625-EED-002, Rev. 01

EOSDIS Evolution and Development (EED) Contract

Training Material for the EED Contract
Volume 2: Problem Management

Revision 01

April 2012

Raytheon Company
Riverdale, Maryland



This page intentionally left blank.



Training Material for the EED Contract
Volume 2: Problem Management

Revision 01
April 2012

Prepared Under Contract NNG10HP02C
CDRL Item # 023

RESP LE AUT
&M ‘{ /; 50//2

L4y’ wan Gamble, St~ Software Engineet/2& Z‘-"‘/ W San
EOSDIS Evolution and Development (EED) Contract

w12, Y

Tlmotfly W. Orth z, Pr i Manager /" Date
EOSDIS Evolution and Development (EED) Contract

Raytheon Company
Riverdale, Maryland

625-EED-002, Rev. 01



This page intentionally left blank.

625-EED-002, Rev. 01



Preface

This document is a formal contract deliverable. It requires Government review and approval
within 45 business days. Changes to this document will be made by document change notice
(DCN) or by complete revision.

Any questions should be addressed to:

Data Management Office
The EED Project Office
Raytheon Company

5700 Rivertech Court
Riverdale, Maryland 20737

Revision History

Document Number Status/Issue Publication Date CCR Number
625-EED-002 Original March 2011 11-0056
625-EED-002 Revision 01 April 2012 12-0097
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Abstract

This is Volume 2 of a series of lessons containing the training material for the EED 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 EED Contract (NNG10HP02C).

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.

1 625-EED-002, Rev. 01
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Related Documentation

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

Statement of Work for EOSDIS Evolution and Development Contract
423-CDRD-002 Contract Data Requirements Document for EED Tasks 01, 02 & 03

Applicable Documents

The following documents are referenced within this EED 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&PRYS)

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 EED Training Material.
609-EED-001, Rev. 01  Release 8.1 Operations Tools Manual for the EED Contract

611-EED-001, Rev. 01  Release 8.1 Mission Operation Procedures for the EED 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 EED Training Material.

305-EED-001, Rev. 01  Release 8.1 Segment/Design Specifications for the EED Contract.

311-EED-001, Rev. 01  Release 8.1 INGEST (INS) Database Design and Schema
Specifications for the EED Contract.

311-EED-001, Rev. 01  Release 8.1 Order Manager Database Design and Database Schema
Specifications for the EED Contract.

311-EED-001, Rev. 01  Release 8.1 Spatial Subscription Server (SSS) Database Design and
Schema Specifications for the EED Contract.

311-EED-001, Rev. 01 Release 8.1 Data Pool Database Design and Schema Specifications for
the EED Contract.

311-EED-001, Rev. 01 Release 8.1 Archive Inventory Management (AIM) Database Design
and Schema Specifications for the EED 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-EED-001 Revision 01, Release 8.1 Operations Tools Manual for the EED Contract,
and a copy of 611-EED-001 Revision 01, Release 8.1 Mission Operation Procedures for the
EED 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-EED-001 Revision 01, Release 8.1 Operations Tools Manual for the
EED Contract, and a copy of 611-EED-001 Revision 01, Release 8.1 Mission Operation
Procedures for the EED 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-EED-001
Revision 01, Release 8.1 Operations Tools Manual for the EED Contract, and a copy of 611-
EED-001 Revision 01, Release 8.1 Mission Operation Procedures for the EED 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.
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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-EED-001 Revision 01, Release
8.1 Operations Tools Manual for the EED Contract, and a copy of 611-EED-001 Revision 01,
Release 8.1 Mission Operation Procedures for the EED 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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Problem Management
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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 EED) 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

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

0 Administer EED 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 EED Trouble Tickets
(TTs) and Non-Conformance Reports (NCRs).

0 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.

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

documentation or Erocedures.

625-EED-002, Revision 01 4



Problem Resolution Concepts

System Overview

0 The TestTrack Pro (TTPro) COTS product is a consolidated,
centralized automated defect tracking system tailored for EED
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 DAACs 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-EED-002, Revision 01 5



Problem Resolution Concepts

System Overview (cont.)

O 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
unigue identifier. This numeric identifier is generated by the system for all
projects.

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

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

Summary: A concise statement of the problem.

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.

___________________________________________________________________________________________________________________________________________________________|
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Problem Resolution Concepts

Trouble Ticket Priority | NCR Severity

As Documented in NASA 420-05-03

As Used/Interpreted by the EMD Project

Cateqorv 1: System/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
major 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.

