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About the User Guide — E-Tech Support

This guide describes how a client can use E-Tech Support to enter his or her own issues.
These issues may be suggestions, questions, defect/bug reports and enhancement requests
for products, products, processes or services that are stored and tracked in the Defect
Manager’s Repository. Your supplier’s support team uses this Repository to efficiently
find your pending issues and resolve them.

E-Tech Support allows you to interactively enter issue reports plus view the status and
progress of your issues as well as those submitted by others in your organization from the
web-browser on your workstation or laptop.

The purpose of this guide is to assist you in learning what you can do and how to do it
with E-Tech Support. This manual is written from the perspective of — You as the
customer communicating your problems and your needs to your supplier-organization’s
support team.

Because You can use E-Tech Support to update the same Repository as the support team
does using Defect Manager for Windows or Web, You become a vital extension of the
support team — This manual is Your User’s Guide to the E-Tech portion of the overall
Defect Manager system.

Additional information on the purpose of Defect Manager can be found in the sections:
What is E-Tech Support?, What are the Benefits of E-Tech Support?

Other Defect Manager Guides

This User Guide — E-Tech Support has the following companion guides that provide
additional detail on specific topics for Defect Manager:

Getting Started Guide

Installation Guide

User Guide — Defect Manager for Windows
User Guide — Defect Manager for Web
Administration Guide

Programmer API Guide

Glossary
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What is E-Tech Support?

Defect Manager E-Tech Support is an interactive software product from Tiera Software
that allows clients of companies that use Defect Manager to participate in the entry,
processing and reporting of: issues, defects, suggestions and formal enhancement
requests using an internet web-browser.

Client companies can use E-Tech Support to directly submit their trouble reports, defects
and other issues without suffering long delays trying to reach a help desk. This expedites
the process of getting problems reported, analyzed and results returned in the form of a
work-around or a permanent fix.

Clients may also query the web-based Knowledgebase of technical problems and fixes
from their web-browser. The Knowledgebase content is selectively published to your
supplier-organization’s website by Defect Manager. Many defect reports may be
avoided by such searches and use of the solutions found.

After submitting a defect report or enhancement request, a client’s staff can check on the
status and progress that has been made on the issue he or she submitted using an internet
web-browser on their workstation.

Whether or not they are using E-Tech Support, complementary features within Defect
Manager assist the support staff by issuing automated notices and reminders that maintain
effective communications with the client and other stakeholders on each reported issue.

When the support group asks a client for more information on a reported issue, the client
worker can easily use the E-Tech Support interface to add a note or attach the required
information to an issue item stored in the Defect Manager Repository used by the support
team.

E-Tech Support provides a flexible and independent way for client technical staff and a
supplier’s support staff to work together to resolve issues related to the supplier’s
products, projects, processes and services.

Clients that are provided with E-Tech Support by their supplier/support organization can
feel secure that staff will not see their defect-reports from other organizations. Each
organization’s staff using E-Tech can only view and enter their own reported issue items.

E-Tech Support works in browsers such as Internet Explorer and Mozilla Fire Fox.

E-Tech Support Benefits
Defect Manager E-Tech Support enables clients and prospects to:

e Enter new defects against products/services they have purchased or projects they
are involved in as external participants.

e Review defects that they and co-workers in their organization have reported.

e Update defect information and enter additional information and comments about
the defect as part of the defect resolution process.
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e Enter bug and trouble reports anonymously
e Search the knowledgebase for like problems and solutions.
Defect Manager benefits the supplier/support organization by automatically:

e Adding prospects to the repository when they download the evaluation software
from the organization’s website.

e E-mailing prospects when they sign up for support or download a product from
the organization’s website.

e E-mailing prospects their logon user name and password when they have
forgotten it and request it on the organization’s website.

e Keeping a complete record of all interactions between the support team and
clients decrease the time required to resolve the problem.

e Assisting the supplier’s clients to resolve many of there own issues 24X7.

E-Tech Support Users
There are typically two principal types of users that come to the supplier/support site.

e Those clients that have already purchased supplier’s products or are involved in a
supported project

e Those prospects who are visiting your website to gain information or perhaps to
evaluate your products, but have yet to purchase products or services.

