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ABSTRACT
The Incident Digpatching and Tracking System (IDTS) was
developed to facilitate the technical support of an
organizaticn. IDTS provides a means by which a uger may
submit their igsue/problem to the system and receive a
unique trouble ticket number. This number can then ke
used to view the status of that record, minimizing the
need for inguiries to the technical gupport team. IDTS
also provides a dispatching function that assigns each
trouble ticket to a technician that specializes in that
type of issue. Finally, there is a reporting function
that allows the technical support team toc view the
current technical status of the organization, generate
gstatisgtices on previously submitted troukle tickets, and
determine areas that may require assistance in the

future.

DEVELOPMEN'T
The purpoge of IDTS wasa to develop a browser based tool
that allowed an organization of users to submit problems
and issues that would in turn be digpatched to a
technician. The application required further
functionality, such as the creation of User, Technician,

and Administrator lists as well as an audit trail for



each isgue being worked on. This functionality was
accomplished by creating a series of CGI scripts to
display the data that was being manipulated by PERL code
{using CGI.pm) and being stored in DBM files. [See

Appendix A]

CGI geripting using CGI.pm works well for this type of
application because of ites ability to collect data and
use it to dynamically create HTML forms and tables. Each
script starts by “initializing” the page, this includes
printing the HTML header, reading the name-value pairs
from the calling page, and tying the data in dbm files to
hashes. These hashes are then used to fill in fields in

the form or to dynamically create popup menus.

After the page has been initialized, an html form is
displayed. When the user records or modifieg information
in the form and clicks the submit button, the data is
passed to the next page asg name-value pairs and using the

POST method.

DBM files were used tc store the data because of the
easy-to-use PERL interface. By using the dbmopen

command, a PERL hasgh is tied to the data in the DBM file.



Changes to the DBM files are made by manipulating the
hash and then closing the DBM file with the dbmclose
command. The only issue with using DBM was that the data
had to be stored ag name-value palirs, but this was easily
accomplished by combining all necesgssary data into ocne

string. [See RAppendix B]

Future enhancements teo IDTS include an ability to
dispatch trouble tickets via e-mail and the ability to
generate reports on the performance of the technical

gupport team.

REQUIREMENTS
IDTS requires a web server capable of executing CGI

gcripts, PERL ver 5.004 or later, and DBM.

INSTALATION
1. Log into the web server as an adminigtrator to the
cgl-bin directory.
2. Create a directeory under cgl-bin and execute:

chmod 755 <new directory names
3. Change Directory to the newly created directory.
4, Copy the contents of the IDTS directory from the CD

to the current directory.



Change the permissions of all cgi scripts as
follows:

chmod 755 *,cgi

Log in to the system using the Administratcr ID root
with the password root.

Use the administrator utilities to add new
administrators and change root’s password. [See
Administrator Guide]

If access to the system is ever lost, copy ADMINS. *
from the IDTS directory on the CD to the IDTS
directory on the web server and use the default root
ID (this will overwrite all previously entered

Administrator and Technician data) .



USER GUIDE
Thisg user guide provides instructions on how to log in to
the system, submit a trouble ticket, look-up trouble
ticket numbers, and check the status of a submitted

ticket.

Logging In

To leg in, enter your asgigned username in the Username

box and click the LogOn button.

F Fomverd Slop  Reflesn Home Seach Favordes Histuy Mad Prick £t B ) o
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The Incident Dispatching and Tracking System
Please enter your [D to Log on o the system,
Username: ]cbrqwn e

|
|
i
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Main Menu

Once logged in, you will be passed to the main menu where
you will be greeted with a welcome message. Use this
message to verify that you are logged in correctly and
with the correct username. This menu contains all of the

main functions available to the user, as well as the

option to log out of the system.

5.0 M o Ala o Bl & . k B EH

- . . ' e ; # 2 I,
Back Fomuaid Slop  Refresh  Homa Seach Favoiles Histoy | Mt Prird Edit . |
!Aﬁdmz]@ hitp:/¢vega.caosa.unt.eduleghbin/idtr/usemain. ool B s - ll l'}G“’éELm_]

The Incident Dispatching and Tracking Systemn

Welcome, Charlie Brown
Please make your selection below

.. Submila Trogble Ticket .|

Loakup a Trouble Ticks} l

Chack a Trovble Tickat |

 Logeut

i . — N e S e
If you have incorrectly logged in or receive a mesgsage
stating that the ugername does net exigt, click vour
browser’s back button and try again. Further
complications should be communicated to your technical

support team.



Submitting a Trouble Ticket

When the Trouble Ticket submission form is displayed, it
will contain the user’s username as well as the default
phone number, building, and room number. These defaults

can be changed if warranted by the nature of the issue to

be submitted.,

ra'lhu Incident Dilpatchg and Tracking ylem - Microxalt Internel Explarer

| He EG Vew Favorles ook He
“ N T
| Back . Swp Rehesh Home | Sewch Favoiges Histoy | Mal Print i e
| Adokess [£2] taip:#/vegs covso.unf eduegibin/idisAickelsubant ogi _ =] @ Bo ||l #
Tl
N N . .
The Incident Dispatching and Tracking System
Please complete and submit the form below.
Wame: chrovm
Phote: IEEKEE T
Building: [ion ;
Raoom: [1mm T
Calegory: Microeot Olfice 'i
Problem: |W0rd won'twork :
¥hen I click on the icon for 85 Hord, I d
get & wessages atating chat viaword.exe
Problem Description: [can' & be Zound,
Pricaty: 3-toderale i :
I
-
i Cloarthis Ticket
Raturn 1o the Main benu | i
e e § e L e
[&1 Tone i [ [ngp iniewnet I

The form’s fields should be handled as follows:

¢ Phone, Building, Room -~ Displays the user’s default
information but can be changed if warranted.

¢ Category — Select the category that best suits the
nature of the issue being reported.

¢ Problem - Enter a brief description of the issue.

7



e Problem Description -~ Enter information that will
assist the technician diagnose your problem. This
ghould include a degcription of how the error occurred
and any error messages.

¢ DPriority - Select the priority that best reflects the

severity of the issue.

The buttons have the following effects:

¢« Submit this Ticket - Submits the ticket to be
dispatched to a technician. A confirmation will be
displaved containing the time the ticket was submitted
and a unigue trouble ticket number.

¢ Clear this Ticket - Clears the form and returns it to

its default state.



Lookup a Troubkle Ticket

This will digplay a list of Trouble Tickets submitted by
the user. The open tickets are displayed first to give a
quick status for all pending issues, followed by all
tickets ever submitted by this user. These ticket
numbers can be used with the Check a Trouble Ticket

function to obtain further details of the gtatug of a

ticket.

a'lhe Incidenl Dirpaleking and Tracking Syslen - Miciezalt Intemnet Explines -

| He Ed Vew Favoler ok Mok ) D
[ . % D B 4Al@ i WG
1 Hak  Fons Slog ﬁfhash Heme | Suach Favulefﬁﬂ}sls«_y__ Mail F’nni Ckno o .
| gress [B] baporvegncoosart ebtegibinfdsfockontcketsos o 7] o e
Ll
The Incident Dispatching and Tracking System '
Qpen Trouble Tickets
[Tisked  [Date & Thne Submitced LP::iurity }Prnhlmn Desoiplon IAssigned Tu
‘13 [Sun Apr 16 1540:49 2000 [3 - Moderate l‘Wcrd won'l work libraden
Al Trouble Tickets
{Tickotd [Date & Tune Submitted ~ [Problem Description
s [Sun Apr 16 00:52:26 2000 flost raskc bar
is [Sun Apr 15 15:40:49 2000 {Word won't work
Fetureia the Main Monu i -
e

o e L R S



Check a Trouble Ticket
Enter the Trcuble Ticket number of the issue you wisgh to
review. A history of changes will be displayed showing

who worked the igsue and when as well as any changes to

the priority and category.

g Fhe Incident Dizgpatching and Tracking System - Micratoll internct Exploer
;| He Ed View Favaries Toos Hep : !

N T W A R R N

i
Back Fravie Stop  Rsliesh WHnma Seaich leu; ,H?"?'F Mal Frint £

W&esi [ 1 bp:truzgs cocsmun eduregrbindisAicketstatus el j #Ba [ Lirks
e
The Incident Dispatching and Tracking System -
iy
Ticket Number: 18, Word won't work B
fDa.tﬂ & Tiwe Submitted .iChan“g“e-d By |E;.1teg.nq..'_ iI‘rimity |Assig1|ed To [Stams
[Sun Apr 16 154049 2000 — ebeowm  Microsoht OfFce TR Modsrats  fbeaden [Opee
[Sun Apr 16 15:50:15 2000 foraden [Mmmsoft @iz [3 - Maderate [orades, [Closed-Reselved
Retum o the Mein Manu f
. R - — - RO =
g1 Oara B e : o 7 g et
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TECHNICIAN GUIDE
This technician guide provides instructions on how to log
in to the system, look-up trouble ticket numbers, check
the status of a submitted ticket, modify an existing

trouble ticket, run a report, and change the password.

Logging In
To log in, enter your assigned username and password, and

click the LogOn button.

a The Incident Dispatching and Tracking Spstem - Hicrasoft Intemnel Explorer

t Fe Edl Vew Favoites Took Help |
L R - I T @ mow@ | E 3 5.
] Back Fomyrar Slop  Rsfiesh  Home Seaich Favwiles  Hittoy Mai Prind 23
[ gers [BT o Mrvegncossami slogibn bt eduinogneg _ ] @60 |k |
L_‘J
The Incident Dispatching and Tracking System
System Login Page .
Please enter your ID lo Log on to the system. ‘
Username: lrsla.n :
Passwaord: [ }
. - y_ . - o e A
) [ |4 Intemnes
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Main Menu

Once logged in, vou will be passed to the main menu where
you will be greeted with a welcome mesgage. Use this
message to verify that you are logged in correctly and
with the correct username. This menu contains all of the

main functionsg available to the technician, as well as

the opticon to log out of the systemn.

/2§ The horident Dispalching and Fracking System - Microzoft Intemet Explorer

DB EM Yiew Fawodes Fooh Hp
e o= 9 @ C R T R V- B

i Back  Foamd Gtop  Reliesh  Homa | Search Favoiiles Histoy Hab Prind [ .
,IAM““@“‘93"‘"."99‘.“.5."‘“5-"#-3.‘."-‘."‘9i‘.b'"’r’d"jaﬁmai“tg . . . . e . " . ]" Pt “ Links ®

=

The Incident Dispatching and Tracking System

Welcome, Ringe Starr

Loakip & Troubla Tioket ||

Chack a Troubie Tickst I

Madily an sxisling licket I
+ Auna Repold
Change Password |
. Logout

B o T
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Lookup a Troubkle Ticket

This will display a list of Trouble Tickets asgsigned to
the technician. The open tickets are displayed first to
give a quick status for all pending issues, followed by a
list of all tickets. These ticket numbers can be used
with the Check a Trouble Ticket function to obtain
further details of the status of a ticket and/or with the

Modify a Trouble Ticket to update the status.

g The tniiden Dizpatching and Tracking Sylem - Micioaolt Inleinet Explores

| Bs Edt Vew fgwtes Dok Heb - i
A T C B N = N B B O A S B
______S@k Fottiar _S_Inp Reftesh  Home _5__9_-3rch Favortes Hisluqy____ Hal Frink  EZ . e . T
| Agibess (B mig/Pvage cocsounl edyregl inidiockuplicrelseg I o
la
The Incident Dispatching and Tracking System ?:
Technician ‘
Open Trouble Tickats ‘
Ticketd  iDate & Time Submitced L}ﬁinn’ty {I‘rublum Description |Assignecl To
12 Sat Apr 15 20:3%:10 2000 [] - Critical lﬁdo‘-’\;s won't boot up ) garr
All Trouble Tickets
]Til:kel‘# iDale & Tine Submitted ;Pruh]em Descriptien I
‘1 ]Sat Apr 13 00:44:14 2000 ICnn'lreneive Intermet e-rmal :
2 ]SarApr 15 00:46:00 2000 |Color docwnents are printing grey
3 [Sat Apr 15 00:50:52 2000 IMainframe Application doesn't work
4 [gat Apr 15 00:56:15 2000 [Can't send e-ma ‘
5 ‘Sat Apr 15 14:42:52 2000 can't print
3 [Gat Apr 15 14:44:45 2000 C2n't conncct o LA B
7 ISat Apr 15 14:52.28 2000
I8 |5t Apr 15 14:59:39 2000 [Locking up
i9 L‘;al Apr 13 15:60.52 2000 [Toner
|10 [Sat Apr 13 {50512 2000 [ E—
11 fat Apr 15 1511:19 2000 fpuinter won't print ]
o T T e e e e e T e e
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Check a Trouble Ticket

Enter the Trouble Ticket number of the issue you wish to
review. A history of changes will be displayed showing

who worked the issue and when as well as any changes to

the priority and category.

aihe Ineident Dlspatchmg and TracklngSyﬂem Mu:ss:ﬂ Internat Euplnlm .

l]-jla Eal  Wiew nguﬂas Toolt ﬂalp

e T B A @ m BE. 4
| Bsck - FH el Stop  Rehach Homa Sawch Favories His!ouf Hail Print Edr R
|}Add.resg ?j e/ fvagacocse.ml ethe/ogibin/disicketstatus.cof i ) L o ;‘ o*Ga :{th »
T
rgt . - . - o
I'he Incident Dispatching and Tracking System _
Technician :
Ticket Number: 12, Windows won't boot up .
Hame rlammy HJ.eber
‘Phone i
[Bx
‘Rcom 7}7159
h)a(é & Time Submitted  [Chianged By |Categmy Paiority [Assigned To ‘Stams
‘SatAor 15 20:3%:10 2000 thieber |Wuldaws 1. Cnheal !_ghamson i—Open
|‘sur| Apr 16 163835 2000 _%p,l)amson FPC Hardware |1 - Criical |rsnrr l-upen o
Retum o the Moin Meew | }
2}

15 bore e g e : e g
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Modify an existing Ticket

When the Mocdify Trouble Ticket form is displayed, it will
contain the username, phone number, building, and room
number for the user that submitted the ticket. The form
will also display all current infermation on the ticket,
along with all of the previous comments entered on this

ticket.

r; The Incidepalching and Tracking System - Micioeolt Inlcinct Exmﬂfi

b F I E— =l
SR N U > S < W I 72 A R

Stop  Relrgsh  Home | Seath Faveer Hisloy Mal Piint i

| Adekere [ Wp/fvena cocse el edwcglbinfdisfadmintickelenl j - B :_i PG | Lnks

I -
The Incident Dispatching and Tracking System ;
Technician

Ticket Number: 12,

TUserMame: thisher
Fhone: 111-6666
Biulcling; 100
Boom 164
Category. rm
Re-Dispateh: No -
Uhen I hoot my PC, I gat a message

saylng no operating System found.
Previous Comments;

Appears to be a hard drive failure.

Asaigned Ningo to replace the hard

Additional Cornmenis:

Priooty. ll_m i
Assigned to: :
Statug: . ‘
. .
& Dona _ T T ‘ T e

The form’s editable fields should bhe handled as follows:

¢« Category - Select the category that best suits the

nature of the issue being reported.

15



Re-Disgpatch? - If the category is changed, this field
can be set to 'Yeg’ to re-dispatch the issue to a
technician that specializes in the new category.
Previous Comments - This area contains all previous
comments entered on this issue. This is not an
editable field and changes will not be =zaved.
Additional Comments - This area is used to add
additional comments to the ticket. These comments
will be saved and later viewable in the previous
comments field.

Priority - S8Select the priority that best reflects the
cseverity of the issue.

Assigned to - This field can be used to manually
change the technician asgigned to the igsue.,

Status - This field reflects the gtatus cf the Trouble
Ticket. Options include Open (ticket still being
worked on), Suspended (ticket requires further work
but cannot be finished at this point), Closed-Resolved
{issue has been successfully resoclved), Closed-
Unsolvable (issue cannot be resclved), and Closed-

Irrelevant (inappropriate issue gubmitted).

16



Run a Report

Please see the Report Guide.

Change Password

Use thisg option to change the pasasword. This form

requires the technician to enter a new password and then

confirm the password by re-typing it.

ZX The Incident Dispatching and Ircking System - Miciotoft Internet Exploier
Tew  Favoides  Teol Help - EW

3

f ey
1 ]

T T awm SR = .

5 Back Forgead Step  Fefresh  Homia | Search Favories  Histoy Mad Pant Edit

{ Agrvuss [B) itp:/Pemga cacs il sdhu/cni bindidis Jadminadin og -] #6o {gw;”
L'll

The Incident Dispatching and Tracking System '
Technician

Change Password for: rstarr

IM-

Passwaord;

Repype Password: |"“"‘"""‘ .