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

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

Causes minor or no substantial impact
to development, operations, services, or
data processing functions. Support may
be dearaded, 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-EED-002, Revision 01
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Problem Resolution Concepts

Defects Unique Numeric ldentifiers

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

= LaRC 20xxxxx — 2099999 = DEV 70xxxxx — 7099999
= LPDAAC  30xxxxx — 3099999 = OPS 80xxxxx — 8099999
= NSIDC 40xxxxx — 4099999 = ECHO DEV 100xxxxx — 10099999
= EDF S0xxxxx — 5099999 = ECHO OPS 110xxxxx — 11099999

ECHO 120xxxxx — 12099999

625-EED-002, Revision 01 8



Problem Management

Procedural Guidelines

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

1. Open aTT (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.
= TTslocally 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
EED PRB for tracking as a NCR.

___________________________________________________________________________________________________________________________________________________________|
625-EED-002, Revision 01 9



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. EED 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 EED PRB for tracking as a NCR.

___________________________________________________________________________________________________________________________________________________________|
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Problem Management

TestTrack Pro (for EED) Architecture

d DAACs and EDF... DAACS

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

O The TestTrack Client (Windows)...

connects directly to a centralized TestTrack Server

(Linux) at EDF.
Submit
TT/NCR

O The TestTrack Server (Linux)... '  rowee
processes client requests and interacts with the IS‘JF“"“

TestTrack
Client

. TTIN
TestTrack License Server. Reparl .\ TestTrack

<4—» License
Server Sarver

d The TestTrack License Server...

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

TestTrack
Client

625-EED-002, Revision 01 11



Problem Management

TestTrack Pro Requirements

O 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, Windows 7)

= If on server, should run on — 256 MB Memory (1GB min)
Windows, Linux or Solaris. — 300 MB hard data space
NOTEI: l\iilacintosh use is not recommended due
; to lac
= |E 6.0+, Netscape 7.0+, or Firefox of support.
3.0+ standard software, to access
based interface. Also supports . S | ext | denci
Opera 10.x, Safari 4.x-5.x, Google eve_lra ex errt]_a epgn encies are
Chrome 5 or later. email, non-native web server (i.e.,

Oracle iPlanet Web Server 7.0.12)
and firewall configuration.

» Username, password, server info
(name, address and port) — see

local CM Administrator = RedHat Enterprise 5.0 OS or later
' (on a dedicated machine -
preferred).
» Read/Write permission to database — 1.5GHz CPU
(see local CM Administrator). 512MB RAM

___________________________________________________________________________________________________________________________________________________________|
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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+
—  Firefox 3.0+
—  Also supports Opera 10.x; Safari 4.x-5.x; Google Chrome 5 and later
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-EED-002, Revision 01 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

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

whn e

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:<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 8.1 Mission Operation Procedures
for the EED Contract, Chapter 8. Problem Management.

___________________________________________________________________________________________________________________________________________________________|
625-EED-002, Revision 01 14



TestTrack Pro

Server Connection(s) Setup

O TestTrack Pro first-time Users must configure

one or more TestTrack Server connections. # Add TestTrack Server
Users can configure connections for both the

Windows (PC Client) and UNIX/Linux (Web Server Name:

Client) environments, as follows: Server Address:

NOTE: If a first-time User, the Seapine Add (Edit)

TestTrack Server screen appears or the Seapine TestTrack Studio Port:

Login screen appears.

O 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 (EDF users) # TestTrack Studio Login X
3. Enter Port: 1566 (see Port Mapping Baseline; syntax: Seapine
<TTPro_server_port_#>) T T kﬁﬁ @
4. Click OK estirac
The Seapine TestTrack Studio Login dialog box appears. Seryer: |ttpro-HelpTTs 9 [ setw.. |
O Loginto TTPro: Username: | |
1. Select Server (or your own server name from list) Password: | |
2. Enter Username [ Always login with this username and password
3. Enter Password [ Use single sign-on
4. Click Connect |_comect | [ cancel |

625-EED-002, Revision 01 15



TestTrack Pro

Logging into the System

O At this point, User should ensure
one or more working configured Seapine

server connections. TESI'TI'UCI(
O Logging In:

NOTE: Users are NOT allowed multiple logons.

Server: ttpro<4api0l

1.  Select Project from list box. SALLEEE %
NOTE: Project listings will vary in content. The list if Always login to this project
derived from the assigned security group’s list. E]  Project listing... i OK | Cancel |

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

Operations_MCRs
Development_MNCRs
Landover_TTs

The Seapine TestTrack Project Window appears.

