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Abstract

This is Volume 2 of a series of lessons containing the training material for the EMD to EED
Bridge (EEB) Contract. This lesson provides a detailed description of the process required for
submitting and updating trouble tickets as well as investigating problems and identifying and
implementing solutions.

Keywords: training, instructional design, course objective, problem management, trouble ticket,
Help Desk, Problem Review Board, Non-conformance Report, NCR, TestTrackPro.
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Introduction

Identification

Training Material Volume 2 is part of Contract Data Requirements List (CDRL) Item 23, which
is a required deliverable under the EMD to EED Bridge (EEB) Contract (NNO9HPOOC).

Scope

Training Material Volume 2 describes the process and procedures by which trouble tickets are
submitted and updated. In addition, the lesson describes in general terms the processes by which
problems submitted on trouble tickets are investigated and solutions are identified and
implemented. This lesson is designed to provide the operations staff with sufficient knowledge
and information to satisfy all lesson objectives.

Purpose

The purpose of this Student Guide is to provide a detailed course of instruction that forms the
basis for understanding problem management. Lesson objectives are developed and will be used
to guide the flow of instruction for this lesson. The lesson objectives will serve as the basis for
verifying that all lesson topics are contained within this Student Guide and slide presentation
material.

Status and Schedule

This lesson module provides detailed information about training for the current baseline of the
system. Revisions are submitted as needed.

Organization
This document is organized as follows:

Introduction: The Introduction presents the document identification, scope,
purpose, and organization.

Related Documentation: Related Documentation identifies parent, applicable and
information documents associated with this document.

Student Guide: The Student Guide identifies the core elements of this lesson. All

Lesson Objectives and associated topics are included. The slide
Presentation is reserved for all slides used by the instructor during
the presentation of this lesson.
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Related Documentation

Parent Documents

The parent documents are the documents from which the EMD Training Material’s scope and
content are derived.

Statement of Work for EMD to EED Bridge Contract

423-CDRD-001 Contract Data Requirements Document for EEB Task 01 ECS SDPS
Maintenance

Applicable Documents

The following documents are referenced within this EEB Training Material, or are directly
applicable, or contain policies or other directive matters that are binding upon the content of this
document:

423-46-01 Goddard Space Flight Center, Functional and Performance
Requirements Specification for the Earth Observing System Data and
Information System (EOSDIS) Core System (ECS) Science Data
Processing System (EMD F&PRS)

Information Documents

Information Documents Referenced

The following documents are referenced herein and amplify or clarify the information presented
in this document. These documents are not binding on the content of the EEB Training Material.

609-EEB-001 Release 7.23 Operations Tools Manual for the EEB Contract
611-EEB-001 Release 7.23 Mission Operation Procedures for the EEB Contract

Information Documents Not Referenced

The following documents, although not referenced herein and/or not directly applicable, do
amplify or clarify the information presented in this document. These documents are not binding
on the content of the EEB Training Material.

305-EEB-001 Release 7.23 Segment/Design Specification for the EEB Contract.

311-EEB-001 Release 7.23 INGEST (INS) Database Design and Schema
Specifications for the EEB Contract.

311-EEB-001 Release 7.23 Order Manager Database Design and Database Schema
Specifications for the EEB Contract.

311-EEB-001 Release 7.23 Spatial Subscription Server (SSS) Database Design and
Schema Specifications for the EEB Contract.

311-EEB-001 Release 7.23 Data Pool Database Design and Schema Specifications

for the EEB Contract.
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311-EEB-001 Release 7.23 Archive Inventory Management (AIM) Database Design
and Schema Specifications for the EEB Contract.
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Problem Management Overview

Lesson Overview

This lesson will provide you with the complete process by which trouble tickets are submitted
and updated. In addition, the lesson describes in general terms the processes by which problems
submitted on trouble tickets are assigned priorities, investigated, and resolved.

Lesson Objectives

Overall Objective - The overall objective of the Problem Management lesson is for maintenance
and operations personnel to develop proficiency in the procedures that apply to the trouble
ticketing/problem resolution process for the Earth Observing System (EOS) Data and
Information System (EOSDIS) Core System (ECS).

Condition - The student will be given a written description of an operational problem (affecting
system hardware, software, documentation, or procedures), access to the trouble ticket system, a
copy of 609-EEB-001, Release 7.23 Operations Tools Manual for the EEB Contract, and a copy
of 611-EEB-001, Release 7.23 Mission Operation Procedures for the EEB Contract.

Standard - The student will use the trouble ticket system without error in accordance with the
prescribed process and procedures to submit, update and complete the specified parts of a trouble
ticket.

Specific Objective 1 - The student will perform the steps involved in submitting a trouble ticket.

Condition - The student will be given a description of an operational problem to be reported
through the trouble ticket system, access to the trouble ticket system (through a workstation or
terminal), a copy of 609-EEB-001, Release 7.23 Operations Tools Manual for the EEB Contract,
and a copy of 611-EEB-001, Release 7.23 Mission Operation Procedures for the EEB Contract.

Standard - The student will perform without error the steps involved in submitting a trouble
ticket in accordance with the applicable procedure, including entry of information sufficiently
accurate and complete to permit correct assignment of severity.

Specific Objective 2 - The student will perform the steps involved in making a change to an
existing trouble ticket.

Condition - The student will be given a description of a change to be made to an existing trouble
ticket, access to the trouble ticket system (through a workstation), a copy of 609-EEB-001,
Release 7.23 Operations Tools Manual for the EEB Contract, and a copy of 611-EEB-001,
Release 7.23 Mission Operation Procedures for the EEB Contract.

Standard - The student will perform without error the steps involved in making a change to an
existing trouble ticket in accordance with the applicable procedure.

Specific Objective 3 - The student will describe the general steps in the routine trouble ticket
problem resolution process, including the differences that result from assignment of the various
priority levels.

5 625-EEB-002



Condition - The student will be given a description of a routine operational problem to be
resolved through the problem resolution process, a copy of 609-EEB-001, Release 7.23
Operations Tools Manual for the EEB Contract, and a copy of 611-EEB-001, Release 7.23
Mission Operation Procedures for the EEB Contract.

Standard - The student will state without error the general steps involved in the routine trouble
ticket problem resolution process in accordance with the applicable procedure.

Importance

This lesson applies to students who are internal users or operators of the system (including
support staff). The lesson will provide them with the knowledge and skills needed for submitting
trouble tickets and making additional entries on trouble tickets in the course of investigating
system problems reported on trouble tickets. They need the knowledge and skills on the job
when they encounter system hardware, software, documentation or procedural problems that
they cannot readily fix, that affect other users/operators, or that are system-wide problems. The
lesson describes why and how trouble tickets are submitted and updated. In addition, it describes
in general terms the processes by which problems submitted on trouble tickets are assigned
priorities, investigated and resolved. Consequently, the students will become aware of what
happens to the trouble tickets they submit and how clear and complete inputs to the DAAC
Support Help Desk ensure the greatest effectiveness of support in problem resolution.
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Slide Presentation

Slide Presentation Description

The following slide presentation represents the slides used by the instructor during the conduct of
this lesson.
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Overview of Lesson

O Problem Resolution Concepts
= System Overview
= Defects Priority and Severity
= Defects Unique Identifiers

O Problem Management
* Procedural Guidelines
» TestTrack Pro (for EMD) Architecture
» TestTrack Pro Requirements
» TestTrack Pro Access

O TestTrack Pro GUI Functionalities
» Accessing the Clients
= Server Connection(s) Setup
» Logging into the System
» Defect List Window
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Overview of Lesson (cont.)

O TestTrack Pro Functionalities (cont.)
» Setting User Options
» Navigating the Defect Add Window
= Entering New Trouble Ticket
» Lifecycle — From Open to Close State
= Creating Browse Filters
= Column Filters
» Creating Folders
= Adding Tabs
» Inserting Stamps

O Appendix A. Severities Defined
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Problem Resolution Concepts

1 Develop proficiency in monitoring and controlling problem reporting
through a defined defects lifecycle resolution process.