Although users of both types may want to make suggestions, report defects and propose
enhancements for products plus search the knowledgebase -- the way you handle each
type of E-Tech user is a little different.

Users that are clients can review defects that they have reported previously. E-Tech
Support authenticates each user as they logon to the system, so they can only see those
defects reported by them and others from their organization.

Those that are not clients (i.e., prospects) can register as a guest, and for a limited time,
they can review issues and defects that they have reported previously.

E-Tech Support can be, optionally, configured by the system administrator that users can
report defects without having to register.

Defect Manager E-Tech Support is designed to handle both of these types of users.
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How the System Works — Using E-Tech Support

Repository and Activity Log
The Defect Manager Repository is the central database for the Defect Manager system.

It organizes all of the issue items and related information needed enter, track and resolve
issues/defects.

The three primary Defect Manager Systems: E-Tech Support, Defect Manager for
Windows and Defect Manager for Web, utilize the same Repository database and
provide their users with access to stored issue-item information.

A key part of this repository database is the Client History Log that stores a record of all
activities that are performed by both the support team and the client to resolve an issue.

Knowledgebase

The Defect Manager Knowledgebase is a separate information store that is available as
web-pages over an Internet/Extranet network by using the E-Tech Support system.

Issue items from the Defect Manager Repository are selectively published to this web-
based information store. This makes the published-items available for viewing by
issue/defect stakeholders and clients authorized to use the E-Tech Support system.

Internal Actions/Notes, Source Code, and Test Results are not included when an issue
item is published since they are for internal support team use. However, the External
Actions/Notes are included along with selected other properties in the Knowledgebase.
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Logon to E-Tech Support

E-Tech Support needs to know who you are when you are using the system. All clients
using E-Tech will have user names and passwords to identify themselves. They will need
this information to logon to the system.

Note: To implement the client E-Tech Support logon capability on the organization’s
website, the system administrator establishes a link in the organization’s website to the
E-Tech logon web page: default.asp.

From the organization’s website where the link to E-Tech logon is placed, the user will
enter their user name and password and the logon request will be authenticated. For
example, the E-Tech Support logon web-page on the Tiera Software website appears as
shown below.

{Z Tiera Software - Support - Windows Internet Explorer E|[E|PZ|
H— ? H - |§, http:filocalhostietechsupport465_plain.net/support_login, asp:x V| ([ % | | 2 -
File Edit ‘iew Favarites Tools Help EE del.icio.us - aG

@:ﬁﬁ;ﬁ.ﬁmﬁff '| U Admin V|@ Go %, v (@DRecord = Stop 11 Pause b Play 4 Settings 2
7;:? ke |@Tiera Software - Suppork |_| i;-&ﬁ - B i ,'_:]"E@E v iF Tools ~ ”
Nortor =] T e TGRSy Options ~

Fhs LOGIN - DEFECT MANAGER

User Name: |cruse

Password: | .....

|:| Remember my name and password

Forgot Pazzword? Register For Support

Copeyright 2000-2007 Tiera Software, Inc. All rights rezerved.

&J Local intranet H100% v

Figure: Example E-Tech Support Logon Web Page

After entering your User Name, Password , and clicking the Login button, the end user
is authenticated and the “Home” web page (shown in the next section).
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If you have forgotten your password, click the Forgot Password link and the following
Forgot Password web page will be displayed as shown below:

& Forgot Password - Windows Internet Explorer

"
@.\- J |§, http:flocalhost fetechsupport465_plain.netfsupport_forgotpassword, aspix V| 2| % | | |-
(T
File Edit ‘Wew Favorites Tools Help °m delicio,us - TAG
EFF@’:‘IRWVL{’ Tl V|@ Go 1% @ Record  ®) Stop 10 Pause b Play 4 Settings >
. »
v i [@Forgot Password ] ‘ ﬁ - B = v r_;‘,"Eage v {0 Todls -
Norton™ ‘il o Eraud monitoringfis on w7 Options ~
m SUPPORT - DEFECT MANMNAGER
Forgot Password?
We will email vou your password.
“v"our Email: |
[ Send My Password ] [ Cancel ]
Jpone % | ocal intranet H100% v