SubmitPassweord Change l

Resetto ugerdefauls ]

Raturn to ha Main Monu i

(E]Dana i - LTI LM KRR T TR TI) - -. Gl =l LRI T ! ,,:} VEH&J AR
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ADMINISTRATOR GUIDE
This administrator guide provides instructions on how to
log in to the system, loock-up trouble ticket numkers,
check the status of a submitted ticket, modify an
existing trouble ticket, rumn a report, and change the

password.

Logging In
To log in, enter vyour assigned username and password, and

click the LogOn button.

é’. The Incidenl Dispatehing and Tracking Spstem - Mictosoft Intemnel Esplorer

N Tt LAt Yiew Favottes Tock Help R i ; o 7| {
e 2 7 N < 5 v S 7 LA R I
Back  Fowad Stop  Rofiesh  Home | Seach Favailes Histoy | Mal  Fidl  Ed 7 o N 7 ]

| toss [BT gz cose e g/ ] et i

' =

The Incident Dispatching and Tracking System
System Login Page

Please enter your ID 1o Log on to the system.

Tsername: |jlennon ' O

Password: [»==

=
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Maln Menu

Once logged in, you will be passed to the main menu where
you will be greeted with a welcome message. Use this
message to verify that you are logged in correctly and
with the correct username. This menu containg all of the
main functions available to the administrator, as well as

the option to log out of the system.

& The Incident Dizpatching and Tracking Spetem - Micraroll Intemet Exploser

J Fia g&"m;;»' Favoudes  Jooly ﬂe#; - o ] lm
R R A SRR« W R - [ A N R
Back P! Glop  Refmsh  Homa | Seah Faveites Histay 1 Mal Frink B

fhg&aeslé] hitp:/ Mmga coce.und.edu/egibin Adis/adminmain ool i . ﬂ i G “Ljnke i

The Incident Dispatching and Tracking System

Wetcome, John Letnon
Please make your selection below

Loskup & Trouble Ticket |

Check a Tzouble Ticket ]

Moty an exsting ticksl. | “
\
|

Adminisier Categosias I

Adrinistara User

Adminlster an Admin/Tech |

| Run uRap;::ri
" Legeuw |

it ™0 [ Tt
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Lockup a Trouble Ticket

This will displav a list of all submitted Trouble
Tickets. The open tickets are displayed first to give a
quick status for all pending issues, followed by a list
of all tickets. These ticket numbers can be used with
the Check a Trouble Ticket function to obtain further

details of the status of a ticket and/or with the Modify

a Trouble Ticket to update the status.

; ek Tocls  Hiefp )

Pe .o D oM@ o i 9 oo

{oBack e Slop  Fclash  Homa | Seach Favortes Histoy Mal Prisk Eifi I
[doss [B] e vegm ool ctlegrtivsnkaplikelsog . _ o @0l

The Incident Dispatching and Tracking System
Administrator

Open Trouble Tickets

|Tickef# Date & Time Submitted [Priority {Problem Descriplion iAssigned To i
12 Sar Apr 15 20:39:10 2006 [1- Critical Windows won't boot up [estarr i
14 [Sun Apr 16 00:51:26 2000 [3 - Moderats  [ssarch finction [phamson

18 lSunA;;'E 1852432000 [’3 Moderate  Hnternst & mail aceass o lm )

0 |Sun Apr 16 18:56:38 2000 [3 Mederate compu(er turned off iTBD

|21 [Sun Apr 16 18:5917 2000 [3- Moderate  feolors e

|22 |§@{Apx 16 19:Q1:17 2000 3 Moderate !Password [ﬁennon

37 [oun Apr 16 190230 2000 " [T-coteal | [Crashedl! T  omecartuey

Al Trouble Tickets

Ticket# 1Date & Time Submitted [Probiein Description

1 1bat Apr 15 00:44:14 2000 Can't receive Internet e-rmal i

2 ‘E:ar }\pr 15 0046 00 2000 Celor dommmts are prmtmg arey o

3 "iat Apr 15¢ 00:50: speo00 [Mainfame Appacafson dacsnt wor!{

B [saraer 50056 19 2000 T Can't send s-mail T

5 s Ap} 15 144252 2000 T eant priat o
gibone o o ) . . [ N -y
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Check a Trouble Ticket

Enter the Trouble Ticket number of the issue you wisgh to
review. A history of changes will be displayed showing

who worked the issue and when as well as any changes to

the priority and category.

The Intident Dispatching and Tracking Spsicm - Miciotofl frternet Explorer

\;EQAEIA'R isw ngo;r{as Eoiois Help u.m.....-u-.———--w..,‘m.‘....——————. T iﬁx
w0 B oM@ o T 2 @ i

] || Slon | Bekoch, Homa ) Seach Dok Mty LM DR R - i

2] hilp:/Iveas covse el sca/gHbindid Mcketstolus.cgi ] ] #6Go [l "]

;I

i

The Incident Dispatching and Tracking System
Administrator

Ticket Number: 19, Internel e-mail access

{Brad Hicher
¢ [111-5555

[Date & Time Submitted  |Cheuged By |[Category T lassigned To [Status
’éun Apr 16 18:5243 2000 bhiebear IRequest {3 - Modrrate Ijle1mon7 ) iOpen -
|Sun Apr 16 12:03:46 2000 Citengon T feemail ' 5 - Moderate  [iisnnon fOpen |
Retumn 1o the Main Menu
[ Dene [ [ tntenet
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Modify an existing Ticket

When the Modify Trouble Ticket form is displayed, it will
contain the username, phone number, building, and rcom
number for the user that submitted the ticket. The form

will also display all current informaticn on the ticket,

along with all of the previous comments entered on this

ticket.
/R The Incident Dispalching and Yracking System - Microsalt Intemnet Explores _ _ _ _
| Eie Eat View Favottes Yook Hebp ’ m
5 T B N , | B @ g
Forveni Slop  Rehash  Home Seach Favoras  Hitlosy Hal Piind. Eo
jAjd’ezssl@ gt e comans i sdulcg el admintckot gt - =] P ||k
B
The Incident Dispatching and TI“]Cklll" Sy‘stem :
Administrator
Ticket Number: 19,
UserName: bhigber
Phene: 111-5555
Buiiding: 200 H
Rooti: 169 i
Clacegory. Poguesi -
Re-Dispaich?: Mo -
Flamze grant Likud VanPelt {lvanpelk) ‘.:.I i
Incarnet accepable e-mail. . .
Previeus Comments: : i
;.J
=
Additicnal Cemments:
U . | :
Prienty: 3-Moderats » :
Assigned to: jlennon [ M
Statis: Opan -
Sybmitchanges to this Tickat l :]
@]’Diq;‘;q St ?‘”jr?7 temmn et . = [ 2 > EEE T o . T : : ’f[fl_i Imunﬂ

The form’s editable fields should be handled as follows:

¢ (Category — Select the category that best suits the

nature of the issue being reported.
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Re-Dispatch? - If the category is changed, this field
can be set to ‘Yes’ to re-dispatch the issue to a
technician that specializes in the new category.
Previous Comments - This area containsg all previcus
comments entered on this igsue. This 1g not an
editable field and changes will not be saved.
2dditional Ccmments - This area is used to add
additional comments to the ticket. These comments
will be saved and later viewable in the previous
comrents field.

Priority - Select the priority that begt reflects the
geverity of the igsue,

Assigned to - This field can be used to manually
change the technician assigned to the issue.

Status - This field reflects the status of the Trouble
Ticket. Options include Open (ticket still being
worked on), Suspended (ticket requires further work
but cannot be finished at this point), Closed-Resolved
{(issue has been succegsfully regolved), Clcsed-
Unsclvable (igsue cannot be resolved), and Closed-

Irrelevant (inappropriate issue submitted).
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Run a Report

Pleage sgee the Report Guide.

Administer Categories

This function isg usged to add or delete categories used

when submitting a trouble ticket or defining a

technician’s specialties. Use this form as follows:

Add a New Category - Select NEW, then click the Access
Category Information button. On the following page,
you will be asked for the new category name, enter it
and click the Submit New Category button.

Delete a Category - Select the category from the popup
menu, then click the Accesgs Category Information
button. On the following page, change the category
status to Delete and click the Submit Category Changes

button.
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Administer a User

This function is used to add or delete Users to the

gystem. Use thisg form as follows:

¢ Add a New User - Select NEW, then click the Access
User Information button.

s Update an Bzristing User - Select the Username from the
popup menu, then click the Access User Information
button.

The user information form will be displayed (blank for

new ugers and containing the current data on existing

usersg) .

aThc Incident Di:|lau:! nd Teacking -‘iy:llnﬂt Intenst Explorer ___
< Fs LR Misw Favodes Toos Hﬂ’,.“ ; : o
R @ n BB 5w
| Back  foewe  Step Home | Soach Favodes Hisoy | Mad ~ Pi R e
| adibess [ hupe/ivagacocse . y hs/ncmrusercol ] o N . _'_! gty ElLiﬂh »
i
The Incident Dispatching and Tracking System ‘
Administrator
Submit changes for username: chrown
Staws: Agiive |
First Hame: [Chedis
Last Mame: [Brovwn ]
Prone:  [1r-t11 '
Bulding:  [100 .
L f
Submitusar changaes | v
Flesetio user defaults l .
Return ta the Main Menu I L
-

B O R R YT R
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Use this form as follows:
¢ Status - Shown only when updating an existing user.
Leave as Active or change to Delete to remove a
user.
» Firgst & Last Name - The User'’s name.
¢ Phone - The user’s phone number.

¢ BRBuilding & Rccm - The user’s location.

The buttons have the following effects:

* Submit user changes - Submits the user changes or
cgreates a new user. A confirmation will be displayed
containing the time the user update was made.

o Reset to user defaultg - Clears the form and returns

it to its default state.
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Administer an Admin/Tech

This function is used to add or delete Administrators and
Technicians to the system. Use this form as follows:
¢ Add a New Admin/Tech - Select NEW, then c¢lick the

Access Admin/Tech Information button,

e Update an Existing Admin/Tech - Select the Username
from the popup menu, then click the Access Admin/Tech
Information button.

The Admin/Tech information form will be displayved (blank

for new Admin/Techs and containing the current data on

existing Admin/Techs) .

&4 The Incident Dirpalching and Tiacking Spxtem - Miciasolt Intemot Exploret _

o [s Ed Miew  Faveites h]_o-ols Help ]
s D oA dia yod n 8 o
Back Stop  Hefiesh  Homa Search Favoilas  Histosy Hai Print [

IM&E}S F@j Hitprfvega.cocss brvl:e_t_:qufcgﬂ:i(\frdtp‘adnir_\aﬁwh_s.r,gi

The Incident Dispatching and Tracking System
Administrator

Stbmiit changes for Acwin/Tech: jlennon ;

Stats: Acliva T

Pazsword: | S

Rebype Fassword: ===

Role: W
Furst IMame: Mok
Last Mame: {Itennoln
Plone: [zez1111
Pager: EERTRI
Building: [ap0™
Reonm: Jtoa

Securi [-}
Specialies: indows

e-mail M

Submit Admin/Tech changes '

Resatto Admin/Tach defeule |

I G T ) T e T
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Usze thisg form as follows:

Status - Shown only when updating an existing
Admin/Tech. Leave ag Active or change toc Delete to
remove an Admin/Tech.

Pagsword - Enter the Admin/Tech’s password.
Retype Pasgword - Confirm the password.

Role — Assign the role of either Administrator or
Technician,

First & Last Name - The Admin/Tech’s name.

Phone -~ The Admin/Tech’s phone number.

Pager - The Admin/Tech’s pager number.

Building & Room - The Admin/Tech’s location.
Specialties - Assign the types of issueg that the
Admin/Tech will be working con by selecting one or

more of the categoriezs in this list.

The buttons have the following effects:

Submit Admin/Tech Changes - Submits the Admin/Tech

changes or creates a new Admin/Tech. A confirmation

will be displayed containing the time the Admin/Tech

update was made.

Reset to Admin/Tech defaults - Clears the form and

returns it to its default state.
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Report Guide
This report guide provides instructions on how to
generate the following reportsf Full History, Open
Trouble Tickets, Trouble Ticket Audit Trail, Tickets
Submitted by a Specific User, Commonly Reportéd Problems,
and Keyword Search. The output is displayed in the
browser for easy viewing or can be printed using the

browser’s print button.

Report Menu

From this form, select the desired report and click the
Select Report button. This will digplay the report data
form used teo tailor the report and submit it for

processing.
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Full History Report

This report displays information for all tickets

gubmitted within the requested date range and sorted by
Username, Ticket# or Priority. To generate this report,
enter the start date, end date, and sort criteria. The

output will lock like the following:

ﬂB The npalchmg an Tracking System Hiclom Eﬂp!ﬂlel .

l& (e Ed Yiew Fawoites Jods Hep

H R VR < B [

‘1 gack Fawmd  Gtop  Aefiash  Homa
i[mmjél H}pi{EVegg._cocsa.ml.adun'cgi-&infﬂgﬂoftommd.cd

By & om

Mol P P

o N S

Sewch Favorles Hittoy

] e [Juke ]

H
Al . K L] ] I
The Incident Dispatching and Tracking System E
Full History Report from 04-16-2000 to 04-16-2000
|Ticke1# f]s-a_t;‘ETinm Submitted 4‘U'sa.r o -.-_llixinlity o "_ﬁ;;lwmnnnscﬁpﬁm.; T IAsng;l_eT:l_Tn_ [Stahls
||4 [Sun Apr 16005120 2000 ‘sbmwn % - Moderate {searv:h funclion [gjmrﬂ'son [C')pcn
‘15 Sun Apr 16 00:52:26 2000 chrown %~ Moderale  |lost task bar praccartney Closed- Ll
Regolund ‘
[ | , 4 : o Closed-
e 1S Apr 16 022108 2000 biieber 3 -Moderale  printer won't print \braden
I I Resolued
i et ] N .
‘17 ‘[Sun Apr 18 0922:05 2000 ’!hieber 3 - Moderate virus waing Llemon .ﬁi‘:iffﬁ p
‘18 Sun Apr 16 15:40:49 2000 chrown 3 -Moderate |[Word won't work tbraden Cios:lzd~
[Resoived
15 Sun Apr 16 185243 2000 [bhicter [2-Moderate [[ulvanet e-mail access {ilznnon Cpen
‘20 Sun Apr 16 18:36:3% 2000 Inbmden £3 -Meoderate  lcorapuler turned off iTBD ; '
[ﬂﬁi Sun Apr 1618 o ilvanpelt E3 - Moderate Jcolors I T ) I’FBD o
|22. |§m’fd};f16 w017 2006 '|s.l;rown Ié.-—“Méderatlﬁ IFPssson. o N .ij.le.nnon Open A
23 [Sllf} Apr 16 190230 2000 chraden h - Cnitical IC‘rashed!lH [pmccmtnsy Open ‘
24 [Su:z Apr 16 234744 2000 theebsr 2~ High [Email Esror |t,braden [Open -
I
Fietun to the taln Meny o
. o
&) Done” - o @ e T
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Open Trouble Tickets

This report displays information for either all open
trouble tickets or thosge agsigned to a gpecific
technician and may be sorted by Username, Ticketf#f or
Priority. To generate this report, select a technician
or ALL and the gort criteria. This report is
particularly useful for finding'all tickets To Be

Dispatched (TBD}. The output will lock like the

following:

a'l'he Incident Dizspatchanyg and Tracking Syslem - Microsoit Inlcimet Explas
| Ble ER Yiew F s Tosk Help

FEENCIESECE

Stach Favoitey  History Mol Pt R '

TR

'} Back Fuiy it Slop  Hefiesh  Home

‘!lﬂl‘ﬂdlsﬂ |E| hl?p?.".‘vega.zDcse.unl‘edu.v'ct;ib{n!idﬂifcmlcmmkcgi ) o :jrwtgfriu H Linkt

¥

The Incident Dispatching and Tracking System

Open Trouble Tickets Assigned to T8D

ITick:t;#_W(D:at:a & Time Submitted [Uset_— Priou:n;m_ |I‘rnhlem Dasncripﬁm\ T Assigned T |Sfat1|s

B0 Bun Apr 16 135635 2000 [bradens |3 - Moderats [computer twmed off TmELE . [Open
21 Sun Apr 16 185%17 2000 [vanpett 3 - Moderals fcolors TBD [Open

|28 ‘ivfon Apr 17 00:07:51 2000 lbhicbcr |3 - Moderate jSaf'e mode ‘['l‘BD Qpen
5177|Mon Apr!700_1047 2000 ;cbrown ES - Maoderate i‘I'ime on YEGA set incorrectly? fI'BD Open
2 [Mon Apr 17 00 1201 2000 forowm [ - Moderale |Cant fisd the "ony” key  [TBD  [Open
[3d [don Apr 17 00:14:38 2000 [brown |3 - Maderals [Puaspots and mtemet secunity  (TED |Cpen

Ratum t fha Main Manu
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Trouble Ticket Audit Trail

This report displays the history for a requested trouble

tickets. The output will look like the following:

