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Getting Started

1.1 System Requirements

This application was designed for the following hardware and software platform:

	DATABASE  SOFTWARE
	CLIENT SOFTWARE
	OPERATING SYSTEM

	Microsoft SQL Server 2000
	Windows
	Windows 2000


A minimum of 64MB RAM is recommended.

1.2 Installation

Close all programs before installing the application.

1. Insert CD containing software into CD-Rom.

2. Click start->run

3. Enter drive letter for CD-Rom and run setup program eg d:\Setup.exe

4. Click ok when message to close all programs displayed

5. Hit enter to accept default directory for installing program

OR


Click change directory button to change default directory


Hit enter to accept new directory

6. Click ok when message for successful installation displayed

1.3 Starting the Application

To access the Subscriber Complaint Tracking Application, click Start -> Programs ->OCCT

2 Logging On

When the application is launched, the logon screen shown in Figure 1 is first displayed.  This screen provides two options for logging on,

· Using Windows NT integrated Security

· Using a specific user name and password
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Figure 1 Logon Screen

2.1 Using Windows NT integrated security   

To use this option the username and password used to logon to the computer must be valid for the SQL Server. See section 9.1.1 to add new SQL user.

1.  Select Use Windows NT integrated security.

2. Click OK.

2.2 Using a specific user name and password

1. Select Use a specific user name and password.

2. Enter a valid user name and password.

3. Click OK

3 Navigating the Main Menu

The Main Menu screen is displayed after the user successfully logs on. To get to the Main Menu from within the program, click anywhere in column to the left of the window.  The Main Menu screen shown in figure 2 consists of five tabs and five menu items.  Each tab provides a set of options that the user can choose. The five tabs are:

· Cable Companies

· Subscribers

· Reporting

· Data Administration

· General Reporting

· Exit
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Figure 2 Main Menu Screen

3.1 Selecting a tab

Drag the mouse over a tab to select that tab and see it’s associated options.

3.2 Selecting a tab option

1. Select the tab

2. Click on option to be selected

4 Navigating the Search Window

The search window, shown in figure 3 is displayed when the user selects,

· companies option from the Cable Company tab,

· channels option from the Cable Company tab,

· rates options  from the Cable Company tab,

· subscribers option from the Subscriber tab, or

· positions option from the Subscriber tab,

Hit the escape key if no search is needed.
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Figure 3 Search Window

4.1 Selecting A Search Field

Select a search field before entering Search Key Word.  To select a search field:

1. Move cursor over column header of field to be searched

2. When cursor changes to down arrow, click mouse

3. Field name in Search By text box changes to the name selected

4.2 Searching For Key Words

1. Select search field

2. Enter key word(s)

Only records containing key words will be displayed for selection in the table.  

4.3 Selecting A Record

Clicking the mouse anywhere in the row to be selected

When column is highlighted, double click in the row or hit Enter

5 Cable Companies

Cable company module is accessed from the Main Menu.  This module allows the user to add, modify, or delete data for a cable company.  The user can choose from the following options:

· Companies

· Channels

· Rates

· Subscriber Statistics

· Outage Information

· Service Tiers

· Channel Types

5.1 Selecting a Cable Company

1. Select Cable Companies tab from the Main Menu

2. Select the Companies option

3. Select the row with the cable company from the search window (see section 4, navigating the search window)

Cable Company window will be displayed with information on selected company

5.2 Navigating The Cable Company Window

The Cable Company window allows the user to add, delete, or modify company information.  Toolbar icons and menu items are provided to aid in data entry and viewing.  This window shown in figure 4 contains six tab,

· Cable Company

· Contact Information

· Channels

· Rates

· Subscriber Statistics

· Outages
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Figure 4 Cable Company Window

5.2.1 Cable Company Window Toolbar

The record navigators located at the top of the screen can be used to navigate through the company records

  A  B  C  D    E   F  G    H   I    J   K   L    M
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Figure 5  Cable Company Toolbar

A    Move Record Selector to first Intake Record

B.   Move Record Selector to Previous Intake Record

C.   Move Record Selector to Next Intake Record

D.   Move Record Selector to last Intake Record

E.   New Record

F.   Save Record

G.   Delete Record

H.   Filter Record

I.    Locate Record

J.    Sort Records

K.   Refresh Records

L.   Print Records

M.  Close

5.2.2 Cable Company Window Menu Items

Menu items basically provide the same functionality as toolbar icons.  The following table gives a description of each menu item.

