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Introduction

This is the training guide for the Service Express Web Application from Amduus Information Works, Inc. It
will cover the use of both the internal web site and the external web site. There is a training guide available

for the company implementing Service Express to share with their customers to use the external web site.

The document is broken into two parts. The first part deals with the internal web site. The second part
deals with the external web site (and is the basis for the training document for the external user base of the

application.)
This document assumes that the application has been set up and available to a web browser.

Documentation regarding the installation and configuration of the application, web server, database server,

application server, firewall, networking, and other such middleware/hardware is covered else where.
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Notes about the Architecture

Service Express aids the company implementing it with creation, tracking, and handling of issues defined by

that company. Issues are referred to as “tickets” in the document.

Service Express is a web application, which means it is a full blown application with functionality and a
database backend. Instead of using a GUI interface to interact with the user, it uses a web interface. This
means Service Express is multi-tiered application. One tier would be the web browser used by the user of
Service Express. The second tier would be the web server handing accesses to the web site. A possible
third tier would be a machine holding the application server that creates the web pages based on
programming and database interaction. The possible fourth tier could be a machine holding the database
server used by the application to store and manipulate data. Service Express can be run on as many as

one machine to n machines, depending on the amount of transactions it must process.

There are two web sites associated with the application. One, referred to as the “external web site” is used
by the customers of the organization using this application. If it was building maintenance implementing
Service Express, the external site’s users would be the building's residents. If it was a company

implementing Service Express, the external site’s users would be the customers of that company.

The other is referred to as the “internal web site.” This is the web site used by the people responsible for
handling the issues created by the users of the external web site. Users of the internal web site can also

create issues in case they are phone oriented.

The following web browsers can use Service Express without incident:

o MS Internet Explorer on Windows Platform
e Netscape on a Windows Platform

e Netscape on a UNIX Platform

e Mozilla on a Windows Platform

e Mozilla on a UNIX Platform

e Operaon a UNIX Platform
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Part | The Internal Web Site
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Getting Started With Configuration

Service Express can be a powerful tool for handling issues for the users. In order to be powerful, it requires

configuration regarding the processes used by the organization to resolve issues provided to it.

Determining Ticket Strategy

Service Express can be used to handle multiple types of issues. It is up to the application configuration
specialist to work with the organization implementing the software to determine the types of issues it will be

used with. Some example organization’s and their issues are described below:

IT Department

Software Related

Internet Related

Network Related

Other

Sample Ticket Types for an IT Organization

Apartment Building Maintenance

Apartment Related

Grounds Related

Security Related

Financially Related

Other

Sample Ticket Types for a building maintenance organization

Associated Company Internal Operations

Administrating Phones

Administrating Security

Human Resources

Other

Sample Ticket Types for an organization’s internal processes
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Once can set up ticket listings for internal users to reflect only the ticket types they are interested in seeing.
So if certain people are oriented to handling only one type of interaction, such as handling network

problems, they will only see tickets of that interest in their listing screen.

Of each ticket type, there are associated “problems.” (Though, it might not actually be a problem, but more
of an “action item” for the ticket handler to perform.) These can be considered sub-categories for ticket

issues. For example:

Apartment Building Maintenance — Apartment Related

Broken Door

Broken Kitchen

Broken Wall/Structures

Broken Garage Door

Other

Sample Problems associated to an Apartment Ticket Type

IT Department — Software Related

Need Software Installed

Need Software Un-installed

Cannot run package X

Cannot run package Y

Other

Sample problems associated with an IT departments Software Ticket Type

Once can set up ticket listings for internal users to reflect only the problems they are interested in seeing.
So if certain people are oriented to handling only one type of problem, such as handling apartment grounds

problems, they will only see tickets of that interest in their listing screen.

In order to work through a problem, one usually needs to work through various steps of the problem. Each
one of these steps can be referred to as a Status. Some status’s may represent a particular step in the
process such as “In Transit.” Other Status’s may act as a form of communication between the ticket
requester and the ticket handler such as “Cancel.” Status’s can represent a “workflow” for the ticket to flow

from person to person related to a particular operation.
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Apartment Building Maintenance — Apartment Related — Broken Garage Door Statuses

Opened

Office Aware

Problem Verified

Ordering Parts

Fixing Problem

Garage Door Repaired

Cancelled

On Hold

Sample Statuses for repairing a garage door

Once can set up ticket listings for internal users to reflect only the status they are interested in seeing. So if
certain people are oriented to handling only one action, such as dispatching a repair person, they will only

see tickets of interest to themselves.

Certain problems may have a higher priority to being fixed than others. Priorities can be numeric or name
oriented. Ticket priorities can be changed by an internal user to aid sequencing which issues should be

handled before other issues.