Z) The Incident Dispatching and Tracking System - Miciosolt Inteinct Explarer
[ [Fe Ed  View Favotes JToods Help
d_,
Back Fetrgn Slep  Aefiesh  Home
I Agdress jé} itp{vega.conse unl.edutcgibinidts/epateuipd e g

y

S w9 |

e I

Semrch FBVEI“IB? Histoey

Hal Priok

T 76 Y
|

The Incident Dispatching and Tracking System

Audit Trail for Ticketh 5

{Date & Time Submitted Priovicy !Assigﬂed To 'Status Comments )
Sat Apr 15 14:42:52 2000 3 - High |ghs.rrisan ;Open [Mothing is printed to printer selected when in Word, bub will print other ;' .
—- e o . N programs. .,

Iat Apr 15 163503 2000 2 - High frstarr [Ogen Advized Ringo to bry te-instaling MS Office .
‘Sat Apr 15 16:41:41 2000 2 - High [rsta:r |Opm [Re-installed 33 Office, did net sormrest the problen. i
-

’Suﬂ Apr 16 11.13:50 2000 2 - High rstar gt‘;ﬁi’:d [Be-installed M3 Office and tested. Word is now able to print J i

Fioture lo he Main Meny |
&1 Do [
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Tickets Submitted by a Specific User

Thig report displays information for all trouble tickets
submitted by a sgpecific user and may be =orted by
Username, Ticket# or Priority. To generate this report,
gelect a user and enter the start date and end date. The

output will look like the following:

za Thu Incident Dizpatching and Tracking Syztem - Miceazoft Internet Exploret

i e ft Miew  Fawodss  Jools  Help A
l@ e IO @ o E- &S om o
_‘ﬁk____ il Step  Refreth  Homg _S?ach _Fr?m{hln Histoy !{!ﬁi - Eﬂﬂ arh . o
|| ddess [ €] btpr/vog conse wnl eduens indid heponoutod.og N — S . RN
L
The Incident Dispatching and Tracking System '
Trouble Tickets Submitted By Ivanpelt from 04-15-2000 to 04-16-2000
Ticket# ‘Daté&Thtm Subwitted |User ‘Prinrity fP:'di:lanes:riptinn Ii\ssigned In ESrams
Sat Apr 15 00:44: 14 2000 venpelt 3 -Modorate Can't receive Tnlernet o-mail pracearmey %i;
P i, “ T L ””W?A*‘._ - __, . Closed- :
at Aor 15 15:11:19 2000 (vanpelt 3 - Moderate  |printer won't print thradan esclved -
{Sun Apr 16 19:59:17 2000 [ranpelt |3 - Moderate Joslors ) fep 7 fopen
Retuma the Mein Manu !
'
57 Dore 71 g Titernet
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Commonly Reported Problems

This report displays statistics that detail the number of

and percentage of trouble tickets for each category. To

generate this report,

The output will look like the following:

enter the start date and end date.

i (x]
] Back ’ Fesond Y Sfop Ref‘raih Home | Ssach Ffavartes Histoy |
_E_g_ldress]t] htlp-#vegunﬂse.ufedul:gm lidm‘lepo:.tourpdcgi _vJ; & Go r_iLifks”
:J
The Incident Dispatching and Tracking System
{_,om.'non[y .Reporfed P.' ob/erm ﬁom 04-15- 2000 fo O4- 16—2000
Category T . .# af Tltkets I3 af Tickeis '
[Mzintiecn I 4.17%
[bicrosott Office i 25.00% ‘
[tretwerc [ [a.172 i
[Other Hardwars T b [o.00% :
[other Software T i a1
"Isé:Hardwm o 2 |12. 0%
|Erinter 2 Tl T
[equest [ Cleoes T T
|Sevurity [ B.33%
[Windows i AT
[e-mal 3 [iz5m%
Refum to the Main Manu
4§ Done - I [ imenet
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Keyword Search

Thig report digplays information feor all troubkle tickets

containing any of the gpecified keywords.

this report,

more keywords separated by a gpace.

To generate
enter the start date, end date and cne or

The output will look

like the following:

na'ﬂm lucident Dispatching and Tracking Syxlem - Miciosolt Internet Explorer

|| o Edt Viw Fawwites Isols Hob ]
I R R N T R S
il Back___ Slop  Relmsh  Home Seach Fa\_«qm Histary i Mai Prird Eriy . H
e €1 b sge comserleavegintbatipeipaes o ] 20 e
I
The Incident Pispatching and Tracking System -
Keyword Search for Internet from 04-15-2000 to 04-16-2000
}Ticke(# hPrnhlanBscriptinn
h | Cau't receive Internat e-mail
119 Inl;z‘mete-marﬂraccesls L ‘__ o T
Ratumn lo the Meln e
5
&

£ Dons’

T Y
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Appendix A - Source Code

adminadmincoenf. cgi

41 /usr/bin/perl
#**************#************************************i*****************************i*i*

Tom Braden April 20060

This page is used to create or update Administrator or Technician access IDs.
This requires storing the information about the Admin/Tech in the ADMINS dbm
and the specialties of that Admin/Tech in teh ADMINSEEC dbm.

2k 3k 3 3k 3 3 3t

#*******i****************************************************************t***********i
use CGI gw/:standard :netscape/:

use POSIX 'strftime!';

require 'idts,lib';

$)indata = getegivars();
print header,
start html{-title=>'The Incident Dispatching and Tracking System',
-BGCOLOR=>»'fffcce!,

-TEXT=>'bluet),
center (hl('The Incident Dispatching and Tracking System’,br,$indata{'Role’}},

hr};
# Tying the ADMINS and ADMINSPEC dbms to hashes for use in creating and updating
# Admin/Tech IDs
dbmopen {%admindata, "./ADMINS", 0644) || die "Can't access ADMINS, $!\n";

flock {(ADMINS,Z2);

$temphash = %admindata;

dbmopen {¥adminspecs, "./ADMINSPECY, 0644) || die “Can’t access ADMINSPEC, $!\n";
flock (ADMINSPEC,2);

$adminspecs{$indata{'UserName'}} = $indata{'Specialties’};

if ({$indata{'PasswordNew'} eq $indata{'Passwordchk’'}) && ($indata{'Status'} eg
nactiver)) {
if {$indata({'UserName'} eg $indata{'ALoginibh'}} {
Sindata{'Password'} = $indata{'PasswordNew'};
}

Svalue =
gprintf ("¥s5-%5-%8~%5~%¥E8~%0-%5~%5~%8", $indata{ ' PasswordNew'}, $indata{'FName')}, $indata{’
IName'}, $indata{'AdminPhone'}, $indata{'pagerNo'}, $indata{ 'AdminBldg'}, $indata{ 'adminRo
om'},$indata{'Specialties'}, $indata{'RoleNew'});

if ({$indata{'admin'} eg "NEW")} && (!exists ($temphash{$indata{'UaserName'}})}
|| ($indata{'admin') ne "NEW") && (existe (ftemphash{findata{'admin'}}))) {

# Save Admin/Tech data for new and updated IDs
$admindata{findata{ ' UserName'}} = $value;
dbmclose (¥admindata) ;
flock (ADMINS,8);
dbmclose (Yadminspecs) ;
flock (ADMINSPEC,8);
print center(br,i{font{{~-sige=>»5), "Changes to Admin/Tech:
", 5indata{'UserName'}," were submitted at",stritime{'%I:%M %p on %A, %B %d
%Y',localtime)},".")),
start_form(-method=>POST,
-action=>'adminmain.cgi®),
hidden('ALoginID', $indata{ ALoginID'}),
hidden('Password', Sindata{ Password'}),
hidden{'Role’, indata{ 'Role'}},
br,
submit {-name=>'Return to the Main Menu'),
end_form) ;
} else {
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# Error - Attempting teo create a new ID with an ID name that already exists
dbmclose {¥admindatal ;
dbmclose {¥adminspecs};
print center({br,i{font({-gize=>5}, "The Admin/Tech: ", $indata{'UserName'},"
already exists.")),
start_form(-method=»POST,
-~action=»'adminmain.cgi'},
hidden {'ALoginID', §indata{'ALoginID’}),
hidden (' Pasgword’, jindata{' Password’}),
hidden!{'Role’, $indata{'kocle'})},
br,
submit {-name=»'Return to the Main Menu'),
end_form) ;

} elgif ($indata{’'Status’} eg "Delete") {

) Delete the Admin/Tech ID
delete{$admindata{$indata{’'UserName'}});
delete ($adminspecs{$indata{'UserName']}}};
dbmclese (%admindata)l ;
dbmclose (¥adminspeca) ;
print center(br,i(font{{-size=>5}, "Admin/Tech:",$indata{ UserName'}," has
been deleted."} ),
start_form{-method=>POST,
-action=>'adminmain.cgi'),
hidden('ALoginID', $indata{'ALoginID'}),
hidden('Password', $indata{'Pasaword!'})
hidden('Role', $indata{'Role'}),

I

br,
submit {-name=>'Return to the Main Menu'),
end_form) ;
} else {
# Error - New Pagsword did not match retry

dbmclose (¥admindata) ;
dbmclose ($Yadninspecs) ;
print center{br,i({font({-size=»5}, "The Pamsword check did not match. Please
click Back and retype your passwords.")),
start form{-method=>POST,
-action=»'adminmain.agi'},
hidden({'ALoginID', $indata{'ALoginID!}},
hidden{*Password', $indata{' Password’}),
hidden{‘Role’', $indata{'Role’}},
br,
submit (-name=>'Return to the Main Menu'},
end_form};

}

print end_html;
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adminadming.cgi

f#! fusr/bin/perl
#********************************************i****************************************

Tom Braden Rpril 2000

Thisg page is used to wollect informabtion to create or update Administrator or
Technician access IDs, This requires collecting information about the
Admin/Tach from the form or retrieving information from the ADMINS dbm for
updating purposes. This page ig also used by Technicians to change their
password.

B o S

#**k*i***********i***************i****i*k***k****i**i****i******i*i****ﬂ**i******t****
use CGI gw/:standard :html2 :html3 :nelscape/;

use POSIX 'strftime!';

require 'idts.lib';

my %indata = getcegivars();
print header,
start_html{-title=>'The Incident Dispatching and Tracking System',
-BGCOLOR=x>"'fffccc!,

-TEXT=>'blue'},
center (hl('The Incident Dispatching and Tracking System’,br,$indata{'Role'}},

hrj ;
if {($indata{'admin'} eq 'NEW') s& ($indata{'Role'} eg 'Administrator'}) {
# Provides a blank form for the creation of a new Admin/Tech
# Read the CATEGORIES dbm to dynamically create a popup menu
dbmopen(%catlist, "./CATEGORIES", 0644) || die Y"Can't access CATEGORIES,

g1\n";
flock (CATEGORIES,2Z2);
%temphash = %catliat;
dbmelose (%¥cabkliatb) ;
flock (CATEGORIES,S);
print center (i (font ({-size==5}, "Create a New Administrator or Techunician")),
start_form(-method=>POST,
-action=s'adminadminconf.cgi'},
hidden ('ALoginID’, $indata{'ALoginID'}),
hidden (' Password', $indata{ 'Password'}),
hidden ('Rele', $indata{'Role’}},
hidden('Status', "Ackive"},
hidden('admin*, $indata{'admin'}},
br,
"<TABLE=\n",
"¢TR»«<TD>Admin/Tech ID:</TD><TD>",
textfield {-name=>'UserName',
-slze=»30),"</TD></TR>",
"¢«TR><TD>FPassword: </TD><TD>",
password field(-name=>'PasswordNew',
-gize=»30),"</TD></TR>",
"«TR><TD>Retype Password:</TD><TD>",
paasword_field(-name=>'Passwordchk',
-gize=530),"</TD></TR>",
"¢TR><TD>Role: < /TD><TD>",
popup_menu (-name=>"'RoleNew',
~value=»['Administrator', 'Technician'],
-defavlt=»'Technician'), "</TD></TR>",
"eTR=><TD>First Name:</TD><TD>",
textfield(-name=>'FName’,
-pize=»30),"</TD></TR>",
"«TR><TD>Last Name:</TD><TD>",
textfield{-name=>"'LName',
-5ige=x30},"</TD></TR>",
"« TR»><TD>Phone:</TD><TD>",
textfield{-name=>"'AdminPhone',
-size=»30}, "</TD></TR>",
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"¢ TR><TD>Pager:</TD><TD>",
textfield (-name=>'PagerNo',

-size=>30}, "</TD></TR>",
"«TR><TD>Building: «</TD><TDx>",
textfield(-name=>'AdminBldg"’,

-aize=>30},"</TD></TR>",
¥ <«TR»>=TD>Room: «/TD><TD>",
textfield {-name=>'AdminRoom',

-gize=>30}, "</TD></TR>",
"«TR»<TD>Specialties: </TD=<TD>",
gcrolling list('sSpecialties',

[sort keys({%temphash}], [@spece],3, 'true'),

"< /TD></TR>",

"< /TRBLE:=",
br,
submit (-name=:>"'Submit"',
~value=>'Submit Admin/Tech changes'},bx, bx,
reset {-name=>'Reset to Admin/Tech defaulte'},

br,
end form) ;
} eleif ({$indata{‘*admin'} ne 'NEW'} && ($indata{'Role'} &g 'Administrator')} {
# Retrieve data for an existing Admin/Tech for updating
dhmepen {¥admindata, "./ADMINS", undef) || die "Can't access ADMINS, §!\n";

flock (ADMINS,Z2);
@admintemp = split {(/~/, $admindata{$indata{'admin'}});
dbmeclose (¥admindata) ;
flock (ADMINS, 8}
dbmopen {¥catlist, "./CATEGORIES", 0644) || die "Can't accezs USERS, $!\n";
£lock (CATEGORIES,2);
ftemphash = %catlist;
dbmclose (%catlist) ;
flock (CATEGORIES, 8) ;
@specs = split (/8/, @admintenp[7]);
print center(i{font({-aize=>5}, "Submit changee for Admin/Tech:
7, 4indata{'admin’})),
start form({-method=>POST,
-action=>'adminadminconf.cgi'},
hidden('ALoginID', $indata{'ALoginID'}},
hidden('Pasaword',$indata{'Password'])
hidden('Role', &indata{'Role'}},
hidden{'admin®,$indata{'admin’}},
hidden (' UserName', $indata('admin’}},
br,
H<TABLE>\n",
"eTR»><TD>Status: </TD><TD>",
popup_menu (-name=:>'Statua',
-value==>[* ', 'Active',6 'Deleta'l,
-default=x>'Active'),
"«TR><TD»Fasgsword:</TD><TD>",
password_field(-nama=>'PasswordNew',
-value=>@admintemp [0] ,
‘ -aize=»30), "</TD></TR>",
"«TR><TD»Retype Password:</TD><TD>",
password field(-name=»'Passwordchk',
-value=>@admintemp [0] ,
-8ize=30),"</TD></TR>",
"«TR><TD»Role: </TD><TD>",
popup menu {-name=='RoleNew',
-value=»['Administrator', 'Technician'l],
-default=>@admintemp [8]),
"¢TR»<TD>First Name:«</TD><TD>",
textfield(-name=>'FName’,
~value=»@admintemp (1],
-slze=>30),"</TD></TR>",
"<TR><TD>Last Name;«</TD><TDx>",
textfield{-name=>'LName',
-value=>@admintemp (2},
~glre=»30),"</TD></TR>",
"<TR><TD>Phone: < /TD><TD>",
textfield(-name=:>'AdminPhone',
-value=>@admintemp [3],

r
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-pize=>30), "</TD></TR>",
"« TR><Th>Pager: </TD><TD>",
textfield (-name=»'PagerNo',
-value=»@admintemp (4},
~slze=330),"</TD></TR>",
"<TR><TD>Building: </TD><TB>",
textfield (~name=>'Adminkldg"',
-value=>@admintemp [5],
-slze=»30), "</TD></TR>",
"« TR><TD>RoOM; < /TD><TD=",
textfield{-name=>'AdminRoom',
-value=>@admintemp (6],
-gize=530),"</TDs</TR>",
"eTR><TD>Specialties:</TD><TDx>",
scrolling list ('Specialties’',
[sort keya({%temphash)], [@specs],3, 'true'),
Ve /TD></TR>",
e /TABLEs",
br,
submit (-name=:'Submit',
-value=x>'Submit Admin/Tech changes'),br,br,
reget{-name=>'Reget to Admin/Tech defaults'),

br,
end form);
} elsif {$indata{'Role')} eg !Technician') {
# Technician password changing form
dbmopen (%¥admindata, "./ADMINS", undef) || die "Can't access ADMINS, $!\n";

flock (ADMINS,2);
@admintemp = split (/~-/, $admindata{$indata{'ALoginiD'}});
dbmclose (¥admindata) ;
flock (ADMINS, 8} ;
print center (i (font({-size=>5}, "Change Password for: ", $indata{'ALoginID'}}},
start_form{-method=>P0OST,
-action=>'adminadminconf.cgi'),
hidden{'ALoginID’, $indata{'ALoginID"}},
hidden{'admin', $indata{'ALoginID'}),
hidden{'Password', $indata{'Password'}},
hidden('Role', $indata{'Role'}},
hidden('Statug',"Active"},
hidden('RoleNew’,@admintenp([8]),
hidden('FName',6 madmintemp[1]),
hidden('INzme' 6 @admintemp[2]},
hidden('AdminPhone’,®admintemp [3]},
hidden('PagerNo', eadnintenp [4]),
hidden ('AdminBldg’, ®@admintemp [5] ),
hidden ('AdminRoom', @admintemp [6] ),
hidden({'Specialtiea’,®admintemp[7]),
hidden ('UserName', $indata{*ALoginID'})},
br,
"< TABLE>\n",
"< TR><TD>Password: < /TD><TD>",
password_field(-names=>'PasswordNew',
-value=»@admintemp [0],
~8ize=»30),"</TD></TR>",
"<«TR><TD>Retype Password:</TD><TD>",
password field(-name=:'Passwordchk',
-value=»@admintemp [0] ,
-5ire=»30}, "</TD></TRx¥,
"o /TABLE>",
br,
submit {(-name=:>'Submit’®,