	Main Menu Item
	Sub Menu Item
	Description

	File
	First Record
	Find the first record

	
	Last Record
	Find the last record

	
	Previous Record
	Find the previous record

	
	Next Record
	Find the next record

	
	New Record
	Create new record

	
	Save Record
	Save record

	
	Delete Record
	Delete record

	
	Filter Record
	Filter record

	
	Locate Record
	Locate record

	
	Sort Record
	Sort record

	
	Refresh Record
	Refresh record

	
	Print Record
	Print record

	
	Close
	Close form

	Edit
	Cut
	

	
	Copy
	

	
	Paste
	

	Options
	Toolbar
	Select to show toolbar

	
	Status
	Select to show status window

	
	
	


5.2.3 Adding A New Cable Company

Information for a cable company is contained in all six tabs of the cable company window.  This section provides instructions on entering new company data in each tab.  

5.2.3.1 Entering data in the cable company tab

When adding a new company, information for the Cable Company tab must be entered and saved before entering data in other tabs. See sections 5.2.3.2 to section 5.2.3.6 for instructions on entering data in the other tabs in this window.

1. Select Cable Companies tab from the Main Menu

2. Select the Companies option

3. Hit esc key to select first company in search window

4. Click New Record icon in toolbar

5. Enter new company information in Cable Company tab

6. Click save icon from toolbar

7. Select other tabs

5.2.3.2 Entering data in the contact information tab

1. Select the contact information tab from the cable company window

2. Enter name and telephone number

3. Click on the asterisk to left of column to save column data

4. Repeat steps 2 and 3 to add other contact persons

5.2.3.3 Entering data in the channels tab

1. Select channels tab from the cable company window

2. Click channel number cell and enter channel number

3. Click channel name cell and enter channel name 

4. Click service tier cell to display drop down arrow

5. Click drop down arrow to display search window containing all service tiers

6. Select service tier (see section 4 on navigating search window)

7. Click channel type cell to display drop down arrow

8. Click drop down arrow to display search window containing all channel types

9. Select channel type (see section 4 on navigating search window)

10. Click on the asterisk to left of column to save column data

5.2.3.4 Entering data in the rates tab

Adjust column width as needed to view all columns.

1. Select channels tab from the cable company window

2. Click each cell to enter cell data

3. Effective date cell displays down arrow

4. Click down arrow to display calendar window

5. Select date from calendar

6. Click on the asterisk to left of column to save column data

5.2.3.5 Entering data in the subscriber statistics tab

1. Select subscriber statistics tab from the cable company window

2. Enter data in fields

5.2.3.6 Entering data in outages tab 

Adjust column width as needed to view all columns.

1. Select outages tab from the cable company window

2. Select date cell

3. Click down arrow to display calendar

4. Select date from calendar

5. Select downtime cell

6. Click down arrow to display calendar

7. Select date from calendar

8. Select time portion of date 

9. Change to desired time

10. Select repair time cell

11. Repeat steps 3 to 9

12. Click on the asterisk to left of column to save column data

5.2.4 Modifying an Existing Cable Company

1. Select Cable Companies tab from the Main Menu

2. Select the Companies option

3. Search for company (See section 4 Navigating the search window)

4. Select company 

5. Go to field where modification needed

6.  Modify as required

5.3 Working With Company Channels

Cable company channels can be accessed in two ways,

· using the companies option in the cable company tab

· using the channels option in the cable company tab

This section provides details on working with company channels using the channels option in the cable company tab. See section 5.2.3.3 for instructions on using the companies option in the cable company tab.
5.3.1 Add or modify channels for an existing company

The channels option in the cable company tab is used for adding or modifying channels for existing cable companies.  

1. Select Cable Companies tab from the Main Menu

2. Select the Channels option

3. Hit esc key OR search for company (see section 4 Navigating the search window)

4. Click New Record icon in toolbar

5. Enter channel data in textboxes

6. Double click down arrow for service tiers to display search window with list of service tiers

7. Select service tier from list

8. Double click down arrow for service tiers to display search window with list of service tiers

9. Select channel type from list

10. Click Save Record icon in toolbar

5.4 Working With Company Rates

Cable company rates can be accessed in two ways,

· using the companies option in the cable company tab

· using the rates option in the cable company tab

This section provides details on working with company rates using the rates option in the cable company tab. See section 5.2.3.3 for instructions on using the companies option in the cable company tab
5.4.1 Add or modify rates for an existing company

The rates option in the cable company tab is used for adding or modifying rates for existing cable companies.  

