screen it is dways preferred to
choose avduethat isin the combo listing. When you put a vaue manudly it could cause
aproblem with searching through a database.

When you choose an item in the list, the screen should seems like this:

s0A Support Tracker 0.1a
Development Tasks
Project Name: [* =
I | Mame [ Impaitance | Progect | Found in wertion | Chascriphion
2 0K, button doesn't waork properdy | Fatal Imaging 2.1 When pressedt...
4 Unable la save TIFF Fatel Imagng 21 Fiem the Corvet,,
Wiongloobar colors |Fatd | 0 121 | Usedat 10247 .
[ Dauble cick dassnt working it Imagng 21 In prinkirg dhalog
i I I
O Fatal Pending O Fixed Add Butot
e |
| Search | | ] | | Bt Emor | | Isse:Emar | " Eind Similar I Passwoed | | Lesg il |

Fig. 6+ Support Tasks screen + selected item

NOTE: What has been changed and why?

As you have seen before there are five types of controls on the screen. It isimportant to
know that dl combo boxes and edit boxes together with al check boxes are linked
together with abutton ‘Search’. This button provides functiondlity for searching through
the system for error records that are assigned to you are another user selected in the
‘User Name' combo box. When you press the ‘Search' button requested error records
fill the list box above. Thisis automaticadly made when you log in into the system.

When you compare Fig.5 and Fig.6 thereisamain difference with buttons. On the first
screenshot there are many of them disabled. When you choose a particular error records
the system check the state of the record and enable additiond functiondity, if is possible
to enableit. For example, when an error has been just assigned, it cannot be
draghtforward deleted, becauseit is agans error records process flow rules.
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2.1 On screen controls

Project Name = this combo containslist of project that are available for you. The
*' symbol means dl of them.

NOTE: Le'simagine that you need to find dl error recordsthat are assigned to specific
project. You have to choose the project name "Project Name' combo listing.

Now, let's make the searching process more complicated. You have additiond three
check boxes to specify more closdly the result of the searching process.

The check boxes are the following:
Fatal £ when is checked it will search through fatd errorsonly.
Pending + when is checked it will search through pending” errors only.
Fixed * when is checked it will search through fixed' errors only.

" When you are working with error records they have internally set up astatus. When they are before
closing in the error records process flow the gtate of them is pending. When they are closed/ fixed, that
meansthat they are just before the end of the process flow, the sate of them should be fixed/ closed.

2.2 Buttons

In Support Tracker there are various types of functiond buttons. Usudly, thereis hidden
addition screen under the button that set up additiond information needed to continue
in the sdected operation. Please pay atention to understand properly the meaning of the
buttons. It will help you to work with the sysem more efficiently.

This button has been meant before. The main functiondity of the
button isto access assigned error records * to show them in thelist.

This button is used to fix the actud error record. See bellow for details.

This button is used for rgecting once assgned error record, like
refusing of it. It will return the error record to the creator of the record.

This button is used for afind close of the record. By this button you
fix and dose an error record. See Chepter 2.6.4 Close Error screen for detals.

Thisbutton is used for finding smilar error. See bellow for details.

This button is used for changing of the current password and E-mail
address. Without knowledge of the current password you have no chanceto do an
update of the password.

This button is used for adding anew error record. Mostly is used when
you testing dready done solution or when you find an error while you working within
the system. By this functiondlity error records are cregted.

This button is used for exporting list of records that have been found
through the "Search' button to an MS Excel spreadshect for an additiond
processing. Thisway has been chosen because of ability of MS Excd to properly
display vaues and additiond andyst resources, e.g. graphs avalability.

Pege7 of 7
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This button is used for logging off from the Testing Tasks screen.
Obvioudy, it isaso possible to use ESC key like in another windows gpplication

2.3 Search for records functionality

When you click the "Search' button the following happen:
Support Tracker engine check dl avallable configurable settings like combos, edit
boxes and check boxes and ask the server for the records that are equd to your
search criteria
The server processes the request and asks a database for available records.
When the server receives the requested records it send them to Support Tracker
engine. In there the records are processed and displayed in the list view

Fig. 7 £ Error records list view

To be aleto work with a particular error record you need to sdlect it by your sdection
(left) mouse button. When you double dick on the particular record the details will be
displayed (see bellow for adetal description of the detail screen).