-value=:'Submit Password Change'), br,br,
reget (-name=>'Reset to Admin/Tech defaults?),
br,

end form) ;

}

print center{
start_form{-action=>'adminmain.cgl'},
hidden{'ALoginID', $indata{'ALoginID'}),
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hidden (' Password', §indata{'Pagsword'}),
hidden('Role!, g$indata( 'Role'}},

submit {-values=>'Return to the Main Menu'),
end_form);

print end _html;
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admincategory.cgi

#!/usr/bin/perl

#****W*****i***W*******i**W************ii*******W*************************************

Tom Braden April 2000

This page is used to create or delete trouble ticket categories. These
categories are used to facilitate dispatching (by matching the ticket category
with tech specialties) and for reporting.

o4 4 H R g

#*********ﬂ*i**************************W**************t*******************************
use CGI qw/:standard :html2 :html3 :netscape/;

use POSIX 'strftime';

use NDBEM_File;

require 'idts.lib';

my %indata = getcgivars{};
print header,

start_html(-title=>'The Incident Dispatching and Tracking System',
-BGCOLOR=>"'fffcce’,
-TEXT=>'blue'),

center (hl{'The Incident Dispatching and Tracking System',br,$indata{'Role'}),
hr) ;

if {4indata{'cat'} eg 'NEW') {

# Form uged to create a new category
print center (i{font ({-size=»>5}, "Create a Category"}),
start_form{-method=>POST,
-acticn=»'admincategoryconf.cgi'),
hidden('ALoginID’', §indata{'ALoginID'}),
hidden('Pagsword', $indata{'Pagsword'}),
hidden('Role',$indata{'Role'}},
hidden('cat', $indata{'cat'}),
br,
"< TABLE>",
"<TR><TD>New Category:</TD><TDx%,
textfield (-name=>"NewCategory',
-s5ize=»30), *</TD></TR>",
< /TARLE=",
br,
submit (-name=>'Submit"’,
-value=>'Submit New Category'},

end form) ;
} else {
# Form used to edit an existing category
dbmopen (¥categorydata, "./CATEGORIES", undef) || die "Can't access CATEGORIES,
s1\n";

flock (CATEGORIES,2);
@categorytemp = split (/-/, $categorydata{$indata{'cat'}});
dbmclose (¥categorydatal) ;
flock (CATEGORIES,S):
print center (i(font({-size=»5}, "Submit changes for Category:
", $indata{'cat'})},
sbart form{-method=>POST,
-action=»'admincategoryconf.cgi'},
hidden{'ALoginID', $§indata{'ALoginID'}}
hidden('PaSSWOrd',$indata{'Password'}),
hidden{'Role', $indataf{'Role'}},
hidden{'NewCategory', Sindata{'cat'})},
hidden('cat', findata{'cat'}),
br,
"¢ TRELE> "
"eTR><TD>Status: </TD><TD>",
popup_menu{-name=>'Status',
-value=»["Active', 'Delete'],
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~-default=s'Active'),
o /TABLE>" ,
br,
submit (-name=x>'Subnit!',
-value=>'Submit Category Changes'},br,br,
reset {-name=»'Reset to Category defaults'),
br,
end_form);

}

print center(
start_form(faction=>'adminmain.cgi'),
hidden ('ALoginID', $indata{ 'ALoginiD'}),
hidden(‘Password',$indata{‘Password'}),
hidden{'Role', $indata{ 'Role'}),
submit {-value=s»*Return to the Main Menu’),

end_form) ;

print end_html;
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admincategoryconf.cgi

#!/usr/bin/perl

#******i***************************i*************i**************t*********************

Tom Braden April 2000

This page is used to create or delete Trouble Ticket categories. Categorie
names are stored in the CATEGORIES dbm.

F= H o 9k 9 I

#*i***********************‘t**********‘l‘**3\'********t************************************
use CGI gqw/:standard :netscape/;

uae POSIX 'strftime';

require 'idts.lib';

¥indata = getcgivars();
print header,

start_html(-title=x»‘The Incident Dispatching and Tracking System',
-BGCOLOR=x"'fEfcce’,
~TE¥T=»'blue!']),

center {(h1{'The Incident Dispatching and Tracking System', br, $indata{'Role'}),
hr};

dbmepern {¥categorydata, "./CATEGORIES', undef) || die "Can't access CATEGORIES, $!\n";
flock (CATECORIES,2) ;
¥temphash = %categorydata;

if ({$indata{'cabt'} eq "MEW") && (lexists ($temphash{$indataf'NewCategory'}}))) |

# Adds the new category to the dbm if it deoesn't already exist
Scategorydata{$indata{ 'NewCategory'}} = "*;
dbmclose (%categorydata);
flock (CATERORIES,2);

print center (br,i(font({-size=»5}, "Category: ", Sindata{'NewCategory'}," was
added at",strftime{'%I:%M %p on %A, %B %d %Y', localtime},™.*}},
start_form{-method=>POST,
-action=»'adminmain.cgi’),
hidden {'ALoginID', $indata{'ALoginID'}},
hidden {'Password', $indata{ ' Password’}},
hidden{'Role', $indata{'Role'}),

br,
submit (-name=>'Return to the Main Menu'},
end form) ;
) elsif ((3indataf{'Status'} ne "Delete") && (exists
(Stemphash{$indata{'NewCategory'}})}) {
# Error -~ Category name already exists

dbmcloge {(%cateagorydata) ;
flock (CATEGORIES,B);
print center(br,i(font ({-size=»5}, "Category: ",$indata{'NewCategory'},"
already exists."}),
start_form({-method=>POST,
~action=»'adminmain,.cgi'),
hidden{'ALoginID', $indata{ 'ALoginID'}},
hidden (' Password', $indata{'Password'}},
hidden({'Role’; $indata{'Role'}),
br,
submit {~name=>'Return t¢ the Main Menu'),
end_form) ;
} elsif {($indata{'Status’} eg "Delete") && (exists
($temphash{$§indata{ 'NewCategory'}})}) {

# Delete the category from the CATEGCRIES dbm
delete {$categorydataf$indata{ 'NewCategory'}})
dbmclose (%categorydata);
flock {CATEGORIES,3):
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print center (br,i(font{{-size=»5}, "The Category: ", $indata{'NewCategory'},"
has been deleted.®)},
start_form(-methed=>POST,
-action=>'adminmain.cgi'),
hidden{'ALoginID', $indata{ ALoginID'}),
hidden (' Password', $indata{'Password’}},
hidden('Role', $indata{'Role'}),

br,
submit {-name=s'Return to the Main Menu'),
end form) ;
} elsif ((%$indata{'Status'} eg "aActive")} {
4 No action taken

dbmclose (%caktegorydatal; -
flock (CATEGORIES,8);
print center{br,i(font({-size=>5}, "No action taken on Category:
", sindata('NewCategory'})),
start form{-method=>POST,
~action=>'adminmain.cgi’),
hidden('ALoginID', $indata{'ALoginID'}),
hidden('Passwerd', $indata{'Password'}),
hidden{'Role', $indata{'Role’}},

br,
submit {-name=>'Return to the Main Menu'},
end form) ;
} else {
# Record does not exist 5o it can't be deleted

dbmclose {%categorydata)
flock (CATEGORIES,8);
print center(br,i({font{{-size=»5}, "The Category: ", $indata{'NewCategory'},"
cannot be deleted,")),
atart_form(-method=>POST,
-action=>'adminmain.cgi’),
hidden ('ALoginTD', $indata{ *AleginIn’}},
hidden (' Password!, $indata{:Password’}},
hidden('Role’, $indata{'Role’}),
br,
gubmit {-name=x'Return to the Main Menu'),
end_form) ;

}

print end html;
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adminlogin.cgi

#1 /usr/bin/perl

#****************t*****'k**t**************‘k*********‘l‘****t************i’******t*****i’***

#

# Tom Braden April 2000

#

# This page is used to collect the Adwmin's/Tech's ID and password for login.
#

#********i*ﬂri‘*****i********i**********ﬂ******************i*********i***********i******

use CGI gw/:standard :netscape/;
print header,

gtart_html (-title=»'The Incident Digpatching and Tracking System',
-BGCOLOE=>"f£ffcce’,
~TEXT=>'blue'),
center (hl ('The Incident Dispatching and Tracking System',br, 'System Login
page'},
hrj ;

print center(i{font({-size=>5)}, "Please enter your ID teo Log on to the system.")),
start form(-method=>POST,
-action=>'adminmain.cgi'),
HeTABLES",
"<TR><TD>Username: < /TD><TD>",
textfield ('ALoginID'}), "</TD=</TR>",
Ve TR><TDsFassword; </ TDo<Thx",
password_field('Paasword'),"</TD=></TR>",
"o /TABLE>",br,
aubmit (-name=>'Submit’,
-value=>'LogOn') ,
br,
end_form) ;

print end html;
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adminmain.cgi

¥!/usr/bin/perl

#********************t**************************i*************************************

Tom Braden April 2000

This page is used to display the main menu for an Administrator or a
Technician.

EE

#**********************************************************************i**************
use CGI gw/:standard :html3 :netscape/;

use POSIX 'strftime';

require 'idts.lib’';

my %¥indata = getcgivars();
print header,
start htwl{-title=>'The Incident Dispatching and Tracking System',
~-BGCOLOR=»'fffeoe’,

~TEXT=>'blue'}),
center (hl{'The Incident Dispatching and Tracking System', br,$indata{'Rcle’}),

hr) ;
4 Tying the ADMINS dbm to a hash for use in identifying the role and verifying
the password
dbmopen (¥admindata, "./ADMINS", 0644} || die "Can't access ADMINS, $!\n";

flock (ADMINS,2);

$temphash = %adwindata;

@admintemp = split {/~/, $admindata{$indata{'ALoginTn'}});
dbmclose(%admindata) ;

flock (BDMINS,B);

if {exists (%temphash{$indata{'ALaginID'}}} && ($indata{'Password'} eq @admintemp[0])
&& {@admintemp [8] eqg "Administrator’)) |

# Display the Administrator's Main Menu
print center {
start_form,
"Welcome, ",@admintemp(1l]," ", wadmintemp(2],
br,
end form) ;
print center{
start_Fform,
font ({-8ize=>5}, "Flease make your selection helow"),
br,
end form};
print center(
start_form({-method=>P0ST,
-action=»'lookupticketa.cgi'),
hidden {'ALoginID', #indata{'ALeginIDn’}},
hidden {'Password', $indata{'Password'}},
hidden ('Role',@admintemp [8]),
submit {-value=>'Loockup a Trcocuble Ticket'),
end form);
print center(
start_ form{-method=>POST,
-~action=>'ticketselectstatus.cgi'},
hidden{‘'ALoginID’, $indata{ 'ALoginID!'}),
hidden (:Password', Sindata{'Password'}),
hidden('Role’, @admintemp [B] ),
submit {~value=:»'Check a Trouble Ticket'},
end_form) ;
print center(
start_form{-method=>P0OST,
-action=»'adminselectticket.cgi'),
hidden ('ALoginID', $indata{'ALoginID' )},
hidden('Role',@admintemp[8]),
hidden ('Password', $indata{'Password'}),
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gubmit (-value=>'Modify an existing ticket'},
end form) ;
print center({
start_form{-method=>POST,
-acticn=»'adminselectcategory.cgi’},
hidden('ALoginID', $indata{ "ALoginID'}),
hidden('Password', $indata{ ' Password’}),
hidden('Role',®admintemp[8]),
submit (-value=>'Administer Categoriea’),
end_form) ;
print center(
start form(-method=>POST,
-action=>'adminselectuser.cgi'),
hidden ('ALoginID', $indatal'ALoginiD'}},
hidden('Password', $indata{'Passward'}},
hidden('Role', @admintemp [8]),
gubmit (-value=>'Administer a User'),
end form) ;
print center(
start_form{-method==P0OST,
-ackblion=»'adminselectadmin. ogi'}),
hidden {'ALoginiD', $indata{ 'ALoginID'}),
hidden {'Password', $indata( 'Password'}),
hidden ('Role’, @admintenp (8]},
submit {-value=>'Administer an Admin/Tech'},
end_form) ;
print center(
start_form{-method=>POST,
-action=»'reports.cgi'),
hidden{'ALoginID?, Sindata({'ALoginID'}),
hidden({'Password’, $indata{'Password'}},
hidden{'Role',@admintemp[8]),
submit {-value=>'Run a Report'),
end form) ;
} elaif (exists ($temphash{$indata{'ALoginID'}}} && ($indata{'Password'} eg
gadmintemp[0]) && @admintemp (8] eqg "Technician") {

# Display the Technician's Main Menu
print center(
start_form,
"Welcome, ",@admintemp([1]," *,®@admintemp[2],
br,
end_form) ;
print center/(
start_form(-mechod=>POST,
-action=»'lookuptickets.cgi’),
hidden{'aLoginID', $indata{ 'ALoginID'}),
hidden{'Password', $indata{ 'Password'}),
hidden!{'Role’,@admintemp [8]),
submit (~value=»>'Lookup a Trouble Ticket'),
end form) ;
print center{
start_form{-method=>POST,
~action=>'ticketselectstatus.cgi'},
hidden{*ALoginID', $indata{'ALoginID'}),
hidden{'Password’, findata{'Password'}),
hidden{'Role’,@admintemp(81),
submlit {-value=>'Cheack a Trouble Ticket'},
end form);
print center(
start form{-method=>POST,
-action=»'adminselectticket.agi'),
hidden(*ALoginID', $indata{'ALoginip'}},
hidden(Pasaword',$indata{'Pagsword'}),
hidden('Role’, @admintenp [8]),
submit {(-value=>'Modify an existing ticket'),
end_form) ;
print center(
start_form(-method=>POST,
~acticn=>'reports.cgi'),
hidden('ALoginID', $indata{'ALoginID'}),
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hidden{'Password', $indata{'Password'}),

hidden{'Role’,®aduintemp[8]},

gubmit {-value=>'Run a2 Report?’),

end form) ;

print center(

start form{-method=>POST,
-acticn=x>'adminadmine.cgi'},

hidden('ALoginID',$indata{ 'ALoginID'}),

hidden(‘Password',Sindata{'Password'}),

hidden{‘Role',@admintemp [8]),

submit (-value=»'Change Papaword'],

end_form);

} else |

# Exrrcr - Usernames invalid or incorrect pasaword
print center
start form,
"Username or Password is incorrect®,
br,
end_form) ;

)

print center(
start form(-action=>'adminlogin.cgi®),
submit {-value=>'Logout'),
end_form) ;

print end html;
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admingelectadmin.cgi

#!/usr/bin/perl

#*****t**i**i*************i*********1\-**********************i*********f**i**i*****i*i**

Tom Braden april 2000

This page is used to select the Administrator or Technician to be updated or
NEW to create a new Admin/Tech. This page uses the ADMINS dbm to dynamically
create the popup menu of choices.

H =k H R

#**********************i************i’*****‘***i**i‘*********i‘***********‘t***************
use CGI gw/:standard :html2 :html2 :netscape/;

use POSIX 'strftime';

require 'idts.lib';

my %indata = getcgivars();

print header,
start html(-title=='The Incident Dispatching and Tracking System',
" -BGCOLOR=»>'fffacc’,
-TEXT=>'blue'),
center (hl ('The Incident Dispatching and Tracking System', br,$indata{'Role'}),

hr)
# Tying the ADMINS dbm te a hash for use in dynamically creating a popup menu
dbmopen {¥adminlist, "./ADMINS", 0644) || die "Can't access ADMINS, $i\n";

flock (BDMIKS,2);
$temphazsh = $adminlist;
dbmclose (¥adminlist)
flock (ADMING,8);

print center(i{font{{-size=s>5}, "Please select an Administrator or Technician."}},
start_form{-method=>POST,
~action=»'adminadmins.cgi'),
hidden{'ALoginID’, §$indata{ 'ALoginIDn'}),
hidden({‘Password’, findata{'pPassword'}),
hidden('Role’, §indata{'Role’}),
br,
# create popup menu of currently existing Admins/Techs
popup_menu {-name=>‘admin’',
-value=» ['NEW', sort keys (%$temphash)],
-default=>"' "'},
br, br,
submikt (-name=>»"submit "',
-value=»'Accesg Admin/Tech Information'),
br,
end_form) ;

print center(
start_form(-action=>‘adminmain.cgi'},
hidden{'ALoginID', $indata{'ALoginID'}},
hidden {'Password', §indata{'Password'}),
hidden('Role’, $indata{'Role'}),
gubmik {-value=>'Rebturn to the Main Menu'),
end_ fornm) ;

print end html;
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adminselectcategory.cgi

41 /usr/bin/perl
#******************i**************\N*i****ii*i*****#**t*****#**************************

Tom Braden April 2000

This page is usged to select the Category to be updated or MEW to create a new
Category. Thia page uses the CATEGORIES dbm to dynamically create the popup
menu cf cheices.

