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ABSTRACT

The computer program studied upon this project was developed in order to create a
model service on the World Wide Web. Build the web application to serve the users for searching
the solution of software’s problem and the way to efficiently command the computer program,
accepting the trouble ticket from the user and find out the solution by the experts, and tracking the

process of trouble ticket.
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1.Web Client

HTML pages
- Applet and componems
- Progra ng sctipts

Computer with

web browser Client

2.Web Server

HTML server engine
- HTML form processing
- State management
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4 Database server

DBMS system
- Database starages

- Database transactions
- Stored procedure

Database server

with DBMS Server
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HTTP web server Server

3.Server application

Executable program
- Database access
- Business logic

VWeb server or
Application on server
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Home FAQ g:
e b

%
Login Name Service :Z‘;

#

o) » Advice how to use the most popular software
Password « Troubleshoot the software probl
« Fast and clear resolution by the expers

W0

i

Ragister

A

1l 4.2 wihoewdnveassuuUHIATE B IY

frdasuansemsiuiwilynagiinsud lvilaym FaAQ) Tilsunsuagldsonms
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FAQ for Words
1. Word Macro Vinuses
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Web-based Help Dosk Project

Heme FAQ
o NT

Q: Does browsing printers work the same as browsing servers?

74 http: //encouter/reqi Microsoft Internet Explores

A Yes. When a printserver announces itself, it sets the SV_TYPE_PRINTQ_SERVER bitin the
announcement Print manager requests domains and print servers in its NetServerEnum request.

If @ multihomed computer connected to two disjoint networks runs Windows NT with TCP/IP installed and
functions as a browser, can clients on one network browse servers on the other network?

No. As far as the browser is concemned. these are two disjoint networks and the browser is not able to
browse across disjoint networks (only across subnets on a single network). The critical issue is that
NetBT presents the cards as distinct physical networks to the browser.

For a Domain Master Browser. the list of servers d to the client only ins the servers that are
associated with the endpoint the browse request was received on. Thisis.done because the Domain
Master Browser does not know if the servers on the ather endpoint are reachable by the clients.
Because backup browsers, orlocal Master Browsers, rely on the master list of servers from the Domain
Master Browser, a local Master Browser (2ven if also multihomed), does not provide a list of remote
severs either.

On the other hand; the IPX protocel presents a multihomed computer as a single atomic network, so the

1 4.4 wiheeuansngazideams sz iEmsunlvilym

o W a - J =) a
AMANAINZIYIU  (Register) nfluuumlammsmmmﬂuﬂmﬁm

mn¥naslugiudoyn Az 4.5

hunllab*/mﬁkm

Please fill the form with yourinformation

Name r——____f*

Lastname i_____——.'

Email] =

Address |
Login Name {_—‘ Netmos than 8 chagraciers
Password r——_— *Not mers than 8 charracters
Confirmed Password r———_—_" Sarne s abuve field
Identify your computer skill | Beginner §
Computer Vendor r_—_ eg:.Compaq
Computer Model |_—____ “eg:Pentium Il
Computer OSs m *

51 4.5 wihoenvuesumsamnzidiswiuaingn
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432 dwmahauvesmngn dmsuansaile1¥sriade (Login Name) tay
tY ' ' o g = A o o'l S s
sHaArU (Password) szuvvzithgwinvedmSumndn dazudassemsmdedmiviGonls

nazdeanussnnudmmownldsudeyamsud luilgnmds dagin 46 Tasfidems

v
= v A

Maudmsuau¥n Uaadl

IAuAuUYA (Search)

Y

Do
De-

1

+*
1w

ae9a21ley¥1 (Submit New Ticket)

Do
Re-

i

+

- mdaGoagiilymi 1dsudeyadmaud luilaymud (Get Response)

3
@ A '

1958ngnaednlilyni (View Ticket Box)

Do

- midaud ludeyaain¥n (Update Profile)

0
[

- MA999NINIZUY (Logout)

Web-based Help Dexk Projeut
tiome FAQ

l— You have 2 response(s)

Subonit Naw Tigket
Get Responts

Wiow Ticket Sox
bbb bimisbion . ML

lsgaus

317 4.6 miheenandmuaINn
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Web-based Halp Desk Project
Home FAQ

,MT———- Notepad ErMsg.Points to Control Panel for Configuring Printer

[s¥npTONS:

When you print from NOTEPAD.EXE, you receive the following error

Submit How Ticket
1
Get Responae Cannot print the <filename> file. Be sure that your princer is
View Yicket Bax connected properly and use Control Panel to verify that the
printer is configured properly.
Gpdate Profile

tagout CAUSE

mmm=
This application message is & holdover from Windows 3.x, in which you '5
opened the Printers area in Control Panel to adjust printer
configurations.