M TestTrack - Landover_TTs - [Trouble Tickets - Mot Filtered - (732 items, 0 selected)] r: |rE|r)_C.'i
& Be Edt Yew Créate Actvites Tobs Emal Tooks Window Heb ="
A LB VI QLD v 2 aACREATH Jdaas »inin
: Address: = | bstudo:Hapi 1 1566/ Landover_TTs/dfct v & Go
e e, &P Add J Edit_ X Dslstp Filter: (Mot Filtered ~
hamber Summary -~  Type Priority Status |
TestTrack Pro - |
i w
D;?c;s Prujéct ol
1_11 DW_':P 5000724 fempf = 100% fid on faheidl Mistium Open, aasagned
Client wiew) o
w
v
-

625-EED-002, Revision 01 16



TestTrack Pro

Defects List Window

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

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

Tn-::':l(j —P| 5 Fle Edit View Create Activifies Tabs Emal Tools Window Help s Restore view
AS S B VI LLA] VI CEATH I SHELLET »iix
. Address: ~ | ttstudio:/ji4apl0 1: 1566//Landover _TTs/dfct v| @ co |[&— Window Address
<Right-click> @ View... Z Edit-. || X Delete Toggle columns filter—( 7] Fiter: ot Filtered v| |l «—— Filter list
on COI umn —P MNumber Summary “ | Type Priority Status ]
'
header to o )
insert, change or ||~
H H 5000583 Granules failing during XML processing Software Medium Open, assigned to...
delete list view | .
‘/ -
v List of defects
DEfeCt > _.j’ 5000820 host c4cbld1 panic t@ approx. 4:10 wivmcore & ... Unknown Medium Forwarded, assign... > within SpeCiﬁed
Indicator o Project
v
5000580 Incorrect fip transferring count on Processing 5. Software Medium Forwarded, not as...
'
r4 5000705 Ingest request 5739565 hung Unknown Medium Forwarded, assign...
v J
¢ Defect I ndicators
o lcon Name Indicates
y 5000718 linux boxes kernel panic on junit tests COTS/05 Madium Solution Props " New Defect Defects added since you last logged in
5000500 Luminex buffer copy operations are ineffidenta...  Configuration Forwarded, n| Changed Defect Defects that changed since you last logged in
v
5000662 Mail server on f4oml01 is not dispatching emails. MfA Madium Solution Prop] Closed Defect Closed defects
Search . :
Feature_’ - @ Find: | V| In: |Assign Notes V| [ @0 Find ] [ Options _ ~ || | Apply View @ Assigned Defect Defects assigned to you
o Bl & & 3+ pefer @ & = Remedy History
Logged in as: lgamble €—fF——  User

information
]

625-EED-002, Revision 01 17



TestTrack Pro

Setting User Options

# User Options

QO User Options lets User specify —

p asswo rd an d p erson a_l p refe rences. xg;f;f;:ﬁ TR I T I ET T Smm SRSl S ESEIITCl I CESEaiini
O Itis highly recommended that All Users | == 7= ==

set the “Adding Multiple Trouble © O st i

Tickets window” options before Comm—

creating or editing defects. Your local P —

Administrator can not perform this o e e e e e e e e

function.

1. Set User Options:
— Select Tools from the menu

— Select User Options C o J [ oo ]
The Seapine TestTrack Client “User Options” (or Local ;
OptionS) #F Local Options [g
i
dla‘log bOX appears tyleshets When starting TestTrack. ..
2. Undel’, Add'ng |\/|U|t|p|e TI’OUb|e TleetS, SEIECt View Fie |:| Always login to this server with this username and password

Close the Add Trouble Ticket window option.

Always login to this project

O Local Options lets User specify how ] Mlow e etrces o s appicaton

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. ] 5 ][ o )

_________________________________________________________________________________________________________________________________________________________________________|
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TestTrack Pro

Navigating the Defect Add Window

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

Lower Panel — display tabs
that support TT series of
events or lifecycle flow.

There are several events that
elevates the problems to
NCR status ﬁor triggers other
workflow fea ures%:J

Fleld names in bold text are
“required” entry, although all
related fields should be Input.

Trouble ticket numbers are
assigned after data entry of
problem is committed. To
commit, depress Add button
in lower panel of window

Use the “restore” button to
show scroll bars.

625-EED-002, Revision 01

Lower Panel | Upper Panel

a TestTrack - LaRC_TTs - [Add Trouble Ticket]
& File

Edit \View Create Actvites Tabs Email Tools

Window  Help

B S B YE DDNY] Vi BEEIEEEHTH SERLLERF S

© Address:

Summary: ||

DAAC Trouble Ticket: |

-
- |ttsb.|di0:fﬁ4apl01: 1566//LaRC_TTs/dfct v| = Go
|
Status: Open, not assigned Submitter Site: ‘LaRC v|
Type: |<n0tset> v| Priarity: ‘<n0tset> v|
Product: |<n0tset> v| Component: ‘<n0tset> v|
Entered by: |Gamble, Lay'wan v| Severity: ‘<n0t sets v|
Date Entered: E]
Mode: |<n0tset> v| Machine Name: ‘ |
| CCR/NCR: | |
= = IDMEOC: IW‘ - Dﬂﬁte.of"_ " Eam @ mm W |— IIIII —
& Detail |f’ Workflow " Workaround ” Source Code ”k@ Email " B Links " 5 Folders " History |
Current Report: |Gamble, Lay'wan - 2/28/2008 v| 1of1 | 1 B | Remove