1 Administer EMD problem management through system-level and
site-level control boards and reviews.

0 Use of one automated centralized system (TestTrack Pro) to
manage; store; track; assess and fix; notify users of resolution
progress; and generate reports and metrics for EMD Trouble Tickets
(TTs) and Non-Conformance Reports (NCRs).

O Submit TT (operational system problem) with concise and complete
data to enable correct assignment of severity.

O Manage and track, to closure, NCR (system-level problems and

configuration baseline changes) to prevent additional system-level
issues.

4 Important to implement problem management tools and procedures
to problem occurrences with system hardware, software, technical

documentation or Erocedures.

625-EEB-002 4



Problem Resolution Concepts

System Overview

O The TestTrack Pro (TTPro) COTS product is a consolidated,
centralized automated defect tracking system tailored for EMD
used by the DAACs and EDF.

O TTPro stores problem descriptions, assessments and fixes; notifies
Users of resolution progress; and generates reports for metrics.

O Allow operational ECS sites (DAACs) CM Administrator to serve as
a TTPro System Administrator.

O TTPro defect tracking system can be configured to meet site’s local
needs.

O Allow DAACSs trouble tickets and EDF NCRs to be stored as
separate Projects in a single system. Each project is distinct, can be
configured separately and has its own local Administrator.

625-EEB-002 5



Problem Resolution Concepts

System Overview (cont.)

0 TTPro moves TTs and NCRs through a lifecycle of states (workflow
milestones/events). A defect lifecycle starts with its submission
and generally ends with its resolution. This lifecycle concept
manages bugs using a state transition tracking mechanism.

0 The five key data elements that drive the flow of defect tracking:

1. Defect Number: Every problem entered into the TTPro system contains an
unique identifier. This numeric identifier is generated by the system for all
projects.

2. Severity: Used to capture the impact (scaled 1 — 5) on operations.

3. Project: Categorizes defects according to affected subsystem or other
classification.

4. Summary: A concise statement of the problem.

5. State: A workflow milestone achieved in the lifecycle of the reported defect.
States has associated events that perform a specified action within the state,
called events. States change when triggered by specific events.

625-EEB-002 6



Problem Resolution Concepts

Trouble Ticket Priority | NCR Severity

As Documented in NASA 420-05-03

As Used/Interpreted by the EMD Project

Categorv 1: Svstem/Service cannot
perform critical function or imposes
major safety hazard. (Priority 1)
Presents an immediate impact to
development, operations, services, or
data processing functions; imposes
maijor safety hazard to personnel,
systems, or space mission resources; or
results in loss of one or more essential
mission objectives.

HIGH (Severity 1): An NCR which causes:

Inability to perform a mission-critical function (i.e., Ingest/Pre-Processing/Archiving of Science
Data, Planned Processing, Browse/Order/Distribute);

Performance of a mission-critical function to be so degraded that production minimum goals
cannot be achieved;

A mission-critical function to be performed improperly, resulting in permanent loss of data;

and for which no workaround exists_or for which no workaround can be accommodated by DAAC
operators given a detailed workaround procedure is documented but the procedure is inadequate
based upon the complexity of the procedure, the abilities of an adequately trained and experienced
operator, or both.

Cateqoryv 2: Svstem/Service
substantially impaired. (Priority 2)
Substantially impacts development,
operations, services, or data processing
functions; fails to operate within critical
performance specifications; or cannot
effectively or efficiently fulfill baseline
requirements.

MEDIUM (Severity 2): An NCR with the consequence that:

The performance of a mission-critical function is deagraded and may prevent achieving production
minimum goals;

A mission-critical function can be only partially performed, or performs improperly, resulting in
temporary loss of data or incorrect data results;

A situation (actually or potentially) severly compromises ECS mission readiness or operational
integrity;

A condition exists to produce a severely dearaded mission-critical function, but a workaround will
allow operations to continue temporarily without permanent loss of data or severely impaired
performance/workload/schedules.

Categorv 3: Svstem/Service slightly
impaired. (Priority 3)

Causes minor or no substantial impact
to development, operations, services, or
data processing functions. Support may
be degraded, but mission can still be
accomplished.

Severity 3: An NCR with the consequence that:

A non-critical mission function (e.g., Advertising) cannot be performed, or yields incorrect results;
Unexpected events occur which can be corrected using normal operational procedures with
minimal impacts to performance/workloads/schedules

A condition exists to produce a degraded mission-critical function, but a workaround will allow
operations to continue indefinitely without severely impaired performance/workload/schedules.

Severity 4: Improvement (Nuisance; e.g., a typo).

625-EEB-002
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Problem Resolution Concepts

Defects Unique Numeric ldentifiers

U Trouble Tickets (TTs) are
organized by project and are
numbered sequentially, using
unique 2-3 digit project

prefixes:
= LaRC 20xxxxx — 2099999
= LPDAAC  30xxxxx — 3099999
= NSIDC 40xxxxx — 4099999
= EDF 50xxxxx — 5099999
= ECHO 120xxxxx — 12099999

625-EEB-002

O Non-Compliance Reports
(NCRs) are organized by project
and are numbered sequentially,
using unique 2-3 digit project
prefixes:

= DEV 70xxxxx — 7099999
= OPS 80xxxxx — 8099999
= ECHO DEV 100xxxxx — 10099999
= ECHO OPS 110xxxxx — 11099999




Problem Management

Procedural Guidelines

O The following guidelines provide steps to take in managing defect
tracking and submissions:

1. Open a TT (submit via Web or PC Clients):

= Users and Operators with TTPro access.
= Users without access through DAAC’s User Services Desk.

2. Evaluate problem severity and determines assignment of on-site
responsibility:
» Local Review Board conducts evaluation and makes assignment.
» TTs locally resolved are tracked at the local center.

3. Review TT's priority and description for resolution:

» Review conducted by Operations Supervisor.

= Assigned Technician or Engineer performs work on TT, recording through its nominal lifecycle:
— Open.
— Open (Assigned).
— Solution Proposed.
— Solution Implemented.
— Closed (Note: Escalate TT to EDF or ECHO possible).
— Re-Opened.

» CM Administrator close TT after determine satisfactory resolution or forwards TT to
EMD PRB for tracking as a NCR.

|
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Problem Management

Procedural Guidelines (cont.)

O The following guidelines provide steps to take in managing defect
tracking and submissions: (cont.)

4. Start work to resolve reported problem and records TT progress.
= Assigned Technicians and Engineers performs work on TT, recording through its
nominal lifecycle:
— Open.
— Open (Assigned).
— Solution Proposed.
— Solution Implemented.
— Closed (NOTE: Escalate TT to EDF or ECHO possible).
— Re-Opened.

5. EMD PRB conducts discussion and disposition of escalated external or
system-level issues, i.e., repair requiring system baseline changes.

6. Close defects:

= CM Administrator close TT after determination of satisfactory resolution or forwards
TT to EMD PRB for tracking as a NCR.

625-EEB-002 10



Problem Management

TestTrack Pro (for EMD) Architecture

(J DAACs and EDF... DAACS

use local TTClient or a web browser to submit,
browse, edit, query and report TTs/NCRs.

( The TestTrack Client (Windows)...

connects directly to a centralized TestTrack Server
(Linux) at EDF.

TestTrack
Client

Y
Submit TT/NCR
O The TestTrack Server (Linux)... B TINGR
Query TT/NCR
processes client requests and interacts with the "e'“';"’"c"
TestTrack License Server. TestTrack ___ TestTrack
Server +—¥ Lcense
U The TestTrack License Server... T -

controls system licenses and maintains a
centralized repository of information about users
with authorized access to TTClient.

TestTrack

625-EEB-002 11



Problem Management

TestTrack Pro Requirements

0 What’s Required
System Elements: Client Components:

= Provides a Linux, Windows, or = Hardware:
Web-based graphical user interface — Server: x86 Linux (Intel CPU)
(GUI) — preferably on Solaris. — Client: 700MHz Pentium PC (minimum

for Windows XP, Vista)

= |If on server, should run on — 256 MB Memory

Windows, Linux or Solaris. — 100 MB hard data space

NOTE: Macintosh use is not recommended due to lack
of support.