I E b= e 3k e o

L R R T AL L
use CGI gw/:standard :html2 :html3 :nektscape/;

use POSIX 'gtrftime';

require 'idts.lib';

my %$indata = getcgivars(};
print header,
start_html (-title=»'The Incident Dispatching and Tracking System',
-BGCOLOR=>"'fffcoc",

~TEXT=>'blue'],
center (hl('The Incident Dispatching and Tracking System',br,dindata{'Role'}),

hry;
# Tying the CATEGORIES dbm ko a hash for use in dynamically creating a popup
menu
dbmopen {$categorydata, "./CATEGORIES", 0644) || die "Can't acocess CATEGORIES, §!\n";

flock (CATEEORIES, 2) ;
%temphash = %categorydata;
dbmclose (¥categorydata) ;
flock (CATEGORIES, 8) ;

print center(i(font({-size=:5}, "Please select a category.")),
start_form{-method=>P0OST,
-action=»'admincategory.cgi'},
hidden('ALoginID', §indata{ 'ALoginID'})},
hidden('Password', $indata{'Ppasaword'}),
hidden('Role', $indata{ 'Role'}),
br,
popup_menu (-name=>'cat',
-value=» ['NEW', sort keys(%temphash)],
-default=>"'NEW'},
br,br,
submit (-name=>'Submit"',
-value=»>'hccess Category Information'),
br,
end form) ;

print center{
start_form(-action=5'adminmain.cgi’}),
hidden{'ALoginilh’,$indata{'ALoginID'}),
hidden({'FPassword', $indata{'rassword'}),
hidden{'Role’', $indata{'Role’}),
gubmit (-value=>'Return toc the Main Menu'),
end form) ;

print end html;

51



adminselectticket.cgi

#1/usr/bin/perl

#*********************'ﬁ********i**********i*******#**i\!k*********t***********f*l‘***t**

Tom Braden April 2000

This page is used to regquest the Trouble Ticket number to be updated.

3ok g R 3

#t**t*********************i**i*i***i*****************i*********ﬂ**********1*****1*****

use CGI gw/:standard :html2 :html3 :netscape/;
use POSIX 'strftime!';
require 'idts.lib':

my %indata = getcgiwvars();
print header,

start_hebml {-title=:'The Incident Dispatching and Tracking System',
-BGCOLOR=>'fffccc!,
-TEXT=»'blue'},
center (h1{'The Incident Dispatching and Tracking System', br, $indata{'Rcle'}),
hr);

print center(i{font({-size=>5}, "Please enter the Trcuble Ticket # that you would like
to review.")),
start form(-method=>PCST,
-action=»'adminticket.cgi'),
hidden{'ALoginID', $indata{'ALoginID'}},
hidden (' Password’', $indata{’pPassword'}}
hidden({'Role', $indata{’Role'}),
br,
textfield{-name=='Ticket",
-gize=>11},
br, hr,
submit (-name=>'8ubmit’',
-value=»'Mcdify this Ticket'},

’

br,
end_form) ;

print cenkter{

start_form{-method=>POST,
-action=>'adminmain.cgi'},

hidden{ ALoginiD', $indata{'ALecginID'}),
hidden{'Password', $indata{'Password')),
hidden{'Role', $indata('Role'}},
submit {~value=>'Return toc the Main Menu'},
end_form) ;

print end html;
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admingelectuser.cgi

#!/usr/bin/perl

#*tt**i************i’**ik****‘i**iriri*-k*****************i*******‘k************************

#
Tom Braden april 2000

This page is used to select the User ID to be updated or NEW to create a
new User ID. This page uses the USERS dbm to dynamically create the popup
menu of choices.

B e o o ]
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use CGI gw/:standard thtml2 :htul3 :netscape/;

use POSIX 'strftime';
require 'idts.lib?;

my %indata = getcgivars();

print header,
start_html {-title=»'The Incident Dispatching and Tracking System',
-BGCOLCR=» | ££fcca’,
-TEXT=>'blue'),
center (hl{'The Incident Dispatching and Tracking System',br,$indata{'Role'}],

hr};
# Tying the USERS dbm tc a hash for use in dynamically creating a popup menu
dbmopen (%userlist, "./USERS", 0s844) || die “Can't access USERS, $!\n";

flock (USERS, 2) ;
¥temphash = %userlist;
dbmclose (¥userlist) ;
flock (USERS, 8) ;

print center(i{font{{-size=>5}, "Please select a user."}},
atart_form{-method=>POST,
-action=>'adminuser.cgi'},
hidden{’AlLoginID', $indata{'ALoginID'}),
hidden{‘Password', $indata{'Password'}),
hidden{'Role', $indata{'Role’}},
br,
popup menu {-name=x'user’,
-value=»['NEW',sort keys {(%temphash)},
-default=>"'NEW') .
br,br,
submit (-name=>'Submit’',
-value=>'Accesas User Information'},
br,
end form) ;

print center{
start_form(-action=»'adminmain.cgi’),
hidden ('aLoginID', §indata{'ALoginID'}),
hidden ('Password', jindata{'Password'})
hidden{'Role’, $indata{'Role'}),
gubmit {-value=>'Return to the Main Menu'),
end_form) ;

il

print end html;
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adminticket.cgi

#1/usr/bin/perl

FARAAEAARAEE AR ARARARE AR AREAEERLERRRERSELESERERIDEELERERLEARSAEARALETEER SR RS

Tom Braden April 2000

This page is used to collect information to update a Trouble Ticket. This
requires collecting infarmation about the Trouble Ticket Ercom the TICKETS dbm.
All instances of the ticket are collected and the current data is displayed
along with all comments that were previously entered.

3 A= 3k 3k 3k 3 3t

#********************i**********************i***t*************************tt**********
use CGI gw/:standard :html2 :html3 :netscape/;

use POSIX 'strftime';

require 'ildts.lib';

my %indata = getcgivars();
print header,
start_hbml (-title=>'The Incident Dispatching and Tracking System',
-BGCOLOR=x»'fffcoc!,

-TEXT=>'blue'),
center (hl{'The Incident Dispatching and Tracking System',br,$indata['Role‘H,

hr);
# Read the TICKETS dbm and search for all records for the regquested Trouble
Ticket
S$ticketnum = $indata{'Ticket'};
dbmopen (¥ticketdata, "./TICKETS", 0644} || die "Can't acceas TICKETS, $!\n";

flock (TICKETS, 2) ;
for {keys(%ticketdata)) {
if {{(sprintf("%s",8 =~ m/"([\d]1+)/)} eg $ticketnum} {
push (e@tktmodify, & );
i
}

@tktmodify = sort @tktmodify;

# Collect the comments for the requested ticket in order
gkeytemp = split (/-/, @tktmodify[0]);
@valuetemp = split (/~/, Sticketdata{wtktmodify[{scalar (@tktmodify)-1}]1});
Scomments = “";
for (@tktmodify)} {

@commenttemp = aplit (/-/, Sticketdata{3_}};

if {(@commenttemp[6] ne "") {

Scomments .= @commenkttemp[6] . "\n\a";
}

}

dbmclose {(%ticketdata);
flock {TICKETS, 8) ;

4 Read the ADMINS dbm to dymamically create a popup menu
dbmopen {%aduintemp, "./ADMINS", 0644) || die "Can't acceass ADMINS, $!\n";
£lock (ADMINS, 2} ;
®@admine = sort keys(%admintemp);
dbmclose (%¥admintemp) ;
flock (RDMINS, B) ;

1 Read the CATEGORIES dbm to dynamically create a popup menu

dbmopen (kcategorydata, "./CATEGORIES", 0644) || die "Can't access CATEGORIES, $:\n";
flock (CATEGCRIES, 2) ;

%tewmphash = %categorydata;

dbmcloae {$categorydatal ;

flock (CATEGORILS, 8) ;

# Create the form containing the Trouble Ticket's current data

print center(i(font({fsize=>5}, "Ticket Number:",aprintf{"%s,
%¥2", sticketnum, @valuetemp (0]} }),
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start_form(-method=>POST,

Low','5 - Very

-action=»'ticketpubmitconf.agi'),
hidden(‘ALeginID', $indata{'ALoginiD'}),
hidden({'LoginlID’,$indata{'ALoginID'}},
hidden({'pPassword', $indata{'Password'}),
hidden('Role', $indata{'Role'}},
hidden('Ticket', $indata{'Ticket'}),
hidden ('tktnum', @keytamp [0]),
hidden{'ProbBrief’,@valuetemp{0]),
hidden{'UserPhone’,@valuetemp [1]),
hidden('UserBldg',@valuetemp(2]},
hidden ('UserRoom’',@valuetemp[3]),
br,

"< TABLE>\n",

"¢ TR><TD>UserName: < /TD><TD>", @keytemp [2] , "< /TD></TR>",
"<«TR><TD>Phone: </TD><TD>1, @valuetemp [1], "</TD></TR>",
"«TR»<TD>Building:«/TD><TD=", @valuetemp [2] ,"</TD></TRx",
"<TR><TD>Room: </ TD><TD>", @valuektemp [3], "</TD></TR>",

"<TR:<TD>Category:</TD><TD>",
popup_menu (-name=>'TroubleCategory!',

-value=>['Not Sure', sort keys{%temphash)],

~default=»@valuetemp (4]}, "< /TD></TR>",
I «TR><TD>Re-Dispatch?:«/TD><TD>",
popup_menu (-name=:>'ReDispatch’,

-value=»['Yes', 'No'],

-default=»'No'), "</TD></TR>",
"eTR><TD=Previous Comments:</TD=><TD>",
textarea{-name=>'PrevCommenta',

~value=»Sicomments,

~rowss=5,

-columns=>40,

-wrap==>'physical'}, "</TD></TR>",
"<TR><TD>Additional Comments:</TD»><TD>",
textarea(-name=>'TroubleDescripticon’,

~-value=x'",

-rowa=>5,

-¢olumns=»40,

-wrap=»>'physical'),"</TD></TR>",
"eTR=<TD>Priority:¢/TD=<TD>",
popup_menu { -name=x»'TroublePriority’,

~value=»['1 - Critical’,'2 - High','3
Low'],

-default==@valuetemp[7])),"</TD></TR=",
" eTR><TD>Beeigned to:</TD><TD>",
popup_menu (-name=>'AssignedTo',

-value=»['TBD', @admins],

-default=>@valuetemp [5]}, "</TD></TR>",
"oTR><TD>8takus: < /TD><TD=",
popup_menu (-name=:»'Status',

- Moderate','4 -

-value=>['COpen', 'Suspended!', 'Clcocsed-Repolved’', 'Cloged-

Unsolvable', 'Closed-Irrelevant'],
-default=s»@valuetemp [8]), "< /TD></TR>",
"o /TABLE>",
br,

submit (-name=»'Submit!',

~value=>'Submit changes to this Ticket')
reset (-name=>'Reset this ticket'},
br,

end_form} ;

print center(

start form{-method->POST,

-action=»'adminmain.cgi'),
hidden(*ALoginID', $indata{'ALoginID'}),
hidden(*Pagaword', $indata{'Password'}),
hidden('Role', $indata{'Role'}},
submit (-value=»'Return to the Main Menu'),

end_form) ;

print end html;
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adminuser.cgl

#!/usr/bin/perl

#***********‘ki'********'k**ki’***********t***********************************************

Tom Braden April 2006

This page is used to collect information to create cor update a User’s aceess
IDs. This requires collecting informaticn about the User from the form or
retrieving information from the USERS dbm for updating purposes.
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#*************************************************************************************
use CGI gw/:standard :html2 :html3 :netscape/;

use POSIX 'strftime';

use NDBM File;

raquire 'idts.lib!';

my %indata = getcgivars();
print header,

gtart_html{-title=»'The Incident Dispatching and Tracking 8System',
-BGCCOLORE=>'fffcce’,
-TEXT=>'blue‘},

center (hl{'The Incident Dispatching and Tracking System',br, $indata{'Role'}),
hr) ;

if ($indata{'user'} eg 'NEW'} {
# Provides a blank form for the creation of a new User
print center(i(font({-size=»5}, "Create a New User"}),
start_form(-methed=>FOST,
-~action=>'adminuserconf.cgi'},
hidden ('ALoginID', $indata{ ‘ALoginID']}),
hidden('Password', $indata{ ' Password'}),
hidden('Rele’, §indata{'Role'}),
hidden('Status', "Active"),
hidden('user’', $indata{‘user'}),
br,
"<TABLE>",
"¢«TR><TD-Username: </TD><TDs",
textfield (-name=='UserName’,
-slze=»30),"</TD></TR>Y,
"¢«TR>«TD>First Name:«</TD><TD>",
textfield (-name=>'¥FName',
-size=»30),"</TD></TR:",
Y<TR><TD>Last Name:«</TD><TDa",
textfield(-name=='LName',
-glze=>30}, "</ TD></TR>",
"¢ TR><TD=Phone: </TD><TDx",
textfield(-name=»"'UserPhone’,
-gize=x>30}, "</ TDs<c/TRo",
Ve TR=<TD>Building: </TD><TDx",
textfield (-name=>'UserBldyg’,
-5ize=»30}), "< /TD></TR>",
" ¢TR»<TD>Room: «/TD=<TDx=",
textfield (-name=>'UszserRoom!,
-9ize=»30), V< /TD></TR>",
Yo /TRBLE=>",
br,
submikt {-name=»"'Submit ",
~-value=='5ubmit user changes'},br,br,
raget (-name=>'Reaet to user defaults'},

br,
end_form)} ;
} else {
3 Retrieve data for an existing User for updating
dbmopen {%userdata, "./USERS", undef) || die "Can't access USERS, $!\n";

flock (USERS, 2) ;
@usertemp = split {/-/, $Suserdata{$indata{'user‘})});
dbmelose (fuserdata) ;
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flock (USERS, B ;
print center {i{font{{-size=>5}, "Submit changes for username:
v, Sindata{'user'}}),
start_form{-method=>POST,
-action=>'adminugerconi.cgli'),
hidden{ 'AlLoginID', $indata{'ALoginID'}),

hidden('Pasaword’, $indata({'Password'}),
hidden{'Role', Sindata{'Role'}),
hidden{'UserName', findata{'user')),
hidden{'user', $indata{'usezr'}},

br,

"<«TABLE>",

"«TR><ThD>8tatus: <« /T «TD>",
popup_menu {-name=>'Status ',
-value=>[' ', 'Active', 'Delete'],
-default=x>'Active'},
"¢TR><TD=First Name:</TD»<TD>",
textfield(-name=>'FName',
-value=>@ugertemp (0],
-gize=>30),"</TD></TR>",
"eTR»<TDsLast Name:</TD><TD>",
textfield(-name=>"'LName',
-value==@usertemp (1],
-gize=>30),"</TD></TR>",
"< TR><TD»Phone: «/TD><TD>",
textfield(-name=»'UserPhone',
-value=ra@usertemp (2],
-8ime=230), "</TD></TR>",
"«TR><TD>Building: < /TD><TD>",
textfield (-name=>'UserBldg"',
~value=»>@usertemp (3],
~8ize=»30),"</TDx</TR>",
" <TR>«<TD>Room: </TD=<TD>",
textfield (-name=»'UserRoom',
~value=x@usertemp (4],
-gize=»30),%</TD></TR=",
" /TABLE>",
br,
submit {-name=x'Submit!’,
-value=>'Submit user changes'},br,br,
reset {-name=»'Reset to user defaults'),
br,
end_ form) ;

}

print center(
start_form(-action=»'adminmain.cgi'’},
hidden('ALoginlD',$indataf{'aloginID'}},
hidden('Password', $indatal'Password'})
hidden('Rrole', $indataf{'Role'}},
submit (-value=»'Return to the Main Menu'},
end form) ;

1

print end html;
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adminusercont.cgi

4! /usr/bin/perl

#*************************************************************************************

Tom Braden April 2000

This page is used to create or update a User access ID. This requires storing
the information about the User in the USERS dbwm.
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H********************i************************************ﬂ*****t***********i*****#***

use CGI gw/:standard :netscape/;
use POSIX 'strftime';
require 'idts.lib';