Apartment Building Maintenance — Apartment Related — Broken Garage Door Priorities

One

Two

Three

Sample Priorities for a broken garage door

Once can set up ticket listings for internal users to reflect only the priority they are interested in seeing in
relation to a problem. This can also aid with service organizations having multiple levels of aid for a

problem. One priority might be “Tier One Support,” while another might be under “Tier Two Support.”
Below is a diagram showing that for a given ticket, there are multiple possible problems/action items. For

each problem/action item, there are multiple statuses and multiple priorities associated to that particular

problem/action item.
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Ticket Type

Problem

Problem Priority

Problem

Relationships between ticket types, problems, statuses and priorities

It is the combination of ticket types, problems, priorities, and statuses that can be used to categorize a ticket

to a group of people to work on. See “Administrating Ticket Listings” further below.

Customer Set Up Strategy

Service Express can be used with multiple user organizations (such as customer companies of the
implementing organization) with multiple customer users, or a single user organization (such as the internal

use by an organization) with multiple users.

For a given customer, there are these entities:

o The main customer/organization information
o Sites of work for the customer/organization

o Contacts for the customer/organization

The main customer/organization is represented by a name and a customer number. For an organization
implementing the system internally, there would only be one customer - the organization it's self. For an
organization implementing the system externally, there would be more than one customer (assuming the

company implementing the system has more than one customer)
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Associated to each customer would be work locations for the ticket. Ticket work locations are
geographically oriented in Service Express with address information. One can also use the address

information to represent departments or buildings within the organization.

Also associated to each customer is a ticket contact. This involves such information as name, phone, fax,

email, etc.
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Application Configuration

Creating an initial Internal User

Before any configuration can be done, an internal user must be created. In order to create an internal user,
you should follow these steps:

o  Obtain the authorization code for your site from Amduus Information Works, Inc.or your application

administrator.

o Access the web site using the CreatelnternalUser.html web page as shown below:

File Edit ¥iew Fawvortes Tools Help |
« . - 0 2 ENCTE T N
Back fEErar Stop Refresh Haome Search Fawvorites hedia Histary
Address |e_“| hitp: £ famduus 2/ online/ srvexpadm/adm2 1/ Createlntermall ser himl j

Welcome to Service Express!

|§| Daone l_l_l_ Local intranst g

o Enter the given authorization code. You will not be able to create an internal user without the code.
e Enter the user id the user will log into the application with. Examples might be “sauge” or
“scott.auge” or “45362.”

o Enter the password this user will use to gain access to the internal application.
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e Enter any associated contact information for this user.
o  Press Submit.

e You now have an internal user.

Logging into the internal web site
Once an internal user has been created, a person can enter the internal web site from the login page as

shown below:

“J Welcome To Service Express! - Microsoft Internet Explorer

File Edit ¥iew Favorites Toals Help ‘

« s D at e 5 @ 3 ?
Back S E Stop Fefresh Home Search Favarites Media Histary
Address Iﬂj http://amduus? fonline/srvexpadm/admz1 findex htm j

Welcome to Service Express!

|€] Dane l_’_|_ Laocal intranet Y

o Access the web site using the administration based link to the index.html file.

o Enter aninternal user’s ID and password. External users will not be allowed into the internal user's
web site.

e  Press Submit.

e You should be in the main page for the internal web site.
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Once you are logged in, you will be presented with a main application page as below. Upon this page is a

link called Application Admin.

A Service Express - Microsoft Internet Explorer

File  Edit Yiew Fawvorites Tools Help |
- > 2 4 a @ 5
Biack R Stop Fefresh Harne Search Fawarites Media

Address I@ hitp:/ famduus2/online fsrvexpadm/adm2 1 /ain html

Profile

|@ Dane

l_ l_ l_ Local intranet 4

o Click on Application Admin from the main page.

the application admin page as shown below:

A new browser window will open presenting you
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3 Application Admin - Microsoft Internet Explorer

File Edit “iew Favorites Tools Help |

- = D a Q (il »
Eaet fSaryaErd Stop Refresh Home Search Fawarites

Address I@ hitp:/ famduus? fonling/ srvexpadmfadm? 1 fApplicationAdmin html?SessionlD=hUabe0zHg j

Applicati
Edit Tic

Edit Infernz S

@ Done ’_’_|_| Local intranet v

o Click on the Edit Ticket Types link. You will be presented with the Ticket Type editing screen, as

shown below. From this screen, you can enter new ticket types, or edit existing ones.

Creating a New Ticket Type

At the top of the screen, there are entries for you to enter a new ticket type. The Entries are described as

below:

Entry Field Purpose

Active Determines whether the ticket type will appear on the ticket creation
screen. Ticket types cannot be deleted as they may be used by previously
created tickets. Place a check into the check box to make this ticket type
active, and it will appear as an option on the ticket creation screen.

Unchecking the box will remove the item from the ticket creation screen.

Name This is the name of the ticket type as presented on the creation screen and
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the ticket data presentation windows.

Description

This is an internal reference seen only on this screen.