RESOLUTION

emmmammen
To check your printer configuration in Uindows 95, perform the
following steps:

q1 4.8 wihveuansswaziduavIgIUANN

" +
o ' w

o . . d @ ; 4
fdadadailam (Submit New Ticket) Tagszuuszuaaauuresuivmilyvuieli

mndn Ivdeyasivaziduailyn Az 4.9
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Summary

| i

Description
View Ticket Box e
B X
isgout E

Y ¢ )
31N 4.9 wiheeuaawuuesumsdsmilaym

Mdusengaailamnlasudoyaidnisudluilamy (Get Response) suUzIARIT Y
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View Ticket Box
Updata Prafile

Lagout

3UN 4.10 wihesuaasnemsiitedifymnlasudeyamsunludgym

Heme FAQ

| (EECE 2 pete Submited Jisno
E?"Nume et ptEmal__faaf@encouer
—— mm

ary fprint Command Shaded in Windows Notepad

Subamis How Yickel
Gt Bespanse Descripion funen try to print in Notepad, the Print command
View Ticke! Bax may be unavailable, and you way be unable to
Sl princ.
Updute Profile
togout

Reply To resolve this issue, set the SET TEMP statement

to refer to a folder that does exist.

Did this reply help you salve your problem? # Yes € No
if no please provide additional information about your problem (500 character max)

31 4.1 wiheeuaaaneazBaadItfymnlasudeyamsudluilym
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Description fynen try to print in Notepad, the Print command
I imay be unavailable, and you may be unable to
print.
Submis Wow Ticket  Reply To resolve this issue, set the SET TEMP statement
Get Besponse to refer to a folder that does exist.
View Yicket Box
Update Profile
. . I Did this reply help you solve your problem? € Yes & No
It no please provide additional informatian.aboutyour problem (500 character max)
Please advise how tO sSet temp ;
to a folder ,‘{.

51 4.12 wihesuanwupvlesumsnenudeyamsunluilym

' + + v 1
Mdussngnaassiailyn (View Ticket Box) 53111U8uaa19mM A lyninanuai

mnFnidhudues Aegli 4.13 nazeazidoavesiailyniaas lu wegili4.14

Home FAQ

Subamit New Tickot
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Hul/mt‘mlmunp?- asp

Home FAQ
| o |t Category {[Windows Date Submited {[1/18/00
ISlnﬂ ﬂsxam Email staffl@encouter Date Replied
—  |Summary
Submit Now Ticksd Vindows Cannot Print to a UNIX Computer g
SetBesponse Descriplion
-——-——-—--—'—'—’—— Microsoft Windows 95/98 does not have the capability to print to a
&&um- printer on a machine running UNIX only. B
{%
... g
Resolution
If the printér is on a Microsoft Vindows NT 3.5 secver or a Novell
Netﬂurg Server that is also running UNIX,. you should be able to print
to it., For example, if your printer supports line printer daemon
(LPD), you can print to it through Microsoft Windows NT Server or 5
Workstation version 3.5 using LPRMON. (A daemon 18 a background ﬁ

51 4.14 wiheeuaaingazdanvesmdaymvesmdusongnaeiitam

mnFnadunsnavaailymesnangienisId Atz 4.15 uagszuvsgaeuiuMsa

+ Y [l
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Member Page - Miciosoft Internet Explos
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Web-based Help Desk Project
Home FAQ

r———— Delete Completed
Subumis How Ticket

Sotlopwe

View Yicket Box
Updats Profile
Lagout

Mdwludoyaauidn  (Update  Profile)  svumvziaasdoyavosmndng 1das

zfionld degun 417 weldamFnudludoya

Web-based Help Dask Project

Home FAQ

LastName [Emith
Email I‘an@encomev.com

;...._.__...! Address Jusa
Password F—_——
Computet Vendor [F-I_P——-—_
Be  ComputerModel [Pentumi
Computer 0Ss  [Windows98 | —Chenge OSs—i
Amount of