Zx  Found by (Submitter): |Gamble Lay'wan

% Description:

Commit Entry

RESS @SS

Apply ] I Add l [ Close

Logged in as: Igamble

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, 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
1(::_hi'%lnged 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]

% He ot Vew Create Acivites Tebs Emal Took Window Hep N
B faBe VI 0L VBHELCEEITH S5l f@FH &> >
Address: | tistucios /4ani 11568/ LaRC_TTs/dfct v| & co

s |

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

Date Entered: [¥] 2/29/2008 3|

Mode: ‘<notset> v| Machine Name: | |

DAAC Trouble Ticket: | | CORINGR: | |
DAACPCC: | | Dwpicateof: [ |
Overview | & Detal |‘? Workflow H '[;_", Workaround || Source Code ”k@ Email || B Links || [ Folders ” 0 History |
Current Report: lof1 New Remove

§¢  Found by (Submitter): Date: |2fZQ[2DIJE $|[:] \ersion: ‘ v|

Description:

5
g

Logged in as: Igamble

___________________________________________________________________________________________________________________________________________________________|
625-EED-002, Revision 01
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Entering New Trouble Ticket (cont.)

Submitter Site:

Identifies the site at which

#F TestTrack - LaRC_TTs - [Add Trouble Ticket]

the problem occurred (originating site).

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

0 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.

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

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

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

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

Current Report: Submitter and date
problem or issue occurred.

U

o 0O 0O O

625-EED-002, Revision 01

& Ele Edit View Create Actvites Tsbs Emal Tools Window Help g x

B3 suBe I L8[ Vs HELCEEITR SIS LLEEFH- @

Address: ‘mmdm f148pl0 1: 1566/ /LaRC_TTs/dfct v‘ @ Go

Summary: “ |

Status: Open, not assigned Submitter Site: |LaRC v|

Type: ‘<notset> v| Priarity: |<notset> v|

Product: ‘<nntset> v| Component: |<nntset> v|

Entered by: ‘Gamble, Lay'wan v| Severity: |<not setx v|

Date Entered: [¥] 2/29/2008 3|

Mode: ‘<notset> v| Machine Name: | |

DAAC Trouble Ticket: | | CORINGR: | |

DAACPCC: | | Dwpicateof: [ |
Overview | & Detal |‘? Workflow H '[;_", Workaround || Source Code ”k@ Email || B Links || [ Folders ” 0 History |
Current Report: |Gamble, Lay'wan - 2/29/2008 % 1of1 Remove
: [Gambe, Laywan v ® & Dne [[z/2s/2008 3|2 version: | v
Description:
&
o

Logged in as: Igamble
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Entering New Trouble Ticket — Tab Descriptors

O 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

O 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: ldentifies 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.

Overview g” & Workflow " B, Workaround

Source Code ||t@ Email " B Links || (S Folders " %% History |

Descripton:
4/30/ 2007 Bolden, William

Submitter Impact: High Short Description: DDIST backed up and not working to normal capacity Long-Description: The ddist subsystem is badking up and not
working to normal capacity. We have observed in instances in the past where ddist would back up and not deliver distributions in a timely manner but it would
return to normal after a few hours and catch up and remain current. The current situation has been badked up for several days and is not running to capacity. It

|

Workflow Events and Emails:
=  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 perform its normal functions. After the archive managers work was discontinued and some of the distribution jobs
temporarily canceled, distrbution is running without issue. This ticket may be dosed as problem resolved.

3¢ Escalate 4/30/2007 Little, Andre
Mew MCR. number is 8046084

E E Apply l [ oK l [ Cancel
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Entering New Trouble Ticket — Detall

Q Detail Tab | % peti |

= 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: Identifies 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. | & Detail
— what server was affected.

— what logs are available.
— what processes or servers

were running. Z¢  Found by (Submitter): |Gamble,Lay"..\'an vl Date: [:] Version:

— associated hardware ‘ Description:
problems observed. adf
o

orkflow || t[g"!,. Workaround ” Source Code ||h@ Email || B Links || 5 Folders || 0 History

FS

Current Report: |Gamble. Lay'wan - 2/22,/2003 V| 1ofi | 1 | | New .

— how often the problem
occurs.

— what steps were taken to

alleviate the problem
and their results (if any).

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

Apply ] I Add l l Close

= 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.)