Figure: Forgot Password Web Page

Enter your-mail address and press the Send My Password button and your username and
password will be emailed to you.
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E-Tech Support -- My Defects Log Page

The Home web page, allows you, the E-Tech Support user to:

1. Report new bugs, questions, and enhancement requests.

2. Review the issues (defects, enhancements , etc.) that you have reported
3. Review the issues that your company has reported
4

Review status (updates and notes that the technicians have made) on existing
issues.

5. Add notes, attachments to an existing issue item to allow technicians working on
your issue items can review

Export issues to a CSV or XML file.
Print your issues in a variety of report formats.
8. Search the knowledgebase for resolutions to problems that you are having.

After logging in to the system or registering as a user, the Home page will be displayed as
shown below:

= All Open Issues For My Company - Windows Internet Exploren |ZHE|E|
@; - |g http: jilocalhost jetechsupport 485 _plain, netfsuppart_mydefectlist, aspx V| +p || X | | £~
Fle Edit Yiew Favartes Tools Help E delicious ~ |0

B rreeserder - [Qlr Searchthe weh v|@6o 0% | ORecord =i Stop 1 Pase b Play @) Settings ) videoffudio Recorder
ey I@AII Open Issues For My Company l_l [ IR 5] = v e Page - (0 Tools - =
Nortor  @=1'P Optors -

mDEFECT MANAGER
Lp ional Grade Defect by Tiera Soft

» Knowledgebase Preferences | Logoff | Loggedinas Admin | 1/24/2008 10:05:44 PM

New [Defect | Enhancement | Question ] Goto Issue Export To CSV Export To XML Print

All Open Issues For My Company (3 Total Rows)

Select Filter: | —Select V| Page: 1 of 1
|10 _[Product [Rekase | _Type _[severty [Prorky [Status | Summay | tastupdated
. . . If you need any help. Please contact i
View S 0 <notset> MA Miscellaneous <no set= <notset= New support@tierasoft.com 09/08/07 02:25:04 PM
View & 1 Acticand 1.012  Cl <no set> <notset> Accepted ;rhoil'gfﬁ“ dose does not seem to be fixing the 01/24/08 09:58:10 PM
View &% 2 Acticand  1.012 call <no set> <notset> Accepted Iam getting hives from this 01/24/08 09:58:33 PM

Copyright © 2001 - 2008 Tiera Software. All rights reserved.

‘Q Local intranet L 00%
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Figure: E-Tech Support —- Home Web Page

The Home web page displays a list of “My Open Issues” since that it the default Filter
Selection.

The Menu Bar on this web page provides the following functions:

e New — Report a new issue in the Repository

e Search the Knowledgebase — Enter a search criteria and search the published
Defect Manager Knowledgebase of similar issues and prior problem solutions

e Export to Excel — Export selected issue information in the Repository to an Excel
spreadsheet for analysis and reporting

e Export to XML - Export selected issue information in the Repository to an Excel
spreadsheet for analysis and reporting

e Preferences — View and maintain parameters regarding your user profile in the
Repository.

e Print—Print (in report format) the issues that are currently being viewed

e Logoff — Exit the system

You can select an item (i.e., a row) by placing the cursor over it and clicking the left-
mouse button. This will display the Issue-Defect Item web page with the detail for the
selected item displayed (for more information on this see the section: E-Tech Support —
Issue-Defect Item Web Page).

The additional fields on each row can be viewed after scrolling horizontally to the right
or by clicking the full-screen button, in the upper right-hand corner, when your monitor
size and screen resolution permit it.

Hint: If you rollover the Summary of an issue, the description for the issue will be
display in a small window.

Using Filters to Selectively Display Log Items

You can also change the display contents by selecting a new filter in the Select Filter
drop-down list shown below.

