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Chapter 1

Kinetic SR Installation Manual

OVERVIEW

IMPORTANT

To install Kinetic SR
software, an installer must be
a Remedy Administrator and
have some knowledge and
access to your intended Web
server.

This manual is intended for AR
System administrators, not
users or managers.

TIP
Often an Administrator will
choose to install the Tomcat
web component in a
development environment to
get running quickly. T hen for
a staging/production
environment, manually install
the web application to an
existing web server.

KINETICSR(SURVEY ANDREQUESY

Kinetic Survey™and Kinetic Requesf" are comprehensive Enterprise
Feedback Management (EFM) applications for creating and administering
all types of templates, reports and forms using BMC Remedy Action
Request Systenf (AR System).

This installation and configuration guide is applicable to both applications.
References will be to both systems, simultaneously, as Kinetic SR .

THEINSTALLERD VERVIEW

Kinetic SR is typically installed using an executable installer and includes
two parts: Installing the Remedy forms, workflow and data, and installing
a Tomcat Web Server and Kinetic SR Web componet The installer does
include an option to choose just the Remedy component, just the web
server component or both, so it may be run multiple times to
accommodate your environment.

For the Remedy component the installer can be run from any Windows
machine. The installer will connect to your Remedy server to import the
necessary components and configure the necessary data.

For the web component, the installer must be run on the machine that is
to host your web server and again must be a Windows machine. If you
prefer to install the web component on another operating system, a
different web server, or an existing Tomcat instance, just install the
Remedy components and follow the directions later in this manual to
manually deploy the web application.

PREREQUISITES

A The machine on which the setup file will run, must have the
administrator tool loaded with a version that corresponds to your
Remedy AR System. (This is chosen as part of the installation
procedure).

A Java Development Kit (JDK) 1.5 or greater (required only if
Tomcat will be installed on this server).

A BMC Remedy AR Server 6.3 or greater.
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NOTE:

If an organization has

a production server

and a development
server, itb
to purchase a license
for each server.

Kinetic SR Installation Manual

A If Tomcat is not going to be installed, a stand -alone Servlet Engine
such as ServletExec AS or IBM Websphere is required with JDK
version 1.5 or above.

LICENSING

Kinetic SR is licensed per AR System serverand per Kinetic SR Manager
user.

SERVER LICENSING

Kinetic Survey and Kinetic Request are licensed separately. If both
applications are purchased, a license key is included for each application.

The applications are licensed per Remedy server. The license key is tied to
your AR System or your Remedy Server. An organization can choose to
have as many web servers as needed pointing to a Remedy server, but
licenses are purchased per Remedy Server.

Each AR System prodiction server, on which Kinetic SR is installed, must
have its own license.

USER(M ANAGER) LICENSING
Kinetic SR Managers can use both Kinetic Survey and Kinetic Request with

one license purchase. Manager licenses are named licenses, meaning they
are tied to specific Remedy User records.

Example: If Jane works in Kinetic Survey and Kinetic Request, she does
not need two Manager licenses, but only one in order to access both
systems. But if Jane works only in Kinetic Survey and Joe works in Kinetic
Requeg, they will each require one Manager license.

If the number of users exceeds the number of licenses purchased, users
receive a warning dialog when opening the manager console. There is no
limitation to the number of inspectors or submitters (customers) using the
system.

REMEDYAR SYSTEM LICENSING
Kinetic SR licenses are in addition to any AR System licenses needed for

your users, and do not take the place of AR System licenses. See AR
System documentation.

SUPPORT

For customer service support, go to the support section of our Web site
http://www.kineticdata.com  or call 651-695-8566.
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Chapter 2 INSTALLATION

DOWNLOADING THEINSTALLER

To download the installer, follow the instructions from Kinetic Data when
you receive your license key. The installer consists of one file (Setup.exe)
that will be run from a Windows machine.

RUNNING THEINSTALLER

The following are instructions for using the installer (Setup.exe).

