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Overview:

AccuRev has implemented aweb based support case tracking system. This system will
allow you to submit, modify and view all your issues viathe web. You will no longer
need to submit an email to support@accurev.com when submitting issues that are not
licenserelated. When an issue is submitted, modified or closed, you will receive an
email notification of each event. Please do not respond to these emails. All
correspondence will be recorded within the tool itself.

L ogon Procedure

1. To connect to our database, go to the following URL :

http://support.accurev.com

2. Enter the username and password you received via email.

Login or Sign Up

Username | |

Password | |

[] Eemember my login on this computer

Forgot Password

Mot a member? Signup for an account.

Creating | ssues

1. Tocreate anew issue, click on the “Create New Issue” button.
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mailto:support@accurev.com
http://support.accurev.com/

2. Accept the defaults and click on the “Next” button.

Ut SO i

HxHIE OROWST PROMCTS EIND ISSUNS CRIATT NEW LS50 QUICK SEMARCH:

Create Issus
Step 1 of 2 Choose the project and s3ue boe
“Proect | EMERED ~
“issve Type: | Case = @

He=> | [ Cancel |

3. Fill out the following fields and then click on “ Create”:

Priority — 1 being the highest, 4 being the lowest.

Release — Which version of AccuRev are you using?

Product — Are you having a problem on AccuRev or AccuWork?

Server OS — What operating system is your server running?

Summary — Brief one line description of your problem.

Description — A detailed description of the problem you have encountered.

Security Level — The name of your company.

Attachment — If you need to include and attachment, here is how you will submit with
the case.

Create Issue
Step 2 of 2: Enter the detsils ofthe issue. .
Project  Supporl

Izzue Type:

Priorits [f

Asslgnee: |- automatic - v | assign to me

* Relisase:

Tou mus choose 2 release to proceed

" Product | AccuRey »

* Repotter: [Mynn |
Stat fyping to get g lisd of possible matches,

" Summans |

Should you enceunter a production stepping isue affecling multiple vsers, please use the word “urgent’ in the summary.

" Descrption:

Full details of the problem.

" Secuny Leval | Mone vl
“r'ou must select your compamy from the drop dovn menu. This will alloveyou to view issues submitted by other users in your company.

Bhachtent | | Bromez... |

The maximum fite uplead size iz 10.00 Wb, Please 2ip fikes larger than this.




4. You will now have created a new case and will receive an email indicating so.
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Generated Email:

[JIRA] Created: (SPT-39) How do | submit a new issue into AccuRevs new tracking database?
& Joe Smoe (JIRA) [jstanley@accurev.com]

To: accurevsupport@accurev.com

How do I submit a new issue into AccuRevs new tracking database?

Key: S5PT-39
URL: http://cowboys:8080/browse/SPT-39
Project: Support
Iype: Case
Security: Base Security (Base security)
Reporter: Joe Smoe
Assigned to: AccuRev Support

This is my first time submitting a case into AccuRevs new support database. So I will need some help at
first.

Note:
Please to not reply to this email. To update this issue, please click on the URL abaove.



Updating | ssues

1. Toupdate anissue, you will click on the “ Customer Update” button.

llnl AccuRev User: Joe Smoe  History | Filters | Frofile | Log out & B2

HOME BROWSE PROJECT FEIND ISSUES CREATE NEW ISSUE QUICK SEARCH:
Issue Details NS
Ki SPT-39 : o

ey: = S . . r .

J *» How do | submit a new issue into AccuRevs new tracking database?

Type: @ Case Created: Today 02:168 P Updated: Today 02:18 P
Status: i New Security Level: Base Security (Base security)
priority: & P3
Assignee: AccuRev Support Rel 401
Reporter: Joe Smoe Product: AccuRev
Votes: 0 Server OS: Linux
Watchers: 0 Client OS: Windows 2000

Available Workflow Actions
O Customer Update

Operations _ - - - -
— This is my first time submitting a case into AccuRevs new support database. So | will need some help at first.

O Attach file to this issue

O Attach screenshot to this issue All Chanage Histol Sort Order §

Aall Lhange Ristory

D Clone this issue There are no comments yet on this issue.

O Comment on this issue

OVoting:

You cannot vote for an issue you
have reported

O Watching:
You are not watching this issue.
Watch it to be notified of changes

If you need to send an attachment, it is done through this mechanism. If you are just
responding with text, please enter in the “Comment” field and click on the “ Customer
Update” button. Underneath the comment box you will see afield Viewable By with a
default value of All Users. Please do not change this value. Thiswill not expose your
issue and updates to the entire AccuRev customer base. Updates will only be available to
members of your company and AccuRev support. If thisfield is changed AccuRev
support will not be able to see your updates nor will we receive a notification that the
status of the issue has changed.
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Viewing all issues submitted by your company

If you have multiple users from the same company that submit cases through our Jira tool
and you wish to view all issues, you can perform the following.

Please see the screenshot below for reference.

1. Click on Find Issues

2. Select "Case" in the Issue Typefield.

3. Select " Specify Group™ in the Reporter field.

4. Enter the name of your company in the space below.
5. Click on the View>> button
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How to query your issues?

To create a query, you will need to click on the “Find Issues’ button.
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Click on the “New” button.
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In this example, we will create an “ All Open Issue” query. You will need to:
1. Select “Case’ from the “Issue Type’ field.
2. Select “Current User” from the “Reporter” field.
3. Select every option from the “ Status” field except “ Closed.
4. Clickon*“View".

'osoft Internet Explorer

File Edit View Favorites Tools Help

Q- QO KRG P s @ RS EBLIBEHLEDPB

Address

Beo

& http: 70/secur jspa? “
Links &) AccuRev 4] WebEx ] AccuRev My Home for Jason 4] Rosetta Stone for Unix ] ClearCase & PHP code [ Fre= ACL & Unlimited Internet . Register now for FREE AGL!

msni - ] Pseach - #rgigt ] Ostons | []Popups Alowed i Hotmal g, Messenger [ My MSH
IiAdobe - YW - &~ SEan:hWEh - @eetETrow - & T B @  @val - @My vahoo! - EJ Answers - oy Games ~ f Music + [iMyweb - @ Personals ~ [ SignIn ~

[...- 4 @& A |Do-| Kveowreges - Baolom @Maps - [EShoppng - [WIQuotes - ZX Weather - {iMovies - [N WhitePages - % Travel - ‘@cit >

HOME BROWSEPROJECT FIND ISSUES CREATE NEW ISSUE QUICK SEARCH
Fiter. View = Manage 2 Issue Navigator
You do not currently have a search or filtgsel
The Issue Mavigator allows you to browse all the issues in the system. Filters allow you to limit the issues that you see.

Using the panel on the left, you can create and edit new filters

== View & Hide

6—

~ Text Search

o B

Query Fields: Summary Description
O comments ] Enviranment

|

~ Issue Attributes

Status:
Resalutions:

Priorities.

+ Dates and Times

& & Local intranet

¥ Yahoo! - Mozilla
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Y ou will now see the results of all the issues you have reported that are not closed.
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Y ou will then click on the “ Save’ button.
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Y ou will enter aname for your filter and description if desired and click “ Save’
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Y ou will now have an “All Open Issues’ filter you can use to query against all your open
issues.
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If you click on “Manage’, you will see alist of your filters that you have created.
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