= |E 6.0+, Netscape 7.0+, or Firefox

2.0+ standard software, to access _
based interface. = Several external dependencies

are email, non-native web server
(i.e., Sun Java System Web
= Username, password, server info Server 6.1 SP5) and firewall
(name, address and port) — see configuration.
local CM Administrator.

_ o = RedHat Enterprise 4.0 OS (on a
» Read/Write permission to database dedicated machine - preferred).
(see local CM Administrator).

|
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Problem Management

TestTrack Pro Access

O TestTrack Pro users (ECS and Operators) access the system
using two methods:
1. Web using supported internet browsers:
—  Internet Explorer 6.0+
—  Netscape 7.0+
—  Firefox 2.0+
2. Locally installed clients (GUI):
—  Microsoft Windows
—  Linux
—  Solaris
O Functionality is largely the same across all the clients, although
the look and feel of the web client slightly differs than that of the
others.

O All Users must obtain access privileges from local CM
Administrator in order to access the system.

625-EEB-002 13



TestTrack Pro

Accessing the Clients

O TestTrack Client is accessible via a PC (Windows) or the Web:

» To access via a PC Client:
Call the Help Desk to install the Client.
From start, All Programs, Seapine Software, TestTrack 2008

Select TestTrack Client [or click the TestTrack Client icon ( @ TestTrack Client )
from the Start Menu. '

w N =

The Seapine TestTrack Studio Login screen appears.

NOTE: First time users must setup /configure server connections!

= To access via the Web client:
1. Activate internet browser i.e., IE, Netscape, Firefox
2. Enable “pop-ups” on browser, then enter URL:

« https://links.gsfc.nasa.gov:<port> (external)

o http://links.hitc.com:<port> (internal)

The Seapine TestTrack Studio Login screen appears.

NOTE: First time users must setup/configure server connections!

NOTE: This document (text and displays) will reference the TestTrack Pro PC Client version. For related documentation using the Web
Client, refer to technical document: Release 7.22 Mission Operation Procedures for the EMD Project, Chapter 8. Problem
Management.

|
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TestTrack Pro

Server Connection(s) Setup

TestTrack Pro first-time Users must configure
one or more TestTrack Server connections.
Users can configure connections for both the
Windows (PC Client) and UNIX/Linux (Web
Client) environments, as follows:

NOTE: If a first-time User, the Seapine Add (Edit) TestTrack Server screen
appears or the Seapine TestTrack Studio Login screen appears. ——

Configure your connection(s), as appropriate:

1. Enter Server Name: ttpro-ops (or create your own server

name; syntax: <connection-name>)

2. Enter Server Address: links.gsfc.nasa.gov (DAACs
and other users) -or- links.hitc.com (EDF users)

3. Enter Port: 1566 (see Port Mapping Baseline; syntax:
<TTPro_server_port_#>)

4. Click OK

The Seapine TestTrack Studio Login dialog box appears.

Login to TTPro:

1. Select Server (or your own server name from list)
2. Enter Username

3. Enter Password

4. Click Connect

The Seapine TestTrack Project Selection dialog box appears.

625-EEB-002

* Add TestTrack Server

Server Mame:

server Address:

Port:

& TestTrack Studio Login

Seapine

TestTrack

Server: |th:lr|:|-l-|el|:u'l'l's V| [ Setup... ]
Username: | |
Password: | |
[] aAlways login with this username and password
[] use single sign-on
[ Connect l [ Cancel ]
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TestTrack Pro

Logging into the System

QO At this point, User should ensure
one or more working configured
server connections.

U Logging In:
NOTE: Users are NOT allowed multiple logons
1. Select Project from list box.
NOTE: Project listings will vary in content. The list is

derived from the assigned security group’s list.

2. Select OK — The selected Project’s
window displays the list of its defects.

The Seapine TestTrack Project Window appears

# TestTrack Project Selection

Seapine

TestTrack

Server: ttpro-4api01

Always login to this project

B o s [

E] __ Project listing... i. OK

Operations_MCRs
Development_MNCRs
Landover_TTs

& TestTrack - Landover_TTs - [Trouble Tickets - Hot Filtered - (732 items, 0 selected]] r: |E!r_§.‘|
% De Bt Mew (Creste Actvises Tobs Emal Ipoks  Mindow Hebp - g %
Ba Sl VA LCPD v R pRECEMETE Gl s »inie
Address: ~ | tishudo:[f4api0 1: 1558/ Landover_TTs/dfct | & Go
& &P Add A Edit_ X Dslste Fitarz (Mot Fitered ~
humber Summany - Type Priority Status ] |
TestTrack Pro o |
H W'
Defgcts Project ol
Wj_nd':'w_ ':PC 5000724 fempf = 100% fl on fdheid ] Mistinam Open, Besagned
Client wiew) o
W
W
o
625-EEB-002 16



TestTrack Pro

Defects List Window

0 Provides access to all TTPro defects’ records.
O Users control what defects displays by using the Filter command.

<Right-click>

Window  Help

# TestTrack - Landover_TTs - [Trouble Tickets - Mot Filtered - (732 items, 0 selected)]
Create  Activites Tabs Email

LB P e YO OLE VISR CEEITH SHELLET »isis

- O

Address: - |ttsb_|di0:f,"|4\aplﬂl: 1566/ Landover _TTs/dfct

/e | | Xoset

on column—>

header to
insert, change or
delete list view

Defect >
Indicator

CARARORL URR

AR AN R

\

Summary

Granules failing during XML processing

host c4cbld1 panic t@ approx. 4:10 wfvmcore & ...

Incarrect fip transferring count on Processing 5.

Ingest request 5789565 hung

linux boxes kernel panic on junit tests

Luminex buffer copy aperations are ineffident a...

Mail server on f4oml0 1 is not dispatching emails.

Restore view

<4—— Window Address
<4— Filter list

Defect Indicators

Indicates

Defects added since you last logged in

Diefects that changed since you Lust logged in

Search SN
Feature

v| In: |Assign Motes

Defer @ &8 = Remedy History

Closed defects

v| & Go
Toggle columns ﬁlter—> Fiter: |Not Filtered ]
Type Priority Status ]
\
Software Medium Open, assigned to...
List of defects
Unknown Medium Forwarded, assign... > within Speciﬁed
Project
Software Medium Forwarded, not as...
Unknown Medium Forwarded, assign...
leon Mame
COTS/0s5 Madium Solution Props 5 Slave Dofect
Configuration Forwarded, m s Changed Defect
MfA Medium Solution Propg  ~" Closed Drefect
v| [ @ Find ] [ Options = Apply View @ Assagred Defect

Diefects assagreed bo you

Logged in as: lgamble €

—— User

information

625-EEB-002
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TestTrack Pro

Setting User Options

# User Options

O User Options lets User specify Geners

password and personal preferences_ x'e‘f:{:;::, IEZQ"E??Q%Z'DEZSE?,EES:h°w you are notified of assignments when the application is
Q Itis highly recommended that All Users | =5~ =77~ ===

set the “Adding Multiple Trouble S smmm s

Tickets window” options before omm—

creating or editing defects. Your local © st el 1o thar et vlues

Administrator can not perform this o e T e e

function.

1. Set User Options:
— Select Tools from the menu
— Select User Options (=) Coc [ cormem ]
The Seapine TestTrack Client “User Options” (or Local Options)

. # Local Options (X
dialog box appears. tad
2. Under, Adding Multiple Trouble Tickets, select Stjesnecs Vihenstarting TestTack..