U Detail Tab J  Detai [

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

1. Single Page View

a3 OWJ ¥t Detai !_nrkﬂuw | B Workeround | 1 Scurce Code | k@ Email | § Links | F) Folders | D History

2. Vertical Tab View (displayed) et Aesors: [GontterLoromn -7 Wl 1911 L B
¥ Found by (Submitter): [Gamble, Lay'wan | Date: [l 272272008 ][] version: =
Desaription:
m..
& wm:.mtseu W
| Steps to Reproduce: =
' (oo J [ o ) [ e
Stepsto
Reproduce
= Qe ComputerConfig: [User's Test Confg v| | &
I Other Hardware and Software:
n
Yid
3 Attachments:
Computer | -
| Config Flehame =  LastModfied Size
2] Paste Image
i) Soeen Capture
| Remoy
, L
Filz Shact
Attachments -
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Entering New Trouble Ticket — Workflow

O Workflow Tab | & werkfow |

=  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.

Cverview " & Detai "‘:'- I"rl"lnrkﬁ']"r'" rkaround Source Code ||h@ Email " B Links || [ Folders " -':’,3 Histary

Event Date Whao Motes Other Information
Escalate 4/30/2007 7:59 ... Little, Andre Mew MCR. numbe... Escalate To: Operations_MCRs Requested Category: <not set> Forward...
Comment 522007 7:59 AM  Bolden, William Follow up investi...

™~

Comment By: [Eolden, Wiliam ~ | Date: [7]|s5/2/2007 7isese aM 3|2

Notes: |Eallow 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
Mew MCR. number is 8046084 temporarily canceled, distrbution is running without issue. This ticket may be
closed as problem resolved.

oK H Cancel ]

E E] Apply ] [ oK ] [ Cancel ]
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Entering New Trouble Ticket — Workaround

O Workaround Tab | & woerkareund |

= 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.

Owerview " & Detail ” LT Workfl E_l.% Workaround i% Source Code "@ Email " B Links " £ Folders " 9 History

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

i 2 [ — |Coates, Odarise
Source Code| “@ Emal |§ |jnks " Fl | Floyd, Benzel
Gamble, Lay'wan
Johnson, Pamela
Users and customers in the following list will be notified when this trouble tidket changes: Little, Andre

Overview " & Detail " T Workflow " 'E—[a"!. Warkaround

Schuster, Alex
1 | -
Add... PN | Schuster, Alexander
Stepp, Debra
) Stone, Eliot
Remove Super-User

| Indude: Users Customers |

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

U 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 commitinput.

Source Code "lﬁ@ Email " & Link Folders |'i’J History

Path Open Folder
[Private/DAAC High Priority

Cverview ” & Detail " 5T Workflow || EE"!, Warkaround

Add to Folder
f&# Folders -

Folder tab icon changes when Remove from Folder

folder links (path) are listed.

Add Folder icon located on menu bar.
T 1

o |

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

O History Tab | @ ristory |

= 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 " S Detail Source Code ||liﬁ1 Email || B Links || [5 Folde & Histary

& Workflow " B Workaround

Created by: Creation method: Email impart
Date of creation: 1/17/2007 11:05 AM
Last modified by: Litde, Andre

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

Date | who Modification information

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

1/22/2007 4.15PM  Engle, 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

1/17/2007 405 PM  Schuster, Alex Changed Escalate event (Andre LitHe - 01/17/07) fields: Forwarded

1/17/2007 401 PM  Schuster, Alex Changed reported by record (AREmailH0ins01 - 01/17/07) fields:Found by (Submitter)
1/17/2007 1:37PM  Little, Andre Added Escalate event (andre Little - 01/17/07)

1/17/2007 1:37PM  Little, Andre Changed reported by record (AREmail0ins01 - 01/17/07) fields:Version Found
1/17/2007 1:37PM  LitHe, Andre Changed the following fields: Submitter Site, Priority, Entered by, DAAC POC

BIENIE] [ oo J|_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 }’i‘f(ork puton hold regarding | o Hotp 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 . ' AN
Fix state and capture resolution Fixed Offeqts Test Plan, Resolution, None
ersion
Close Move ticket into Closed state | Closed Resolution Clears
Re-open currently closed
Re-Open Trouble Ticket Open (Re-Opened) None New
Comment '.?.‘g:?(; comment to a Trouble No Change Comment None

___________________________________________________________________________________________________________________________________________________|
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Lifecycle — Assigning a Trouble Ticket

U0 New Trouble Tickets are automatically
placed in the Open state by default. The next
step — Assign the TT to an Engineer. To
assign a Engineer to a Trouble Ticket, # Assign
select Assign... from the Activities menu.
The following information should be provided
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
that is going to work on the problem — Mandatory
f|e|d oK l [ 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 By: |Gamble, Lay'wan ~| Date: [7]| 2/22/2008 2:08:12PM % )

Assign To: | <not set> v|

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

U The Propose Solution transition is
performed by the assigned Engineer. The next
step - Select Propose Solution... from the = :
Activities menu. The Propose Solution dialog [t
box appears... The following information Propose Solution By: |Gambie, Lay'wan v| Date: [7] 2/22/2008 2 12:00eM 5[
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
](c:_ulrcrient user, but can be changed. — Mandatory

ield.

