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1 Introduction

Mobixell Networks web-portal based system for Customer Technical Support (and the
Call Tracking System) is the CTS system.

The CTS enables a globally available remote entry and follow-up of support-tickets
(incidents), on a 24x7 basis. The system permits a web interface for opening, tracking
and managing of tickets. CTS support calls (“tickets") are automatically managed by
the system. These tickets are made available by the system not only to the calling
party and to Mobixell's Customer Support, but also to other Mobixell involved parties
such as R&D and QA.

Once tickets are opened, automated email generation is used by the CTS to “push”
emails re ticket updates and various other announcements

This guide is intended for technical support personnel dealing with Mobixell Networks
products. Users must be pre-authorized to use the system, and must gain access rights
by means of a username & password combination.

1.1 The CTS process
The following chapters describe the CTS process.

Support calls may be generated either by a Mobixell customer, whether an Integrator,
an Operator, or an OEM Partner, as well as by internal Mobixell personnel. The
generated entries are then directed to Customer Support and if needed further on to
Mobixell’s R&D.

Mobixell’s Support group may communicate with Mobixell’s customers through the
CTS system. Once the CTS internal support process generates a support call, it
reroutes the call back to the customer through the CTS. This process may in turn
initiate an internal support call to R&D. Internal support calls are managed by an
internal bug-tracking tool.
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2  System Access

2.1 Initial Access
The CTS is accessible via Mobixell’s official web-site

http://www.mobixell.com/customer-support/

Resulting in:

@Euslumel Support - Maxthon Browser 5] %]
Eile Edt “iew Favoites Groups Options  Tools  Window Help @ - Ej - Utilities :J E 3 1@ ﬂ'
0-Q-©-2-H-B-@ v =29 -WE
Address '4_] it/ Avavas. mobixell. com/customer-suppart/ =l Search ):_' T2 At > o - Q ):' B ):' > >
Customer Support

Vad ﬂ

Corporate  Solutions Products News & Events  Customers  Partners

NVobixel :
Creating a Richer Mobile World

Customer Cust technical i
ustomer technical suppo
Support Mobixell is a global camparry with installed maobile mulkimedia and
advertising solutions waorldwide. User name
Customer Support is available 24)7, ta provide needed information
and to support delivered products, Password
Mabixell's support is availsble via headquarters or via the regional 5
offices and makes use of Web-based tools a5 well as advanced Pliatl ool i
computerized ticket handling and monitaring systems. *fou are about ko enter & website il
tovwhich arcess is restricked bo
The Customer Solutions group includes numerous experienced Field autharized users only. Your
Application Engineers, dedicated to customer satisfaction. When needed, entrance ko this website and j
they communicate directly with Mobixel's R&D experts for Fast, problem-free solutions. o bonnis cn ke skl e
& wask knowledge base, including professional documentation,
is always at our engineers' disposal, j
a) @0 S 192.168.1.233 Obytes  419M 1

Figure 1 Initial Access Screen
User login:
E-mail address: John.Doe@Acme.co.il
Password: yyyy (Please contact Mobixell Networks for your Password)

Upon login the user will be directed to the "CTS Main Page" that carries several Tabs:

e Home

e New

e Browse
e Actions
e Search

It also carries a text box marked "Find Issue” as well as a "?" tab for QuickSearch
assistance
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3 New Ticket Insertion

3.1 General

Tickets are generated for each “call” inserted by the user. They carry an individual 1D
and priority, which can be used for ticket tracking and classification. Once a Ticket is
opened, a notification of ticket opening (Ticket identification number included) is sent
via an email.

Ticket’s priority may be escalated (based on response time).

Tickets are private (kept per Customer, in a confidential manner which separates
between customers and does not permit viewing across Customers).