C|Ose the Add TI'OU ble T|Cket win dOW Opt'on . W [ Always login to this server with this username and password

Always login to this project

O Local Options lets User specify how 4 v

they would like to format TestTrack Pro
on login to the application, i.e.
password saves within a specific
project, multiple instances (not
recommended), report printing styles,
and views. = o |[Ceme ]

|

625-EEB-002 18




TestTrack Pro

Navigating the Defect Add Window

0 Upper Panel — Generally
defines all related parts of the
TT or problem.

a TestTrack - LaRC_TTs - [Add Trouble Ticket]

& Fle Edit View Create Activiies Tabs Emal Tools Window Help E
. B F e y @ v]: : B HELLHD
O Lower Panel — display tabs e
. : Address: |ﬂsb.ldlo.fﬁ‘laplﬂl.1566,."..'1_aRC_'ITs.|"dftt v| = Go
that support TT series of |
events or IifeCyCIe fIOW. S“msnt:mw-:[ill n, not assigned Submitter Site: |L RC v:
There are Several events that Typ: |<D:0tlset> . v| - Pr:or:ty; |<an0tset> v|
elevates the prOb.IemS to Product: |<n0tset> V| Component: |<n0tset> v|
NCR Status gor trl gers Other TE Enteredhv:|GambIe,Lay"Nan v| Severity: |<n0tset> v|
workflow features). g Date Entered: [P 22572008 B0
O Field names in bold textare 2 = == .- -
reql,“red entr y althoug_h a" = DAAC POC: Duplimbeof:| |
related flelds S OUId be Input- ; I Ov.erv; :&Etail.| f’_\m'o:kﬁow_" f—:?', \Ekar:und_" Sou:e C.odeT@.Em;" é I;s ||.E|-Folde.rs "_'i’J ;ism:| ..... -
D Tro.u bledticftketdnl#mbetrs a.Fe E Current Report: |Gamble,Lay‘wan - 2/28/2008 v| 1of1 |1 3| New Remave
assignea atrter data entry o 5
prob e.m iS Committed. o E % Found by (Submitter): |Gamble,Lay'wan v| Date: E] ersion:
commit, depress Add button =] e
in lower panel of window | Commit Entry
1] ”» El
O Use the “restore” button to
show scroll bars. | T
J-RWEN F
Logged in as: lgamble

NOTE: Several Legacy fields are noted as
either “Read-Only” or “Not Used.”
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Entering New Trouble Ticket

Q

Q
Q

Summary: A concise description of the
problem, but not a solution — which appears in
Project Window — Mandatory field.

Status: A non-editable field, indicating “state”
and “event” of Trouble Ticket.

Type (list box): Identifies Trouble Ticket or
problem documented by the discrepancy. The
Type of Problem can take on values: not a
bug, un-reproducible, design, source code,
language tools, configuration, test data,
documentation, process, HW, SW, Security,
builds, scripts, procedure, or unknown.

Product (list box): Describes the affected
subsystem or product.

Entered by (list box): Identifies who entered

the problem. Populated by system, but can be
fchanged to identify the submitter — Mandatory

ield.

Mode (list box): Mode in which the problem
was found.

DAAC Trouble Ticket: Local TT number.

DAAC POC: Identifies the person at the DAAC
who is to be contacted regarding the problem.

#F TestTrack - LaRC_TTs - [Add Trouble Ticket]

¥ Fle Edt View Create Activiies Tabs Emsl Took Window Hep _ 8 x
B L 2B VI RLY VMBHHGCEDTH SAELLERFSH Ex >
Address: = | tistudos i4api 1+ 1556 LaRC_TTs/dfct v| & 6o

Summary: “ |

Status: Open, not assigned Submitter Site: |LaRC v
Type: | <notset> ~| Priarity: |<notset> ~
Product: | <notset> | Component: | <not set> v
Entered by: Ganble, Lay'wan | Severity: | <not set> v

Date Entered: [¥] 2/29/2008 3|

Machine Name: | |

Mode: ‘<not sets v|

DAAC Trouble Ticket: | | CORINGR: | |

DAACPOC: | | Dwpicsteof: [ |
Overview | & Detal |‘? Waorkflow H '[;_", ‘Workaround || Source Code ”k@ Email || B Lk || [E5 Folders ” 0 History |
Current Report: lofl New Remove

¢ Found by (Submitter): Date: |2fZQ,i'ZDDS $|[:] \ersion: ‘ v|

B Description:
&

o

Logged in as: lgamble

___________________________________________________________________________________________________________________________________________________________|
625-EEB-002
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Entering New Trouble Ticket (cont.)

Submitter Site: |dentifies the site at which
the problem occurred.

Q Priority (list box): Used by DAAC
personnel to record the defect priority
relative to others.

U Component (list box): Identifies the
software or hardware Cls.

Q Severity (list box): A digit from 1to 5
representing the severity of this problem —
Mandatory field.

U Date Entered: Creation date of the
problem. System-populated, but can be
changed using the list box.

U Machine Name: Identifies on what
hardware CI the problem occurred.

U CCR/NCR: Identifies a different ID of a
related CCR(s) or NCR(s).

O Duplicate of: Identifies the trouble ticket in
which the same problem is being tracked.

#F TestTrack - LaRC_TTs - [Add Trouble Ticket]
& Fle Edt View Create Activites Tabs Emal Tools Window Help - 8/ x

B2l VI PLY] VBB ECEAIFTRSIRLLERFHH >

Address: = | tistudos i4api 1+ 1556 LaRC_TTs/dfct v| & 6o
Status: Open, not assigned Submitter Site: |LaRC v
Type: | <notset> ~| Priarity: |<notset> ~
Product: | <notset> | Component: | <not set> v
Entered by: Ganble, Lay'wan | Severity: | <not set> v
Date Entered: [:]
Mode: |<notset> w|  Machine Name: | |
DAAC Trouble Ticket: | | CORINGR: | |
DAACPOC: | | Dwpicsteof: [ |

Overview | & Detal |‘? Waorkflow H '[;_", ‘Workaround || Source Code ”k@ Email || B Lk || [E5 Folders ” 0 History |

CurrentReport: |Gamble, Lay'wan - 2/29/2008 | 1of 1 R
Q¢ Found by (Submitter): Date: (27292008 () version: | v
B Description:
&
o

Logged in as: lgamble

625-EEB-002
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Entering New Trouble Ticket — Tab Descriptors

U TestTrack Pro Tab Descriptors:

= The tabs provide input of additional information as it relates to the information associated with
advancing trouble tickets through their lifecycle states.

Tab Name Description

Contains the details about one or more occurrences of the problem that was found. Information recorded on
this tab includes who detected the problem (Found By (Submitter), date the problem was detected (Date),
Detail Version of the version of the product that had the problem (Version), and a description of the problem
sufficient for an Engineer to perform an analysis (Description).

This tab automatically captures identified series of events or activities associated with the trouble ticket's
workflow. This listing is populated after the User continues to move through the lifecycle of the defect. Fields
Workflow displayed data of this tab includes the flow of the Event, Date of change or input, Who activated the event,
Other Information about the event.

This tab contains a description of how to workaround the problem (or feature request) until a permanent fix

Workaround can be implemented.

Source Code Not in use.

Email Optional.

Links Not in use.

Folders Provides access to TTPro folders, a feature to help TTPro users organize their trouble tickets.
History Displays the trouble ticket’s change history.
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Entering New Trouble Ticket — Overview

J Overview Tab Overview |

= Overview features automatically captures details that summarizes the information found on the
Detail and Workflow tabs, including any Emails associated with the trouble ticket.

= Description: Identifies the Date and Found by (Submitter), with details captured in the
“Description” section of the “Detail” tab.

= Workflow Events and Emails: Identifies the series of events or activities associated with the TT
and associated notes or email.

NOTE: Use the User Options menu to hide the Overview tab: Tools, User Options, Display.

73 Overview [t | & workfiow | B Workarond | B3 Source Code | i@ Emai | § Lnks | [ Folders | & History

Description: :
4/30/2007 Bolden, William A |
Subsmitter Impact: High Short Description: DDIST backed up and not working to normal capadity Long-Description: The ddist subsystem is backing up and not |
working to normal capadty. We have observed in instances in the past where ddist would back up and not deliver distributions in a timely manner but it would
r_:’tl.mh:lnumul?fteraf:whu.rs_a_:ﬁ:ammadW_q.ﬂmt'[hu.nmtsimmh_ﬁbe_m_!:mfhe_dmfl:_irsevural_dwsa'ld'fsnatmrri:ul_n_capa:itr. It
Workflow Events and Emails:

d  Comment 5/2/2007 Bolden, William

Follow up investigation revealed jobs running in the background initiated by the archive managers that overloaded the system. Because the system was

overloaded, distribution was unable to perfiorm its normal functions. After the archive managers work was discontinued and some of the distribution jobs
temporarily canceled, distrbution i running without izsue, Thes tcket may be dosed as problem resalved.