A Service Express - Microsoft Internet Explorer =1
File Edit View Favorites Tools Help |
&« = @ ) Q 3| & ) 2
Back Rl Stop Retresh Home Search Favorites Media History

Edit Problems

Edit Pr

Edit

Edit Problems

Edit Problems
Edit Problems

Edit

Edit Prablen
Edit Pr

Edit

Edit Problems

< <A I T T < I T <1 <

Address I@ http:/ famduus2/online/srvexpadmadm 1 TicketTypeEdit html?SessionlD=hlla5e 0zHI0D 7 AgQgDujtd5 15687

Mame

|

Description

Blue Diamond

Custom Programming |

General Interaction One

General Interaction

Hardware 3 Installation

House Repair

Installation

Interaction Workflow Is:

Microsoft Word

Order Parts

Portal Software

Service Express Beta

‘@ Dane

’_l_l_‘ Localintranet Y

o Enter the three pieces of information describing the ticket type.

e  Press Submit

o The ticket type is created and listed below in the “Edit Existing Ticket Types” section of the screen.

It is made immediately available to the system.

Editing an existing Ticket Type

In this same window used to create ticket types are existing ticket types. They are listed alphabetically for

easy location of the ticket type.

The fields associated with a ticket type are presented here:

Entry Field

Purpose

Active

Determines whether the ticket type will appear on the ticket creation
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screen. Ticket types cannot be deleted as they may be used by previously
created tickets. Place a check into the check box to make this ticket type
active, and it will appear as an option on the ticket creation screen.

Unchecking the box will remove the item from the ticket creation screen.

Name This is the name of the ticket type as presented on the creation screen and
the ticket data presentation windows.
Description This is an internal reference seen only on this screen.

Scroll through the existing ticket types to the ticket type you wish to change.
Change the entry fields as desired.
Scroll to the bottom of the window and press the Submit button there.

Your changes are immediate and implemented in the database.

Note that changing the name of a ticket type will change the name in all pre-existing tickets of that type.

Administrating Problem Types

Creating a new problem type

To create a new problem type, follow these steps:

Access the ticket type administration screen, as shown below:
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A Service Express - Microsoft Internet Explorer _[Oo]x]
File  Edit “iew Favortes Tools Help |
- o a & & 3 »
Back SarvyEre Stop Refresh Home Search Favorites Media History

Edit Problems

Edit
Edit Pr

Edit Pr

Edit

Edit

Address Iﬂj http:/ famduus2/online/srvexpadmiadmEl / TicketTypeEdithtml?SessionID=hllafe0zHIID 7 AgQOgOujts51 5657

]
=
=
[]
]
I
=
i
=
=
i

[

Click Here to edit problems

associated to “House Repair”

Interaction Workflow Is:
Microsoft Word

Order Parts

Portal Software

Service Express Beta

’_ l_ l_ ‘ Local intranet

o Click the Edit Problems link beside the Ticket Type you wish to edit the problems of. You will be
presented with a screen very similar to the ticket type editing screen, only it will be oriented to
problem types.

Entry Field Purpose

Active Determines whether the problem type will appear on the ticket creation
screen. Problem types cannot be deleted as they may be used by
previously created tickets. Place a check into the check box to make this
problem type active, and it will appear as an option on the ticket creation
screen. Un-checking the box will remove the item from the ticket creation
screen.

Name This is the name of the problem type as presented on the creation screen
and the ticket data presentation windows.

Description This is an internal reference seen only on this screen.
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s D
[REICiEE| Stop

EeEk Fefresh

Home

‘ Q G

Search Fawvorites

Description

Il Broken Window

Prioriti

|§| Dane

l_ l_ l_ Local intranet G

o Enter the three pieces of information describing the ticket type.

e Press Submit

o The ticket type is created and listed below in the “Edit Existing Ticket Types” section of the screen.

It is made immediately available to the system.

Editing an existing problem type

In this same window used to create problem types are existing problem types. They are listed alphabetically

for easy location of the problem type.

The fields associated with a problem type are presented here:

Entry Field

Purpose
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Active

Determines whether the problem type will appear on the ticket creation
screen. Problem types cannot be deleted as they may be used by
previously created tickets. Place a check into the check box to make this
problem type active, and it will appear as an option on the ticket creation
screen. Un-checking the box will remove the item from the ticket creation

screen.

Name

This is the name of the problem type as presented on the creation screen

and the ticket data presentation windows.

Description This is an internal reference seen only on this screen.

Scroll through the existing problem types to the problem type you wish to change.
Change the entry fields as desired.
Scroll to the bottom of the window and press the Submit button there.

Your changes are immediate and implemented in the database.

Note that changing the name of a problem type will change the name in all pre-existing tickets of that type.
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First access the Problem Editing screen as shown below:

A Service Express - Microsoft Internet Explorer

File Edit “iew Fawvorites Tools Help

s D
EeEk [REICiEE| Stop Fefresh

tah

Home

‘ Q G

Search Fawvorites

Description

|§| Dane

l_ l_ l_ Local intranet G

Click on the link entitled “Status” next to the given problem type. This will present you with the

Problem Status editing window as shown below:
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- = fat Q E5 &
Eack FEErEre Stop Refrash Home Search Fawarites Media

. Hide From |Hide From
v | | I | I |

Address Iﬁj http:/farmduus2/fonling/srvexpadm/adm?21 !StatusEdit.htmI?SessionID=hUaEEQzHQDD?AgOgDuj

|&] Dons [ [ | [ Localintanst y
Entry Field Purpose
Active Check to make the problem status available to the users of the application.
Name This is the name of the problem status as presented on the ticket data
presentation windows.
Default When a ticket is created, it must have one unique default status to fall into.