As you noticed there are many columnsin the error records view. Let's take alook for
what does mean a particular name:

ID %itisthelogicd ID of theerror. It isthe unique number that is connected with
the error record itsdf. When the system will communicate with you through E-mail

notification messages it will dways use this ID vadue for adear identification.

1D I M ame i Impartance i Praject | Found in wersion i D escription i Created i Fi:
10 Frinter output errar | Fatal Imaging 1.0 There is a black page after ea... | 28/05,/2002-13:.47:49
11 Project drive spa... | Fatal Imaging 1.0 Project drive space need to be... | 28/08,/2002-16:07:30
4 | i

Name it contains aname of the error tha is assigned in the time of cregtion of the
record. For abest usability of Support Tracker is recommended to use clear and easy-

to-understand record names only in the time of creation of the record.
Importance * it contains an importance of the error record. It would be either

o Fatal + very important and high-to-fix importance error

0 Major = medium important

0 Minor * lessimportant error like GUI errors

0 Design * error tha isthere because awrong design. It is helpful for anew

version objectives set

Project + it contains a project nametha is used through the system.

Page 8 of 8

Copyright © 2002 CompounDev



Support Tracker Developer User Guide

Found in version % it contains the verson number (name) in what the error has
been located
Description * it contains adescription of the error. We should say that it isthe most
important error record part because if the description is unclear that it makes difficult
to fix the error or work with it. Additiondly, it isimportant to set the description as
goposite as possible because the description will be used for future knowledge base
too so it isredly important to set is as clear as possible and dways think that is
should be previewed by somebody dse the by the person to whom is assigned to, eg.
from somebody from support department.
Crated * it contains adae and time of cregtion of the record.
Fixed in version % it contains the verson number (name) in what the error has been
fixed.
Fixed comment + it contains a description of fixing procedure. Asfor description,
in hereisdmos crucid to describe the fixing process as clear as possible because
would be used for fixing of smilar errors.
Fixed % it contains adate and time of record has been fixed.
Fixed key words * it contains key words that should be assigned to the record when
isfixed/ closed. These key words highly improve finding similar errors ability.
Closed in version = it containsthe verson number (name) in what the error has
been dosed
Closed = it contains adate and time of record has been closed.
Attachment + it contains information about attachments of the record. Each error
record should contain many attachments that should be previewed by detall screen
(see bdlow). It would be @ther:

0 N/ A xthereaeno atachments

0 1tox £ number of attachments

2.4 Find similar errors functionality

Find Sirnilar

Through this built-in functiondity of Support Tracker you are able to go through the
knowledge base that is created in the system whileis used for solving your current
problem or for finding afast, dready implemented, solution. Please do not forgot that
this process is atime consuming process so use this functiondity only when you are sure
tha you want to spend some time by searching through the knowledge base. For finding
of smilar recordsisimportant:

The name of the error

The description and comments

The key words

The crestor or department

N OTE: you cannot work with this functiondity until an error record is sdected and you
will usudly return ahuge amount of information, so do not get confused with.
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When you use Find Similar' button, you should get either this Smilar Errors didog:

Similar Errors

Mame | Project [ Deseripion | Erested Commen: | Modfied | Feoed Comiment
Pioect dive space red L. | Imaging Pinject dive space reed lo be.. | no addbon com. | 287057200215, | CLOSED: 2B/05

Fig. 8+ Smilar error screen

When the ligt displayed in Fig. 8 is shown, you can access error record detals through
section (left) mouse button double clicking on the item.

The column names used for describing of error record are the same as for search for
error record functiondity. Please refer the chapter above for additiond details about the

column names.

Or thisinformation didog:

Information:

There are no similar erors found in the =]
databaze.

=

Fig. 9xInformation dialog £ no similar errors

Thefinding of amilar errors functiondity is one the most advance fegture of Support
Tracker. Through this functiondity you are able to track the history of support and use
dready found solution with your problem. But please do not forget that this processis
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highly time-consuming and the result depends aways on input vaues when error records
have been created.