£ Escalate 4/30/2007 Little, Andre
Neww NCR number is 8046084
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Entering New Trouble Ticket — Detail

O Detail Tab | & oeti |

= Found by (Submitter): Identifies the submitter of the problem. System-generated, but changeable
name of the person who found the problem — Mandatory field

= Date: Identifies the date the problem was found.
= Version: I|dentifies the version of the software the problem was found.

= Description: Detailed, but concise description of the problem sufficient for an Engineer to analyze.
Description should include:

— when the problem occurred. = ouqu % Detai L”"““W B Workzround | 15 Sowce Code | g Enal | 8 s | B3 Fokders | © Fistory
— what server was affected. ) ) " ) - =

— what logs are available.

— what processes or servers
were running.

]
— associated hardware '
problems observed. | |

m L

Current Report: |Gamble, Lay'wan - 2/22/2008 %| 1of1[1 o [ new ]| Remove

Found by (Submitter): |Gamble, Lay'wan | Date: [] 2/22/2008 |3 [ Version: t
Description:

— how often the problem
occurs.

— what steps were takento
alleviate the problem
and their results (if any). |

— current state of the system.
— operational system impact.

sooly | _as [ e |

= New (button): Click to add additional occurrences of the same problem.
= Add: Click to Add (commit current) and reset (new TT) TT.
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Entering New Trouble Ticket — Detail (cont.)

=

» The layout of the Detail tab data fields can be displayed in two views using the
Tools, User Options, General display menu options:

U Detail TabJ  Detai [

1. Slngle Page View =] Ovemet" ¥ Detai |nrkﬂow | B Workaround | 1§ Source Code | i@ Emai | § Unks | E Folders | 'O History
2. \Vertical Tab View (displayed) e el P
F2,  Found by (Submitter): Gamble, Laywan Date: (V][ 2/22/2008 15[ Version: v
Description:
g..

t ~
Steps to Reproduce: :
& Crooe J [ s J[Ccme )
Steps to
epracduce )

t
Repro
4 Q¢ | Computer Config: _use«'sTestconﬁg v &7
] . Other Hardware and Software:
ol
—r
Computer e fm : ) ]
| Config Flehame *  LastModfied Sz
= Paste Image
D Soreen Captur
J Remay
. '
File
Attachments wiract
Open.
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Entering New Trouble Ticket — Workflow

U Workflow Tab| = workfow |

=  Workflow tracks the lifecycle of events of the defect. This feature displays a listing of every event or
state change for the defect. It provides information on: Event, Date of update, Who made the
change, and Other information related to the defect that the system captures/tracks.

= Notes: The input captured during the associated event’s workflow. Display the Notes information
by selecting an event from the workflow list. Double-click the event to display that event’s input
window.

= Add: Click to save changes to Workflow entry fields.

Tl
=2 overview | &% peta| ™ Workflow | iareund B3 SourceCode | i@ Emal | 8 Links | [ Folders | %% History
Event Date Who Motes Other Information
Escalate 4f30/2007 7:55 ... Litbe, Andre Mew NCR. numbe... Escalate To: Operations_NCRs Requested Category: <not set> Forward... |
Comment 5f2/2007 7:53 AM  Bolden, Wilkam Follow up investi...

Comment By: [Bolden, Wiliam ~ | Date: [7]|5/2/2007 7:s3se aM 3|

Notes: |Fallow up investigation revealed jobs running in the background initiated by

the archive managers that overloaded the system. Because the system was

Motes: overloaded, distribution was unable to perform its normal functions. After the
archive managers work was discontinued and some of the distribution jobs

.Nt'w MCR number ic B)S084 temporarily canceled, distrbution is running without issue. This ticket may be
closed as problem resolved.

oK ] [ Cancel

Em apy || ok || Caf_\v:nel-
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Entering New Trouble Ticket — Workaround

0 Workaround Tab| & werksrouwnd |

= Describe how to workaround the bug or requested feature until it is fixed or implemented
provides a thorough, but concise plan (details) of how to workaround the bug or recommended

details to fix or implement the defect.
= Add: Click to commit input.

% Workaround i% Source Code "EW Email " B Links " £ Folders " % History

Overview || & Detail " T Warkfl

Describe how to workaround the bug or requested feature until it is fixed or implemented:

[ Apply ] [ Add J [ Close
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Entering New Trouble Ticket — Email

O Email Tab | @ emai |

= Users and customers in the following list will be notified when the trouble ticket changes via
the “Email” notification and tracking feature.

= Add... button displays the “Add Recipients” dialog box for the selection (or multiple selection by
holding the <ctrl> key) of available system-generated Users and/or Customers. Selecting “Add”
button will populate the Email list.

= Add: Click to commit input.

# Add Mail Recipients

Available users and customers

AREmail-0ins01
Bossard, Cynthia C.
Clarke, Derrick

- { ; — | Coates, Odarise
Source Cnde| “) Emai |@ Links | = | Floyd, Benzel
Gamble, Lay'wan
Johnson, Pamela

Cverview " & Detail " T Workflow || |l':—l,__—""_,| Workaround

Users and customers in the following list will be notified when this trouble ticket changes: Little, Andre
Schuster, Alex
Add... P | schuster, Alexander
Stepp, Debra
Stone, Eliot
Remove Super-User

| Indude: Users Customers |

[ Add l [ Cancel

Apply ] I Add l [ Close ]
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Entering New Trouble Ticket — Folders

O Folders Tab | [ Folders |

= Users and Customers in the following list will be notified when the trouble ticket changes via the
“Email” notification and tracking feature.

= Add: Click to commit input.

Overview " & Detail " T Workflow " . Workaround || Source Code ”E@J Email || @ Linkﬁ Folders |'i’:] History

Path : Open Falder
/Private/DAAC High Priority

] Add to Folder
J f&# Folders [ =

Folder tab icon changes when
folder links (path) are listed.

Remove from Folder
Add Folder icon located on menu bar.

&

Apply. ] [ Add J [ Close
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Entering New Trouble Ticket — History

O History Tab | ¥ Hstory |

= The History feature captures the changed history information of the Trouble Tickets, the date of the
activity, who made the modifications and location of the change.

= OK: Click to close the History (read-on) tab and Trouble Ticket window.

Overview " % Detail || & Workflow || ‘B Workaround Source Code "lﬁﬁl Email " B Links " 5 Folde & History

Created by: Creation method: Email import
Date of creation: 1172007 11:05 AM
Last modified by: Litte, Andre

Last modification date: 1/24/2007 1:53 FM

Date Who Modification information

1/24/2007 1:53PM  Litde, Andre Added Close event (Andre Litte - 01/24/07)

122/2007 4:15PM  Enale, Brian Changed reported by record (Penny Qots - 01/17/07) fields:Description

1/22/2007 4. 15PM  Engle, Brian Changed the following fields: Motification List

1172007 405 PM  Schuster, Alex  Changed Escalate event (Andre LitHe - 01/17/07) fields: Forwarded

1/17/2007 .01 PM  Schuster, Alex Changed reported by record (AREmailH0ins01 - 01/17/07) fields:Found by (Submitter)
1/17/2007 1:37PM  Litde, Andre Added Escalate event (Andre Litte - 01/17/07)

1f17/2007 1:37 PM  Litde, Andre Changed reported by record (AREmail-0ins01 - 01/17/07) fields:Version Found
1/17/2007 1:37PM  Litde, Andre Changed the following fields: Submitter Site, Priority, Entered by, DAAC POC

J[r ][5 Apply oK Cancel
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Lifecycle — From Open to Close State

O Trouble Tickets are advanced (workflow of events) through lifecycle stages called
states. Defects need not advance through all states or in any particular sequence.