Check this to make that problem status this default status for new tickets.

Hide Status From External

Drop Down

Check this box if you do not wish any external users to be able to set the

ticket to this status.

Hide Ticket From Ticket Lists

Check this box if the ticket should be removed from the ticket lists of

internal and external users.
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o Fillin the fields as appropriate
o  Press the Submit button.

o The problem status is now available to the system.

Editing an existing Problem Status

e Access the Problem Status Editing Screen (as shown above)
e Scroll to the problem status to be edited.

o Change the fields as appropriate

Entry Field Purpose
Active Check to make the problem status available to the users of the application.
Name This is the name of the problem status as presented on the ticket data

presentation windows.

Default When a ticket is created, it must have one unique default status to fall into.

Check this to make that problem status this default status for new tickets.

Hide Status From External Check this box if you do not wish any external users to be able to set the

Drop Down ticket to this status.

Hide Ticket From Ticket Lists | Check this box if the ticket should be removed from the ticket lists of

internal and external users.

e Scroll to the bottom of the screen.
e  Press the Submit button.

e Your changes are entered into the database and immediately available.

All tickets using that status will be changed to reflect that status.
Administrating Problem Priority

Creating a new Problem Priority

o Access the problem type editing screen
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s D
EeEk [REICiEE| Stop Fefresh

Home

‘ Q E3| )

Search Fawvorites Media

WWorl

” ey

Description

|§| Dane

l_ l_ l_ Local intranet G

o Click on the Priorities link to reach the priority editor as shown below.

e Under “New Priority,” enter the following information:

Entry Field Purpose
Active Check to make the priority available to the users of the application.
Name This is the name of the priority as presented on the ticket data presentation

windows.

Default

of the given problem type.

When a ticket is created, it must have one unique default priority to fall into.

Check this to make that problem status this default priority for new tickets
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Tools Help |
« . =+ . @ 2 Q & g
sk [SErvEre Stop Refresh Home Search Faworites Media

Address I@ thtml?SessionlD=hUabelzHI0D7AgQgDujtds15687 &ProblemTypeSeqg=MNmieTnhhpuzB4571 SDj

With Problem T

Default
Iv]

|@ Done l_l_l_ Local intranet 7

e Click the Submit button

o The new priority is made immediately available.

Editing an existing Problem Priority

o Access the problem priority editing screen as shown above.

o Scoll to the priority you wish to edit (they are alphabetically listed.)
o Update the fields appropriately:

Entry Field Purpose

Active Check to make the priority available to the users of the application.
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Name This is the name of the priority as presented on the ticket data presentation
windows.
Default When a ticket is created, it must have one unique default priority to fall into.

Check this to make that problem status this default priority for new tickets

of the given problem type.

e Scroll to the bottom of the screen.
e Press the Submit button.

e Your changes are made immediately.

Name changes will be reflected on those tickets using that priority.
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Administrating Internal Users

Updating Internal User Information

It is possible to change the password (but not look up) of an internal user. Name changes and user id

changes can be made, as well address and contact information changes.

o Access the Application Administration window as shown in previous steps

o  Click on the “Edit Internal Users” link to reach a listing of the internal users.

3 Application Admin - Microsoft Internet Explorer
File Edit “iew Favorites Tools Help

= - 2 B a4 | a

Bachk ¥ Forward Stop Fefresh Home Search Faesorites Media

Address I@ http:/ famduus2/online/srvexpadm/adm21 ,.’ApplicatiDnAdmin.htmI?SessiDnID=hUaSEQzHSDD?Agng

@ Done l_l_l_ Local intranet 4

o Click on the user name who's ticket listings you wish to edit.
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Create Internal User - Microsoft Internet Explorer M=1E3

File Edit Yiew Favorites Tools Help
= = @ at Q 3| o)
Search Fanaorites Media

Back T Forward Stop Refresh Home
Addrass I@ http:/famduus2fanline/srvexpadm/admz1/Listinternallser html?SessionlD=hUJabe0zHI0D 7 AgQ j

l_ l_ l_ Local intranet 7

|@ Done

You will be presented with the information associated to the internal user.

4 Create Internal User - Microsoft Internet Explorer _[o]x]
»

Filz  Edit “iew Favortes Tools Help
=+ @ al Q | @ %] Ey= 3
Back Famwerd Stop Refrash Home History Iail Print

AQdI’ESSIE bt famduuse fonline /srvexpadmfadm21 /Editinternalllserhtml? SessionlD=hUabeCzHIND7AqQgDujtés1 5687 8UserSeg=nfCxlo Jv j

Search Fawvorites Media

b

|@ Done
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o Update the information as desired.
e  Press the Submit button

o Updates are made immediately to the database and are reflected in the action of the program.

