How to get the most out of Atria

Technical Suppor t

Le slie Lewis

Judy Hunt

Rog er Paradis

08/20/96 2

Windows, Press 1

Unix, Press 2

New Call,P ress 1

Existing call,P ress 2

Admin, Stay on Line

ADMIN QUEUE

4005

WINDOWS QUEUE

4001

ClearTr ack, Press 1

Applications, Press 2

Critical, Press 3

CLEAR TRACK

QUEUE 4002

APPLICATIONS

QUEUE 4003

CRITIC AL

QUEUE 4004

NEW EXISTING/ADMIN

ACDSystem Call FlowDiagr am

Creat ing acal lthroughema il

l

Send detailed description of problem to

suppo rt@atria.com

l

Include Product version in formation an d

Operating System ver sion

l

Email is distributed ever y hour.

l

Email is sent b ack to you with a call id

an d the T SE´s name .

Process that a call goes through

l

Calls are either opened by ema il, phone

or phonemail

l

Calls remain in the `pending´ state until

there is a satisfactory re solution

l

Calls can be re -opened at any time

l

Calls are considered `closed´ by su ppo rt

if the cu stomer ran into a defect

Calls thate nd as Defects

l

A call is closed in support once a d efect

is opened in engineering

l

Defect/Enhancemen t nu mber is given to

a custom er

l

Defect stays ope n in engineering until it

is eith er `f ixed´ or `reje cted´

l

Custo mer support will notify customer if

their defect has been fixed by a pa tch

Cl earmake - wink in quest ions

l

Send us the outp ut of clearmake -d

l

Send us the outp ut of diffcr on both

de rived objects

l

Some times we may need the Makefile

l

Le t us know what ve rsion of Clea rCase

you are using (and OS)

Cl earmake - build pr oble ms

l

Send us outp ut o f clearmake -d

l

Tell us if this eve rworked, or if you are

trying this for the first time

l

Create a small test ca se (if possible)

l

Le t us know if yo u are using any of our

compatibility modes

l

Doe s make work?

Cl earmake - compat ibili ty

quest ions

l

Send us the outp ut of clearmake -d

l

Send us the outp ut f rom

/usr/atr ia/bin/Gmake (for-C gnu)

l

Send us the outp ut f rom make on your

Sun (for -C sun)

l

Le t us know what ve rsion of Clea rCase

you are using

Database Corrupt ion Calls

l

Le t us know the Cleartool ver sion on the

VOB server and what OS it´s running

l

Make sure you have t he m andatory

da tabase patch installed

l

Tar up all log files and put on ftp site

(in clude /usr/adm/messages)

l

Give histor y of machine (recent crashes,

ha rdware p roblems, etc)

Database Corrupt ion Calls (cont)

l

If r equested, send us the outpu t of the

db che ck command

l

Get you rbackups ready and dbcheck

the db director y from the ba ckups

l

Keep VOB locked while we are working

on the issue so a s not to cause further

pr oblems

Application Questions

l

Explain the pro blem as best as you can

l

Le t us know what ve rsion you are

wor king with (cleartoo l -ver sion)

l

Send us any error messages (either on

the screen or in log files)

l

Tr y to send us a detailed descr iption of

wha t you were trying to do

Merge Questions

l

Tell us if you wer e using `merge´ or

`find mer ge´

l

Tell us what versiono f Cleartool you are

usin g (cle artool -ver)

l

What is the err or you are receiving

l

What did or didn´t we do that you

thought we shouldo rshouldn´t have

Questions about the GUI

l

Tell us what versiono f the GUI you are

usin g (xclearcase -version)

l

Tell us if you have customized th e GUI

in any m anner

l

Tell us what window ma nager yo u are

usin g

Backing upvobs and view s

l

Make sure vobs are lo cked, otherwise

we ca n´t guarantee it´s integrity

l

If yourview is no t expendable, back it up

too.

l

Che ck backup m echanism to ma ke sure

it´s wor king

l

Using tar as backup meth odology can

affect vob_scrubbing

Check log files

l

Che ck atr ia log s on a daily basis

l

Scrub ber is a good early de tector

l

Don ´t send just the error, send entire log

file

l

Give backg round as to what was

ha ppening at the time thee rror w as

logged

How to get large files t ous

l

For large files, we have an area on our

ftp site in /pub

l

Lo g on to ftp.atria.com as anonym ous

l

Go into binary mode, cd /pub

l

Put the call number in the filename

l

Con tact T SEa nd let themknow the files

ar e there

How to obtain Patches from Atria

l

Access them from our ftp site

ftp .atr ia .com

l

Access them from the WWW

l

Con tact T echnical Suppor t and request

a patch to be emailed to you

Atria´s Patch Mechanism

l

Patches are cr eated on a comp onent

leve l

l

Patches are re-gene rated as new

de fects are fix

l

All previous fixes are in the ^new~ patch

Patch numbers

What do they mean

l

Con tain pro duct version information and

pa tch revision number

l

Patches are generated for all platforms

in numeric or der

l

Patch lists for each pr oduct explain wh at

the current patch r evision is

l

Mandator y pat ches are sent to cc-patch-

info

When or when not to sendemai l

l

To help further describe the problem

l

When requested to send exact error

message and debugging inf ormation

l

Don ´t send email to open a critical call

How to esc alat e acall

l

Ask the TSE to speak with a manager

l

Con tact the administrator and explain

the situation

l

Call the support manager directly

When to e sc alatea cal l

l

If you don´t think the answer that was

give n is acceptable

l

You feel the call is taking too long to

reach a resolution

l

Your site is completely down due to the

pr oblem you ar e having

MultiSite

syncreplic a -import failure

l

Set to a vie w

l

Run the syncreplia - import again

l

Send us all screen o utput

l

Send all atria logs th at were updated at

the time of the failure

l

Rem ember: on NT , all logged errors go

to the Event Viewe r - Application Log

Attache

Wher eerrors are logged

l

Client err ors go to the Attache window

n

Copy and Paste theminto an email

l

Helpererro rs

n

UNIX- ws_helper_log in atria log directory

n

NT -Event View er - Application Log

11/13/96 2425

Windows NTTips

l

All ClearCase NT errors are logged to

Event V ie wer - A pplication Log

l

Setup ma chine to produce a dump filein

event of a ^blue scre en~

n

Control Panel System Recovery

n

^Writedebugging informationto:~

Windows NTTips (cont´d)

l

Setup Dr. Watson program as t he PMD

(Post Mor tem Debugger) to create a

^core~ file in event of an applica tion

crash (access violation)

n

\HKEY_LO CAL_MACHINE\Software\Micros

oft\Win dows NT\Current Version\AeD ebug

˘ Debugger: REG_SZ: drwtsn32 -p%ld -e%ld

n

In DOS cmd.exe shell, type ^drwtsn32~

˘ Specif ypathname of file for ^Crash Dump~

Windows NTTips (cont´d)

l

Downlo ad ^Clear Case Do ctor~ from Pure

Atria Technical Support web pa ge

n

Helps detect installation and configurat ion

problems