2.5 Error record details screen

As you noticed in the previous text you can access the error detals screen by double dick
on apaticular error in the error recordslist. After the double click this screen is

displayed:

Error Details

Error Name: m

Description:  |Used at 1024x7632256 coloes mode [
=

Comment: The zame prodlam ke at 1.0 version =
|

Project: [Imaging

Version: [21

Created By: [Tester

Assigned To: |Developer

Created f Modified:  [22M7202953%6  [2a1200215.%

Importance / State:  [Faul [Ferding

[Anachmerts | [ Cancel |

Fig. 10+ Error record details screen

The following list contains a detailed description of the screen parts:
- Error name % it contains an error name
Description % it contains an error description
Comment it contain an error record comment. Usudly, an additionad comment for
description is used
Project + it contains a project name in which the error occurred
Version * it contains averson number in which the error occurred
Created By % it contains aname of person who was created the error
Assigned To it contains aname of person whom is the record assgned
Created / Modified % it contains the date/ time vaues tha are corresponding with
the datel time of creetion of the error record and the last modification
Importance/ Sate + it contains an importance leve and current Sate of the error
record.
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“Attachments..." button + isused for displaying of assigned atachments. This
button gppears only in the case that the error record has some atachments assigned.

By clicking & the button attachments are displayed. You can roll through them by
dicking the mouse button. By closing the preview pane you should return back to the

error record detals screen.
"Cancel' button + through this button you can leave the screen and return the

previous one.
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2.6 Detailed screens description

This chapter contains adetaled description and al child screensthat are accessible
through the buttons described above.

2.6.1 Add New Error screen

Add Ermor

When you usethe "Add Error' button the following screen is displayed:

Add New Error

Error Name:  |i dont widsstand the testing sheat

Description:  |The testing shest for ver, 2.7 i quie complicated ha =
urdeistand Pleass give me mate delals.
=
Comment: Al var. 3 = |
|
Project: [lmo-slﬂ:l =l
Version: [z1 E|
Department:  [Tester =l
Assigned To: |Tesa ]

Importance: | Cepuebow! [ [Design |

Fig. 11+ Add New Error screen

This screen isused for adding anew record to the system. It is very important to
understand to this functiondity properly because adding of the new record is amagor
part of whole Support Tracker. Without entering of proper vaues and a clear description
of the problem the whole idea of Support Tracker should be destroyed. Because Support
Tracker setting up the process of entering error records it helpsto improve whole
development cycle. Please pay atention to the following description of screen parts and
contact your more experienced colleagues or for adeguate explanation, if the following is
not clear enough for you.

NOTE: it isimportant to fill dl parts of the screen properly and clearly to help in the
process of software development and to your colleagues.
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The following list contains a detailed description of the screen parts:

- Error name * it must contain acdear and easy to remember error name. Thereis not
an advice for naming convention but the good ideais to dways use more then one
word name, preferably atwo or three descriptive words (e.g. Cancd button failure,
Printer output problem, Network connection, EXE module Exception).
Description + it must contain aclear and focused description of the error. The
description is not length-limited so please use as maximum as you are able to
describe dways with the error found (e.g. cannot register the TEST.DLL because of
error in the registration process. Returned +1).

Comment * it must contain acomment that is connected with the name little bit
widely, like system information, process settings and so on.
Project + it must contain a project name. The name should be chosen from the
combo or it should be typed in (e.g. Imaging £ NatWest)
Version % it must contain averson name/ number. The name should be chosen
from the combo or it should betyped in (eg. Verson 12.3.2.1)
Department + it must contain adepartment name that must be chosen from the
combo provided. Other vaues are not acceptable.
Assigned To it must contain aname of person whom is the record assigned. The
name must be chosen form the combo provided. The combo contains dl users
avalable under the selected department. Other vaues are not acceptable.
Importance * it must contain an importance level of the error record. It should be
chosen by combo provide: The importance must be one of the following:

0 Fatal = veryimportant and high-to-fix importance error

0 Major = medium important

0 Minor * lessimportant error like GUI errors

0 Design * error tha isthere because awrong design. It is helpful for anew

verson objectives set

‘Capture Now!" button + is used for cgpturing of atachments and assigning them to
the error record. Please check I mage capturing bellow.
"Add Error' button + this button is a the end of the adding anew error record
process. The syssem will NOT pass you through if some of previoudy listed vaues
will not be properly set up. In the case of this problem you will be notified by the
system'’s warning message.
‘Cancel' button + through this button you can leave the screen and return the
previous one.
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2.6.2 Screen items in a detail

For thefirst time we have talked about mandatory and non-mandatory items, and about
read only and read/ write items. Let's me explain what is al about.