1. Doubl e cl iSetpexemw ti ce ni The I nstallA
timing screen will appear as the contents are unpacked.

Installinywhere

! ) Inztalltrymwhere iz prepanng to install...
= |

Cancel

[C] 2002-2006 b acrovigion Europe Ltd. and/or Macrovision Corporation

Figure 1: InstallAnywhere timing screen

2. The InstallAnywhere Introduction screen states the software
title and version currently being installed on your system.
InstallAny where will guide you through the installation.
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You are installing Kinetic SurveyfkKinetic Request (Kinetic 3R).
InstallAmnwhere will guide you through the installation of Kinetic SR,
(Wersion: 5.0)

Itis strongly recammended that vou quit all pragrams before
cantinuing with this installation.

Click the Mext' hutton ta proceed to the next screen. Ifyou want ta
change something on a previous screen, click the Previous' button.

You may cancel this installation at any time by clicking the 'Cancel’
huttan,

Cancel Frevious

Figure 2. Introduction screen

3. Click Next .
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4, From the Choose Install Folder  screen select where you would
like to install the locally installed components.

7 Kinetic SR

Documentation and related files and information will bhe installed
into this directory.

Where Would You Like to Install?
|C:'|,Pr0gram FilesiKinetic Appsikinetic SR

| Restore Default Foider | | Choose...

Cancel Previous

Figure 3: Choose Installation Folder

5. Click Next .
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6. The Installation option screen appears. From here you can
choose to install the ARS Definitions and/or installation options for
the web component.

7. Check the ARS checkbox to install the Remedy forms and workflow
for Kinetic SR.

8. Choose the web component option that is appropriate:

a. Local Tomcat webserver: A new instance of Apache
Tomcat will be installed in the installation folder selected
in step 4, and configured for use with Kinetic SR.

b. Add to an existin g Kinetic Tomcat installation
Apache Tomcat will not be installed with this option.
Select this option if an Apache Tomcat instance already
exists on the local server. The web application files will be
installed inside this existing Tomcat instance. This is most
common if you have another Kinetic Data application
installed prior to Kinetic SR.

c. Dondt install webweboompooentdilest
or Tomcat instance will be installed.

2 Kinetic SR =J o

@ Introduction The ARS selection will import all definitions and data. If 3 previous
@ Choose Install Folder installation is detected, the ARS import will be skipped.
O Shiine s alkie The Local Tomcat option will install a Tomcat wehserer an this

P machine, containing the Kinetic SR.
O = CTTECTLN AT M | sqding to an existing Kinetic Tomeat installation will add Kinetic SR

O Wiah Corpgonznt as an additional weh application.
O Pra-Inzstallaion Sumrnary

S Inataling ARS (definitions and data)
G) Insizll Corpnlaiz

) Lacal Tameat wehserver
) Add to an existing Kinetic Tamcat installation

® Dontinstall web component

Cancel Frevious

Figure 4. Installation Option
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IMPORTANT:

The aradmin tool you
choose should correspond
to the version of your
Remedy server.

If you have both a 6.0.3
and a 7.0 Admin tool
installed and your Remedy
server is version 7.0,
choose the 7.0 Admin tool.

Kinetic SR Installation Manual

INSTALLINGARS DEFINITIONS ANDDATA

If you chose to install the ARS component, you will need to provide the
installer with the location of the Remedy Admin tool, and the AR Server
information that you are installing Kinetic SR to.

1. From the Choose a File screen, selectthe location of your
Remedy Administrator tool (aradmin.exe) . The Admin tool version
selected should correspond with the version of your AR System Server.

Click the

iChoosed button to select

= Kinetic SR

0 Introduction
G Choose Install Folder
&) choose a File

T R Connaction informeEt.

OWeb carfpanznt
O Pre-Insiallaiion Surnrmsry

O Inzizilling. .

@ Install ol

Cancel

Figure 5: Choose a File

2. Click Next.

Flease selectthe directary which contains the aradmin.exe file.
Aovalid installation of the Remedy Adminstration tool must exist an
the machine performing the install.

This file will he used to perfarm the definition and data imports.

Itis recommended to use an Adminstration tool that is the same as
the target AR Server.

Please Choose a File:
Ci\Program Filest AR System 71%Admint aradmin.exe

Restore DefaultFile || Choose..