. Da}ge: Date solution was proposed. — Mandatory
field.

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

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

___________________________________________________________________________________________________________________________________________________________|
625-EED-002, Revision 01 33



TestTrack Pro

Lifecycle — Escalating a Trouble Ticket

U 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 RS X
should be provided for this transition: eccatate By [cane, Loyn 3| bate: W zmoe 2 3|0
» Escalate By: ldentifies the User who escalated Notes:

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

= Notes: Details related to the escalation of the

. Custom Fields
Trouble Ticket. | ECHO_TTs
= Date: This field identifies the date the TT was = T — Rt
escalated. It auto-populates with current date. Requested Category: |EITECES

1
= Escalate To: Identifies the TTPro Project to e
which the TT should be escalated.

» Reguested 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. Itindicates that the TT was
forwarded and escalated successfully.

= Save the record by pressing the OK key.

___________________________________________________________________________________________________________________________________________________________|
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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:

» Implement By: ldentifies who implemented the Hotes: |
hold for this TT — Mandatory field.

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

] [Iilolges: Details that describes reason for the
old.

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

ON HOLD By: | Gamble, Lay'wan v| Date: [] H3fz008 1230:04PM % (L)

[8]4 l [ Cancel

___________________________________________________________________________________________________________________________________________________________|
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Lifecycle — Start to Implement

U 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 EEEEEEEEEE
should be provided for this transition: Implement By: [stevens, Miton v| Date: [7][3/12/2008 3:08:48PM 3|

* Implement By: ldentifies who will be Notes: |
im%ementing the fix for this TT — Mandatory
field.

= 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
discard). o | [ cancel

___________________________________________________________________________________________________________________________________________________________|
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Lifecycle — Implementing the Solution (Fix)

U 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 2:14:08PM 3 |[L)
= Fixed By: Engineer assigned to find a fix for the effort [ |hous
problem — Mandatory field. Nates:
» Date: Date the fix was implemented — Mandatory
field.

Custom Fields |

» Effort (hours): Number of hours to fix
discrepancy.

[] affects Documentation

[] affects Test Plan Cade Change

= Notes: Document a detailed resolution log. Resolution: | <nat st 3 Documentafion Change
Details that describe the implemented resolution , Nat Our Bug
that was used to fix the problem. Use to document e Not a Bug
any information pertinent to the Fix event — = [ o
Mandatory field. Drop 7 21 0 Cance
. Drop 7,204+
= Affects Documentation: Are there _ Drep 72
documentation changes required with the fix? Drop 7.11
Drop 7,104+
» Affects Test Plan: Is there a test plan? R 7.0,
= Resolution: Classification type of fix — Dro 7 02+
Mandatory field. Orop 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

Q 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: [][ 2222008 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. Itis
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. ot
Clarification
= Save the record by pressing the OK key. Closed -BxistngNCR [T -
Documentation
Documentation Change
Duplicate

Escalated to MCR
Forwarded to DOTS
Hardware Problem
Issue Resolved

Mot A Bug

Mot & Bug

Mot Our Bug

Mot Repeatable

On Hold

Problem Resolved
Solution Implemented
Submitted as Information Only
Unreprodudble

___________________________________________________________________________________________________________________________________________________________|
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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
this transition: Re-Open By: |Gamble, Lay'wan | Date: [/] 2/1/2008 2:38:23aM %[
u Re-Open By Identifies who re-opened the Motes: |pe-Opened after dose for futther review.
closed TT — Mandatory field.
» Date: Date the TT was re-opened — Mandatory
field.
» Notes: Details that describe reason to re-open
this TT.
= Select OK to save transition (or Cancel to
discard).
OK l [ Cancel

___________________________________________________________________________________________________________________________________________________________|
625-EED-002, Revision 01 39



TestTrack Pro

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 ~| Date: [7] 2/22/2008 242:47PM 3 (L)
= Comment By: Identifies who added Notes:
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

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

To create a Filter (Private, by default):

1. Select the View, Filters from the main menu.
The Filter List Window displays...
Select the Add button on the Filters window to

display the Add Trouble Ticket Filter criteria
window.