Administrating Ticket Listings

It is possible to edit which tickets make it to an internal user’s ticket listing window. This will aid users by

weeding out tickets that are not of interest to their position in the issues of the company.

o Access the Application Administration window as shown in previous steps:

<3 Application Admin - Microsoft Internet Explorer

File Edit Yiew Favorites Tools Help

= » & B a4 | & @

Eack " Forward Stop Refrash Home Search Fanotites Media

Address I@ http:{ famduus2/online/srvexpadm/adm21 ,-"AppIicationAdmin.htmI?SessionID=hUaSEOzHSDD?Agng

Application Admin

Edit

@ Done l_l_l_ Local intranet

N

o Click on the “Edit Internal Users” link to reach a listing of the internal users.

o Click on the user name who's ticket listings you wish to edit.
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Create Internal User - Microsoft Internet Explorer M=1E3

File Edit Yiew Favorites Tools Help
= = @ at Q 3| o)
Search Fanaorites Media

Back T Forward Stop Refresh Home
Addrass I@ http:/famduus2fanline/srvexpadm/admz1/Listinternallser html?SessionlD=hUJabe0zHI0D 7 AgQ j

l_ l_ l_ Local intranet 7

|@ Done

You will be presented with the information associated to the internal user.

4 Create Internal User - Microsoft Internet Explorer _[o]x]
»

Filz  Edit “iew Favortes Tools Help
=+ @ al Q | @ %] Ey= 3
Back Famwerd Stop Refrash Home History Iail Print

AQdI’ESSIE bt famduuse fonline /srvexpadmfadm21 /Editinternalllserhtml? SessionlD=hUabeCzHIND7AqQgDujtés1 5687 8UserSeg=nfCxlo Jv j

Search Fawvorites Media

b

|@ Done
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o Click on the “Ticket Listing Attributes” link found near the bottom of the page. You will be
presented with the following page (with your defined ticket types, problems, statuses, and

priorities):

A Edit Internal User's Ticket Listing Atributes - Microsoft Internet Explorer

File Edit ¥iew Favorites Tools Help |

« = @ al Q@ 3| 9 3 B >
Back [=ErEr Stop Fefrash Haome Search Favarites Iedia History hdbail
Address Iﬁj nline/srvexpadm/admz1/EditUserTicketListingattribute html?SessionlD=hUase0zHI00?AgQgDujti515667 & U serSeq=nfCxJ j

Custom Programming lssue
Seneral Interaction One

House Repair

Broken Door
Status Available Prigrities Available

Broken Toilet
Status Available

To Repair Person

Broken Window
Status Available Priorities Available
[ B

Create Ticket
Status Avallable Priorities Avallable

‘@j Cane l_’_’_| Local infranet 4

o  Check the appropriate status’s and priorities for the given ticket types and problems you wish to
appear on that internal user’s listing screen.
e Scroll to the bottom and click the Submit button.

o Changes are made immediately.
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Parameters Available To The Application

Certain parameters are available for the operation of the application. They contain messages that shall
appear on certain pages of the web site, as well operational aspects of the application. (Note: The Mozilla
Web Browser was used to access these screens for this document. You can still use the Internet Explorer

Web Browser on these screens with no change of instruction.)

Setting the Internal User Authorization Code

One can use the parameters maintenance screen (ParameterMaintenance.html) to set the authorization

code for creating internal users.

e Access the parameter maintenance screen

‘% Parameters Maintenance - Mozilla =13
. File Edit Yiew Go Bookmarks Tools Window Help |
@0 O @ O |% http://amduus? fonline/sr/expadm/adm21 /Parametertaintenance. html |
_‘ Fonts Colars [ Images JawaScript | Clear Cache Real LA = % PrefBar Help S \What's New Cusmmize|
bS] [ “¢ Service Express T “¢ Service Express T %+ Parameters Maintenance &3
P ters Maint:
Application Parameter Group
ServiceExpress errorhtml =
index.html
main.html
=
New Parameter
Dump Paramesters
Delete Parameter Name Parameter Value
“ Delete AuthCode Diane
Subrnit
D3 & B @ | Done Bl
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o  Click “Service Express” in the Application Column

o Click “Security” Parameter Group Column

o Look for the parameter named “AuthCode”

e  Set the parameter value to the pass phrase/word for the CreatelnternalUser.html screen. Do NOT
include a carriage return in this value!

e  Press Submit.

o Changes are made immediately to the database.