ET-10
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= Al Open Issues For My Company - Windows Internet Explorer

L |@ httpijflacalhostfetechsupport 465 _plain, netfsuppart_mydefectlist, aspx V| 4| X | | Pl
Fle Edit Wiew Favorkes Tools  Help ﬁ delicous * |0
Eﬁmﬁ?ﬁﬂ? - |--J\' Search the web v |@ Go %, D Record %) Stop 10 Pause ') Play 4 Settings . video/Audio Recordsr Clas
— = a »
52? ar Ignll Open Issues For My Company l I ﬁ - B - - Iange - {ﬂ- Toals -

Nortor (1'%

Dpkions -

DEFECT MAMNAGER
L Professional Grade Defect Management by Tiera Software

» Knowledgebase

Preferences | Logoff | Loggedinas Admin | 1/24/2008 10:05:44 PM
New [Defect | Enhancement | Question ] Goto Issue Export To CSV Export To XML  Print

All Open Issues For My Company (3 Total Rows)

Page:lofl

Select Fiter: | —-Select

LY 25555 e e e
. Open Issues For My Site/Department . you need any neip. Flease con L
View set> «notset> New : 09/08/07 02:25:04 PM
= Open Issues For My Company support@tierasoft.com /08/

Enhancement Requests For My Company

View & |y Closad Issues set> <notset> Accepted g:‘oil'gfﬂm dose does not seem to be fixing the 01/24/08 09:58:10 PM
Closed Issues For My Site/Department

View & |Closed Issues For My Company set> <notset= Accepted Iam getting hives from this 01/24/08 09:58:33 PM
Search ...

Copyright @ 2001 - 2008 Tiera Software. All rights reserved.

8 Local intranet LT

Figure: Changing the List of Issue Items — By Filter Selection

This display makes it very convenient for you to review the status and progress of the
issues your company has reported.

In addition to using E-Tech Support to enter and review issues, the Defect Manager
system is used by the support staff who are able to view and work on your issues
providing you with support communications regarding issues you have reported.

The Select Filter drop down gives you choices of pre-defined filters as well as the ability
to perform ad-hoc queries.

ET-11
© Copyright 1999-2008 Tiera Software, Inc. All rights reserved.



Defect Manager 4.6 User Guide — E-Tech Support

Ad-hoc Queries

Selecting the “Search ...”” item from the Select Filter drop-down list allows you to
perform ad-hoc queries to search for certain items as shown below:

EE&X

= Search The Knowledgebase - Windows Internet Explorer

6\:\/ + | ] hitp:flocalhost/etechsupport465_plain. netfsupport_ssarch.aspx | (42 %] [speedst search [[2]-
Els Edt Yiew Favortes Tools Help G deicons - [0
E.’ 16 i '\;Av V\@ Go %, @ Record = Stap 0 Pause ) Play ¥ Settings ' Record ANY ¥ideo & Audio m
— — . »
W o |§sEarch The Knowledgebase [ | Bc B - & - [reage v £ Tosk -
Norton™ E & - Eraud monitoring is on - ptions =
DEFECT MANAGER
L Grade Defect by Tiera Software
» Home + Knowledgebase » Help Preferences | Logoff

Search

Word or Phrase: |

Product: | Any B

Type: Any V|

Status Type: | Any ™

Location: Any v

Reported By:

Copyright @ 2001 - 2008 Tiera Software. Al rights reserved.

Done %J Local intranet w00 -

Figure: Changing the List of Issue Items - By Filter Selection
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E-Tech Support — Report A New Issue

You can use the Menu Bar selection New to report a new issue (defect, enhancement,
etc.) as shown below:

/= Report An Issue - Windows Internet Explorer |ZHD‘:”E

@.‘:_“v | hitp:flocalhostjetechsupport45_plain, netisupport_newdsfect,aspxpt=-1 & [##][ % | |specdei search |[2]-