Name and define the filter criteria for your
private Filter:

. Name - filter’'s name displays under
name column in filter list window.

. Description — brief explanation of filter.

. Add a Restriction (or Criteria) to filter.

Share: This field determines who has access
to the field. Valid values include private,
shared with everyone, shared with users,
shared with customers. Non-privileged users
can create private filters only. TTPro
Administrators can create “shared” filters.

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

4.

@ TestTrack - Landover_TTs - [Filters - Trouble Tickets - {17 items, 1 selected)]

%7 File Edit Wiew Create Activiies Tabs Emal Tools  Window Help

© Address: = | ttstudiasifiapl0t 1588 iLandover_TTs(dfiterecordiD=6 v

B> Wiew .. ‘ 7 Edit.. * Delete
n

Subscribe...

- 8 x

M SR VI LPLY VS HELICBEBEFT @&

& Go

Marme:

Closed Defacts o eFects

Defects Changedfthi...  Lists any defects changed this week

&c...  Defects in which the fix affects documentation
y Altrouble tickets escalated to Landover

EEX]
<7 File Edit View Create Activities Tabs Emal Tools  Window  Help - 8x
BSiL 2Be VIQLE] Vs uIREIT P H 2>
Address: = |ttstud\o:ﬂp’i‘tap\m:15664‘4‘Landover_‘l‘[sp’dﬂt v‘ & Go
Description: | |
p—
> View. .. o Add.., J g0 Insert,.. A Edi.. ¥ Delete
[ PP i Criteria y ANDJOR
Add Restriction Logged in as: chossard
Selected Restrictions
| T
Logged in as: chossard

625-EED-002, Revision 01
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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.

O Example: To display only the defects with “High

' Add Restriction

Restrict by: |F0rwarded £ |

Level of Severity“ that have been escalated, follow S —
these steps as shown in the display: O Frst Excaete Evert
1.  Select Forwarded from the Restrict by list box. g:ﬂ:llftt
2. Choose to search through All Escalate Events

in the Event to Search pane. ® Forwerded s seected

) Farwarded is nat selected

3. Click Forward is selected option.
4. Click OK to Add Restriction into dialog box. .

it g1 I@ l QK ][ Cancel
O Add another field restriction from the Add T a——
() Does not contain the Following items:
Restriction dialog box. o
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). = m—
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.
W TestTrack - Landover TTs - [Add Trouble Ticket Filter]

O Change the argument of the criteria And 5 e e e e

_ _ mo£80° VA ©L Y #ILRCMATS & - - o
validate filter: e et e A2

e, | Foevanrd

1. Select And as the logical operator e
connecting the two restrictions.

[ w Criteria Crens ) woice
2. Validate filter to ensure accuracy in "I s )
the compilation of the criteria.

Clear removes all defined criteria listed In the P et Lonorer 1 (v
d|a|Og bOX’ |f dESII’ed #' TestTrack - Landover_TTs - [Trouble \

B Fle Edt View Create Activities Ta

shaee: |Firvste o

Add Restriction

Tl | 2 I | 7 |
: . BSLS B VED
3.  Select Add to commit the filter A T
(Or CI Ose tO dlscard) . @ View,., 4R Add... / Edit... K Delete Filter: ] ]

Mumber ¥ | Summary Type Priority Status Fllter LISt

Filter saves and the “Filters” window appears... s sk K Fariee wpeiia Shote
S000542 PYC-OPS: 720 on Blades - QAMUT causes no...  source code High Farwarded, assigned to kU, Siwei

. . v
4 Select the Filter from the filter v

5000462

list on the TT defect list Window. - e e N AR o

NOTE: The filter automatically activates/runs . 1 ,
when sel : ;
e Se eCted @ Find: ‘ v| In: ‘Summary v‘ [ @ Find ] [ Options ']| Apply View

i g9 & @ 3k Defer @ B B Remedy History

Logged in as: chossard
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Column Filters

O  Filters or Column Filters can be applied
on specific columns on the defect window.
This feature provide multi-sorting/filtering

functlons on COlumnS. 4 TestTrack - Landover_TTs - [rrnuhhﬁck.is Not Ftered - (737 items, 0 selected]]
| To app|y fi|tering on columns: A3 /405 VD 948 v.ﬁj_maﬁé&a&?&g{éﬂ&a'é%'Es%éé%‘s:ﬁ
w\m Hshdiofitep: 1566 Randover Thsket . . LY
H —————————— Filter particular

1.  Select Column Filter symbol, next to the e [n] o rm] column C R
Fllter IlSt bOX ke 7 Sy Ve ¥ Rty ¥ s Bt 7 sinie e 7 g TN ? A