3.2 Ticket Preparation

Customers are able to open, track, close, or reopen tickets:

? NMOBIEXELL Custorner Solutio
Horme | Mew v | Browse ¥ | Actions | Search v | Find Izzus Change password| Log out oren-suppa

Tikal-Bugzilla Main Page

Products statistics per Target Version (Open| Total issues): New issues lists for User Oren Gozlan:
ID Status Summary

Open issues lists for User Oren Gozlan:
ID Status Sumnmary

299 ASSIGMED Problemn with Sony Ericszon TES profile

Figure 3 Main Page & New Ticket Entry

In order to enter a ticket, the Tab "New” must be clicked:

, MNMOBIEXELL

Haorme Mew ¥ Browse = | Actions * | Search= | | |

Tikal-Bugzilla Main Page

Products statistics per Target Yersion (Open | Total issues):

Figure 4 Enter a new Ticket
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At this point a drop-down list appears holding the list of accessible accounts relevant to
the user opening this new ticket. One has to select the relevant account in order to get
to the new ticket form.

The following form appears and must be completed:

Home | MNews | Browses | Actionsy | Searchs | | | Find 1szue |[z] Change password | Log out orsn-suppor

Enter Issue: Mobixell - test This page lets you enter a new issue into TikalBugzilla.

Repnirter: oren-support@rnobixel.corm —— Mabixell - test

* Wersion: Found In Build: I * Component: | RMSC -

*Type: os:
Severity:

Pricrity: |P2 =

Initial State; "MEV

* Mscign To: |support@mobixell.com

CC

SLIMMMnAary: | Bug Guidelines

DESCRIPTION:
EEZPECTED:

ACTIAL :
Description:

Figure 2 Entering A Ticket form

All relevant data for the new ticket is expected to be inserted into this form. For
example, the "Description” box is intended for the User to fill in the detailed
description of the problem, including the description of the expected behavior vs. the
actual behavior. Information regarding reproducibility and steps to reproduce the
problem are highly important.

The User is also expected to include

e Component — selected out of the drop-down list,

e Version - selected out of the drop-down list (Build number, if known, can be
filled into the special box prepared for that purpose)

e OS - —selected out of the drop-down list
e Type, Severity and Priority classifications

2009 Mobixell Networks Confidential Page 3-7 of 14



N MoBIXELL CTS

Please note that attachments (e.g. logs, TCP dumps, transcoding source & result files)
should be added to the ticket once it is submitted (Committed) — see 3.4 below.

3.3 Ticket Submission

Upon insertion of all the relevant data on this "Enter A Ticket" screen, the ticket is
submitted by clicking the "Commit" bar.

Commit Remember values as bookmarkable template

Figure 3 Commit Ticket Report

3.4 Additional Information

Once the ticket is submitted, additional information can be inserted, such as
attachments (e.g. logs, TCP dumps, transcoding source & result files), as can be seen
in the form below:

~ aclditional Bug Information
Sy [iest toe ot

DRECRINNTY | i ESPECTER: ACTLAL

LI [ it

BHI o,

Wwig, Est.  Cawrent Eaf. Hours Worked Hours Lelt SsComplels Gein
F‘u T4 0+ F o a aud
Do [ o e
gtachment Type Created e ArBions
St Ll | W (e | 200G LRZE 47 SWEH ) B
Craain o hess Bniadrment dopaded patdn, etce, oo, b Yo 2
D 1473 l—
doperds on hure dpsresery L1
i 14T ——— Shirw depondony grach
Lo

Aok bl COainmen 5

S Bug stabus Change

L i RLSULVLL FDOD

7 Foeward bisg to

7 Apopen Exm chonging seaoktion 1o [Het Werkig ']
0 ikt b a5 WERCIFIED

15 Mark: e s CLOBGED

F mnnac s oo bt =] e r Cigren coinr ek vakditon 73
m;.r O nod: zord med )

Figure 4 Additional Ticket Information

This additional information is submitted by pressing the "Commit" bar
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4  Queries

The CTS permits a large variety of queries based on numerous parameters:

In the main page, one selects the “Browse” option:

, MOBRXELL

Home | Mews Browse v ctions v [ Search» Find Issuel Change passyword \ Log out michas-support@mobixel.com

Tikal-Bugzilla Main Page
Products statistics per Target Yersion {Gpen | Tokal issues): New issues lists for User Micha avni:
ID  Status Summary

Open issues lists for User Micha Avni:
ID Status Summary

Figure 5 Browse Tab

At this point a drop-down list appears holding the list of accessible accounts relevant to
the user opening the query. One has to select the relevant account in order to get to the
query form.