Assignment

Description Resulting State Data Added to Defect Change
. Assign ticket to one or more .
Assign team members No Change Assigned to New
Propose Solution Identify fix Solution Proposed Due date; Version; Effort to fix None
Elevate ticket to PRB or
Escalate ECHO for advice or Forwarded Requested Category None
resolution
ON HOLD prork put on hold regarding | g HoLD None None
Notify submitter and others .
Start to Implement that work on fix has begun Implement Solution Work start date None
. . Effort, Affects Documentation
. Move trouble ticket to fixed - ’ Lo
Fix state and capture resolution Fixed Cffec_:ts Test Plan, Resolution, None
ersion
Close Move ticket into Closed state | Closed Resolution Clears
Re-Open Re-open currently closed Open (Re-Opened) None New
Trouble Ticket
Comment ‘.?gﬂ; comment to a Trouble No Change Comment None

co ]
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Lifecycle — Assigning a Trouble Ticket

O New Trouble Tickets are automatically
placed in the Open state by default. The next
step — Assign the TT to an Engineer. To
aslsignAa Enginefer to ﬁ TROUbI? Ticket, # Assign e
Se eCt SSign"' rom t € CtiVi ies menu. Assign By: |Gamble, Lay'wan ~ | Date: [v] 2/22/2008 2:06:12PM %
The following information should be provided mor: o, 2 o 27 =
for this transition:

= Assigned By: This field auto-populates with the
Submitters name. Name can be changed using
list box options. — Mandatory field.

» Date: Date assignment was conducted —
Mandatory field.

= Assigned To: Identifies the name of the person
}.héllé is going to work on the problem — Mandatory T
1eld. oK Cancel

» Notes: This message displayed in the emailed
TT assignment notification to the Assignee —
Use to document any information pertinent to the

Assign event.

Assign To: | =not set> w |

Motes:

NOTE: Automatic Email notification of assignment will be
generated to the Assignee.

» Select OK to save (or Cancel to discard).

|
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Lifecycle — Proposing a Solution

O The Propose Solution transition is
performed by the assigned Engineer. The next
step - Select Propose Solution... from the
Activities menu. The Propose Solution dialog
box appears... The following information Propose Solution By: Ganble, Lay wan v| Date: [7]] 2/22/2006 2:12:00PM ][]
should be provided for this transition: Notes:

= Propose Solution By: [formally, Evaluation
Engineer]: Person who will be this performing
the analysis. This field auto-populates with the
]gulréent user, but can be changed. — Mandatory
ield.

. ]Ic:_)alge: Date solution was proposed. — Mandatory
ield.

= Notes: Use to document any information
pertinent to the Estimate event. ok |[ concel

» Select OK to save transition (or Cancel to
discard).

# Propose Solution

|
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Lifecycle — Escalating a Trouble Ticket

O The Escalate Event is used to identify what
Trouble Tickets need to be forwarded to EDF
NCR system. Select Escalate... from the

Activities menu bar. The following information  EEZEE X
should be provided for this transition: T rr—— 3] bate: [ 2r0s 25e B0
» Escalate By: Identifies the User who escalated Notes:

the Trouble Ticket. It auto-populates with the
current user.

= Notes: Details related to the escalation of the R——
Trouble Ticket. ustom Fekds | e

= Date: This field identifies the date the TT was Escalate To: [cootset> v/ —>iperatons NCRs
escalated. It auto-populates with current date. Requested Category: |EUISES

» Escalate To: Identifies the TTPro Project to
which the TT should be escalated.

» Requested Category: Indicated the priority
recommended for delivery of this fix.

= Forwarded: Do not check this box, if available.
It will automatically set after creation of the OPS
NCRs or ECHO TTs. ltindicates thatthe TT
was forwarded and escalated successfully.

» Save the record by pressing the OK key.

1
Forwarded 2

|
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Lifecycle — Placing ON HOLD

0 The ON HOLD transition is performed by the
evaluating Engineer. The next step - Select
ON HOLD... from the Activities menu. The
following information should be provided for = ON HOLD

this transition: ON HOLD By: | Gamble, Lay'wan v| Date: [] 3fz008 1230:04PM 5 (L)

= Implement By: I|dentifies who implemented the Hotes: |
hold for this TT — Mandatory field.

= Date: Date the TT was placed on hold —
Mandatory field.

. rl;lolit:jes: Details that describes reason for the
old.

= Select OK to save transition (or Cancel to
discard).

ok, l [ Cancel

|
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Lifecycle — Start to Implement

O The Start to Implement transition is
performed by the evaluating Engineer. The
next step - Select Start to Implement from .
the Activities menu. The following information EEEEAEEEESE
should be provided for this transition: Implement By: [Stevens, Miton v| Date: [7][3/12/2008 3:08:48PM 3 |[]

* Implement By: I|dentifies who will be s |
}mlpclementing the fix for this TT — Mandatory
ield.

= Date: Date the work on the TT will start —
Mandatory field.

» Notes: Used to document any information about
the start of the work for this TT.

= Select OK to save transition (or Cancel to
dlscard) oK l [ Cancel

|
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Lifecycle — Implementing the Solution (Fix)

O The Solution transition is performed by the
evaluating Engineer. The next step - Select
Fix... from the Activities menu. The Fix dialog
box appears... The following information should

be prOVided for th|S tranSition: Fixed By: |Gamble, Lay'wan v| Date: [/]| 2/22/2008 2:1408PM 2 |[L]
= Fixed By: Engineer assigned to find a fix for the efforts [ |hours
problem — Mandatory field. Notes:
" Palge: Date the fix was implemented — Mandatory
ield.

Custom Fields |

= Effort (hours): Number of hours to fix

d|screpancy [] affects Documentation

[ affects Test Flan Code Change

= Notes: Document a detailed resolution log. Resolution: <ot st = Documentation Change
Details that describe the implemented resolution - = Not Our Bug
that was used to fix the problem. Use to document e Not a Bug
any information pertinent to the Fix event — r— || |
Mandatory field. Drop 7.21 = Lans
rop 7. 20+
» Affects Documentation: Are there Drop 7.0
documentation changes required with the fix? Drop 7.11
Drop 7. 10+
= Affects Test Plan: Is there a test plan? B;EE 710
= Resolution: Classification type of fix — oo T oas
Mandatory field. Drop 7.02
rop 7.
= Version: Release version on which the problem
was fixed.

» Select OK to save (or Cancel to discard).
I ——
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Lifecycle — Closing the Trouble Ticket

U Select Close ...from the Activities menu bar.
The Close dialog box appears... The following
information should be provided for this

transition: # Close
» Closed By: Identifies the User who closed the Close By: | Gamble, Lay'wan v | pate: [7] 2/22/2008 2:19:23PM [
TT. Itis auto-filled with the current user, but can Notes:

be changed — Mandatory field.

= Date: Identifies the date the TT was closed. It
is auto-filled with the current date — Mandatory

field.
= Notes: Details of related close activities. Custom Fields |
» Resolution: Closing reasons, from defined list, Resolution: |<not set> v
that is the best fit option. S
= Save the record by pressing the OK key. e e R e o [ cencd ]

Documentation
Documentation Change
Duplicate

Escalated to NCR
Forwarded to DOTS
Hardware Problem
Issue Resolved

Mot A Bug

Mot a Bug

Mot Our Bug

Mot Repeatable

On Hold

Problem Resolved
Solution Implemented
Submitted as Information Only
Unreprodudhble

|
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Lifecycle — Re-Open a Trouble Ticket

U The Re-Open transition is performed by the
evaluating Engineer. The next step - Select
Re-Open... from the Activities menu. The

following information should be provided for * Re-Open X
thIS transmon: Re-Open By: |Gamble, Lay'wan v | Date: _mrzona 2:36:23 AM - E}
= Re-Open By: Identifies who re-opened the Nates: [Re-Opened after dose for fufther review. '

closed TT — Mandatory field.

" Palge: Date the TT was re-opened — Mandatory
ield.

» Notes: Details that describe reason to re-open
this TT.

» Select OK to save transition (or Cancel to
discard).

C= o=

|
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Lifecycle — Adding Comments

U Comments can be added to Trouble Tickets
at any time. The activity to add additional
comments - Select Comment... from the

Activities menu. The following information # Comment
should be prOVided for this entry: Comment By: |Gamble, Lay'wan ~| pate: [ 2/22/2008 2:42:47PM 3|
= Comment By: Identifies who added potes:
comment notes to this TT — Mandatory
field.

= Date: Date the comments was added to
TT — Mandatory field.

= Notes: Information related to this TT that
is considered relevant to its transitions.