1. Select Cable Companies tab from the Main Menu

2. Select the Rates option

3. Hit esc key OR search for company (see section 4 Navigating the search window)

4. Click New Record icon in toolbar

5. Enter rates data in textboxes

6. Click Save Record icon in toolbar

5.5 Working With Company Subscriber Statistics

Cable company subscriber statistics can be accessed in two ways,

· using the companies option in the cable company tab

· using the subscriber statistics option in the cable company tab

This section provides details on working with company subscriber statistics using the subscriber statistics option in the cable company tab. See section 5.2.3.3 for instructions on using the companies option in the cable company tab.
5.5.1 Add or modify subscriber statistics for existing company

The subscriber statistics option in the cable company tab is used for adding or modifying subscriber statistics for existing cable companies.  

1. Select Cable Companies tab from the Main Menu

2. Select the subscriber statistics option

3. Select company from grid 

4. Enter subscriber statistics data in textboxes

5.6 Working With Outage Information

Cable company outage information can be accessed in two ways,

· using the companies option in the cable company tab

· using the outage information option in the cable company tab

This section provides details on working with company outage information using the outage information option in the cable company tab. See section 5.2.3.3 for instructions on using the companies option in the cable company tab.
5.6.1 Add or modify outage information for existing company

The outage information option in the cable company tab is used for adding or modifying outages for existing cable companies.  

1. Select Cable Companies tab from the Main Menu

2. Select the outage information option

3. To modify, select company from grid 

OR

To add new outage, click New Record icon in toolbar

4. Enter outage data in textboxes

5.7 Working With Service Tires

Cable company service tiers information can be accessed in two ways,

· using the companies option in the cable company tab

· using the service tiers information option in the cable company tab

This section provides details on working with company service tiers information using the service tiers information option in the cable company tab. See section 5.2.3.3 for instructions on using the companies option in the cable company tab.
5.7.1 Add or modify service tiers

The service tiers option in the cable company tab is used for adding or modifying service tiers.  

1. Select Cable Companies tab from the Main Menu

2. Select service tiers option

3. To modify, select company from grid 

OR

To add new service tier, click New Record icon in toolbar

4. Enter service tier data

5.8 Working With Channel Types

Cable company channel types can be accessed in two ways,

· using the companies option in the cable company tab

· using the channel types information option in the cable company tab

This section provides details on working with company channel types using the channel types option in the cable company tab. See section 5.2.3.3 for instructions on using the companies option in the cable company tab.
5.8.1 Add or modify channel types

The channel types option in the cable company tab is used for adding or modifying channel types.  

1. Select Cable Companies tab from the Main Menu

2. Select channel types option

3. To modify, select company from grid 

OR

To add new channel types, click New Record icon in toolbar

4.   Enter channel types data

6 Subscriber

Cable subscriber module is accessed from the Main Menu.  This module allows the user to add, modify, or delete data for a subscriber.  The user can choose from the following options:

· Subscribers

· Complaint Types

· Departments

· Organizations

· Positions

6.1 Selecting a Subscriber

1. Select Subscribers tab from the Main Menu

2. Select the Subscriber option

3. Select the row with the cable company from the search window (see section 4, navigating the search window)

Subscriber window will be displayed with information on selected subscriber.

6.2 Navigating The Subscriber Window

The Subscriber window allows the user to add, delete, or modify subscriber information.  This window contains general information about a subscriber and allows the user to add or modify subscriber complaints.  This window is shown in figure 4.
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Figure 6 Subscriber Window

6.2.1 Adding A New Subscriber

1. Select Subscribers tab from the Main Menu

2. Select the Subscriber option

3. Hit esc key to select first company in search window

4. Click New Record icon in toolbar

5. Select option for yes or no in Government Subscriber dialog box

6. Enter new subscriber information

NB
   Double click in drop down list to use search window.  

When given to field is clicked, search window displays a table of contact personnel for selected company.

6.2.2 Working With Subscriber Complaints

Subscriber complaints are entered in the complaints data grid of the subscriber window.  When a subscriber calls with a new complaint, the user selects that customer if she is already in the system. A new complaint is then entered for that user.  To enter a new complaint, click cell in the last row to enter data.  Each subscriber complaint has a set of associated complaint details.  

6.2.2.1 Adding subscriber complaint details

1. Select subscriber complaint from complaints data grid

2. Add details information to last row in details data grid for the selected compliant

6.2.2.2 Modifying subscriber complaint details

1. Select subscriber complaint from complaints data grid

2. Modify row in details data grid that contains details to be changed

6.2.2.3 Printing subscriber complaints

The application allows users to print all complaints for a selected subscriber, or to print only selected complaints.  To print all complaints, click Print All Complaints button. To print selected complaints,

1. Select a subscriber or add new subscriber and complaints

2. Select a complaint from complaints data grid.

3. Click Print Complaint button

6.3 Working With Complaint Types

This section provides instructions for working with complaint types.  The complaint types option in the subscribers tab is used for adding or modifying complaint types.