Diescription; Mobisell internal testing Resolved- 1

St Closed
Status Severity Target Yersion
open | resolved | closed
RECPEMED 1 open | resolved | closed open | resolved | closed
MEWY 1
GEEIE D g B-normal 3 1 e 1
RESOLVED 1
Component Assighee
open resalved closed apen resohved closed
Media Spire 1
RMSC > 1 support@maobixell.com 3 1

Figure 6 Query Form
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In order to obtain the information in response to a query, one has to select all the
relevant parameters within the Query form:

Find a Specific Issue Advanced Searc

Give me some help (reloads page. )

Summary: |c0ntains all of the wards fstrings ;l || Search |
Product: Component: Version: Fixed In: Groups:
| |Central RMSC ~| [1.008 |-~ -
Central RMSC 2.1 1.0.0.9
Central RMSC 3.2.1 1.1
Central RMSC 4.1 1.1.2
| |Central RMSC 4.1 STI Intetrface | =| [2.0 - - -
Comment: | contains all of the words/strings ;“
URL: [ contains all of the words/strings ;”
CRM Id: | contains all of the words/strings ;”
Deadline:  from | to | (VTTF-pm-D0)

Found In Build: | contains any of the words/strings ;”

Fizzed In Build: | contains any of the words/strings ;”

Al issues -

Retrieve:

Figure 7 Search Form

In order to submit the Query one has to select the sorting key (e.g. by Ticket Number),

and then to click the "Search" bar:

Type: Status: Resolution: Severity: Priority: as: Reopen Resolution:
Bug “| |UNCOMNFIRMED ~| |FIXED Al [B-normal =) |P2 = all ~ | |Mot wWorking -
Relzase IMWALID E1-blocker P1 wWindows 2000 Major Bug

WOMTFLY, EZ-critical P3 Lir Additional Cornmit
LATER A-rnajor P4 Solaris Additional Branch
RESOLYED REMIMD | [ C-miror PS other Cither
WERIFIED LIMITATION Q-Inquiry Ignore
| |CLOSED | |DUPLICATE | |R-RFE v e - -

r—Ernail and Murnbering
Ay one of:

W the issue owner
O the reporter

I a e list member
I 2 commenter

Ay one of:

M the issue owner
F the reporter

W' a o list member
I 3 commenter

—Issue Changes

Only issues changed between:

and Mo

O -MM-DD or relative dates)

where one or more of the folowing changed:

™ resalver ™ resalver [Ilssue creation] =
- - 7 - Aliaz
cantains | [ coritains | e .
URL -

and the new value was:

Only include | » fissues numbered: I

(comma-separated list)

Sort results by: [Reuse same sort as last time x|

Search |

Figure 8 Submitting a Query (*'Search')
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) Reports

The CTS permits the generation of a large variety of graphic-reports based on
numerous parameters:

In the main page, one selects the "Actions" Tab followed by the “Report” option from
the “Actions” menu

: MNOBIXELL

Home | Pewe v | Brows Actionz v [ Semrch v |[Find 1zsue

\ Reparts,/
Tikal-Bugzilla Main P3 v Reguests

Frefs :
Usars _I ToEal issues):

Products statis

Figure 9 Actions and Reports selection

The Reports page then display the numerous options available (Charting "Kitchen™) for
the generation of a graphic-report — see the Reports main page below:

Reporting and Charting Kitchen

Tikal-Bugzilla allows you to view and track the state of the issue database in all manner of exciting ways.

Current State

Search - list sets of issues.