The mandaory items are dl itemstha are described in this document without anote
(non-mandatory). Almogt dl fiddsin the syssem have to befilled * just for acase of
collecting of knowledge and data Surely, sometimes it is not important or needed so you
can skip filling out. But because the system contains a vdidating engine sometimes is not
possible to skip the filling because you will not be able to commit changes. In the case
that thefilling is sysem-driven the control buttons (Update Error, Add Error, eg.) ae
disabled, so it isnhot possble to use them and you are forced to fill theitemsthat have to
befilled.

Theread only items are the items that are previewed only. These items are dways
displayed as ared text in the separate section (see Fig. 12 + Fix Error screen for
example). You can copy the content of the fields but dl changes that you do with them
will not be stored.
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2.6.3 Fix Error screen

When you use the Fix Error' button the following screen is displayed:

Fig. 12 + Fix Error screen

This screen is used for fixing the actud error record. Fixing of error is amid-step of the
whole Support Tracker process. When you receive the error report (record) from
someone within your team (for example from a Tester) you try to solveit. So you spend
sometimeto find asolution and when you find & implement it you have to return back
to Support Tracker to let the crestor of the record know that the problem has been fixed.
It isvery important to fill dl required vaues properly to help the creator to understand
your improvement within the reported error.

When you fix the error record the record itsdf is avalable for afuture processng that
hasto be done by the cregtor of the record. From the time you fix the record the interna
dae of the error is changed and the record is automaticaly assgned back to the cregtor.

The cregtor of the record hastwo optionsto for further processing:
1. Close the record % it would be done only in the case that the error has been
successfully fixed and there is no other requirements for another work connected
with the error record
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2. Reject therecord * it would be done in the case tha you haven't fixed the error
properly or the tester is not happy with your solution. When the error is rejected,
the system returns it back to you for further processing.

The following list contains a detailed description of the screen parts:
Read-only items:

Error name % it contains an error name
Description * it contans an error description
Project + it contains a project name

Read/ Writeitems,

Comment * it must contain acomment that is connected with the name little bit
widdly, like system information, process settings and so on.

Version * it must contain averson name/ number. The name should be chosen
from the combo or it should betyped in (eg. Verson 12.3.2.1)

Keywords = it should contain key words that would be used by the system for
finding the smilar errors. Thisis not mandatory item o it depends only on you if
you will help the process to improveitsdf. It is dways agood ideato pick-up some
key words from the case and fills them in the keywords filed.

‘Capture Now!" button + is used for cgpturing of atachments and assigning them to
the error record. Please check I mage capturing bellow.

Fix Error' button * isused for closing the record + it has the same functiondity like
OK button - commit changes

"Cancel' button + through this button you can leave the screen and return the
previous one.
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2.6.4 Close Error screen

When you use the ‘Close Error' button the following screen is displayed:

Fig. 13+ Close Error screen

This screen isused for dosing the actud error record. Thisisthe last link of the Support
Tracker's chain. You use this functiondity only in the case that you have fixed the error
and you are absolutdly sure tha the error was successfully iminated.

When you close the error it automaticaly changesits state to Closed and will be available
for support team; that meanstha closing of the error record would influent the whole
development team. So, please be sure that when you close the error that the caseisredly
fixed and diminated.

The following list contains a detailed description of the screen parts:
Read-only items:

Error name % it contains an error name

Description % it contains an error description

Project + it contains a project name
Read/ Write items:
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Comment * it must contain acomment that is connected with the name little bit
widdly, like syssem information, process settings and so on.
Version * it must contain averson name/ number. The name should be chosen
from the combo or it should betyped in (eg. Verson 12.3.2.1)
Keywords * it should contain key words that would be used by the sysem for
finding the smilar errors. Thisis not mandatory item o it depends only on you if
you will help the process to improveitsdf. It is dways agood ideato pick-up some
key words from the case and fills them in the keywords filed.
‘Capture Now!" button + is used for cgpturing of atachments and assigning them to
the error record. Please check I mage capturing bellow.
"Close Error' button + is used for closing the record = it has the same functiondity
like OK button - commit changes
"Cancel' button + through this button you can leave the screen and return the previous
one.
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2.6.5 Reject Error screen