Fle Edt Uew Favortes Toos Help G deicons - [

[ Freceerder - [~ v @G % QRecord = Sop 1 Pause ) Play 4 Settings 0 Record ANY video & dudio

o I@Report An Issue [ | M v B &= v mhPage - (0 Took - #
Norton™ [ L ) : = =

» Home » Knowledgebase » Help Preferences | Logoff

Options +

A

Save

Report
THpe: [oefet ¥
Priority: <notset> *
Release: NA [»
Severity: | <no set> ~|
Priority: ‘-f_n_uts_at> -
Summary: ‘
Description:
Platform: \_N_A LI
05 Release: LN}\ LI
Attach Fie: [ |[(Browse... ]
Attach File: [ |[(Browse... ]
Attach Fle: [ |[ Browse.
v

Dane ‘:j Lacal inkranet H100% -

Figure: Report A New Issue

Using the first drop-down Types as shown above, select the type of issue that you want
to report from the Types drop-down list.

From the second drop-down list shown above, select from a list of Products that are
defined for you and your company -- the product that is the subject of this issue report.

Select the Severity for this issue from the second drop-down list of Severity Codes.
Select the Priority for this issue from the second drop-down list of Priority Codes.

Enter a brief Description of your issue, defect or enhancement suggestions in the third
field.

Enter the Steps To Reproduce the problem if applicable. You can also use this field to
provide additional information relevant to this issue.

ET-13
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Optionally, press the Browse buttons to select files that you would like to attach to this
Issue.

Press the Save button, to report your new issue. The system will then display the
reported issue confirmation page as show below:

5 . =)
(= Report An Issue - Windows Internet Explorer E‘@@
@.‘- R !g, hittp: {flocalhost fetechsupport46s_plainnetjsupport_nevwdsfect, aspe?t=-1 V{ 4oi[x] [ I h | Li-
Fle Edt Uew Favortes Toos Help G deicons - [0
@ Fresserdsr - Q- v|@eo % - ©Record = Stop 1 Pauss 2 Play ) Settings ‘4 Rerord ANY Viden & Audio CJ... Cles... ~
[ = = »
o |;énepurmnlssue % - B =1 - -
Norton™ .i' ) : T rT— =
| N -
Report
Type:
Priority:
Release:
Severity:
Priority:

Summary: M am having very bad problems

See the enclosed attachment.

Description:

Platform:

=|[=]
FSES

El=

05 Release:

Attach Fle: |[(Browse... ]
|[(Browse... |

|[(Browse.. ]

Attach File:

Attach File:

Dane %) Local intranet #100% -

[E3

Figure: Report A New Issue Confirmation

This status line under the menu bar displays the unique ID assigned to the newly report
issue and a link to it. You can continue to enter new issues, click on the new issue link in
the status line, or click the Close button to return to the home page.

E-Tech Support — Issue Item Web Page

You can view and update an existing issue item by selecting the specific item on the
Home web page. You select an item by placing the cursor over the Summary of the item
and clicking the left-mouse button, or clicking the View link tot he far left of the item.
Selecting an item will cause the Issue Item web page to display details about the selected
item as shown below.

Issue Item Web Page — Overview Folder

ET-14
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(= Issue 0 - Windows Internet Explorer,

=B
@;.' - |g, http:fflocalhostfetechsupport465_plain.net/support_mydefectitem, aspx?Defect=0 V| || X SpeedBit Search | R
File  Edit \Wiew Favortes Tools Help E delicious ~ .0
El}ﬁm@ﬁ@lﬂ? - |-.<‘,v V|@ Go %, @ Record =) Stop 10 Pause  *) Play ¥ Settings . videofAudio Recorder G bt
" - e ¥
W [@Issueﬂ l l @ A | s v |:kPage - {F Tools -
Norton™ E - Fraud monitoring is on = Options -
A~
+ Home + Knowledgebase + Help Preferences | Logoff

Next Prev Goto Issue

Issue 0 - If you need any help. Please contact support@tierasoft.com

This Miscellaneous has been OPEN for 139 days. It has not been UPDATED in 139 day(s).