1. Select Subscribers tab from the Main Menu

2. Select the Complaint Types option

To Modify existing complaint type

3. Select complaint type from grid

4. Edit data as required

To add new complaint type

5. Click New Record icon in toolbar

6. Add new data

6.4 Working With Departments

This section provides instructions for working with departments.  The department option in the subscribers tab is used for adding or modifying government subscriber department.

1. Select Subscribers tab from the Main Menu

2. Select the Departments option

To Modify existing department

3. Select department from grid

4. Edit data as required

To add new department type

5. Click New Record icon in toolbar

6. Add new data

6.5 Working With Organizations

This section provides instructions for working with subscriber organizations.  The organization option in the subscribers tab is used for adding or modifying government subscriber organization.

1. Select Subscribers tab from the Main Menu

2. Select the Organizations option

To Modify existing organization

3. Select organization from search window (see section 4 Navigating the search window)

4. Edit data as required

To add new organization type
5. Hit esc key

6. Click New Record icon in toolbar

7. Add new data

8. Click Save Record icon in toolbar

6.6 Working With Positions

This section provides instructions for working with positions.  The position option in the subscribers tab is used for adding or modifying government subscriber position.

7. Select Subscribers tab from the Main Menu

8. Select the Positions option

To Modify existing position

9. Select position from grid

10. Edit data as required

To add new position

11. Click New Record icon in toolbar

12. Add new data

7 Reporting

Two modules are implemented to facilitate reporting. These are the reports module and the general reports module.  These modules provide the user with options to generate predefined reports, create adhoc reports, or open reports that previously save as Microsoft Word or Excel documents. 

7.1 Reports Module

In the Reports module the user is provided with following predetermined reporting options:

· By Filed Date

· Unresolved By Filed Date

· By Action Date

· Unresolved By Action Date

· Yearly Analysis

· Analysis By Company

· Outage Reports

7.1.1 Generating Reports By Filed Date

This option generates a report of all complaints filed between a given time period.  The time period is entered by the user. To generate this report,

1. Select Reports tab from the Main Menu

2. Select by Filed Date option

3. Enter date range and click ok in calendar window

4. Select print from report window to print generated report

7.1.2 Generating Reports For Unresolved Complaints

Reports for unresolved complaints fall into two categories:

· Reports filed within a given period that remains unresolved

· Reports with action dates within a given period but are still unresolved

7.1.2.1 Unresolved complaints filed within given period

Users can generate reports of unresolved complaints filed within a given period for each company. To generate this report,

1.  Select Reports tab from the Main Menu

2. Select Unresolved By Filed Date option

3. Enter date range and click ok in calendar window

4. Select print from report window to print generated report

7.1.2.2 Unresolved complaints with actions occurring within given period

Users can generate reports of unresolved complaints where actions occurred within a given period for each company.  This period will be entered by the user. To generate this report,

1. Select Reports tab from the Main Menu

2. Select Unresolved By Action Date option

3. Enter date range when action occurred and click ok in calendar window

4. Select print from report window to print generated report

7.1.3 Generating Reports By Action Date

This option generates a report of all complaints where some action was taken between a given time period.  The time period is entered by the user. To generate this report,

1. Select Reports tab from the Main Menu

2. Select by Action Date option

3. Enter date range and click ok in calendar window

4. Select print from report window to print generated report

7.1.4 Generating Yearly Complaint Analysis Report

This option generates a report that provides the total number of complaints per month for each complaint type within a given period.  To generate this report,

1. Select Reports tab from the Main Menu

2. Select Yearly Analysis option

3. Enter a From Date or a To Date and click ok

NB Only need to enter one date, the other date will be populated automatically to reflect a total period of one year.

4. Select print from report window to print generated report

7.1.5 Generating Company Complaint Analysis Report

This option generates a report that provides for each company, the total number of complaints for each complaint type within a given period.   To generate this report,

1. Select Reports tab from the Main Menu

2. Select Analysis By Company option

3. Enter a From Date and a To Date and click ok

4. Select print from report window to print generated report

7.1.6 Generating Outage Reports

This option generates a report that provides all the outages within a given period.   To generate this report,

1. Select Reports tab from the Main Menu

2. Select Outage Report option

3. Enter a From Date and a To Date and click ok

4. Select print from report window to print generated report

7.1.7 Generating Outage Reports By Resolution Period

This option generates a report that provides all the outages with a resolution period less than a given number of days.   To generate this report,