¥indata = getegivars();
print header,
start_html (-title=»'The Incident Dippatching and Tracking System’',
-BGCOLCOR=>'fffcce!',

~TEXT=>'blue'},
center (hl {'The Incident Dispatching and Tracking System’',br, $indata{'Role'}),

hr);
# Tying the USERS dbm to a hash for use in creating and updating User ID
dbmopen (%userdata, "./USERS", undef) || die "Can't access USERS, $!\n";

flock (USERS, 2) ;
%¥temphash = %userdakta;

if {($indata{'Status'} eq "Active") && {(($indata{'user'} eq "NEW") && (lexists
($temphash{$indata{'UserName'}}))) || ((Sindata{'user'} ne "NEW"} && (exists
($temphash{$indata!{'UserName'}}}})}) |

# Create a new user or update an existing user ID

guserdata{$indata{'UserName'}} =
sprintf ("%a-%s-%s~%s-%8", $indata{'FName'},$indata{'LName'},$indata{'UserPhone'}, $indat
a{'UserBldg'}, $indata{'UserRoom'}) ;
dbmclose {(%uaerdata);
flock (USERS, 8) ;
print center (br,i(font({-size=>5}, "Changes to username:
", $indata{'UserName'}," were gubmitted at", strftime ('%I:%M %p cn %A, %B %d
%Y',localtime) ,". ")},
start_form{-method=>POST,
-~action=>'adminmain.cgi'),
hidden('ALoginID*, $indata{'ALoginID'}),
hidden('Password®, $indata({' Password'}},
hidden{'Role', $indata{'Role'}},
br,
submit {-name=>'Return to the Main Menu'},
end form) ;
} elaif ((5indata{'Status’} eq "Delete") && {exists ($temphash{$indata{'UserName’}}}})

4 Delete an existing user ID
delete(Suserdata{$indata{'UserName'}});
dbmeclose (%userdata) ;
flock (USERS, 8) ;
print center (br,i{font({{-size=>5}, "The username: ", $indata{'UserName'}," has
been deleted.™) ),
start_form(-method=>PQST,
-action=>'adminmain.cgi‘},
hidden('aLeoginID', $indata{ ALoginID'}),
hidden (' Password', $indata{:Password')}),
hidden{'Role', $indata{'Role'}},
br,
submit{-name=>'Return to the Main Menu'),
end form) ;
} else {

58



# Error - Attempting to create a user ID that already exists
dbmalose {($uaserdata);
flock {USERS, B} ;
print center{br,i(font({-size=»>5}, "The username: ", $indataf{’UserName'},"
already exists.")),
start form{-method=>POST,
-action=»"'adminmain.cgi'},
hidden('ALoginID', $indata{'AlLoginID'}),
hidden (' Password', $indata{'Pasaword'}),
hidden('Role', $indata{'Role'}},
br,
submit (-name=»'Return tc the Main Menu'),
end form) ;

}

print end html;
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idts.lib

#**********i*********************************W****************************************

# Tom Braden April 2000

#

# This lib file contains subroutines that are used in multiple pages. Each page
# requires idts.lib and uses at least one of these subroutines.

#
#*************************************************************************************

sub getogivars {
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gplit it intc a hash containing name/value pairs.
value,

HH oF o

James Marshal at http://www.jmarshall.com/easy/cgi/

This subroutine is used to retrieve the PCsSTed data from the previous page and
The hash is the return

This subroutine was obtained and slightly modified from the example given by

#***********i**********************************************************************i**

local ($in, %in} ;

local ($name, Svalue) ;

# Firset, read entire string of CGI wvars into $in
read (STDIN, $in, $ENV{'CONTENT_LENGTE'});
$specialties = "n;

# Repolve and unencode name/value pairs intc %in
foreach (split{'&', $im}) {

s/\+/ /g ;

{$name, $value)= split{'=', 5_, 2) ;

$name=~ s5/%[..}/chr(hex{$l))/ge ;

$value=~ s8/%(..)/chrihex(%1l))/ge ;

$in{$name}.= "@" if defined(5in{$name}) ; # ccncatenate multiple vars

gin{gname}.= Svalue ;

}

return %in ;

}

sub printreport {

#*****i********************************************************************t**********

# This subroutine tzkes a hash (%report) and displays it to the browser as a row
# in a table. The key of %hash is the item to be scrted on and the wvalue

# gontains the data seperated by ~z. Each value is displayed as a new table row
it and each plece of data is displayed as an item in that row.

#****i*********************1*********************i***it**i*i**************************

local @keys, @reportline;

akeys = keys (¥report);
# sorts the output based on the key of the hash
foreach (sort wkeys) {

# gplits each value into its components for display as a table definition

@reportline = aplit {(/~/, &report{s });
print "<TR>";
foreach $reportitem {@reportline) {
print "<TD»", $reportitem, "</TD>";
print "</TR>";
print "</TABLE»",

end_form;

1; # return value for successful completion
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lockuptickets.cgi

#!/usr/bin/perl

#****************************i*************i’****i*****\t****#**************t***********

Tom Braden Rpril 2000

This page is used to list ticket numbers and descriptions for use with other
pages that require ticket numbers as input,

L S

#**********#*******ﬂ**************************************‘k***************************
use CGI gw/:standard :html2 :html3 :netscape/;

use POSIX 'stritime’;

require 'idts.lib’';

my %indata = getcgivars();
print headerxr,

gtart_html{-title=s'The Incident Dispatching and Tracking System',
~BGCOLOR=x>'fffcoc',
~TEXT=>"blue’),
center (hl{'The Tncident Dispatching and Tracking System',br, $indata{'Role'}),
hr);

print center(i{font({-size=»5}, "Open Trouble Ticketa"))},
start_form,

"<TABLE border=1-",

"«TH WIDTH=7% ALIGN=LEFT=<B>Ticket#</B></TH><TH WIDTH=25%
ALIGN=LEFT><B=Date & Time Submitted</B></TH><TH WIDTH=10%
ALIGN=LEPT:><B>Priority</Bs</TH><TH WIDTH=28% ALIGN=LEFT><B»Problem
Degcription</B»«</TH»<TH WIDTE=10% ALIGN=LEFT><B>Assigned To</B></TH>");

4DEMPILE = "./OPEN';

ticketlockup() ;

print br,br;

print center(i (font ({-size=»5)}, "All Trouble Tickets")),
start_form,
"<«THELE border=1x",
"<TH WIDTH=7% ALIGN=LEFT=><B>Ticket#«/B></TH><TH WIDTH=25%
ALIGN=LEFT»<B>Date & Time Submitted«/B></TH><TH WIDTH=28% ALIGN=LEFT><B=Problem
Degcriptione/Bs></TH>") ;

$DBMFILE = *./TICKETINDEX";
if (¢indata{'Role’} eqg "Technician") {
$indata{'Rocle'} = "Administrator";
}
ticketlookup() ;
if ($indata{'LoginIib'} ne "") {

print center(
start_form{-method=>F0OST,
-action=:'usermain.cgi'},
hidden ('LoginIbD', $indata({'LoginID'}),
submit (-value=>'Return to the Main Menu'),
end_form) ;
} elsif (4indata{'ALoginID'} ne ""} {
print center{
start_form(-method=>POST,
-action=x'adminmain.cgi'‘),
hidden {'ALoginID', $indata{'ALoginID'}),
hidden!'Password',$indatal'Pagsword’}),
hidden({'Role’, $indata{'Role'}},
submit {-value=»'Return to the Main Menu'),
end_ form);
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sub ticketlookup {
#*************************************************************************************

# This subroutine ia used to look up the Date & Time that the ticket was

it submitted, the Problem Description and who is assigned to any Cpen tickst.
#***************i*******t*******************t*****************************************
local @keytemp, #@valuetemp;

local %report;

dbmopen (¥ticketdata, ",/TICKETS", 0644) || die "Can't accesa TICKETS, $!\n";
flock {TICKETS, 2}
dbmopen (¥temptickets, SDBMFILE, 0644) ]| die "Can't access GPEN, $!\n";

flock (SDBMFILE, 3) ;
for (keys{%temptickets}) {
if {{({%_ =- /%indata{'LoginID'}/) && ($indata{'Role'} eg "")) ||
{(($temptickets{s } =- /$indata{'ALoginID'}/) && ($indata{'Role'} eq "Technician")) ||
($indata{'Role'} eq "Administrator")) |
@keytemp = split {/~/,%_};
@valuetemp = split (/~/,Sticketdata{s_});:
if {$DAMFILE =q *./OFEN"} {
$report{ {(sprintf ("%083", @keytemp{0]l})} =
sprintf("%s5-%5-%¥5~%5~%s",@keytemp [0] , strftime{'%c',localtine (@keytempll])},@valuetemp [
7], @valustemp [0] , $Stemptickets{s_});
} elsif (4DBMFILE eq "./TICKETINDEX") |
$report{ (sprintf ("%08d",@keytemp{Cl})} =
sprintf ("%s~%s5-%s",@keytemp {0] ,strftime{'%¢’,localtine {gkeytenp [1])},@valustemp [0] ) ;

}
}
dbmeclose (¥ticketdaka) ;
flock (TICKETS, 8) ;
dbmelose (¥temptickets) ;

flock (SDBEMFILE, 8) ;
printreport () ;

}

print end html;
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reportdata.cgi

#!/usr/bin/perl
R R R R e A AR R R R TP P e T F T E

Tom Braden April 2G00

This page is used to collsct infermation to produce the requested report.

o 3R R

#*****************************il‘***i‘ir**i’**‘***‘****************‘k‘k***************t********
use CGI gw/:standard :html2 :htwl3 :netscape/;

use POSIX 'strftime’;

require 'idts.lib!';

my %indata = getegivars({};
print headsr,

gtart_html(-title=>'The Incident Dispatching and Tracking System',
~-BECOLOR=>"'fffcce',
-TEXT=»'klus'},

center (h1{'The Incident Dispatching and Tracking System', br,$indata{'Role'}},
hr) ;

if ($indata{ report'} eq 'Full History') {
print center (i{font({-size=>5}, $indata{'report'}, " Report")},
start_form{-method=>POST,

-action=»'reporkcoutput.cgi'),
hidden('ALoginID', $indata{'ALoginID'}},
hidden('Role',$indata{ Role'}),
hidden(’'Password', $indata{ 'Password'}),

hidden('DBMFILE*,"./TICKETINDEX"),
hidden('report!', $indata{'reporti}},
br,

"<TARLE=",

"¢TR><TD>Start Date</TDs><TD:",
textfield (-name=>"'startdate!',
-value=>'MM-DD-YYYY"',
-gize=>11),*</TD></TR>",
U TR><TD>End Date</TD><TD>",
textfield(-name=»>'anddate’,
-value=x>'MM-DD-YYYY',
-size=>11), "</TD></TR>",
"cTR><TD>80rt By</TD><TDx",
popup menu (-name=x>'Sort’,
-value=»['Uger', '"Ticket#', 'Priority'],
-default=x'Ticket#'), "</TD></TR>",
"« /TABLE>", br,
submit {(-name=:'Submit®,
-value=>'Produce Reporkt'),
) br,
end_form) ;

} elgif (%indata{'report')} eq 'Open Trouble Tickets') {

# Read the ADMINS dbm to dynamically create a popup menu
dbmopen (¥admintemp, "./BDMINS", 0644) || die "Can't access RADMINS, $!\n";
flock (ADMINS, 2) ;

@admins = sort keys{%admintemgp) ;
dbmclose ($admintemp) ;
flock {ADMINS, 8) ;
print center{i(font ({-size=>5), $indataf{'report'}, " Report")),
start_ form{-method=>P0OST,
-actions>'reportoutput.cgi'}),
hidden{'ALoginID', $indata{'ALoginID'}),
hidden{'Role’, $indata('Role'}},
hidden{'Password', $indata{'Password'}},
hidden{'DBMFILE',"./OBEN"),
hidden{'startdate',K"00-00-0000")},
hidden{'enddate',K "99-92-3995"},
hidden{'report’, $indataf{'report'}),
br,
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"<TABLE=",
"<TR><TD>Select a Technician</TD»><TD»",
popup_menu{-name=>'AssignedTo’,
-value=»['All', 'TBD',@admins],
-default=>'All"'), "< /TD></TR>",
"eTR><TD>Sort by</TD><TD>",
popnp_menu (-name=x>'Sort’,
-value=>['User', 'Ticket#', 'Priority'],
-default=>'Ticket#'), "</TD></TR></TABLE>",
br,
aubmit {-name=x>'Submit',
-value=»'Preduce Report'),
br,
end_form);
) elaif (%indata{'report'} eg 'Tickets submitted by a specific User') ({
# Read the USERS dbm to dynamically create a popup menu

dbmopen {$usertemp, "./USERS", 0644} || die "Can't access USERS, §!\n";
flock (USERS, 2) ;
@userd = dcort keya|(¥usertemp; ;

dbmclose ($usertemp) ;
£lock (USERS, 8) ;
print center(i{font({-size=»5}, &indata{'report’}, " Report")},
start_ form{-method=>POST,
-action=>'reportoutput.cgi'),
hidden ('ALeginID', $indataf{ 'ALoginID’}),
hidden('Role’, $indata{'Role'}),
hidden (' Password', $indata{'Password'}),
hidden('DBMFILE?, " ./TICKETINDEX") ,
hidden('Sort', "Ticket#"},
hidden('report', $indata{'report’}),
" <TRBLE=>",
"«TR><TD>Start Date</TD»><TD>",
textfield{ name=>'startdate!,
~value=:>"'MM-DD-YYYY"',
-slze=»11),"</TD></TR>",
"« TR><TD>End Date</TD><TD>",
textfield {~name=>'enddate’,
-valus=»'MM-DD-YYYY",
-gize=>11),"</TD></TR>"%,
"¢TR»><TD>Select a User</TD><TD>",
popup_menu {-name=>'UserName',
-value=> [@users]), "«/TD></TR>",
"< /TABLE>", br,
submit {-name=x'Submit',
-value=s'Produce Report'}),

end_form) ;
} elsif (%indata{'report'} eg 'Trouble Ticket Audit Trail') |
print center (i{font({-size=»5}, $indata{'report'}, " Reportm)},

start_ form{-method=>20ST,
~action=»'reportocutput.cgi’),
hidden('ALoginID', $indata{'ALoginID'}),
hidden('Role',$indata{'Role'}),
hiddeni'Pasaword', $indata{'Password'}),

hidden('DBMFILE’,"./TICKETINDEX"),
hidden('report', sindataf{'report’}),
br,

"Enter a Trouble Ticket #",br,
textfield {-name=>'Tickset ',
-gize=>11),
br, br,
submit {-name=>'Submit’,
-value=>'Produce Report'},

br,

end_formn) ;

} elsif ($indata{'report'} eq 'Comnonly Reported Problems') {
print center (i (font{{-gize=>5}, $indata{'report'}, " Report"}),
start form{-method=>POST,
-action=»"'reportoutput.cgi'),

hidden('ALoginID', $indata{'ALoginID'}),
hidden{'Role', $indata{'Role'}},
hidden('Pagsword', $indata{'Password'}),
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hidden('DBMFILE',"./TICKETINDEX"),
hidden('report',$indata{'report'}),
br,
"< TABLE=",
" «TR><TD>Start Date</TD><TD>",
textfield(-name=>'startdate’,
~value=>"'MM-DD-YYYY ',
-gige=>11),"</TD>»</TR>",
"«TR=<TD»End Dakte</TD=<TD>",
textfield{-name=>'enddate!’,
-value=>'"MM-DD-YYYY!',
-gige=>11}, "</TD></TRE=",
Vo /TABLE>",br,
submit { -name=>'Submit',
~-value=>'Produce Report'),

br,
end form) ;
} elsif ($indata{'report'} eg 'Keyword Search') {
print center{i{font{{-size=>5}, $indata{'report'}, " Report")},

start_ form{-method=>POST,
-action=>'reportoutput.cgi'},
hldden('ALoginID’, Sindata{'ALoginID'}),
hidden('Role', $indata{'Role'})},
hidden('Paseword', $indata({'Password'}),
(
(

hidden('DBMFILE',"./TICKETINDEX"),
hidden('report', $indata{'report'}),
br,

“<TABLE=",

"<TR><TD>Start Date</TD><TD>",
textfield {-name=»'startdate!,
-value=x>'MM-DD-YYYY',
-8ize=»11), "</ TD></TR>",
"<TR><TD>End Date</TD=<TD>",
textfield {-name=>'enddate’',
-value=»>'MM-DD-YYYY',
~gilge=»11) ,"</TD></TR>",
"<«TR><TD>Keywords: </TD><TD>",
textarea(-name=> Keywords',
-rows=s4,
-columns==>30,
-wrap=>'physical'), "</TD»</TR>",
*</TABLE=",br,
submit (-name=>'Submit',
-value=>'Produce Report’},
br,
end form) ;

}

print center(
start_form{-action=5>'adminmain.cgi’),
hidden{'ALoginIb', §indata{'ALoginID'}),
hidden{'Role’, $indata{'Role'}),
hidden{'Password’', $indata{'Password’'}),
submit {-value=:>'Return to the Main Menu’),
end_form) ;

print end html;
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reportoutput.cgil