Previous

3. The ARS Connection Information Screen will appear. Enter
your ARS information including server, ports, and Midtier server URL.

This information is used to connect to your AR Server if you are
installing the ARS components, ard for the web server configuration,

as well.

NOTE: If you are only installing into an existing Kinetic Tomcat
instance, the ARS Web Connection information screen will not include
the MidTier server context field.
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2 Kinetic SR M=l |

@ Introcuction Please enter the ARS connection credertials,

o Choose Install Folder An example Server name is "MyARSServer”. The login user must
0 s & (H have Administrator access. Please ensure the Login narme has the
Bk carrect case. An example Mid-Tier context is

@ ARS Connection informat... "hitplirrys erer rycompany. comiarsyst. An example Kinetic Task
server contex is "hitpimyserver.mycompany. comikineticTas ke

Serer hame | <required:

Login name | <required:

Passward

TCP 0

RPC (O

Authentication

Mid tier server context | http:/fmymidtisrserver comarsys]

Kinetic Task server context | http:/fmymidtierserver.comfkineticTasky

Cancel Previous

Figure 6: ARS Connection information

4, Enter the AR Server name or your Remedy server name.

Note: If you typically connect to your AR Server via a fully qualified
name, enter that name here.

Example: ARServer.mycompany.com

This server name must exactly match the server name provided to Kinetic
Data when generating your license key.

5. Enter the Login name . If installing the ARS components, this
person must have administrator access. It will be through this user
that the forms and definitions will be imported int o your server. If
only the web component is being installed, this user can be an
existing Kinetic SR Adefault web use

6. Enter the corresponding Password for the login name.

7. Enter TCP and RPC ports. If you have ports configured for yo ur

AR Server, enter them here. I f you
8. Enter the Authentication  string if used. If not, leave blank.
9. Enter a Mid -tier server context  to reflect the path to your mid -

tier server, complete with the Mid -tier context. For example:
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http.//mymidtierserver.mycompany.com/arsys/

Note: This question will only be displayed if installing the ARS
Component.

10. Enter a Kinetic Task server context to reflect the path to your
Kinetic Task Engine, complete with Kinetic Task context. For
example:

http.//mymidtierserver.mycompany.comvkineticTask/

Note: This question will only be displayed if installing the ARS
Component.

11. Review all lines for accuracy.
12.  Click Next.

Please wait while Kinetic SR is being configured. The system is
retrieving the server version and applying the correct information,
as well as verifying that the user is an Administrator and has the
correct permissions.

2 Kinetic SR =%

o Intraduction

@ Choose Install Folder
& Choose aFile

@ ARS Caonnection informat

Please wait, Kinetic SR is being configured for your system. This
may take a moment...

Cancel Erevious

Figure 7. Configuring ARS Connection Information

13. The license key screen appears next. You may enter your license
keys on this screen, or do it after the installation using the Remedy
User tool. If you do enter them here, it is best to simply copy and
paste the values from the email you received from Kinetic Data.
Make sure there are no spaces before or after the serial numbers.

Page14


http://mymidtierserver.mycompany.com/arsys/
http://mymidtierserver.mycompany.com/kineticTask/

Kinetic SR Installation Manual

Enteryour Kinetic Application license kevs.

Ifyou do not have license keys at this time, you may leave the
values blank and manually enter thern from the Remedy User toal

Kinetic License Key

Kinetic Survey License Key

Kinetic Request License Key

Cancel Previous

Figure 8: Enter License Keys
14.  Click Next.

Again, please wait while Kinetic SR is being configured.

Please wait, Kinetic SR.is being configured for your system. This
may take a moment...

Cancel Previous

Figure 9: Configuring ARS Connection Information

The Kinetic SR Web User screen appears (NOTE: Screen does
not appear when only installing into an existing Kinetic Tomcat

Pagel5



Kinetic SR Installation Manual

instance). Kinetic SR needs to create a default user record with the
appropriate credentials to handle some interactions with the AR
Server. The user entered here will be created with the appropriate
groups and a fixed license.

"% Kinetic SR o || m

The installation requires a remedy user with a Fixed license to
accept and process all requests.