When you use the ‘Update Error' button the following screen is displayed:

Fig. 14 + Reject Error screen

This screen is used for rgecting the actud error record. Sometime hagppen that an
incorrect error isassigned to you. You must understand that the person who was
assigning errors sometimes doesn't understand properly your role and it should happen
tha he assigns an incorrect error to you. In this case or in the case tha you are unableto
solve the problem you can reject the error. From the process point of view the error
record will be returned to the creator and he will solve the problem to whom to assign
the error or wha to do with it.

Sometimes it should dways happen that the creator assgnsthe error that hasn't meaning.
Maybe he doesn't understand properly the testing scenario or product or maybe he was
just confused. For dl thisreasonsthere is enabled this rgecting functiondity. But dways
rgject for agood reason only, because when you do rgecting you asking the cregtor to do
his job again so plesse, dways think alot if there is areason to reject the error record or
not.
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The following list contains a detailed description of the screen parts:

Read-only items:
Error name % it contains an error name
Description % it contains an error description
Project + it contains a project name
Creator + it contains aname of crestor of the record

Read/ Write items:
Commentz it would contain the reason why you rejecting the error. Especidly in
hereis quite important to fill the description properly to help communication and
improve the process.
Reason = it must contan the reason of regjecting. Please use combo box provided to
fill out the reeson. Commonly, you can choose from the following:

(0]

(0]

(0]

As discussed it isreferring to the communication with the creator of the
record. Pleasefill the communication man cases in the comment box
Comment describes the reason it isreferring to the content of the
comment box

Design error understood by specification x it isreferring to the
specification and saysthat you've just followed the specification

N o error because functional as designed it isreferring to the design
No error from my point of view % it isreferring to your meaning, must be
explained in the comment box

The error has been already fixed % it isreferring to another smilar or same
error that has been dready fixed. Please provide additiond information by
the combo box

‘Capture Now!" button + is used for cgpturing of atachments and assigning them to
the error record. Please check I mage capturing bellow.

‘Reject Error' button + is used for rgecting the record + it has the same
functiondity like OK button - commit changes

‘Cancel' button + through this button you can leave the screen and return the
previous one.
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2.6.6 Change Password screen

When you use the "Password' button the following screen is displayed:

Fig. 15+ Change Password screen

This screen is used for changing your system access password and e-mail setting. As you
can see from the figure aove, the change password didog contains three sandard
password edit fidds:.

Old Password * you must fill the old password

N ew Password * you must fill anew password

Confirm Password + you must confirm the new password

In the next section there are two additiond edit fidds for e-mall support setting. By this
e-mail address the system notifies you about achanges, new records assigned to you or
about additiond information. If you don't set up this address properly you will not be
able to receive system's notification messages.

There are two edit fields that have to befilled:
Old e-mail Address * you current (if exist) email addresstha is used by Support
Tracker to notify you
New e-mail Address + anew e-mail addresstha you wish to use for system
notification

It is quite important to set up these vaues properly because only you can set up them.
Egpecidly with the password change it have to be manipulated securely.
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NOTE: never ever share your access password to the Support Tracker with someone
else and store the password on the secure place.

2.6.7 Export button functionality

When you use the Export' button the following screen is displayed:

Fig. 16 + Change Password screen

The export functionality is used to export sdected datafrom Support Tracker to 3° party
products. As adefault export forma has been chosen Microsoft Excd™. It isdso
possible to export datato adifferent forma. If you need it please contact our support
desk (mailto:support@compoundev.com).

The export functiondity is a key mechanism how to processthe datain adifferent
software tool * like MIS or another andyst tool. Through this functiondity you can
monitor the amount of pending/ fixed and minor/ fatd errors and the othersfactors tha
you wish to monitor.
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2.7 Image capturing

When you adding an error record or using another functiondity you are enabled to link
atachments with the error record. You can do it through "Capture N ow!" button.