31 4.17 wheeuaasdeyaainin



31

! 9y

1 ° kY Y =1 Vo A @ ] 24 9
433 11!ﬁ’)1«lﬂ']57|']\1'1u‘110\3m1ﬁu11’1 un151aswﬁ‘muaxsﬁﬁmmwaw1’:114141&1@

U

v v Y Ao 1 [ a Y o ) Ay Yo Y
nanveuNIMINNAuTUMIIOLYeImINFn  wazszuuzudsiudiilymildsuudann
angnd himwnsalioyavoadmihinlumsudlvllonvosmndn g faguii 4.18

o Yy YA a o v qYa P A
MsMNuveuNmtINzlswmsmdldsenld 5 570015 Ao

'
Q

- Mdsdududoyaitnmsudluilymnngdeya

'
v v w

Mmaasualym Iny

- mdadasumilymin 1d5umsaeusunnaudn

- Mdslddeyaizmsud ludoyanslugudoyn

- MAWNINTZUY

€

Page - Microsolt Intemnet Explorer

http: /Zencouter/staffpg.asp

Web-based Help Desk Project
Hame FAQ‘

Heow Tick¢1

You have 1 response(s)
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Web-based Help Desk Project
Home FAQ

Legont

PR R

5

When use the MEM /C command in an MS-DOS vindnu it reports zero
kilobytes free memory in- the upper memory area (mu.) This also X
occurs if the MS-DOS window is rurning as a Single Mode MS-DOS

P o

application. f&:

o 5

Tunouiuvossivazuadailymt sxiidavesnsladeynitmaudlailam el
' v N 4
#1 4.20 nagiiswasmdsd s mihinlumsdamalddeyadtinsun lvilym Asil

- fdasmuanquilam 1daailayn (Define Category)

o

P a .
- dmdafudeyaitmsud luilymlugudeya (Save Resolution)

- Adadedsmsud luilama 19 a3n%n (Send Resolution)

'
L =

19 Prasaatlyn (Reject Ticket)

Do
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Web-based Help Desk Project
Home FAQ

When use the MEM /C command in an MS-DOS window, 1t reports zero
kilobytes free memory in the upper memory area (UMA). This also
occurs if the MS-DOS window is running as a Single Mode MS-DOS
application.

This behavior occurs because after Windows loads any real-mode
drivers during startup, it reserves all global upper memory blocks
{UMBs) for the Windows operating system use or for expanded memory
support. £
Items that Windows may load into the U_Hp; include the talloyinq ue:”

&) hup:ercoenalipg asp

Web-based Help Desk Project
Home FAD

The resolutin is saved. Click back to complete ticket by clicking Send Solution

317 4.21 wihseuaasmsneuiumaiudeyadismaudludaymaslugudeya
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Web-based Help Desk Project

Home FAQ
This geswere sentto req already
TicketlD: 25

Summary MEM Command in MS-DOS Window Reports 0 Available Upper Memory

Description When use the MEM /C command in an MS-DOS window, it reports zero kilobytes free memory in the upper memory
area (UMA). This also occurs if the MS-DOS window is running as a Single Mode MS-DOS application.

Resolution This behavior.occurs because after Windows loads any real-mode-drivers dufing starlup, it reserves all global
upper memory blocks (UMBs) for the Windows operating system use or for expanded memory support. items that
Windows may load into the UMBs include the following items: - AP translation buffers - Application task databases

31 4.22 iheeuamadeyamitlymuazismann lvdgvnadwansn
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Web-based Help Desk Projec
Hame FAD

Loyat

SRRSO

#

.

o

oG ] [ ool | S i) Rk |

Caution; if you click *Reject Ticket", you can not change the stetus of ticket and itwill be sent to requester suddenly

317 4.23 wineeuansmsifrasaidam
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Web-based Help Desk Project L&
: 2 ogout

Home FAQ

This messages were sent to requester already

TicketID: 43

Summary How to setup Linux

Description How to setup Linux on PC Computer

Resolution Sorry, our senvice does notinclude with Linux software

+

fduilasuilaninlasunseaeuiuainauidn (Get Response) TsunsuazInse

a @ J A a @ a @ {
azduavesnilyviaziuuweiums Iddeyamuanlunsud lvdgw ldnuaunan dagUi
4.25
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7§ Staff Page - Microsoft Intemet Explorer

Web-based Help Desk Project
New Ticket  Get Respoase

Home FAD

Reply To resolve this issue, set the SET TEMP statement

to refer to a folder that does exist.