Flease supply a valid Login name and Passward for this user.
This userwill be created with a Fixed license.

ation Surmrmary

Login name |KD_WEBLSER.

FPassword |

Frevious

Figure 10: Request Web User

15.

16.

17.

18.

Note: If there are multiple web servers connecting to a single
Remedy server, other users will need to be manually created; one
for each web server.

By default, this login name is called KD_WEBUSER. You may
change it if you see fit.

EnteraPassword. Use your company6s nor mal |
Click Next.

The Web component details  screen appears.

INSTALLING ALOCAL TOMCAT WEBSERVER

If you selected the option to install a local Tomcat web server, the web
component screen will contain information to configure the Tomcat
server.
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& Kinetic SR

0 Introduction
Q Choose Install Folder
o Choose a File

@ ARS Connection inforrat..

8 Web Component

Cancel

™|

Please enter a valid Wek server narme and optional Part Murmnber.
An example YWeb Server name is "localhost' or "mydachineMame”.
This information will be configured against the sample data
imported as part ofthe installation.

YWeh server name | <required:
Fort Murnber | 8080

Shutdown Port Mumber | 8005

Install Tomcat Applications
Tomecat Manager Application

Tamcat Admin Application

Previous

__‘__

Figure 11: Web Component Details

1. Enter the Web Server Name to use for your installation. This is
typically the name of the web server, but may be an alias or an IP
number. This will be used for configuring the sample data. This field
is not visible if not installing the ARS component. Example:

Amywebserver. mycompany.como or f209.

2. Enter the Port Number you want the Tomcat server to listen on.
By default, Tomcat listens on port 8080. If the port entered here is
already in use by another application (another Tomcat instance for
example), you will be alerted and prompted to select a new port

number.

3. Enter the Shutdown Port Number  for Tomcat to listen for the
shutdown command from the system. By default, Tomcat uses
port 8005. If the port entered here is already in use by another
application (another Tomcat instance for example), you will be
alerted and prompted to select a new shutdown port number.

4. Choose which Tomat administration application to install with the
Tomcat server. These applications are useful for administering and
managing the Tomcat server, but they are not required.

5. ClickNext . A Please Wait screen appears while Kinetic SR
configures your system.

Pagel7
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2 Kinetic SR (IS

Please Wait

Flease wait, Kinetic SR is heing configured foryour system. This
may take a moment...

Cancel Previous i

Figure 12: Please Wait

6. If you have entered a Port number that is currently in use, a
warning dialog will appear. Click OK for the previous screen to
appear and enter the new Port number.

Tomcat port number in use

@ Tomcat port number in use

ou have entered a port number that is currently in usze.
Flease entar a new Fort number.

Figure 13: Tomcat port in use warning

7. If you have entered a Shutdown Port number that is currently in
use, a warning dialog will appear. Click OK for the previous screen
to appear and enter the new Shutdown Port number.
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Tomcat port number in use b_(|

@ Tomcat port number in use

“tfou have entered a port number that is currently in uze.
Flease enter 3 new Fort number.

Figure 14: Tomcat Shutdown Port in use warning

8. If you selected to install either the Tomcat Manager Application or
the Tomcat Admin Application, a screen will appear to that allows
you to create a Tomcat manager/admin user. Please note, this
user is not a Remedy user and will not create a record in the
Remedy User form. Itis simply an account on the Tomcat server
to allow access to the Tomcat Manager and Tomcat Admin
applications. This screen will be skipped if you did not select to
install either application.

2 Kinetic SR M=

@ Introsuction vou chose to install either the Tomecat Admin or the Tormecat

Q Chonose Install Faolder anager application. Please create a user name and passward far

o Ehzss & i the Tomcat ManagesAdministrator. Maote: This is not a Remedy
s useraccount. ltis a Tomeat user account for accessing the Tamcat

@ #RS Connection infarmat. S | . tomianager applications only.

