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What’s New?

Version 2 brings some major new features to WATS. Version 2 has been redesigned and
coded from the ground up. The new design should lead to extra stability, and make WATS
easier to modify.

A WATS control panel has been added. The control panel shows a link to all of
the other administration pages, and a brief set of statistics displaying some
useful information about the tickets.

Ticket categories have been added, whenever a ticket is submitted the user
must choose the appropriate category. Tickets are now viewed based upon the
categories they have been submitted to. If you do not wish to use categories
then if you make only one category this will simulate having no categories.

User Groups have been added; previously there were three predefined user
groups, admin, advisor, and user. You can now add your own groups, remove
the predefined groups, and edit groups.

2

Each group has permission settings, these may appear complex at first, but are
relatively simple once explained. A default installation will be setup with the
. aall equivalent of the version 1 groups.

o A new formatting solution has been implemented. The CSS names have been
- r rethought, and an administrative way of implementing your styles included. If
R ) you don’t want to use this feature, you can disable it.

To help ensure that the WATS database integrity is upheld, a WATS database
’ maintenance option has been added. This will scan your WATS area of the
o database and resolve and inconsistencies.

To make administration navigation quicker and easier, a quick link bar has been added. This
bar is always present within the WATS administration pages, making it easy to navigate
between tasks.

@ AMOEBA Ticket System 92 % 2 8 909 a9 &
Figure A
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Installation

Download the latest copy of the WATS component from www.webamoeba.co.uk
Go to your Mambo or Joomla installation and login to the back end as a super
. » | administrator, go to components: install/uninstall. Browse to the WATS component
b zip file, and press upload file.

Administration Control Panel

There are nine options for the WATS component; all of these are explained more thoroughly
later in this document. All these options are accessible through the normal menus (Figure B),
the control panel and the quick link bar (Figure A).

Some basic statistics of your WATS installation are shown on the control panel. These
statistics are based upon all of the tickets in all the categories in the installation.
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Configuration

There are six sections in the configuration page, each of which is explained below.

General
Customise the general appearance behaviour and language of WATS.

Users

If you want to allow all of your registered users’ access to WATS, then enable ‘Allow All User
Access’. You can also import users; this will import the user when they first use the
component. The default group is the group that the users will automatically be part of when
‘Allow All User Access’ is enabled.

Agreement

If you want your users to accept an agreement before using the ticket system, then create a
content item with the agreement. You can then link to this using the agreement content item
id.

Notification

If email notification is enabled, when a new ticket is submitted the notify email address will
receive one email. If a reply is given to an existing ticket a notification will be sent to the notify
email address, the ticket owner, and all users who have replied to the ticket.

Upgrade

When you uninstall a component, normally it will remove the database as well. If you enable
the upgrade route, then when you uninstall WATS 2.0.0 the component data will stay intact.

This will enable you to upgrade without the worry of loosing your previous data. If you simply
want to uninstall your copy of WATS, make sure that the upgrade route is disabled.

Debug

The Debug section displays information about your specific installation, if you encounter and
problems and need support, please include a copy of your debug information.

A Configuration

Figure D
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Mame; IWehf-\moeba Ticket Sypstem

Copyright: |Weh£‘«moeba Ticket Sypstem for Mambo and Joomla
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View Type: lm

Message Box Editor: m O
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CSS

In an attempt to make style management easier, the CSS feature has been added. If enabled,
it will automatically include the styles, defined here, in your site. Before you do enable WATS
CSS make sure that there are no existing WATS styles in your template.

The names of the CSS Styles have been renamed since version 1.1.2, and if you had styles

setup previously you may find that they no longer work correctly. It is highly recommended
that you do use this CSS feature.

To use this feature you will still need to be familiar with CSS technology. If you feel that you
are not able to use this feature, then please try using Dreamweaver, or similar, to create your
styles, before copying them here.

If at any stage you have difficulties with the CSS editor, and think that the CSS may have
become corrupted, you can use the restore CSS function. Restoring the CSS will return the
CSS to its original state when you installed WATS. The restoration is permanent and you will
not be able to return to your previously saved CSS.

e css
et )

Edit C55 Restore C55

To make it easier to customise the visual appearance, you can, if you choose, use this
integrated CS5 editor. If you do choose to turn this option on, plesse make make sure that @
none of the styles defined here are in your template CS5 file.

[ not restore

Restore C55 to installation default (use this option with

caution, any C55 that you have edited will be deleted)
WATS C53: € Lisable ® Enabie £ e

Genaral Mavigation || Categories Tickets Assigned Users

Heading 1 {.watsHeading1)

display: block:

font-fanily: Verdana, RArial, Helwetica,
cans—-serif;

L 1+]

font-size: ldpx;
font-weight: bold;
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Heading 2 {.watsHeading2)

display: block;

font-fanily: Werdana, Arial, Helwetica,
sans-serif;

font-size: lZpx;

font-weight: bold;

[T
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Date/ Time {.watsDate)
font-style: italiec;
font-weight: normal;

Submit Button {.watsFormSubmit)
border: lpx scolid $000000; >
background-color: #SFACCS;
color: HFFFFFF;

font-=size: l0px;
font-weight: bold;

L
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User Manager

Users can be added, modified and removed in the WATS User Manager. This is different from
the Joomlal/Mambo User Manager, this only affects them in WATS. If you enable ‘Allow All
User Access’ and ‘Import Users’, then users which are imported will be visible here.