» Overview » History » Attachments

Add Note Add Attachment Add Link Print

Issue Details

Product: <notsets Release: A

Status: Entered On: (09/08/07 02:25:04 F
Severity: =no set= Last Updated:(02/02/07 022504 F
Scheduled For:

Reported By: |Admin Location: Development Team 1
Platform: A 0S Release:

Steps To Recreate:

|~
|

& Local intranet F100% v

Figure: Issue Item Web Page - View/Update an Existing ltem

The Issue Item web page allows you to view a detailed summary of the selected issue
item, notes, and attachments. This page also provides a way for you to provide
supplemental information, after the item was originally reported such as:

Add a note
Add an attachment
Add a link (URL)

Print the detail report format in one od several different formats j

Issue Item Web Page — History Folder
The History Log tab allows you to view a chronological journal, starting with the most-

recent history. You can use this tab to enter a note.

ET-15
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= Issue 0 - Windows Internet Exploren |z||§|rg|
@:j - |g, http: jflocalhostfetechsupport465 _plain. netfsupport_mydefectitem, aspx?s=Histary&Defect=0 V| (| % | 2~
File Edit ‘Yiew Favorites Tools  Help E del.icio.us - TAG

B Freceerder - [Qlr Search the weh v @ (% (@ Record %) Stop 11 Pause b Play ) Settings 1! Record AMY Video & Audia 7
w e [@Issueﬂ l_l B - B - & - [Erpage - Tk -
Norton" (=] & Optins -

-~
Issue 0 - If you need any help. Please contact support@tierasoft.com B

This Miscelleneous has been OPEN for 139 days. It has been UPDATED within the last day.

» Overview » History » Attachments

Add Note

01/25/08 06:39:47 AM Updated By Admin (Log Updated)
Severity changed from '<no set>' to 'System Down'.
01/25/08 06:39:26 AM Updated By Admin (Mote Added)
0Ok. Iwil change the severity for you.
01/25/08 06:36:48 AM Updated By Admin (Attachment Added)
The following attachments have been added: Security Product Integration.vsd
01/25/08 06:36:04 AM Updated By Admin (Mote Added)

Iam still having trouble breathing. Can you please have some call me immediately and change the severity of this
issue to th ehighest you can. Thanks.

05/08/07 02:25:04 PM Updated By Admin (Opened)
Opened with a Severity of '<not set='.

£
|
| £

‘a Local intranet H100% v

Figure: Defect History Tab

The History Log tab allows you to view Activities performed on an issue item in reverse-
chronological order so you can see the most-recent activities first. The top part of the
window shows all the entries in History Log. Some entries in the History Log may be
very large (such as notes that you or a technician have entered) and will not be displayed
cannot be displayed in their entirety. To see all the information in an entry, you can click
on the entry with the left-mouse button, and all information for the entry will be
displayed in the bottom window.

If you wish to add a note entry to the log, press the Update button and the following
window will be displayed

ET-16
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{= Add Note To 0 - Windows Internet Explorer |z||§|g|
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Figure: Add Note

Enter the note that you would like to have added to the issue and press the Update

button. The note is now stored in the Defect Manager Repository and is associated with
this item.

Issue Item Web Page — Attachments Folder

The Attachments tab allows users to add, remove and review attachments that have been
added to an issue. Defect Manager supports two types of attachments. File attachments
and link attachments. File attachments are physically uploaded and stored by Defect
Manager. Link attachments are URLS to a resource.
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Figure: Attachment Tab

To review an attachment, just click on the hyperlink of the attachment and it will be
displayed (if possible) in another window.

To add a file attachment, just click the Add Attachment button. The following window
will be displayed.
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Figure: Add-Attachment Selection Form

After selecting the desired attachment file, click the Open button and you are returned to
the Add Attachment form.
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Figure: Add Attachment Form — Complete the Attachment
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To add a link attachment, click the Add Link button. The following window will be
displayed.