#1 /usr/bin/perl
B kR R Rk R R AR KR kR kR Rk R kAR AR AR KA e Kk R AR A A RNk R AR R R KA R w AR R R R R LA AR AR AN AR AR AR X
Tom Braden April 2000

This page is used to output the requested report for viewing by the Admin/Tech
who requested it. If a hard copy is needed, the Admin/Tech may print it using
the browser's print capabilities.

gt F 3 3 th 3=

#*************************************************************************************
use CGI gw/:standard :html3 :netscape/;

use POSIX 'strftime’;

require 'idkts.lib!';

my %indata = getecgivars(};
print header,
start _html{-title=»'The Incident Dispatching and Tracking System',
-BGCOLOR=>'fffcecc!,

-TEXT=»'blue'},
center (h1 (' The Incident Dispatching and Tracking System'),

hr);
# Read the Reguested dbm {either OPEN or TICKETINDEX) to collect tickets within
the
# requested date range
dbmopen (%$ticketdata, $indata{'DBMFILE'}, 0644} || die "Can't access
", $indata{ 'DBMFILE'},", S!\n";

flock($indata{ 'DBMFILE'},2) ;
$reportdata = datecheack();
dbmeclose (¥ticketdata) ;

flock ($indata{ 'DBMFILE'}, 8);

if (§indata{'report'} eg 'Full History') {
print center(i{font([—size=>5}, "Full History Report from
", $indata{’'startdate'}," to ", 3indata{'enddate'}})),br;
@reporttkts = keys(¥reportdata);

reportl () ;
) eleif ($indata{'report'} eg 'Open Trouble Tickets') {
print center(i{font({-8ize=>5}, "Open Trouble Tickets Assigned to

%, $indata{'AssignedTo’}})},br;
foreach (keys ($¥reportdata}) {
if ({$reportdata{$ } eg $indata{'AssignedTo'}) ||
{sindata{'AssignedTo'} eq "All"}} {
push (@reporttkts, $_);
]

reportl (};
} elsif ($indata{'report'} eq 'Tickets Submitted by a Specific User'} {
print center(i(font{{-size=»5}, ¥"Trouble Tickets Submitted By

",$indata{'UserName'}," from ",$indata{'startdate'}," to ",$indata{'enddate'}))} br;
foreach {keys{%reportdata)) {
if ($_ =~ /$indata{'UserName'}/) {

push (@reporttkts, §_);

]

reportl{};
} elsif ($indata{'report'} eg 'Trouble Ticket Audit Trail'} {
print center(i{font({{-size=>5}, "Audit Trail for Tickett
v, sindata{ 'Ticket'}})},br;
$garbage = currentstatus($indata{'Ticket'});

report {};
} elaif (4indata{'report'} eg 'Commonly Reported Proklems') {

print center(i{font({-size=>5}, "Commonly Reported Problems from
", $indata{ 'startdate'}," to ', $indata{'enddate'}})},br;

reporti{);

) elsif {$indata{'report'} eg 'Keyword Search') |
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print center (i(font({-size=»5}, "Keyword Search For ", 5indata{'Keywords'},"

from ", $indata{'startdate'}," to ", %indata{'enddate’}}}}, br;
@keywords = split (/ /, $5indataf'Keywords'}};
reporkd {};

}

print center {start_form(-method=>POST,
-action=>'adminmain.cgi'},

hidden{'ALoginID', $indata{'ALoginID'}),
hidden{'rasaword', $indata{ 'Password’}),
hidden('Role‘, $indata{'Role'}),
br,
aubmit {-name=>»'Return to the Main Menu'),

end_form) ;

sub datechsck {

#*****1‘***********************************************“***************i********i‘******
# This subroutine is used to find the Trouble Tickets that fall within the

# requested date range.
#*************************i**i’***l’*****i****ir****i’*i‘***’i**\k***************************

local %reportkeys;

(Semon, $sday, $gyear) = split {/-/, Sindata{'startdate'});
(semon, $eday, Seyear) = split (/-/, $Sindata{'enddate'});
foreach (keys(%ticketdata)) |
@tempdate = split {/-/, §_});
smontemp = strftime('$m',localbime{@tempdate(1]}));
sdaytemp = strftime('%d', localtime({@tempdate[1]})
$yeartemp = strftime{'%Y',lccaltime (@tempdate[l])};
if ({($syear <= Syeartemp) && (Syeartemp <= feyear)) && (($smon <=
$montemp) && ($montemp <= femon}) && ((§sday <= Sdaytemp) && {(Sdaytemp <= Seday))) {
$reportkeye{s_} = Sticketdata{s_};
!
}

return %reportkeys;

H

}

sub reportl {
R L R e R e e F P R S R SR T ST P T T T ST e T 2

# This is the report format used for the Full History, Cpen Tickets, and Tickets

# submitted by a specific User Reports.

J R L R R L B 2 £ R R R R R R s S s IS I T
local Skey:

local @keytemp, @valuetemp;

foreach (sort e@reporttkts) {
@keytemp = split (/~/, §_ ).
$lastticket = currentstatus{@keytemp [0]);
@valuetemp = split (/~/, $lastticket);

# Thig if-elsif statement is used to set the hash key to the proper sorting
field
if (Sindata{'Scrt'} eg "User®) {
Skey =
sprintf ("¥s-%8",@keytemp [2], {sprintf ("%08d",ekeytemp[0]})));
} elsif (&indata{'Sort'} eq "Tickett"} {
$key = (sprintf{"%084",ekeytemp(0]});
) elsif ($indata{'Sort'} eg "Pricrity") {
S$key =
sprintf{"%s-%a", @valuctemp{?], {(sprintf ("%08d", @keytemp [0])});

Sreport (Skey} =
sprintf ("¥s~%s8~%3-%¥s~%s~%8~%a", @keytemp[0],strftime (' %', localtime (@keytemp(1]) ), @keyt
emp [2] ,@valuetemp [7] ,@valuetemp [0] , @valuetemp [5] ,@valuetemp [8]),br;

4 Display the proper table heading

print center ("<TABLE border=1:Y,

"e«TH WIDTH=7% ALIGN=LEFT><BsTicketl</Bo</TH><TH WIDTH=25% ALIGN=LEFT-<B:Date &
Time Submitted</B></TH><TH WIDTH=10% ALIGN=LEFT><B>User</Bs</TH><TH WIDTH=10%
ALIGN=LEFT><B»Priority</B></TH><TH WIDTH=28% ALIGN=LEFT:<B:Problem
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Description</Bs>«</TH><TH WIDTH=10% ALIGN=LEFT><B>Assigned To</B></TH>»<THE WIDTH=10%
ALIGN=LEFT><B>Status«/Bs</TH></TR>") ;
printreport(};

sub report2 {
#*************************************************************************************

# This ia the report format used for the Trouble Ticket Audit Trail Report.
#*********i******T***T****************************************************************
local Skey;

local @keytemp, @vraluetemp;

domopen (¥ticketdata, ",/TICKETS", 0644) || die "Can't access TICKETS, $!\n';
flock (TICKETS, 2) ;
foreach (sort @tkttemp) {
# Collect all records for the requested Trouble Ticket.
@keytemp = split (/~/, $_);
@valuetemp = split (/~/, gticketdata{s_});
Sreport{s_} =
sprintf{"$s-~%s~%5~%5~%s", gstrftime ('%c’, localtime (@keytemp [1] )} ,@valuetemp [7]) ,@valuetem
pls],@valuscemp[B8] , @valuecemp 6] ) ;

dbmecloge ($tickebdata) ;
flock (TICKETS, 8} ;

# Display the proper table heading

print center{"<TABLE border=1s",

"<THE WIDTH=25% ALIGN=LEFT><B>Date & Time Submitted</B></TH><TH WIDTH=1C%
ALIGN= LEFT><B>Prlor1tyc/B></TH><TH WIDTH=10% ALIGN-LEFT»><Brlssigned To</B»</TH><TH
WIDTH=10% ALIGN=LEFT=<B>Status</Bs</TH><TH WIDTH=45%
ALIGN=LEFT><B>Comments</Bs</TH></TR>") ;

printreport () ;
}

sub report3 {
#****************************************************************t************i*******

# This is the report format used for the Commonly Reported Problems Report.
#**************************************************k***********w*t******i*************

local $count, $toktal, Serrcount;

Stotal = scalar(keys(%$reportdata));

dbmopen (kcattemp, "./CATEGORIES", 0844} || die "Can't access CATEGORIES,
s1\n";
flock (CATEGORIES, 2) ;
foreach $cat (keys {(%cattemp)) {
# Loop through each Category
scount = 0;
foreach {values{%reportdata}) {
# Loop through each selected record to check for a Category match

if ($cat eq $_) |
Scount += 1;
}
}

$report{scat} =
sprintf ("%s~%5-~%3.2f%", $cat, Scount, ( ($count/Stotal) *100)) ;

dbmclose ((cattenp) ;
flock (CATEGORIES, 8) ;

# Diaplay the proper table heading
print center ("<TABLE border=1:",
"<TH WIDTH=20% ALIGN=LEFT»<B>Category</Bs</TH><TH WIDTH=10% ALIGN=LEFT><B># of
Tickets«/B»</TH»><TH WIDTH=10% ALIGN=TEFT><B>% of Tickets</Bs</TH></TR>");
printreport ()} ;
}

sub reporta |
N I L R I L L T T T e

# This is the report format used for the Keyword Search Report.
”********************************1******************************************1*******‘*
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local akeytemp,@valuetemp;

foreach {keys %reportdata} {

# Loop used to get all records matching all Trouble Ticket numbers in the
requested date range
currentstatus{$_ =~ m/*{[\d]+)/};
}
dbmopen (¥ticketdata, "./TICKETS", 0644) || die "Can't access TICKETS, $1\n";

flock (TICKETS, 2} ;
foreach $tkt (@tkttemp) (
# Loop to check each record for each of the reguested Keywords
foreach $kw {@keywords) {
if ($ticketdata{stkt} =~ /$kw/) |
@keytemp = split {/~/, Stkt};
Skeywordrecs{@keytemp [0] ] = Stkt;
)
} I
dbmclose (¥ticketdata) ;
flock (TICKETS, 8) ;
foreach (keys %keywordrecs) |
i Loop to collect the current data for each of the records containing a Keyword
$lastticket = currentstatus{$_};
@keytemp = split (/~/, Skeywordrecs{$_});
@valuetemp = split (/-/, $lastticket);
$report{ (sprintf("%08d",§ )1}} =

sprintf ("%s-%s",@keytemp [0],@valuetemp [0]);

# Display the proper table heading

print center ("<TABLE border=1>",

"<TH WIDTH=7% ALIGN=LEFT:><B>Ticketfi</B></TH»<TH WIDTH=28%
ALIGN=LEFT><B:Problem Description</Bxz</TH></TR>");

printreport () ;
}

sub currentstatus {
#*************************************************************************************

# This subroutine is used to find the current status of a Trouble Ticket by
4 reviewing the data in the last record for that ticket.
#************************'ﬂ'**********ﬂ'*************i’****"******************************

local a@tktholder;

dbmopen ($ticketdaka, "./TICKETS", 0644) || die "Can't access TICKETS, $!\n";
flock (TICKETS, 2) ;
for (keys(%ticketdata)) {
# Loop to cellect each record for the requested Trouble Ticket number
if ({sprintf("%s",$_ =~ w/"([\d]+)/)} eqg $_{01} {

push (@tktholder, $_);

push {@tkttemp, $ );
} }
wtktholder = sort a@tktholder;
@tkttemp = sort @tkttemp;

# Determining the last record for the Trouble Ticket
t(lasttkt = $ticketdata{@tktholder [{scalar{@tktholder}-1}1};
dbmclose ($ticketdata} ;
flock (TICKETS, 8) ;
return $lasttkt;

}

print end html;
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reports.cgil

#!/usr/bin/perl
#**************i**ii**i**************ii’*i******i**********i*ii*******i’k*i’*wi******i***

#

# Tom Braden April 2000

#

# This page is used to select the Report to be generated.
#

#*******************************1’*****************************************************

use CGI gw/:standard :html2 :html3 :netscape/;
use POSIX ‘*strftime’;
require 'idts.lib*;

my %indata = geteogivars();
print header,

start _html(-title=:>'The Incident Dispatching and Tracking System',
-BGCOLOR=x»'fffacc’,
~TEXT=>'blue'),

center (hi ('The Incident Dispatching and Tracking System', br,$indata{'Role'}),
hry;

print center{i {font ({-size=>5), "Please select a report below.")},
start_form{-method=>POST,
-actlon=>‘reportdata.cgi’),
hidden{'ALoginID’, $indata{'ALoginID')}),
hidden{'Password', $indata{'pPassword'}),
hidden{'Role’, $indata{'Role’}),
br,
popup_menu {-name=>'report’,
-value=>[' ', 'Full Hiptory', 'Open Trouble Tickets', 'Troukle
Ticket Audit Trail', 'Tickets zubmitted by a specific User', 'Commonly Repcorted
Problems ', 'Keyword Search'],
~default=»"' '},
br,br,
submit (~name=»'Submit "',
-value=s»'5elect Report'),
end form);

print center {start_form(-method=>POST,
~action=>'adminmain.cgi'),
hidden('ALoginTD', $indata{'ALeginID'}),
hidden ('Password', $indata{'Password'}},
hidden('Role', $indata{'Role'}},
gubmit (-name=>'Return to the Main Menu'},
end_form) ;

print end_html;
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ticketselectstatus.cgil

#i/usr/bin/perl

#******ii*i*i*****ii***************i**t**it***i****t**i***************************i**i

#

# Tom Braden April 2000

# .

# This page ig used to reguest the Trouble Ticket number tc be reviewed.
#

#**********i***********i*****i******i**********i**********i*i*i****ii**i*t****i****i**
use CGI gw/:standard :htwl2 :html3 :netscape/;

ugse POSIX 'strftime';

reguire 'idts.lib';

my %¥indata = getcgivars():
print header,

start_html{-title=x'The Incident Digpatching and Tracking System',
-BEGCOLOR=»'Effoca’,
-TEXT=>'blue'},
center (hl('The Tncident Dispatching and Tracking System', br,S$indata{'Role‘'}),
hry ;

print center(i(font({Asize=>5}, "pleage enter the Trouble Ticket # that you would like
to review.")},
start form({-method=>POST,
-action=»>'ticketstatus.cgi'),

hidden('LoginID', $indata{'LoginID'}),

hidden('ALoginID®, $indata{'ALoginIDn'}),

hidden('Password’, $indata{'Password!'}),

hidden{'Role', findata{'Rele})},

br,

textfield {-name=>'Tickat"',
-slze=>11},

br,br,

submit {(-name=>'gubmit "',
-value=>'Check the Status cof this Ticket'),

br,
end form};
if {$indata{‘LoginID'} ne "n) {
# Provide a link back to the User Main Menu if the page is being used by a User

print center(
start_ form{-method=>PGOST,
-action=>'usermain,ecgi'},
hidden{'LoginID', findata{ 'LoginID'}),
submit {-value=>'Return to the Main Menu'),

end form} ;
} elsif {$indata{'ALoginID'} ne *"} {
# Provide a link back to the Admin/Tech Main Menu iF the page is being used by a

Admin/Tech
print center(
start form(-method=>FOST,
-action=>'adminmain.cgi’),
hidden{'ALcginID', $indata{'ALoginID'}},
hidden!{'Password', §indata{'Pagsword’}},
hidden{'Role',$indata{'Role'}},
submit {-value=»'Return to the Main Menu'},
end_form) ;

print end_html;
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ticketstatus.cgi

#1 /usr/bin/perl

#****1*****‘******i*****‘***"‘***i’**i’******i’***f**‘k*********************1’********1’1’******

Tom Braden April 2000

This page is used to display each record assoclated with a Trouble Ticket.
The requester can then view the status of the ticket each time it was modified
to see what changes were made and by who, as well as the currenkt status.