There are two deletion options, one of which removes the user and their tickets, the other
removes the user their tickets, and any responses they have made to other tickets.

& User Manager

Username {name)
tul rtest user 1)
tud ftest uzer 4)
tus (test user 5)
tUE (test user B)
tu2 (test user 2)
T3 (test user 3)

Organisation Group

inclivicual
incdivicual
inclivicueal

incdivicual

Uzer

user

Uzer

user

some achvizar! aclvizar

incdivicual

acministrator

Email

tul i@ ebamoeba . co.uk
JuBa49@a 0l com
tusEwebamoebs.couk
tuGEwebamosbhs oo Uk
tu2iE@aol.com

tu3Ewebamoshbs oo uk

Figure F

& User Manager

=< Start = Previous 1 Next = End ==

Display # I 10 'l Rezultz 1 -6 of 6

User Details
Username:  tu3

Mame: test usar 3

Groug: Iadministrator 'l
Crganisation: Iindividual

Figure G

Delete User

Do mot chelete
ol

Remaove uzers tickets (recommended when deleting)

o

Remove users tickets and replies to other tickets

o

Deleting & user here wil remove their ticket system account,
not their Joomlafdambo account. If you have all user access
turmed onthey will still ke able to sccess the ticket system
a5 the default group.
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Rites Manager

Groups

By setting up rites groups you can add users, as appropriate, to each group and specify the
individual rites of each group. By default there are three groups, ‘user’, ‘advisor, and
‘administrator’. These groups are the equivalent of the ‘positions’ from the previous versions

of WATS.

Rites Manager

P

Group Image L) M E 1]
aclministr ator imagesiztorieshivatzindn_userSmallRed jog FE FEF FEFE
achvizor imagesistorieshivatzimdn_userSmallGreen jpg F - -
user imagesistoriesivatzimdn_userSmall joo |
=< Start = Previous 1 Mext = End ==
Dizplay # |10 =| Resuts1-3of 3
Figure H
User Setup

The user setup rites allow users of the specified group rites to WATS users. These rites
should be given only after careful consideration. Figure | outlines the purpose each rite.

Rite Description

View View users

Make Setup new users

Edit Edit existing users
Delete Remove existing users
Figure |

Rites Matrix

The Rites Matrix allows editing of rites for each user group for each category. There are three
levels for each rite, ‘none’, ‘own’, and ‘all’. ‘None’ disallows that rite, ‘own’ allows that rite to
tickets submitted by that user, and ‘all’ allows that rite to all tickets. Figure J outlines the

purpose of each rite. Some rites do not allow all of these levels.

Rite Description

View View tickets

Make Submit new tickets
Reply Reply to tickets

Close Close tickets

Delete Delete tickets

Purge Purge deleted tickets
Assign Assign tickets to users
Reopen Reopen a closed ticket
Figure J
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Category Manager

Categories can be setup to allow better organisation of tickets. The initial installation includes
a ‘Default Category’, if you do not want to use categories, give this category a more
appropriate name, and don’t add any more categories. Figure K shows the initial rites matrix

for the ‘Default Category’.

When you create a new category, no groups will have access to that category. You must
explicitly setup the rites in the Rites Manager.

Group View Make Reply Close Delete Purge Assign Reopen
User 4 4 4 4 4
Advisor v v v v v v v
Administrator | % W v | 4 v v v v
Figure K
| ¥ =own | ¥V =Al |
¥ Category Manager
Hame Description

SOMe Category
A second cat
Monkey category
lazt one?

Temp Category

s0me category description

blah blah blah admins and advisors only
blah blah blah admins and advizors only
mayke. ..

asdasd

Figure L
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Ticket Viewer

In the administration area you can only view tickets. To actually perform any actions on the
tickets you must login to your site front-end with appropriate rites to perform tasks on the
tickets.

\)L'{ Ticket Yiewer

Sample Ticket
Ticket ID: WATS-74

tu3

administrator - individual

29-Msy-2006 (02:34)

Hithere,

| zeemto be having difficulties with 230§ weon't KR 0 Canyou help?

Thanks.

Figure M

Database Maintenance

Previous versions of WATS relied upon the database structure never becoming corrupted.
Now it is possible to run database maintenance to remove any errors in your WATS
database. There are seven different actions performed, all of which look for inconsistencies,
and then attempt to resolve them.

If you have a large number of tickets and/or users you may find that the database

maintenance takes some time to complete. It is recommended that you run database
maintenance on a regular basis.

’j Database Maintenance

Action # of Inconsistencies Action Resolved
Orphan users 0 Inconsistencies
Crphan permission sets 0 Inconsistencies
Crphan tickets 0 Inconsistencies
Orphan messages 0 Inconsistencies
Mizsing permisizon sets 0 Inconsistencies
Permizsion set format 0 Inconsistencies
User permiszions formsat 0 Inconsistencies
Totals
T Actions Performed 0 Inconsistencies found O InsEmslEEme=s
resolved
Figure N
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