{= Add Link - Windows Internet Explorer

@ - |g, hittp: fflocalhost fetechsupport465_plain.net/support_addattachmentlink. asps:?1d=0 DRSS | L\~
File Edit ‘ew Favorites Tools Help E delicio.us - 1aG
Emﬂmﬂ? e |<‘\' hitp: V|@ Go % v (@ Record = Stop U Pause ) Play 0 Settings ' Record ANY Video & Audio G 22
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W [@Addunk l I 5 - B - o - [5rpage + G Tooks -
Norton™ E @ Eratd monitoring s on 7 Options
DEFECT MAMAGER
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» Home » Knowledgebase » Help Preferences | Logoff
Save Link

Attach A Link

Link URL:

|ht‘tp'h’|ﬂc Ihostietech rt485_plain.net'zupport_addattach tlink Rw.nx?ld=ﬂ|

Make sure your URL confirms to W 3C standards. It must begin with an http://, file://, etc.

Save ][ Cancel ][ Paste ]
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Figure: Add Link Selection Form

To attach the link, enter the URL of the link into the URL field and press the OK button.

If the URL is on the clipboard, you can press the Paste button, and the clip board text
will be placed into the URL field.

To remove an attachment, select the radio button next to the attachments as shown below.
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Figure: Remove Attachment Form

Press the Remove button to remove the attachment.

Search the Knowledgebase

The web-based Defect Manager Knowledgebase contains selected information published
to your supplier’s website.

When you encounter a problem, you may search this Knowledgebase for a word or

phrase that represents your problem. Perhaps, your problem has already been reported
and resolved.

This will allow you to quickly find the problem and its solution — Saving you the trouble

of entering a new defect report and waiting for a response when you are able to locate a
prior instance of the same problem.

ET-22
© Copyright 1999-2008 Tiera Software, Inc. All rights reserved.



i NN

era
Defect Manager 4.6 User Guide — E-Tech Support Ders

(= Search The Knowledpebase - Windows Internet Explorer
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Figure: Search Knowledgebase Web Page

After entering your search values, and clicking the Search button, the system will find all
issues in the knowledgebase that contain your search values. As shown below
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Page: [1]
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Figure: Knowledgebase Search Results

To view the knowledgebase item, you can select an item by positioning the cursor over
the item in the search results list (the item will then be highlighted) and pressing the left-
mouse button. The following screen will be displayed.
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Figure: Viewing The Knowledgebase Item

If the you knew the Article Identication of this knowledgebase item, you could have

entered that value in the Article Identification field and press the View button to retrieve

the specific knowledgebase item as show below.
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Figure: Viewing The Knowledgebase Item By Article
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Exporting Issues

You can export your issue items and those submitted by your organization to other
programs such as Excel, Access, etc. by exporting the issues in comma separated values
(CSV) or extensible markup language (XML) by clicking the Menu Bar entry: Export to
CSV or Export To XML.

This displays the following form.

File Download X

Do you want to open or save this file?

KI. j Mame: Mylssues,csy
L4 Type: Microsoft Office Excel Comma Separated Walues Fil. .

Fram: localhost

Open ][ Save ]| Cancel |

harm pour computer. If you do not trust the source, do not open or

i 2 | YWhile files from the [ntermet can be useful, zome files can potentially
L
= save thiz file. What's the risk?

Figure: Export Download from the Defect Manager Repository

Pressing the Save button, displays the following form. Be sure to select the proper
directory where you wish to save the exported spreadsheet of data. If you select the Open
button, the system will open the application can show the data.
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. Eﬁ I=h3b2a%H ecd0e1007deg29570  [ChiIntel 502,11 b [Chplog4ss
My Fecent  ()429bf7c129952204f 23599 [CiLicenses IChplog4sn
Documents | |5 agbezzc12185dc51a3 |imabile |ChPoweer kemp
= [C)ASPMET Yersion Switcher |Camobile_trivia_compiled |CiProgram Files
[ |- sudio.kemp [CSIMOBILITY _SPRINT |Chprotectsoft
Desktap I3 Commen. kemp [CMadenn. temp [Chrhe_inst
| Contrals . kemp MSOCache |50 Host kemp
_ |- Decision Academic Import My Installations I signsmios
_,_.} [hdey [CiMokia [CHSPRINT _wWTk_31
My Documents | Display . kemp ICnokia s.u:lk. [htemp
|hdme65001p14 |Chpalmprinting_data | TouchPad. temp
B Iy dmme ICWPC Diagnostic, kemp [ohts_website_Filesys
gj |=S)Documents and Settings [Chplog [ChUtilities . kemp
! |0 DownloadDirectar Chplogsz [ WINDOS
by Computer
< ! E
‘% File name: r-.-1 Wl s5UEs i | [ Save l
by M etwork, Save az ype: | Microzoft Office Excel Comma Separated Walue | [ Cancel ]