=3 43 3 oS

#***************************#**t********************f******t*****i**************t*****
uese CGI gw/:standard :netscape/;

use POSIX 'strftime';

require 'idts.lib';

$indata = getcgivars();
print header,
start_html (-title=>'The Incident Dispatching and Tracking System’,
~BGCOLOR=»"'fffccc!,

~TEXT=>"blue'),
center (hl('The Incident Dispatching and Tracking System',br, $indata{'Rcle'’}},

hri};
4 Collect all records for the reguested Trouble Ticket
$ticketnum = sprintf{"$s",$indata{'Ticket'} =~ m/"([\dl+)/);
dbmopen {(sticketdata, "./TICKETS", 0644) || die "Can't access TICKETS, $!\n";

flock (TICKETS, 2) ;
for (keys{%ticketdata}) |
if ((sprintf(*%s", §_ =~ m/"(\d]+}/)) eg $ticketnum) {
@keytemp = split (/~/, 5_);
@valuetemp = split (/-/, $ticketdata{s_});
$report{%_} =
sprintf ("¥s5~%8-%5~%5~%8~%5", strfbime {('%c', logcaltime {@keytemp [1]1)},@keytemp [2], @valuete
mp [4] , @raluetemp [7], @valuetenp [5] , @valuetenp [8]) ;
push {@tktstatus, §_};
!
)

dbmopen (%opendata, "./CPEN", 0544) || die "Can't access OPEN, $!\n";
flock {OPEN, 2) ;

# Collect user data for each ID associated with the reguested ticket
foreach (keys (%opendata}) {
if ((eprintE("%s",$ =~ m/"([\dl+)/)} eq $tickecnum) {

guser = gplit (/~/, $_);

}
!
dbmeclose (¥opendata) ;
flock (OFPEN, 8) ;
dbmopen {¥userdata, “./USERS", 0644) || die "Can‘t access USERS, §i\n";
flock {USERS, 2) ;

@usertemp = split (/~/, $userdata{euser([2]});
dbmclose (duserdata) ;
flock (USERS, 8) ;

print center{br,i(font({-size=>5}, "Ticket Number:", sprintf{"%s,
$s", Sticketnum, jticketdata{etktstatus[0]) =~ m/"{([*~14)/0)},
start_form,br};

if (@usertemp[0] ne "1} {
print center{"<TABLE border=1x",
¥ TR><TD=Name</TD»><TD>", @usertemp (0], " ", @usertemp([1l],"</TD>",

¥ eTR><TD>Phone«/TD><TD>", @raluetemp (1], "< /TD>",
"eTR><TD>Building</TD><TD>", @valustemp [2] , "</TD>",
"<«TR»><TD>Room</TD><TD>" , @valuektemnp [3], "</TD>",
Ye/TABLE=",bx} ;

}

print center {"<TABLE border=1x",
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"<TH WIDTH=25% ALICN=LEFT-»<B>Date & Time Submitted</B»</TH><TH WIDTH=10%
ALICN=LEFT»<B»Changed By</Bs«</THs<TH WIDTH=20% ALIGN=LEFT><B»Category</Ba</TH><TH
WIDTH=10% ALTGN=LEFT><B>Prioritye</B></TH»><TH WIDTH=1C% ALIGN=LEFT><B>Assigned
To</B></TH><TH WIDTH=10% ALIGN=LEFT»<BsStatug</Bs</TH></TR>") ;

printreport (};

dbmclose ($ticketdata) ;
Elock {TICKETS, 8)

if ($indata{'LoginID'} me "") {
print center (start_form(-method=>POST,
-~action=»'uaermain.cgi'),
hidden (' LoginID', $indata{'LoginID'}},
br,
submit {-name=»>'Return to the Maln Menu'),
and_form) ;
} elsif ($indata{'ALoginID'} ne "") {
print center (start_form(-method=>POST,
-action=>'adminmain.cgi'),
hidden (' AlieginID', $indata{'ALoginID'}),
hidden{'rPassword’, $indata{'Password'}),
hidden('Role', $indata{'Role'}},
br,
submit (-name=>'Return to the Main Menu'),
end_form} ;

print end html;
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ticketsubmit.cgi

#! fusr/bin/perl

o ek s ke ke ek Aok i e ok ke ok e e ek e i ok e ki ok e ke ok R e ook ek ok e e ke ok ok el ok e ol ek ok ek o ok ek e ke e ek e ok

ok ok G

Tom Braden April 2000

This page is used to collect information to ¢reate a Trouble Ticket., The user
enters the information in this form while User data is recorded from the USERS
dbm.

#********i****i***************i**i*********i***********i**************#*********i*****

use CGI qw/:standard :html2 :htwl3 :netscape/;
uge POSIX 'strftime’;

require

1idts,lib’;

my %indata = getcgivara(};

print header,

#

start_html{-title=»>'The Incident Dispatching and Tracking System®,
~-BGCOLOR=>"'fffcoe?,
-TEXT=>'blue'),
centex (hl{'The Incident Dispatching and Tracking System', br,§indata{'Role’}),
hrj;

Read the CATEGORIES dbm to dynamically create a popup menu

dbmopen (¥categorydata, "./CATEGORIES”, 0644) || die ®“Can't accese CATEGORIES, $f\n";
flock (CATEGORIES, 2) ;

$temphash = %categorydata;

dbmclose (¥categorydata) ;

flock (CATEGORIES, 8) ;

#

Read the USERS dbm to retrieve data about the user submitting the bticket

dbmopen (¥userdata, "./USERS", undef} [| die "Can't access USERS, $!\n";
flock (USERS, 2) ;

@usertemp = split (/~/, Suserdata{$indata{‘LoginIn'}}};

dbmeclose [Yuserdata) ;

flock {USERS, 8) ;

print center(i(font({-size=»5}, "Please complete and submit the form below.")},

start_form(-method=>POST,
—action=»'ticketsubmitconf.egi'},

hidden('Loginin’, $indata{ 'LoginiD'}),
hidden('Statue', "Open"),
hidden('AssignedTo',"TBD"),
hidden('tktnum',"00"),
br,
"<TABLE>\n",
"<TR>«<TD>Name: < /TD><TD>", $indata{ 'LoginID'}, "« /TD»</TR>",
"«TR»><TD>Phone: </TD»<TD>",
textfield {-name=»'UserPhone’,

-value=»@usertemp[2],

-plze=>30), "</Th></TRa",

" eTR><TD>Building: </TD><TD>",
textfield(-name=>'UsexrBldg’,

-value=>@usertemp [3],

-3ize=>30) ,"</TD></TR>",
"«TR><TD>Rocm: «/TD><Th>",
textfield(-name=>"'UserRoom',

-value=s@usertemp[4],

-gize=»30),"</TDs</TR>",
"«TR><TDx»Category:«</TD><TD>",
popup_menu {-name=x'TroubleCategory’,

-value=»['Not Sure',sort keys{(%temphash)],

-default=>'Not Sure'’),"</TD=</TR>",
% ¢TR><TD>Problem: « /TD><TD>",
textfield(-name=x'ProbBrief!',

~g8ize=»30), "</TD></TR>",
"<TR»><TD>Problem Descripbion;</TD><TD>",
textarea(-name=>»'TroubleDescription’,
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-ToWg=>5,
-golumms=>»40Q,
-wrap=>'physical '}, "</TD=</TR>",
"eTR><TD>Priority < /TD><TD>",
popup menu{-name=>'TroublePrierity’,
-value=>['1 - Critieal’,'2 - High','3 - Moderake’, '4 -
Low','5 - Very Low'],
-default=>'3 - Moderate'},"</TD»></TR>",
< /TABLE=",
br,
submit {-name=>"'5ubmit’,
-wvalue=='8ubmit thiz Ticket!'},br,br,
reset {-name=>'Clear this Tickekb'},
br,
end form);

print center |
start_form{-action=>'usermain.cgi'},
hidden('LoginID', $indata{'LoginID'}},
gubmit {-value=>'Return to the Main Menu'),
end_ form);

print end_html;
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ticketsubmitcont.cgi

#1/usx/bin/perl

#**i***i***ii**i********i***i******i****i*i********i******************i***********i***

Tom Braden April 2000

This page is used Lo create or update a Trouble Ticket. This requires
updating the information about the Trouble in the TICKETS, TICKETINDEX and
OPEN dbms.

= H FF 5k =k 3k sk

#******i*‘k************‘k*‘l‘***‘l‘*************i’***i‘***************************************
uge CGI gw/:etandard :netscape/;

use POSIX 'strftime’;

require 'idkts.lib';

¥indata = getcgivarsi);
print header,
start_html{-title=>'The Incident Dispatching and Tracking System',
-BECOLOR=>»*'fffccc!',

-TEXT=>'blue'),
center (hl ('The Incident Dispatching and Tracking System’,br,$indata{'Role’}),

hr) ;
dbmopen (¥ticketdata, "./TICKETES", 0644) || die "Can't access TICKETS, $!\n";
flock (TICKETS, 2) ;
dbmopen ($ticketindex, "./TICKETINDEX", 0644) |] die "Can’'t access TICKETINDEX, $!\n";
Elock (TICKETINDEY, 2} ;
dbmopen ($openticket, "./OPEN", 0644) || die "Can't access OPEN, $1\n";

flock (CPEN, 2} ;

if {$indata{’'tktnum'} eg "00") {

# If this is a new ticket, a new ticket number must be generated
Stktnum = scalar(keys(%ticketindex)) + 1;

] elege {
Stktnum = $indatai'tktnum'};

)

stkttime = time;
$key = sprintf{"%s~%d-%¥s", Stktnum, $tkttime, Sindata{'LoginID'}};

if (($indata{'tktnum’'} eg "00") || (4indata{'ReDispatch'] eg "Yes"}) |
# If this is a new ticket or re-dispatch reguest, it must be dispatched to an
Admin/Tech

$indata{'AssignedTo'} = dispatch(};

if (findataf'tktnum']} eg roov) {

# If this is a new ticket, the Assigned Tech and Category wmust be saved
$cpenticket {$key) = $indata{'AssignedTo'};
4ticketindex{$key} = #indata{'TroubleCategory'};

} else {
# If this is an existing ticket, the Assigned Tech and Category must be saved in
case
# they were changed
for (keys{%¥openticket}} |

if (§indata{'Ticket'} eq sprintf("%s",$_ =~ m/"{["~1+) /1) |
$openticket{$ } = $indata{'AssignedTo'};
$ticketindex{$ } = $indata{'TroubleCategory'};
if {$indata{'Status'} =- /Cleosed/} {

delete ($openticket{$_}};
!

}

dbmcloee ($openticket} ;
£lock (OPEN, B} ;

dbmelose (dticketindex) ;
flock (TICKETINDEX, 8) ;
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fvalue =
sprintf{"$s~%g~%s~%s~¥8-%¥=~-%s~%5~%8", $indata{'ProbBrief'}, $indata{'UserPhone’}, $indata
{'UserBldg’}, $indata{'Userroom’}, $indata{’TroubleCategory’}, $indata{’'AssignedTo'},$ind
ata{*TroubleDescription'}, $indata{'TroublePriority'}, $indata{ ‘Status'});
$ticketdata{$key) = $value;
dbmcloee {(¥ticketdatal ;
£lock (TICKETS, 8} ;
if ($indata{'tktnum'} eq "cor) {

print center{br,i(font({-size==>5}, "Ticket Number ', Stktnum,* was submitted

at" strftime ('$I:%M %p on %A, %B %d %Y',K localtime ($tkttime}),"."}}));
} else {
print center{br,i(font({-gize=>5}, "Ticket Number ",$tktnum,"” was updated
at",strftime ('%$I:%M %p on %A, %B %d %Y',6 localtime (Stktbtime}),".") )}
}
if ($indata{'ALoginID’} eq ") {
# If this page was called by a user, return to the User's Main Menn

print center{start forwm{-method=>POST,
-actlon=>'ugermain.cgi’),
hidden('LoginID', $indata{‘LoginID'}},

br,
gubmit (-name=>»'Return to the Main Menu'},
end_form) ;
} else |
# If this page was valled by an Admin/Tech, return to the Admin's/Tech's Main
iMenu

print center (start_form{-method=»POST,
-action=>'adminmain.cgi'},
hidden{'ALoginID’, $indata{'ALoginID'}),
hidden{'Password', $indata{’ Password'})
hidden{'Rocle', $indata{ 'Role'}),
br,
submit {-name=x'Return to the Main Menu?’),
end_form) ;

v

}

sub dispatch |
Bk R ko KRN WK R ok R R R R R kN KRR Rk R Rk R kR Rk AR R KRR N KRR ARk KRR

# This subroutine is used to digpatch a new trouble ticket to an Admin/Tech.

# The proceags determines all of the Admin/Techs who handle troubles in the

# tickets trouble category and asgigne it to the one with the fewest number of
# copen ticketsa.

#****i‘**********‘ki‘i‘*‘f*****‘l’***i‘***i‘****‘A‘i‘*****‘l’********‘k************i********i********
4tkbquantity = 1000000;
dbmepen ($specs, ",/ADMINSPEC", 0644) || die "Can't access ADMINSPEC, $1\n";
flock (ADMINSEEC, 2) ;
for {sort %specs) {
if ($specs{$_} =~ /$indata{'TroubleCategory'}/) {
stech = 5_;
$techopen = 0;
fFor (%openticket) |
if (sopenticket{s_]} eg stech) (
Stechopen += 1;
}
!

if ($techopen < $tktequantity) {
$assigntech = 3Stech;
Stktquantity = $techopen;

}

if {$tktguantity eg 1000000) |
# The ticket cannot be dispatched and will need ta be assigned by an
Administrator

}

dbmclose (%¥specs) ;
flock {ADMINSPEC, 8) ;
return $assigntech;

$assigntech = "TBD";

}

print end html;
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ugerlogin.cgi

#!/usr/bin/perl

IAEEAEEAAEREEESERERELEREREERESEERERESERESEARERESERESEELEARESRERRSRSARAREERREERLEEE S LS

#

# Tom Braden April} 2000

#

# This page is used to collect the User's ID for login.
#

#*****t********i’i‘ﬁ**t*******ii‘***'***i‘i*i****‘**it**i**i*i*I\‘i****i****i*****************

use CGI gw/:standard :netscape/;
print header,

start_html (~title=>'The Incident Dispatching and Tracking System’,
~BGCOLOR=»'fffcce’,
-TEXT=>"hlua'},

center (hl{'The Incident Dispatching and Tracking System', br),
hr) ;

print center (i {font ({-size=>5}, "Pleage enter your ID to Log on to the system.")),
start form(-method=>POST,
-action=>'usermain.cgi'},

"<TABLE>",
"«TR><TD>Username: </TD><TDx",
textfield{'LoginID!'), "=/TD></TR>",
"¢ /TABLE>",

br,

submit {-name=:'Submit*’,
-value=»"LogOn') ,
br,
end_form) ;

print end html;

78



usermain.cgi

#!/usr/bin/perl

#***'l’****1'**1\'********‘l'**************************************************i’**********‘***

#

# Tom Braden April 2000

#

# This page is used to display the main menu for z User.
#

#*********************‘k**i**********i’***i****i"kt*‘k************************************

use CGI gw/:standard :html3 :netacape/;
use POSIX 'strftime';
reguire 'idts.lib*;

my %indataz = getcgivars(};

print header,
start_html (-title=>'The Incident Dispatching and Tracking System',
~-BGCOLOR=>"'fffcca’,
-TEXT=>"blue'},
center (hl{'The Incident Dispatching and Tracking System', br),

hr) ;
# Tying the USERS dbm to a hash for use in identifying the user
dbmopen (¥userdata, *,/USERS", undef) || die "Can't access USERS, $!\n";

flock (USERS, 2) ;
¥temphash = %userdata;
@usertemp = split (/-/, $userdata{$indata{'LoginID'}}};
dbmclose ($userdata) ;
flock (USERS, 8) ;
if (exists ($temphash{$indata{'LoginID'}}}) {
# Display the User’s Main Menu

print center(

start_form,

"Welcome, ",@usertemp([0]," ",@usertempll],

br,

font ({-size=»5)}, "Please make your selection below"},
br,

end_form) ;
print centexr{
start_form{-method=>POST,
-agticn=s'ticketzubmitc.egl?),
hidden('LoginID’, §indata{'LoginID’}},
submit (~value=>»'8ubmit a Trouble Ticket'),
end_ form) ;
print center(
start_form(-method=>POST,
-action=»'lookuptickets.cgi'},
hidden('LoginID’, $indata{'LoginIb’}},
submit (-value=»'Lookup a Trouble Ticket'),
end form) ;
print center(
start form(-method=>FOST,
-action=s'ticketselectstatus.cgi'},
hidden {'LoginID', $indata{'LoginID'}},
submit {-value=>'Check a Trouble Ticket'),
end_form) ;
print center{
start_form{-action=»'ugerlogin.cgi'),
submit {-value=:>'Logout '),
end form) ;

——

else {
# Exror - the username deces not exist
print center{
start_ form{-action=»'ugerlogin.cgl'),

*Username: ",#indata{'LoginID’'}," does not exist",
br,

submit (-wvalue=>'Return to User Login’),

end_ form) ;

}

print end html;
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ADMINE - The list of Admin/Techs.

ADMINSPEC ~ An index used to easily identify the
specialties of each Admin/Tech.

CATEGORIES ~ The list of categories used to define
the type of trouble ticket being submitted and to
define the specialties of each Admin/Tech.

OPEN - All open trouble tickets. The key matches
the TICKETS key generated when a trouble ticket is
firat submitted matched to the IDb of the Admin/Tech
that the ticket is assigned to.

TICKETS -~ All ticket infermation and history. The
key containg the ticket number, timestamp and ID for
each record generated by a new ticket or ticket
update matched tc the collected ticket information.
TICKETINDEX - A list of the original TICKETS key
generated when a new ticket matched to the category
that the ticket is defined as.

USERS - The contact and location information of each

Uger.
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