Tabular reports - tables of issue counts in 1, 2 or 3 dimensions, as HTML ar C5Y.
Graphical reports - ine graphs, bar and pie charts,

Subtasks reports - subtasks reports

L B B ]

Change Over Time
& Old Charts - plot the status andfor resolution of issues against tirme, for each product in your database,

* Mew Charts - plot are arbitrary search against tirme., Far more powerful,

Figure 10 Reports main page
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The selection of "Graphical reports” yields the "Generate

follows:

Generate Graphical Report

Choose one or more fields as your axes, and then refine your set of issues wsing the rest of the form,

CTS

Graphical Report" form as

Vertical Axis:
<Nones -
Multiple Images: Format:
p:?t el ﬁ © Line Graph
- Tndividually  Bar Chart
Surnmed £ Pie Chart
Horizontal Axis:
Vertical labels: [
Summary: |contains all of the words/strings ;l || Generate Report I
Product: Component: Version: Fixed In: Groups:
| |Central RMSC ~| [1.0.0.8 al |- = -
Central RMSC 3.1 1.0.0.9
Central RMSC 2.2.1 1.1
Central RMSC 4.1 1.1.2
| |Central RMSC 4,1 STI Interface = (2.0 hd - -

Type: Status: Resolution: Severity: Priority: 0s: Reopen Resolution:
Bug | [UNCOMFIRMED = | |FIXED | [B-normal a) |P2 - All ~ | Mot working -
Release INwALID E1-blocker P1 wWinidowes 2000 Major Bug

WOMTFDY EZ-critical P3 Lirw Additional Carnmit
LATER. A-rnajor P4 Solaris Additional Branch
RESOLWED REMIMND | |C-minor PS other Other
WERIFIED LIMITATION D-Inguiry Ignore
| |CLOSED | [DUPLICATE ~| |R-RFE ™ ™ ™ ™
r—Email and Murmbering —Issue Changes
Any ane of: Ay one of:
I—y . I—Y _ Orly issues changed between:
¥ tha issue owner ¥ the issue owner and [Now
v

I the reporter I the reporter Prery-MM-DD or relative dates)

I 2 Clist rmember 3 cClist member where one or more of the following changed:

I 3 commenter I a commerter E\II'SSUE creation] o

™ resolver ™ resalver Agis

- - gnee

Contains 4| | Contains = URL -

| and the new value was:

Orly include | = fssues numbered: I

(comma-separated list)

Generate Report |

Figure 11 Generate Graphical Report form
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Below are a few examples of graphic reports generated by the system:

Report: Product / Status

Isaues

RES TGNED REOPENED RESOLUED CLOSED
Status

Figure 12 Sample Status Report (Bars)

Report: Product / Status

Status
W [A5S1GMED | |RECPEMED RESOLWED! [(CLOSED| [Total

Praduct || 3 | =a | 2 [ a3 [ 143 |[zzm
[Total 3] 3 | 2z | a3 || 143 |2z

Bar | Ling | Table | C5W

Edit this report

Figure 13 Sample Status Report (Table)

Report: Status

Status

Taller
Pig | Bar | Ling | Table | C5v Thinner * Fatter
Shorter

Figure 14 Sample Status Report (Pie Chart)
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6  Glossary

The glossary contains a description of terms and abbreviations used in this guide.

CPS R&D

Content Production Suite — a set of Research and Development (group at
tools to make multimedia content Mobixell)
suitable for mobile users

MMS RMSC

Multi Media messaging System Rich  Media Service Center -
Mobixell's media transcoding,
optimizing and delivery solution for
mobile communications

MMSC (CENTRAL) RMSC

Multimedia  Messaging  Service A network-centric service center for
Center multimedia message handling.

MS (MediaSpira) V-Mark

Mobixell's Media Spire - media Mobixell's intelligent content tracking

transcoding, optimizing and delivery and filtering system for mobile

solution aimed at OEM Partners operators, providing control over the
delivery of "viral" content generated
from multiple sources, such as MMS
applications.

OEM WebCast

Original Equipment Manufacturer Mobixell's gateway bridging audio
and video media streams from any
source to mobile devices.

QA

Quality ~ Assurance  (group  at
Mobixell)
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