Figure: Saving the Exported Data as an Excel Spreadsheet
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Update My Preferences

You can update your user-profile should your phone number or other contact and profile
information change, or you want to change the way the system looks. By selecting the
Preferences option in the menu bar you will see the following form:

ﬁ Tiera Software - Internet Management Solutions - Windows Internet Explorer

@1:;: - |@ http:fflocahost/etechsupport465_plain.net/support_changeprofile, aspx v 41| K | FoaRd
File Edit View Favorites Tools Help % delicious = o

E.Fﬁm;ﬁ@@? - |~<’,' hd ‘@ Go 4% @ Recard =) Stop 10 Pause k) Play 4 Settings ' Record ANY Video & Audio m‘l b
i:f 'f‘k I@Tiera Software - Internet Management Solutions l_l @ T m @ - J Page - Q} Taools »

MNorton™ E

Nofraud detected = Options -

DEFECT MAMNMAGER
L Professional Grade Defect Management by Tiera Software

» Home » Knowledgebase » Help Preferences | Logoff

Preferences

Personal Information:

Your Name: |Ad min ‘
Email: | admin@yourcompany.com ‘
User ID; l:l

Password:

Confirm Password:

Font Name:

Font Size:

Copyright © 2001 - 2008 Tiera Software. All rights reserved.
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Figure: Initiating an Update of Your Profile in the Repository

This form allows you to change your contact information (Name, Phone, Email),
password and the font that the system uses.
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Printing Issues

You can print your issue list by clicking the Menu Bar entry: Print. The selection of
items printed is controlled by the current filter selection on the Home web page.

- http:#localhostietechsupport465_plain.net/support_printreport.aspx?toolbar=18&Title=All Open Is - Windows Internet Explorer

@.\— 3~ |g, http:fflocalhost/etechsupport46S_plain, netfsupport_printreport, aspx?toobar=12Title=4ll%200pen%20lssues%20For % V| || X ‘ | |-
H
Eile Edit View Favorites Tools Help ~m delicious ~ TAG
B Erecserder - [Q- v @ % @ Record =) Stop 11 Pause ) Play ¥ Settings ' Record ANY Yideo & Audio =
— 3
7:? e Ighttp:,i,i|Dca\hUst,l’ete:hsuppurt%SJJIa\n.netfsuppurt_‘.. l I ﬁ - B %
Norton™ ‘il e Eraud monitoringjison 7 Options +
DEFECT MANMNAGER
L Professional Grade Defect Management by Tiera Software
» Home » Knowledgebase » Help Preferences | Logoff

Report Options

Report Title: ‘AII Open lzzues For My Company
Report Format:

Copyright © 2001 - 2008 Tiera Software. All rights reserved.
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Figure: Print Report Options

Enter the Report Title for this report. The current filter name is used as the default report
title. Select the Report Format for the report. There are three report formats to choose
from. They are Tabular, List, and Detail List. Each report format varies in the amount
of data that is displayed for each issue item, where the Tabular report format provides
the lease least amount of information and Detail List report format provides the most.
Click OK when you are ready to have the report created.
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E-Tech Support Start-Up Choices

There will be times when you want to have direct access (via a URL) to a specific issue
or knowledgebase article.

To view a particular issue, use the following URL:
http://etechsupportURL/?Startld=issueid

where issueid is the id of the issue that you want to view. For example to view issue 1055
you would use the following URL:

http://etechsupportURL/?Startld=1055
To view a knowledgebase article, use the following URL.:
http://etechsupportURL/?Articleld=article

where article is the article that you want to view. For example to view article
KB0827000000, you would use the following URL.:

http://etechsupportURL/?Articleld=KB0827000000
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