The Filter icon appears... | Rssbdd s o Wb o, sy g ] ”]M] & g;rmﬂ” Filter

. . v e

1. Click the filter symbol next to the column T gt U e S E———

you wish to filter. / c - M;_“M m e | o this particular column
. . . 00065 WGdtmay il i AN Low [T T ngknist Sokfin

2. Choose Filter from the list provided (or ‘ o
create a Custom filter for the column).

NOTE: Each filtered column will have a red dot on the ";;gg“’;": :'“j"';'@;?‘ “:“;3“* atuas i dashdnasalazed48ad ”
column symbol and the column header will be the ... .. - T
color defined in the search section of the user . (] Jo | Ko (o @i ¥
options dialog box. (The default color is blue.) Nor ¥ S T Gl ¥ Wokny ¥ Siotze 7 a7

. . S PV O: Fanoades ElinProcesnghenoa 00 Forwarted, ot aesgred Johven, Elare. i

4. To clear column filters, click All. Wi Demiskmimatinons W“‘:“mm e

NOTE: Column filters view can be made into a filter: Cli¢ = o soimummmen . Fitered Columns | s -

Edit, Advanced Find, the click Make Filter button. The ol rtsmirmsrwererns irenir Wl e prarwmegron e
column view filter criteria will already be in the e i spinins ook implbrilfilipocoliiiots ot wililre il
criteria window. Te TWIbUliebot o Wn o om0 P

Give a name and description to the filter. Validate the s i rosaueile e
. s ‘Aronymous Fps hangrg on paftin sfers et Forded, asoped toFahen Cachn, Kathew 4
fllter. 000681 PHCOPS: 7.20: DV inport aling wth arithmctic ove_  Saftware Hah Forwarded, assigned bo Choung . Jobvson, Blare. M

Click the Find button to save this filter.
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Creating Folders

O Folders is afeature 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.

O 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).

a bk wbdPE

g8 Folders - Not Filtered - (1 item, 0 selected) =119
2 $ 4 4 O ustrearsvely JEIRTTET)
Q Public B View... on Add.. - 2 Edit... # Remove Shaw: |A|| Types V| Filter: |Not Filtered |
= &3 Private
£S5 laywan Item Type | Mumber Summary Status
& Trouble Ticket 2000060 training Trouble Tickets transitions Open (Re-Opened), not assi...

# Browse for Folder

3 Public
= {3 Private
laywan contains 1 trouble ticket [ B laywan
. [ E5 Trainin a TT
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Adding Tabs

0 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 D|Sp|ay Options: # Trouble Tickets - High priority defects - (3 items, 0 selected) EHEH’E
Tools, User Options, Display. HEBEDE %
O To create a Tab to display as “Tab 1, Tab 2... S f | Xpde F”te“
on the active defect window: ol ST L. =
00036 Please promote; larc's Rep Server has been broke... High
1_ Select Tabs1 Add Tab from the ma|n menu. 2000051 DDISThad(eFIupandnotu\'orkingh:normalcapa.. High
Toels) S TR IUUUS4 Ingest and Distribution subsystems suspending re... High
O To rename the Tab: -
] ) ) ) Rename Current Tab..,  Ctrl+5hift+R
1. Right-click the Tab to activate its short-cut b
menu.
Add Tab Cirl45hift+T
2.  Select Rename Current Tab... Close Current Tob Clsshiftic
3. Rename the Tab. Close All Other Tabs Cirl+8hift+A
O To Apply a Filter to the Tab: < ‘ ’
;@Find: ‘ V| In: ‘;‘-\IIText VH @ Find ] ’ Options '] Apply View

1. From the Filter list, Select Filter.

RO @S2

___________________________________________________________________________________________________________________________________________________________|
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Inserting Stamps

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.

O 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

Overview | 9 Detai |G Wiorkflow " %‘ Workaround " Source Code "w Emai " B Liks " F5 Folders "@ Histary l

Curtent Repert: (Goodman, Wilian - 5/3/2007 ¥ 1of1 |1 3]

]

Found by (Submitter): |Goodman, William v| Date: E] Yersian:

Description:

&
&

OnMay 7@ 11:53 allfile except 1455370_vmrare.bz? uploaded 0.,
Ireceived this during transfer - 4ttt dt ettt t ettt tts

ﬁ netout: Connection reset by peer

I tried bo upload again but received this message:
ftpe put 1455370_ymeore, bz2
ocal: 1455370 _ymeore.bzZ remote; 1455370_vmeore, be2

T made several attemps but still received the same results - logged a ticket with Redhat ticket number - 1465430

Stamp with username

#, i . it
Changes made by Bossard, Cynthia C, - Wednesday, January 16, 2008 and date

Testing the use of stamps in TestTrack
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Appendix A. Severities Defined

4 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.

d 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 Arequest for an enhancement to the system.
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