» Select OK to save (or Cancel to discard). ok | [ conce

|
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Creating Browse Filters

L Filters are used to sort defect records and list
only those defects that meets a User specified
criteria.

d To create a Filter (Private, by default):

& TestTrack - Landover_TTs - [Filters - Trouble Tickets - {17 items, 1 selected)]
7 File Edit View Create Activities Tabs Emal Tools Window Help - 8 x

B S BB YE PAHI] v BEHEERCEEEITE S
- . . | Address - | trstudliazifi4apion 1566 iLandover_TTsfdflt?recordiD=6 v &6
1. Select the View, Filters from the main menu. e TS o ] e
The Filter List Window displays... F i

Defects Changedpthi...  Lists any defects changed this week
Documentation affec... Defacks in which the fix affects documentation
Escalated Defecy All trouble tickets escalated to Landover

2. Select the Add button on the Filters window to
display the Add Trouble Ticket Filter criteria

@ TestTrack - Landover_TTs - [Add Trouble Ticket Filter] [ (=1[E3]
ﬁ? File Edit View Create Activiies Tabs Emall Tools ‘Window Help - 8|x

window. BS L LB VL @A v SEEAEEBEAFS B~
3. Name and define the filter criteria for your Address: '|ttstud\o:ﬂp’l‘lap\m:15664’4’Landover_‘|‘[sp’dﬂt vl & Go
X . . e ] sharet [prvate v
private Filter: — |
»  Name —filter's name displays under RS > EE
name column in filter list window. Add Restriction ’ o y
. Description — brief explanation of filter.
. Add a Restriction (or Criteria) to filter.
— Share: This field determines who has access to the e
field. Valid values include private, shared with
everyone, shared with users, shared with customers. (o (e ] — — —
Non-privileged users can create private filters only. (e ] 2 )|
TTPro Administrators can create “shared” filters. o e

4.  Click Add button (bottom of dialog box) to add
restriction.

|
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Creating Browse Filters (cont.)

The Add Restriction dialog box displays...

O The Restrict by (list box) identifies a list of defect
fields that can be used to build filter criteria.

0 Example: To display only the defects with “High Restrct by: [Forwarded 3
Level of Severity” that have been escalated, follow Evert to Seerch
these steps as shown in the display: O Fst Escalte Event

1. Select Forwarded from the Restrict by list box. (SRR

2.  Choose to search through All Escalate Events
in the Event to Search pane. ® Forwarded s selected

. . . ) Farwarded is nat selected
3.  Click Forward is selected option. i e

' Add Restriction

(#) all Escalate Events

4.  Click OK to Add Restriction into dialog box. ot ey ] o o
O Add another field restriction from the Add © conars e ko
() Does not contain the Following ikems:
Restriction dialog box. e s
1.  Select Severity from the Restrict by list box.
2.  The following range selections will be displayed;
. Does not contain the following items.
. Contains the following items.

3.  Click the Contains the following items options.
4.  Select High from the list.

5. Click OK to add restriction (or Cancel discards). : —

The Edit Trouble Ticket Filter dialog box displays...
_________________________________________________________________________________________________________________________________________________________________________|
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TestTrack Pro

Creating Browse Filters (cont.)

U The Add/Edit Trouble Ticket Filter window

allows modification to the filter’s criteria and

validation. — 7 e ___
O Change the argument of the criteria And *”Mu 85 VD €98 u NGAREE@TEE o -

validate filter: -

1. Select And as the logical operator | ‘

. ; _ @ view... | [ Duaod.. | [dmsert.. || ZFdt. || XDekte
connecting the two restrictions.

w  Criteria Criteria ) ANDJOR.
2.  Validate filter to ensure accuracy in "{
the compilation of the criteria.

Add Restriction

Selected Restrictions
Clear removes all defined criteria listed In the dialog e 0 (v
“
box, if desired. ?@f‘; Td;’“e: ';; ;t| @; Co ] ) ]
3_ Select Add to Commlt the fllter | ddvess: ~ [tesbudor/[HaplOLs 1568/ fLanda Logedinos hoserd] A
1 B Ve, oA Add... Z Edit... K Delete Filter: ] ]
(Or Close to dISCa rd). Mumber ¥ | Summary Type Priority Status Fllter LISt
5000651 PYC OPS: 7.20: DPIU insert Failing with arith...  Software High Farwarded, assigiey ooy, oryd)
. . . : i king via the.. il b ded, assigned h s Al
Filter saves and the “Filters” window appears... Seit i o ot G anre. sasecsde M Feeried sopedtos el
v
- - s
4_ Select the Fllter from the fl Iter y 5000462 DPL Databases Patches Incomplete Installation High Farwarded, nat assigned
list on the TT defect list Window.
NOTE: The filter automatically activates/runs when <l | >
Selecfed @ Find: ‘ vl In: ‘Summary v‘ [ GQ Find ] [ Options ']| Apply View
* P00 Bl @ 2 ¢ Defer @ & 2 Remedy History
Loggad nas: chossard | |

|
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Column Filters

Filters or Column Filters can be applied

on specific columns on the defect window.

This feature provide multi-sorting/filtering

functions on C0|umn S. 1 TestTrack - Landover_TTs - [Truble Tickets -Not Filered - (133tems, 0 selecte)] EER

BB Bt Vew (ree Adivies Ts Emal Took Window Heb -8
To apply filtering on columns: B3 /8o vi[€98[ ¥ ¢3E008070 335A4RDTY 8 5384 4048 |
Adhess: = | tetudioyfiapl0t: 1566 Landover_TTsfdfet . . v‘ (Y}
. i Filter particular
1. Select Column Filter symbol, next to the o e T5e ] column Co ] @oenes 8

F I Ite r I I St b OX . Nurber V| Sumary T Type Py ¥ Status ﬁ!—(‘ﬂﬁ;ﬂd—ﬁu— 9 St 7 Foiut TN 7 4|
A
. . 5000687 Please lock down C4cbit and cécbl02 ta C...  Canfiguration Medium Open, assigned to Chagaris, ] EOF Column Filter
The Filter icon appears... v foston. |
. . v Clsed W sym bol
1 . C I I Ck th e fl Ite r sym bo I n eXt to th e CO I u m n 5000690 hast ctchlnt panic @ agprox, 4i10 wlmca... Unknown Medm  Soldion Propased, assigned e Defened N
. . 000691 c4chlD! panic'd agai 53 @5:00am Software Hih Open, assigned to Goodnan, Yy Fixed Filter OptiOI’lS for
yOU WISh tO fllter. v Forwarded this particu|ar column
. . i . 5000693 WGateway does nat alow physicalmeda di.. source code Low Open, not assigned st soltin
2. Choose Filter from the list provided (or g
t c t f' It f th I Soluion Propaseg
c re a e a u s o m I e r 0 r e CO u m n ) . @ TestTrack - Landover_TTs - [Trouble Tickets - Find Results - (17 items, 0 selected]]
. . B B Bt Vew Ceate Acibes Tabs Emal Tooks Window Hep - | & !
.
NOTE: Each filtered column will have a red dot on the column " 57/0 i ags v 43 semass sasitimss @ 222 4500 |
symbol and the column header will be the color defined in the = #m -mimikaissiae i goe
. . . B liew.. JEd. || X Dekte Fiter:
sea rCh section Of The user Opflons d a Iog bOX. (The defOU" Humber 7 Summary 7 Type () oty 9 staus (3] ntredby 7 Gbmiterste 7 Poht 7
. 5000434 PYC OPS: 720LinuxBlades: EcDlInProcessingService co... Soft Mediur Farwarded, not assigned Johnsan, Elaine P
co I or iIs b I ve .) 00043 PYC QS 720 inux Blads: EDllProcessigervie .. Softwa i Forwarded,not assigned Joson, Fane piC
5000445 External Subsetter Information Missing from Order Ma... Software’ Hih Forwarded, assigned to Pan, Iv..  Suttles, Steve MC
4 T O c I e a r CO I u m n f I Ite I"S CI I Ck AI I 00446 PYC TS1 Granuls Delete Phass 1711 c ) Schaer, Cltts PIC
. y . 5000456 PYC OPS: 7.20: OMS 6L reports eror unving Onfro... € Filtered Columns Johnson, Flne [
5000457 PYC OPS: 7.20: SCP Operatar Interventions don't sha... 5w, Iv.. Johnson, Elaine P
. H H H H . H 5000486 PVC OPS: 7.20: DPL temp diectories not eaningup ~ Software Low Forwarded, assigned to khan, &, Johnson, Elane PIC
N o T E M C o I umn fl “‘e rs view can b e ma d el nTo a f | Ite r: C I Ic k 5000511 PYC OPS: 7.20: OMS request not going ko Operator .. Saftware Medium Forwarded, assigned to Ogunsu..  Johnsan, Elaine P
. . . . 5000564 Database enor when modifying volme group informa... - Softwere Medum  Forwarded, not assigned Cechi, Matthew PIC
Ed 1t ’ Ad vance d F n d ’ th ec I IC k MQ ke F ] I ter b vtton. T h e Cco I umn 5000580 Tncortect fep transferring count on Processhg Server  Software Medim  Farwarded, not assgned Cechin, Matthew P
5000597 PYC OPS: 7,20 ASTER OnDemand EPD requests aref.. Saftware Medium Forwarded, assigned to Gaff, Ti..  Johnsan, Elaine PC
4 H : 4 H H H H H 5000616 PUC TS 7,41 w7, 20db: EchbSubscrbedEventDriver..  Software: Medum Forwarded, assigned to Dabbins... Johnson, Elaine P
view f [ ITe rcri te ria wi I I a I red d y b e in th ecr ITe ria win d ow. 5000630 stpIFTRPUSH request page does not show al request... Software Forwarded, assigned ta Pino, Ja.. Goff, Timothy P
. . . . . . S00031 wogeteway tread I0s ae not useful. Software Forwarded, not assigned Goff, Tiothy PIC
G 1 Ve q n q m e q n d d esc ri p‘h on 1‘0 fh e 'F 1 H‘e r. vq I 1 d q 1‘e fh e ‘F| H‘e r'. 5000652 Anonymaus ftps hanging on p4ftoL Software Medium Forwarded, assigned to Parham... - Cechini, Matthew MC
5000681 PYC OPS: 7.20: DPIU inset Faling with arthmetic ove... - Saftware High Forwarded, assigned to Chaung..  Johnsan, Elaine PC