8 Web Component

Tomcat Manager/Admin Username

Tomcat Manager/Admin Password

Confirm Manager/Admin Password

Cancel Previous

Figure 15: Tomcat Manager User Credentials

9. Next, a Tomcat optimization screen will appear. Here you can
choose to install Tomcat with performance tuned production mode
optimizations, or development mode settings (default).
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a. Production mode optimizations tell Tomcat to only compile
JSP pages when the service starts. This provies better
performance because the Tomcat
check the JSP pages for changes every time the page is
served. If any JSP pages are changed however, the
Tomcat service will need to be restarted for the changes
to become effective.

b. Development mode settings allow the JSP pages to
compile on the fly, without requiring a Tomcat service
restart. There is a performance penalty with this because
the Tomcat server must check the JSP page for changes
every time the page is served.

10. The Min Heap Size is the amount of memory allocated to the Java
Virtual Machine when the Tomcat service starts. The maximum value
that Microsoft Windows supports is 1024 MB.

11. The Max Heap Size is the maximum amount of memory allocated
to the Java Virtual Machine. The maximum value that Microsoft
Windows supports is 1024 MB.

' Kinetic SR mEX|

Installing this Tamcat server in production mode will optimize the
JSP compiler settings. Leave unchecked for the Tomcat default
settings.

You may also adjustthe minimum and maximum heap sizes
allocated ta the Jawva Virual Machine.

[ Production Maode Optimizations

Min Heap Size (MB) |128

Max Heap Size (MB) |256

Cancel Frevious

Figure 16: Tomcat Optimizations

12. Click Next .
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2 Kinetic SR M=

@ Introduction Please locate an existing JOK installation (JDK1.5 or greater).
Q Chonose Install Faolder En. CAProgram Filestavaljdkl 5.0_10

a Ehzss & i The directory must contain a binjavac.exe file.

a ARS Connection informat...
8 Web Component

Please Choose a Folder:
Ci\Program Files' Javaljdkl . 5.0_17

Restors Defautt Folder | [ Choose..

Previous

Figure 17: JDK Directory

13.  From the JDK Directory screen (Shown for new Tomcat

installations only), locate an existing JDK installation folder. Click
Choose to browse for the location. JDK 1.5 or greater is required.

14. ClickNext. Please Wait while Kinetic SR isbeing configured for

your system.

INSTALLING INTO ANEXISTING TOMCAT SERVER

1.

The first screen shown depends if the ARS component is being
installed, or if you are only installing the web component. If you are
only installing the web component, you will see a screen to enter the
ARS information that your web component will be conecting to. This
information is needed to automatically configure the Kinetic SR web
application properties file.

The next screen is the web component details screen. The
installer is asking for the web server name and port number because it
uses these values to automatically set some configuration properties in
the Kinetic SR web application properties file.

Enter the Web Server Name to use. This is typically the name
of the web server, but may be an alias or an IP number. Example:

Aimywebserver. mycompany.como or f209.

Page21
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4, Enter the Port Number the Tomcat server is listening on. By
default, Tomcat listens on port 8080.

= O /ES

FPlease enter a valid Weh server name and optional Port Humber.
The server name and port number rmust be the same as is
currently being used far your existing Kinetic application.

An exarnple Wieh Server narme is "localhost' or "riyMachineMarme".

Weh server name |<required>

Fort Mumber |8030

Previous

Figure 18: Web Server Details

5. The Select deployment folder ~ screen appears.

Kinetic 5K

Please choose a folder.

Thig is the application deployment falder,
Exarple, CAProgram Filasikinetic
Appsiapache-tomcat-2.5.27wehappst

Please Choose a Folder:
|C:'|,Pr0gram Filesikinetic Appsiapache-tomcat-5.5. 27 webapps

| Restore Default Folder || Ghoose...