Setting News on the External Web Site Login Page

There is a parameter available for you to set a message to users accessing the login screen of the external

web site. Note that this news can be read by unauthenticated and un-registered browsers of the site.

o Access the Parameter's Maintenance page (ParameterMaintenance.html)

& Parameters Maintenance - Mozilla =[=1E3
. File Edit View Go Bookmarks Tools Window Help |
@Q O @ O ‘% http:f famduus 2 fonline /srvexpadm/fadm?21 /Parameterbaintenance. hirml I
A| Fants Colors [ Images JavaScript | Clear Cache Real UA : % PrefBar Help % What's New Custnmlze|
) [ % Service Express T % Bervice Express ] % Parameters Maintenance x|
P ters Maint
Application Parameter Group
iceExpress
main htrl
Security
= =
New Parameter
Dump Farameters
Delete Parameter Name Parameter Value
Delete News <table width="80%" horder="o0"
H align="center" cellpadding="0"
cellspacing="2">
<tr>
<td bgcolor="#3333FF"><p>&nbhsp; </p>
<hlockeuote>
Subimit
0 & o 3 @ |Done e
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o  Click “Service Express” in the Applications column

o  Click "index.html” in the Parameter Group column

o Find the parameter named “News”

e Enter the message. HTML tags can be used in the message!

e  Press Submit.

Changes are made immediately to the database and external login screen.

One may want to use an HTML editor like DreamWeaver to create the segment of HTML code to be

included on the page.
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Setting News on the External Web Site Main Page

There is a parameter available for you to set a message to users accessing the main screen of the external

web site. Note that this news can be read by logged in users only.

e Access the Parameter's Maintenance page (ParameterMaintenance.html)

& Parameters Maintenance - Mozilla =[=1E3
. File Edit View Go Bookmarks Tools Window Help |
@Q O @ O ‘% http:f famduus 2 fonline /srvexpadm/fadm?21 /Parameterbaintenance. hirml I
A| Fants Colors [ Images JavaScript | Clear Cache Real UA : % PrefBar Help % What's New Custnmlze|
) [ % Service Express T % Bervice Express ] % Parameters Maintenance x|
P ters Maint
Application Parameter Group
ServiceExpress errorhtml =
index hirnl
= =
New Parameter
Dump Farameters

Delete Parameter Name Parameter Value
i Delete News <table width="80%" horder="o0"
H align="center" cellpadding="0"

cellspacing="2">
<tr>
<td bgcolor="#3333FF"><p>&nbhsp; </p>
<hlockeuote>
Subimit

0 & o 3 @ |Done e

o  Click “Service Express” in the Applications column

o  Click :’main.html” in the Parameter Group column

e Find the parameter named “News”

o Enter the message. HTML tags can be used in the message.

e Press Submit.
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Changes are made immediately to the database and external login screen.

Setting Help Contact In Error Screens

There is a parameter available for you to set contact information for users who encounter a problem running
the application. An error screen such as below may occur when the user has done something wrong (such

as entered a bad password/user id combination:)

A Errorl - Microsoft Internet Explorer _[O]x]

File Edit Mew Favortes Tools Help
= s @ & Q E3| 2l 8 By
Back FaErweard Stop Refresh Haome Search Fawvarites Media Histary Mail
Address Iﬂﬂ hitp:/ fam duus 2fonling fsrvexp 21 /E rrar himl PErrod sg=MISMATCHPASSWORD

o MISMATCHPASSWORD

hel

s Scott Auge sauge@amduus.com

"c;'] Dane FFF‘ Local intranet 4

o Access the Parameter's Maintenance page (ParameterMaintenance.html)
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%t Parameters Maintenance - Mozilla
. File Edit ¥iew Go Bookmarks Tools Window Help
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i [=] E3

a

@o O @ Q |% http:/ famduus2/online/srvexpadm/adm21/Parametertdaintenance html

l

o Fonts Colors [ Images JawaScript | Clear Cache Fieal Ua = % PrefBarHelp % What's New Custom\ze|
bS] [ % Service Express I % Service Express I % Parameters Maintenance x|
Parameters Maintenance
Application Parameter Group

ServiceE: 3
index html
main.htm|
Security
| |
New Parameter
Dump Parameters
Delete Parameter Naune Parameter Value
i Delete Help Scobt Auge saugeBamduus.com
Submit I
I 2 & A o [Done E=EP

o Click “Service Express” in the Applications column

o  Click "error.html” in the Parameter Group column

e Find the parameter named “Help”

e Enter the message. HTML tags can be used in the message!

e Press Submit.

Changes are made immediately to the database and external error screen.
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Getting Started With Customers

Before the application can be used, the customer base must be entered. If the customers are outside the
organization, one should look to the accounting or sales organizations to obtain customer numbers. If the

application is being used internally, customers could represent different departments.

Creating Main Customer Information

Administrating Customer Sites

Administrating Customer Contacts

Getting Started With Tickets

Creating A Ticket

Listing Tickets

Updating A Ticket

Logging Out

Logging out of the system is pretty important. It is accomplished by clicking on the Logout hyperlink
available at the menu at the top of each screen. By logging out, you prevent people from using the system
under your name. You can also log out by completely closing the browser (and all associated windows) on

the system.
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Part Il External Web Site
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About

The external web site is used by the people who wish to relate an issue to the organization using a web site.
Currently, the companies or organizations the user is attached to must be pre-entered into the system. This

provides an authorization code the user enters in their user id identification screen

Handling Login’s
In order for the system to identify the user, so that only their information is made available and no one

else’s, a login procedure is used. The user will create an account for themselves, or an account will be

made available for them.