1. Select Reports tab from the Main Menu

2. Select Outage Report By Resolution Period option

3. Enter number of days within which outage was resolved and click ok

4. Select print from report window to print generated report

7.2 General Reports Module

The general reporting module allows users to create adhoc reports, or to open reports that were previously save as Microsoft Word or Excel documents.  This module provides the following options:

· Open reports

· Adhoc reports

7.2.1 Opening An Existing Report

When a report is generated the user has the option to save it as a Microsoft Word or Excel document.  To save a previously generated report,

1. Click General Report tab from Main Menu

2. Select the Open Report option

3. From the file menu select the open item

4. Select the document to be opened

7.2.2 Creating Adhoc Reports

Adhoc reporting allows users to generate reports that are not included or predefined as part of the standard reports.  With this option users can generate on the fly reports by selecting any table and fields in the database.  The table and fields to include in the report are selected in the Open Report window.  This window is displayed in figure 7.
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Figure 7 The Adhoc Report Window

To create an adhoc report,

1. Click General Report tab from Main Menu

2. Select the Adhoc Report option

3. In the adhoc report window, select a table name from the Tables grid box at top of the form

Corresponding fields for selected table will now be displayed in the Fields grid box.

4. Click mouse on the field name to include in the report 

Folder icon will be displayed with the mouse cursor.

5. Move mouse to place cursor in an empty cell of the Field Name grid box and click

Empty cell will be highlighted green when the cursor is over cell.

6. Repeat steps 3 to 5 for every field needed in the report

7. Click print button

This displays the Report Manager window shown in figure 8 (see section 7.2.3 the report manager)

8. Select Print Preview Page to print current page or select Print Preview All to print all pages
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Figure 8 Report Manager Window

7.2.3 The Report Manager

The Report Manager can be accessed from the main menu or when creating an adhoc report.  It allows users to format and modify the appearance of a report.  There are four main sections in the report manager window,

Section A – provides button selections for the user to format, print, open, or save a report.  Table 1 lists options available in section A.  These options are also available by right clicking on a label.

	Name
	Description

	Add Label 
	Allows users to add a new label to the report

	Edit Label 
	Allows the user to modify a selected label

	Delete Label 
	Allows the user to delete a selected label

	Font
	Change fonts for selected label

	Width
	Change width for selected label

	Print Setup
	Displays windows print setup window

	Print Preview Page
	Print preview report for item selected in section D

	Print Preview All
	Print preview report for all items in section D

	Landscape Preview
	Preview report in landscape view

	Open Private
	Open a report previously saved to hard drive

	Save (Private)
	Save a report to hard drive

	Open(General)
	Open a report previously saved to database

	Save (General)
	Save a report to database

	
	


Table 1 Report Manager Button Selections

Section B – Click mouse anywhere in section B to return to main menu window

Section C – This section displays the actual appearance of a report.  Fields can be moved and sized to customize the report. To move a field,

1. Click on field

2. Hold down mouse button and drag field to desired location.

Section D – The data grid in this section contains a list of the items in the database corresponding to what the user selected in Section 7.7.2 above.  Select an item in this list for display in section C. 

7.2.4 Exporting Report To Word Or Excel

Every report generated in by the application can be exported to Word or Excel. This is done in the report viewer.  To export a report to Word,

1. Select File->Export->Rich Text Format in the report viewer menu bar

2. Select saving location

3. Enter name of file

4. Click Save button

To export report to Excel,

1. Select File->Export->Text Format in the report viewer menu bar

2. Enter file name

3. Enter field and page delimiters (usually comma)

4. Click ok

5. Open newly saved text file using Excel

6. Select delimited file type

7. Set start import row based on data in preview area

8. Click next button

9. Enter delimiter that was set in step 3

10. Format each column as date, text, or general

11. Click finish button 

8 Data Administration

The data administration module was design to be used by the system administrator (user must be logged as user sa).  This module is accessed from the main menu. It provides options to add new users or modify existing users’ privileges.  The options provided by this module are:

· User Control

· Admin Form

8.1 User Administration

The system administrator can use this option to add, delete, or modify users of the application via the user control form shown in figure 10.
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Figure 9 User C ontrol Form

8.1.1 Adding A New User

This application will only add SQL Server users.  

To add a new user,

1. Click Add User button in User Control form

2. Enter new user name and password

3. Verify password by retyping in verify password text box

8.1.2 Deleting A User

1. Select username from data grid 

2. Click the delete button

8.1.3 Changing A User’s Password

3. Select username from data grid 

4. Click password button

5. Enter and verify new password
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