Click the Find button to save this filter.
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Creating Folders

O Folders is a feature used to help organize the Users defects, much like the
functions of the folder window in MS Explorer.

O To create a Folder:

Select Create, Folder from the main menu.

Enter the Name and Description for the folder.

Click Browse, to set the path (folder location).

Click Add, then Close.

Click View, Folder from the main menu to view the folder.

Q To quickly add Trouble Tickets to Folders:
1. From the Defect List Window, right-click on any defect listed in the window.
2. From the short-cut menu, select Add to Folder... to display the Browse for Folder dialog box.
3. Click checkbox to select the folder from the Browse for Folder list to add the defect (link).
B Folders - Not Filtered - (1 item, O selected) =13

o bk 0bh -~

% ¢ & Durerns TR
ﬁj-'m & View,.. gh Add,. # Edit... X Remove Show: 'AIT-.rp-eg || Fiter: [Not Fitered
= 3 Privabe o :
S laywan Item Typa & Number Summary Status

B Trouble Tecket 2000060  trairung Trouble Tickets ransitions Open (Re-Opened), not assi..,

#F Browse for Folder

laywan contains 1 trouble bdoet
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Adding Tabs

U Tabs is a feature used to open multiple
instances of the list window within a particular
view. Users can choose to display the tab

bar in the by setting the Display Options: . Touble Tees - Highprionity dfcs- ) foms, 0 e FEX
Tools, User Options, Display. LENEDES %
O To create a Tab to display as “Tab 1, Tab 2... “'b £ | (X | [§) e
1 H . Number 4| Summary Type Priarity
on the aCtlve defeCt Wlndow 2000036 Please promote; larc's Rep Server has been broke... High
2000051 DDIST backed up and not warking to normal capa. . High

1. Select Tabs, Add Tab from the main menu.
L To rename the Tab:

00054 Ingest and Distribution subsystems suspending re... High
Tab short-cut menu |

Rename CurrentTeb,..  Cirl+shiftsdl
1. Right-click the Tab to activate its short-cut )
menu.
Add Tab Ciri4snftsT
2.  Select Rename Current Tab... CoseCurentTb  CHShRteC
3. Rename the Tab. CoseAlOtherTebs  Crl+5nifta
“ | »

0 To Apply a Filter to the Tab:
1.  From the Filter list, Select Filter.

@ Find: | v| In: ‘;‘-\\IT&xt v| l @ Find ] ’ Options '] Apply View

T A TL

|
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Inserting Stamps

0 Stamps is a feature used to indicate changes to/in multiple-lined text fields, i.e.,
description, notes. Stamp details consist of the User's name and the current date.
Stamps can be used to identify who (and when) added/entered text to a defect.

0 To insert a Stamp to display in any text field:

. Place the cursor where the Stamp is to be inserted within the text field of a defect.

Choose Edit, Insert Stamp from the main menu (or right-click in the text field, then
select Insert Stamp from the short-cut menu).

NOTE: Stamped information can be changed. The format of the information is configured by The Project Administrator.

& overvew | ¥ Detdl | F woidion | B werkeround | [ souce Code | 0 el | 8 ks | B Foiders | G ristory |

Curment Repert: |Goodnan, Willam -5f572007 | 1oF1 1

| =

Found by (Submitterk: |Goodran, Wil ~ oue: Esmin @R vesen | W

Deseripbion:

OnMay 7@ 11:53 e eocept 1455370 vencore ba? uploaded O.F,

Trecerved thes durng brarefes - FE 2222880 F R0 8088000020828 828
reshout: Conction resst by pesr

1 triad] b uplioad agan but recefved|this message:

Pl put 1455370 vacone b2

local: 1495370 windore be? rasnote: | 455370 veacone. be?

I made severdl atbemps but stil reqefved the same results - koged a ticket, with Redhat ticket number - 1465430

*Changes made by Bossard, Cynkhia €. - Wedhesday, January 16, 2006° SR
Teesting the use of stamps in TestTrack.

L=
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Appendix A. Severities Defined

O Severity 1

B Inability to perform a mission-critical function (i.e., Ingest/Pre-Process/Archive Science Data, Planned
Processing, Browse/Order/Distribute).

B A mission-critical function performed improperly, resulting in permanent loss of data.

NOTE: The above two problems are Severity 1’s if no workaround exists or if a workaround can not be
accommodated by DAAC operators. If a detailed workaround procedure is documented but the procedure is
inadequate based upon the complexity of the procedure, the abilities of an adequately trained and
experienced operator, or both, then the problem should be categorized as a Severity 1.

O Severity 2

B The performance of a mission-critical function is degraded, which may prevent the system from
achieving production’s minimum goals.

B A mission-critical function can be only partially performed or performs improperly, resulting in temporary
loss of data or incorrect data results.

B A situation (actually or potentially) severely compromises ECS mission readiness or operational
integrity.

B A condition exists to produce a severely degraded mission-critical function, but a workaround will allow

operations to continue temporarily without permanent loss of data or severely impaired
performance/workload /schedules.

|
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Appendix A. Severities Defined (cont.)

O Severity 3

B A non-mission-critical function (e.g., Advertising) cannot be performed, or yields incorrect results.

B Unexpected events occur which can be corrected using normal operational procedures with minimal
impacts to performance/workloads/schedules.

B A condition exists to produce a degraded mission-critical function, but a workaround will allow
operations to continue indefinitely without severely impaired performance/ workloads/schedules.

O Severity 4

B Minor Functional Errors, typographical errors, and documentation errors are noted.

B This is a defect of minor significance such as errors in documentation or incorrectly aligned icons on a
GUI or perhaps a GUI takes three seconds to appear on the screen and it should only take two
seconds. A workaround exists or if not, the impairment is slight. The software could be released with
such a defect, and most customers would be unaware of the defect's existence or only slightly
dissatisfied.

Example of a Severity 4 NCR: Alphanumeric heading on page one truncated.

O Severity 5

B A request for an enhancement to the system.
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