In order for the user to create an account, they will need the customer number and authorization code.

Creating a customer Login internally

Creating a customer Login externally

o Access the external web site home page.
This page contains entries to create an external user. See the application administrator for
information about the URL to reach this page with.
The first set of input boxes are for existing logins. The second set of boxes are related to creating a new
login.

o Enter the customer number. This is the customer number the external customer is known by.

o Enter the authorization code. This code tells the system that the user is indeed a member of this
organization. This authorization code should be kept confidential. If there are people who need
access to the application, the customer organization may want to appoint someone to create IDs
so that this code is not well known.

o Enter the login id the user wishes to be known by. Examples might be FirstName.LastName or
some abbreviation of their initials. User’s need to be unique to the system, not to the company so
be careful about people with the same name.

o Nextis the password the user should use to authenticate themselves as that user.

e The following information is contact information for that user. It is not location information for a
ticket!
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[3 Welcome To Service Exprass! - Microsof memetxplorer e |

Eile Edit “iew Favorites Tools Help ﬁ
- at | a G k) 3 ‘ B =) =
Back FFamard Stop Refresh Home Search Favorites Media Histary Il Print

Address |§] hitp:/ famduus2/onling srvexp/ 21 findex htrml j

Welcome to Service Express!

|
y
T

(ot |

‘ ’_ ,_ Local intranet

\g’] Cone

o Upon proper creation of the login, the web user will be directed to the main screen as shown below

From this page, there are links to all available operations the user may wish to perform on tickets in the

system.
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[
-3 Service Express - Microsoft Internet Explorer _[ofx]

File Edit “iew Favorites Tools Help
B o ®

+ = @ al | Q 7| k) 3
hail Print

Back = Ehrerd Stap Refresh Home Search Favaorites Media History:

Address Iig] http:/ /amduus?fanline/ srvexp /21 /Main html

How to use this site

I rm the comy,

| ’_’_ Local intranet v

‘331 Dane
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Handling Tickets

Users can create, update, and list tickets associated with their login. The following screens and

accompanying instructions will give the reader an idea how to accomplish this.

Creating a Ticket

1
A Service Express - Microsoft Internet Explorer _[o]x]

File Edit VYiew Favorites Tools Help |ﬁ
.. > . @ a a @ @ 3 | B 3 5
Back FErRvans Stop Refresh Home Search Fawvorites Media History Idail Frint

Address IEJ http:{ famduus?2 {online /srvexp/21 MMain html?SessionlD=bZPpBrudirm?fdeP230U1 763472264 TicketSeq=H DT Poib02419840

[

- Mews You Can Usel

and fill out

’_’_'_ Local intranet 4

\231 Done

To create a ticket, one should:
e Ensure one is logged into the system.
o Access a page that has Create Ticket hyperlink.

o Click on the Create Ticket hyperlink.

The first page one will encounter, is identifying the available sites the ticket working organization will work

at. The user should pick one of those sites and click the “Submit” button.
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3 Service Express - Microsoft Internet Explorer _ o] |
File Edit ‘iew Favorites Tools Help |
. =+ . o | e ) 3 B3 »
Back Farward Stop Refresh Home Search Favorites Media Histary Iail Frint
Address |ej http:f famduus? fonline fsrvexp/ 21/ CreateFindSite html?Session|D=hZ PpBruJirm?fdeP230U1 76347226 j

\,g] Done Fl | | Local intranet 4

The next screen helps the user classify the ticket so that it reaches the correct group of people in the
organization to address their problem.

o The user should click the appropriate ticket type and click the “Submit” button.
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1
3 Service Express - Microsoft Internet Explorer _[ofx]
é £l

File Edit ‘iew Favorites Tools Help
G 2 3 By
kil Frint

@ . = (= ] fat )
Back Farward Stop Refresh Home Search Favorites Media Histary

Address |aﬁ http:/ famduus2/fonline/srvexp/21/Create html

can. The

Enter Tick

€] Done

Once the ticket type has been chosen, the available problem types are presented to further aid in classifying

the ticket. The user should choose a problem for the ticket.

1
3 Service Express - Microsoft Internet Explorer _[ofx]
»

File Edit ‘iew Favorites Tools Help
« =+ . 2 o ) e ) 3 B 4
Back Farward Stop Refresh Home Search Favorites Media Histary Iail Frint
B

Address |aﬁ http:/ famduus2/fonline/srvexp /21 /Create himl

€] Done
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Next the system will allow the user to present their problem in their own words to fully inform the

organization of their problem. There is a limit of 32,000 characters for this description.

One should name the ticket in the second input box. This is what will appear on the ticket listing page. Itis

not recommended that the title be more than 80 characters long.

1
3 Service Express - Microsoft Internet Explorer _[ofx]

File Edit ‘iew Favorites Tools Help |
> @ a Gl ) ) ‘ By >

Refresh Home

| Search Favorites Media Histary kil Frint

|

= - v
Back Farward Stop
Address |ej http:/ famduus2/online/srvexp /21 /Create? himl

There iz wind coming in under the front door. Some weather =

stripping might be needed?