Cancel Previous
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Figure 19: Select the deployment folder

6. Choose the fiwebappso folder for your
installation. This is where the fAki
installed.

7. Click Next.

COMPLETINGTHEINSTALLATION

1. From the Pre-Installation Summary screen, please review the
following for accuracy before continuing.
2 Kinetic SR [Ni=] < )

Please Review the Following Before Continuing:

Product Name:
Kinetic SR

Install Felder:
ChProgram Filesikinetic Appsikinetic SR

Components to he installed
[ARS (definitions & data)] [Tomcat server)

Disk Space Information (for Installation Target):
Reguired: 141,971,031 hytes
Awailable: 27 058 487 296 bytes

Cancel Previous

Figure 20: Pre-Installation Summary

2. Click Next. If you selected to install the ARS portion, the ARS
Data and/or definition import screen appears verifying that you
have elected to import ARS data and/or definitions.
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& Kinetic SR =1

ARS Data andior definition import

You have elected to import ARS data andiar definitions.
This process will take several minutes to complete...

Cancel Previous Install

Figure 21: ARS Data and/or Definition Import

3. Click Install . This process will take a while as Remedy forms,
workflow and data are imported to the AR System Server. Please
do not interrupt the process until the Install Complete
notification has appeared.

%2 Kinetic SR £
Installing Kinetic SR

7 |ntroduction
{ tall Folder
aFile
ARS Connection informat...
h Component
7' Pre-Installation Summary

Cancel

Figure 22: Installing Kinetic SR
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4, After the installation is complete, you may be asked to restart your
computer if the Tomcat Web Server was installed.

¥ Kinetic SR

Install Complete

The installation of Kinetic SR is finished, but some warnings
accurred during the install. Please see the installation lag for
details.

You need to restart the systern to complete the installation.
After the restart please view the Readme td file located in the
Kinetic Survey start menu.

@ ‘fes, restart my sywsktem
(0 Noy T will restart my system myself

Cancel Erevious Done

Figure 23: Install Complete

5. From the Install Complete  screen click either, Yes, restart my
system, or No, | will restart my system myself.

6. Click Done. The installation of Kinetic SR is finished.

Congratulations. Kinetic Survey and Kinetic Request are now installed on
your server.

If any warnings occurred you can view the log files in the installation
directory you chose at the beginning of the installation.

Inside the logs directory, an individual log is created for each component
installed and data file imported.

Note: For each set of data imported, see .arx.log. For each set of work
flow imported, see .def.log (Remedy forms).

Support:  For customer service, please contact the support section of our
web site Hiip.//www.kineticdata.com or call 651-695-8566.
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OTHERWEBSERVERS

Kinetic SR can be installed with a stand-alone Apache Toncat server for
easy deployment. However, in many situations, another Servlet Container
may be required.

Kinetic SR is created as a standard J2EE web application and can be
deployed into almost any standard Web Server/Servlet Container including
Tomcat, Websphere, and ServletExec AS.

The following sections describe the general process for deploying to other
servlet containers. Each container may have other processes for
deploying an application. Please refer to your specific documentation for
complete instructions.

Note: The terminology for web servers may be confusing. Servlet
containers are often called web servers. However, not all web servers are
servlet containers and some servlet containers require a separate web
server. Some examples may help:

IIS : Web Server (not a servlet container)

ServletExec IS: A lightweight servlet container that requires a
web server front end like 1IS. This is what Remedy Mid -Tier was
bundled with prior to version 7.

e ServletExec AS: The application server version of ServletExec.
This can run as a servlet container and web server, or can connect
up to 1IS or other web servers for front end page serving.

e Apache Tomcat: An open source servlet container that can also
be used as a stand-alone web server.

e Apache Web Server: An open-source web server. This is not a
servlet container, and is often paired with Tomcat as a back-end
servlet container.

DEPLOYINGKINETICSR

Deploying Kinetic SR to a web server involves moving the directories
included in your installation to your web server as well as configuring some
of the web server properties.

NOTE: If you need a specific WAR file for your environment (Web
application archive), contact Kinetic Data support and we can provide one.

Terminology:
e Installation Di rectory : This is a backup copy of the web
application files that the installer placed on the local hard drive.
The default location for this directory is C: \Program Files Kinetic
Apps\Kinetic SR.
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Deployment Directory <webapps> : This is the directory
where your web server is hosting your web application. Please
consult your web server manual if you need help determining
where your web serverbés deployment
0 An example for Tomcat would be: <TomcatDir> \webapps\
0 An example for ServletExecAS would be: C:\Program
FilesNew Atlanta\Servlet Exec ASse-

<instance> \webapps\

Locate the installation directory chosen at the beginning of the
installation process. The required files have been included in the
Web directory.