SO

iCon Please advise how to set temp to a folder

More Resolution

51/ 4.25 wihoeuaasfeyamisn@ilumsud ludaym
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Home FAD

TicketID E1

Summery [yindows Cannot Print to a
UNIX Computer

Description fnot have the capability to
print to a printer on a
jmachine running UNIX only.

Resolution [then use NT to share the
printer to Windows 95
iclients. You can also use

's LPDSRV to give UNIX
hines access to locally
attached printers.

Con

okl e o el bt

Fill Keyword
|windows print, UNIX
KB Topic

Windows Cannot Print to a
UNIX Computer

M |

KB Description

Microsoft Windows 95/98 does
not have the capability to
[print to.a printer on a
jmachine running UNIX only.
If the printer is on a
Microsoft Windows NT 3.5 ?
Iservet of a Novell NegWare =
-

Sl

8
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| {Print Command Shaded in Windows Notepad
Hoge b / [Hold___| [Windows Could Not Combine VD Into  Monoikfuc Fie.. T
Lastname {Smith [ i S
bere! Ree l iHold | [MEM Command in MS-DOS Window Reports 0 Available Upper M [ 18Jan00)
........ ol n M v
Addiess iUSA i | b o T ) oL L
Email
- i {Open____| [Problems Changing Colors in Windows [ 18Jant]
ogin ’ s
Password |
o RAM (B4 ] iOpen | |How to Disable MS-DOS Mode in Windows | 18Jendl
Computer 0Ss
Computer Vendor | {Open Files Deleted at MS-D0S Prompt Do Not Go ta Recycle Bin i 184
Computer Model ‘
Category of Ticket ~ Status of Ticket [Open ] [Missing Display Opions in Display Propeity Sheel [ 18Jand0)

51/ 4.28 wihaeuaAIvaYAINTNVDIILVY

Mdutlagiudeyadmiiin (Open Staff) eisunmdudadoyadmihivosszuy d

o

' 3 £ 4
5171 4.29 vz Idoya uazmdsdmsuiamsgudeyaaunan da
- Joyadun¥n
J A4y 9 dooa
- swnsanailymindmihnsuAasoy
- ananuatlym

- ananan e luiey



40

Print Command Shaded in Windows Notepad

| {Windows Could Not Combine VD Into a Monolithic File..

MEM Command in MS-DOS Window Repoits 0 Available Upper Memory

' [Problems Changing Colors in Windows [ 18Jan00]
| [How to Disable MS-DOS Mode inWindows [ 18dantn]
| | Files Deleted at MS-DOS Prompt Do Not Go to Recycle Bin __ 18Jan00]
g vt Gy ity S -

d | {Windows Cannot Print to a UNIX Computer L 18Jan00)

51U 4.29 wiheenaasdoyaiving
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ed Help Desk Administrative Area - [Main Tracking Ticket]

Amount of "Open” status ticket

Amount of "Hold" status ticket

J
Amount of "Resolved” status ticket (86 |

Amount of "Rejected” status ticket 18 |

d Ticket]

Reply

* {When try to print in Notepad, the Print command may be unavailable, and you may
o print.

be unable

To resolve this issus, set the SET TEMP statement to refer to a folder that does exist.

Please advise how to set temp to a folder

31N 4.31 wihoeuaasdeyamitlymniiaouziilu Hold
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fdutladeyagiuanud (Open KnowledgeBase) a9z 1¥doya

71 4.32

. /1

Topic  |Sharing Violation Using NetWare 3.x FILER,EXE

Detail  {SYMPTOMS

e

error message.

CAUSE

WORKAROUND

To work around this/problem:
- Copy the files manually.

-of-

version of FILER.EXE that ships with Novell NetWare 4, x.

MORE INFORMATION

‘When you use the FILER EXE file management utility from Novell NetWare version
3.x to copy files from a NetWare server, you may receive a sharing violation

The sharing violation occurs because FILER.EXE opens the-destination file in an
exclusive mode and then attempts to set the file atéributes of the open file.

- Use & later version of FILER.EXE. This behavior does not occur with the

51/ 4.32 wheenaasdeyagiuaug
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