Fig. 17 £ Image Capturing tool

When you expose this functiondity the Image Capturing tools window is displayed. As
you can seein the right-lower corner there is arectangle with the sdection tool located.
If you need to cgpture some screen or window part you just Smply drag & drop the
section tool over the wanted screen part. When you drop the tool, an assigned graphics
editor is evoked and you are able to do some changes within the cgptured image. You
can. After you finish your changes, just save the changes. You will ingantly return to the
previous screen and attachment would be assigned to the record.

This functiondlity is very useful because sometime it is so difficult do describe a screen
action or awindow falure. The most smply way how to do it isto creste a screen
sngpshot. You dready know some of little less intelligent methods like pressing Print
Screen button or another of the combinations of Print Screen button and some ese one.
With image capturing that is built-in in Qupport Tracker the process of capturing is
becoming fairy easy and smooth. And because the find image is linked together with the
error record it is becoming apart of the record itsdf.

N OTE: when you evoke the | mage Cgpturing tool Support Tracker will minimize and
restore to the previous position after you finish your changes with the cgptured image.
Please try the functiondity before the red use.

IMPORTANT NOTE: the single record operation is able to accept only one
dtachment a time. Because of this when you capture the image and do it again you will
instantly OVERWRITE the previoudy captured image. Please bear in mind it. Surdly,
the record can contain more then one atachment + each record operation is able to add
its own atachment so you can for example cregte a history of error by attached images.
Sometimesiit is more faster and clearer then a detail description of the problem.
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3 Knowledge Base

One of man advantages of Supporter Tracker isintegrated knowledge base. This chepter
shows you how to work with the knowledge base and explains you the god of the
knowledge base.

3.1 Knowledge base in detail

The knowledge base is not a part of the ingdlation. You cregte it, your team and dl your
co-workers, dl users of Qupport Tracker. The knowledge base exist only if you using
Qupport Tracker in aright order; that meansthat you properly fill dl expected fidds that
are presented to you by Qupport Tracker. Please bear in mind that if you enter you Error
Description like"Erra” it should have some meaning in the present time and maybe to
your team members, but it has no meaning in the future or to externd workers. So
without proper entering of datathe knowledge base would be worthless.

By the time the knowledge base fills itself and it would be the best help for you asyou
can imagine. It is known fact that errors are repegting in atime during the development
process and in various projects.

The god of knowledge base isto be the best help resource ever. The easies way, when
the knowledge base exidts, isto ask Support Tracker for help - it will search the
knowledge base and return aresult to you. The knowledge base would speed up your
development process because you would reuse dready existing solution instead of
cregting of new one.

3.2 Using of Knowledge base

There are just one method tha are accessng the knowledge base:
1. Smilar Errors access method

3.2.1 Similar Errors access method

On your screen, thereis dso button cdled Find Smilar (Errors). It iseasy to locdiseit -
it has ared square rectangle around. By pressing this button a high time-consuming
operation is started (it depends on the size of knowledge base; that means a them
amount of error records stored within the database). The system reads a currently
selected error record and sendsit into the Support Tracker engine. Insde, the database
engineis going through dl error records and trying to identify them as similar to input
error record. There are many internd mechanismsthat are responsible for the searching
process. After dl the whole knowledge base is examined and aresult isreturned. And a
last the screen previews the result to you. From this point you are able to examine the
gmilar error records tha has been found.

This process is supported by actud error record - without it you cannot start the engine.
S, theright processit:

Find an error record by the standard process

SHect it by your sdection button (usudly the left one)
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And then press Smilar Errors button

If there were any smilar errors present you would seethe ligt of them where the sandard
functiondity is available like Error Detalls and son.

If there were no Smilar errors the system would inform you about this fact. In this case
you have another option - you can try to find them by key words.

NOTE: do not forget that only error recordsthat are FIXED or CLOSED ae opened
to theengine.
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4 Support

If you need some additiond information about the company products or you gust get
confused with the description of some functiondity described in here please contact the
technicd support of the company through our web ste or through the E-mail:

Company web stee http:/ / www.compoundev.com/
Support E-mail: mailto:support@compoundev.com

When you contact the company because of the support please do not forget to include
these information:

Your cusomer regisered nameand 1D

Your system configuration

The error description

Both log files (server & dient)

Short description of your problem from your point of view

The company's support department will solve your problem as soon as possible and it
will advise you the solution that will dways fit your requirements.

With other enquiries please contact the company.

We wish you to have asimple agendawith using of Support Tracker.
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