Move the fikipneyitcatdithe web server
directory for automatic deployment, or another desired location on
your web server.

Add the kinetic application context to your web server
configuration. This is often done from a
management/configuration screen for your environment. Typically
this involves:
a. Naming the application. Exampl e
b. Including the URL context. The
c. Including the path to the kinetic directory moved in step 2.
d. NOTE: If a Tomcat server is used and the application was
moved into the Tomcat deployment directory, this step is
not necessary as Tomcat will automatically add the
application when the service is started.

Include the ARS API files specific to your ARS installation. If you
are installing Kinetic SR on the same instance of a web server
running BMC Remedy Midtier, please read the next section on
Shared Java Resourcedefore doing this step.

The kdi_arshelpers.jar file is included as part of Kinetic SR. The
other API files are also included in the installation directory.
However, we suggest getting the latest version/patch that your
ARS Server is using. You can typically find these in your AR
System/ARServer/Api/lib directory, or in the WEB-INF/lib directory
of your Mid-Tier installation. These can also be downloaded from
http.//iwvww. ARSWiki.org .

Place these files in the <webapps>/kinetic/WEB -INF/lib
directory. This would include minimally:
a. kdi_arshelpers.jar found in <ins tallation directory>/Web/
b. arapi6x/7x.jar
c. arutilex/7x.jar
d. If no other Remedy applications are installed on your
machine (such as Midtier/Flashboards/Email Engine etc),
you will also need to include the Remedy API dynamic link
library (DLL) files. You can look in the <installation
directory>/Web/<your AR Version> to see what files are

Page27


http://www.arswiki.org/

Kinetic SR Installation Manual

necessary. The location of the API DLL files must be
included in the system PATH.

5. If you had to add the location of the Remedy API DLLs to the
system PATH variable, you wil need to restart your server.

6. Restart your Web Server/Servlet Container.
7. You are now ready to configure your Kinetic SR web application

with your Remedy server information. Please see the next section
Configuring the Web Application Properties

CONFIGURING THRNVEBAPPLICATIONPROPERTIES

If you have successfully deployed the Kinetic SR web application, you will
need to configure it with the Remedy server information, and a few other
configuration items.

1. Open your web browser and connect to the Administration
Console.
http.//<webservername>:<port>/<context>/AdminConsole

Replace the following items with your web server specific values:

<webservername> Name or IP of your web server.
<port> Port your web server uses (8080)
<context> Context of application (kinetic)

2. This web page requires authentication to gain access to it. Only
Remedy Administrators have access to it, with the exception of a
configuration administrator user. This user is necessary for first
time access to the system because a Remedy server has not yet
been configured, so the web applica
authenticate.

3. Log in with the default configuration administrator for this web
server (admin/admin). A fter logging in, the credentials for this
user may be changed.

4. Now edit the properties for your Remedy server.
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KINETIC l
éaPOWERED Administrator Console

Logged in as: adminflocal configuration only) Logout

Remedy Server: 127.0.0.1
Weh Server: matrix kineticdata.com

Logging Dependencies

& You are currently logged in locally as the configuration administrator. To fully connect, fill in the required web properties, log

out, and log in as the remedy administrator,

Edit Properties

ettings

Server Name* 127.001
TCP Port* ]
RPC Port* 0

Encryption Settings

Encrypt Passwords false

Default User™ KD_WEBUSER

Alternate User

Figure 24: Kinetic SR Web Administration Consolei Properties

5, Click the O6Edit Propert dysengerahdut t on
user properties. Please see Web Admin Console- Properties Tab

for a description of each property.

6. Click the 6Update Propertiesd to sa
6Cancel 6 link to discard your chang:¢

SHAREDREMEDYJAVA RESOURCES

Because the BMC Remedy Java API uses a JNI interface, there are some
special requirements if the Servlet Container running Kinetic SR is also
running BMC Remedy MidTier.