Fl | | Local intranet i

\,g] Done

Upon clicking the “Submit” button, the user will be presented with the new ticket in the ticket

display/updating screen.

Once again the user will have the ability to update the ticket in case they have more to add. See the

section “Updating A Ticket” for more information on how to accomplish this.
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3 Sewvice xpress -Microsoft ntemet Explorer ———_________________________________mER|
File Edit VYiew Faworites Tools Help |
.+ . 9 a | @ C- »
Back Farward Stop Refresh Home Search Favorites Media Histary Iail Frint
Address I@j http:/ famduus2/online/srexpi2] MUpdate. htrnl j

!

Ticket Address:

.
Referenc : | shush
Ticket Type! g 1

Problem Type:

tD

Slatement of Work
inul o

me

Update Work Log

Change Stalus
INu Changej

’_’_’_ Local infranet 4

‘@ Done
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Listing the tickets associated to the logged in user is accomplished by the following:

o  Click on the List Tickets hyperlink

Log into the external web site using the URL provided by the application administrator

3 Service Express - Microsoftnemet Bxplorer ——_________________——————— mEIm|
File Edit View Favorites Tools Help |ﬁ
. . 9 o ] ) 3 ‘ By~ =
Back e Stop Fefresh Home Search Favorites Media History bail Frint
Address I@ http:/ famduus2/online /srvexp/21 fListhtml?SessionlD=bZPpBrudim7fdeP2300L1 76347226

el Lit

m Ticket Number ¢
-E-0f

"aﬂ Done

’_’_’_ Local intranet i

The List Tickets hyperlink is available on every page of the external web site. To reach the page, simply

click the List Ticket's hyperlink.

One will be able to view or update the ticket by clicking on the hyperlink associated with the ticket number.
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Updating Tickets

Updating a ticket is accomplished by using the List Tickets functionality.
By listing the tickets, you will be presented with a hyperlink of the ticket number, which one should click on

to access the ticket information as shown below:

3 Service Express - Microsoft Internet Explorer _ o] |
File Edit View Favorites Tools Help |
. . @ al | k2 @ ‘ B~ E] =
Back e Stop Fefresh Home Search Favorites Media History bail Frint
Address I@ http:/ famduus2{online /srvexp/21 /Update himl?Session D=hZPpBruJirm?deP2 30U1 763472264 TicketSeq=hra2dgbUn2 780225 j

Logout

Reference; -0 4 Eilpen
Ticket Type: lepair Priarity. i}
Problem Type:

Brief Description
Front Door

Statement of Work

There is wind co in e front door. Some weather siripping might be needed

Work Log

me
Update Work Log
Will be out on the 12th at noon....

Change Status
|Nu Changej

’_’_’_ Local intranet i

‘Qﬁ] Done

The user can add additional comments which will be made available to the organization working the ticket.

If allowed by the organization, the user can also change the status of the ticket. A commonly available

status available to the external web site user is “Cancel.”
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‘A Service Express - Microsoft Internet Explorer _[Oo]x] |
File Edit VYiew Faworites Tools Help |
oL & Gl @ ) ‘ - =) =
Back Farward Stop Refresh Home Search Favorites Media Histary Iail Frint
Address I@ http:f famduus2/online fsrvexp /21 /Update html?Session D=hZPpBruJirm ?deP2 30176347226 & TicketSeq=hra2dgblUtn27 80228 j

Contact Informalion

ame

Reference]
Ticket Type: |zl
Problem Type:

ar
Slatement of Work

Ther d 1 in under the front door

om : g might be n ?
Wark Log

06/05/03 16:07:52

Update Work Log

Change Status
No Changej

‘ﬂﬁ Done ’_’_’_ Local intranet G

With the clicking of the “Submit” button found at the bottom, the remarks and/or the status change are
marked in the work log of the ticket. The work log includes the user’s name who updated the ticket, as well

the time the ticket was updated.

The time used is the system time available on the server the ticket software is running on, not the local time

of the user or the site.

Logging Out

Logging out of the system is pretty important. It is accomplished by clicking on the Logout hyperlink
available at the menu at the top of each screen. By logging out, you prevent people from using the system
under your name. You can also log out by completely closing the browser (and all associated windows) on

the system.
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File Edit VYiew Faworites Tools Help |
oL & Gl @ ) ‘ - =) =
Back Farward Stop Refresh Home Search Favorites Media Histary Iail Frint
Address I@j http:f famduus2/online fsrvexp /21 /Update html?Session D=hZPpBruJirm ?deP2 30176347226 & TicketSeq=hra2dgblUtn27 80228 j

Contact Informalion D)

Ticket Address:

Referenc : | shis]
Ticket Type! g 1

Problem Type:

tD

Slatement of Work
inul o

Update Work Log

Change Status
No Changej

‘@ Done ’_’_’_ Local intranet G
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