A few notes on sharing a servlet container:

¢ Kinetic Survey/Kinetic Request can no longer be installed inside
your Mid-tier application (inside the Mid-Tier directory) as it could
in previous versions of the product.

e ServletExec ISAPI is not supported if MidTier is already installed
inside this container because shared libraries are not available.
ServletExec AS is supported, and ServiletExec ISAPI is supported if
Kinetic SR is the only Remedybased web application running.

e If you are setting up a new environment we suggest installing BMC
Remedy Mid Tier first. Testing your install, then installing Kinetic
SR Web component as described earlier.

Important Note: Kinetic SR cannot be installed in a Servlet Container
running BMC Knowledge Management. If your Servlet Container is running
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BMC Knowledge Mangement, you will need to install another instance of
the Servlet Container, or another Servlet Container altogether.

SHAREDJAR FILES

To run the applications together in the same instance, you must move
some jar files that both applications need to a dire ctory that is available to
your container for this purpose. To do this:

1. Copy the kdi_arshelpers.jar  from your kinetic/WEB-INF/lib
directory. You will need this file in step 4.

2. Copy the arapi6x/7x.jar  and arutiléx/7x.jar ~ from BOTH the
kinetic/WEB-INF/lib AND your Mid-Tier/WEB-INF/lib directories.
You will need these files in step 4.

3. Place these files in the shared directory for your servlet container:
a. For Tomcat this is in <tomcat_folder>/shared/lib/

b. For ServletExec AS, this is <servletexec_folder>/< SE
instance>/classes/

For SE you must also alter the <servletexec_folder> /<SE
instance>/StartServletExec.bat script to include these
three files in the classpath. You will see a i classpath line
followed by many paths, each separated by a semi-colon.
Enter the path to each jar after the last item in the path.

c. For other web servers or more information, please your
specific serverdéds documentation.

4. In a shared environment, you should not include the other
DLLO6s/ |l ibraries that igyouw would typi:«
kinetic/WEB-INF/lib directory. These are already included in the
Mid-Tier server and added to the PATH environment variable for
your server.

IMPORTANT NOTE: When you upgrade your Mid-Tier server in a shared
environment you will need to again remove the jars from your Mid -
Tier/WEB-INF/Iib directory. You should replace the files in the shared
directory with these new files.
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CONFIGURATIONMANAGER

The Configuration Manager allows Remedy Administrators to monitor and
control some of the behaviors of Kinetic Survey and Kinetic Request.

Remedy Administrators can access the Configuration Manager via the
i Conf i g u iirk bnithe refdside of either the Kinetic Survey Author
console or the Kinetic Request Service Catalog Console.

It is within this area that an administrator can manage configuration items
including the ability to:

A Set configuration items like default web server and the license keys.
A Monitor stuck email messages.
A Arrange answer patterns from which users can choose

A Create error messages that submitters will see, and much more.

= KS_SRV_ConfigurationManager (matrix.kineticdata.com)

KINETIC
SURVEY Configuration Manager

Application
webAdunConsde  [Kinlo Suvey ]

Update Web Gervers o

Add Modify Delate

Close Helo

Figure 25: Configuration Manager

CONFIGURATIONMANAGER HYPERLINKS

The hyperlinks located on the left side of the Configuration Manager
provide access to these configuration applications. The hyperlinks, visible
only to Remedy Administrators, include:

Wieb Admin Console

Update 'Web Servers
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Figure 26:Configuration Menu Hyperlinks

WEBADMIN CONSOLE

The web admin console hyperlink opens a web browser to the web
applicationds admpgen The admmistratomconsateriss ol e p a
comprised of multiple pages that provide administrators with tools to

configure the web application properties, manage service catalogs and

surveys, and troubleshoot problems. The web admin console is where a

Remedy Admiistrator will go to import and/or export survey and request

templates.

Exporting and importing templates involves taking an entire template with
all the elements, styles, etc., and mov
(import) your survey or request envi ronment.

NOTE: NOTE: This action includes the definpitio
It does not export data related to submitted requests.

The exporting and

importing tabs, make it Anything that requires merging or migrating to a production or a staging

easier for a user to environment would be accomplished here. In addition, sharing templates

create a template on a or downloading new samples from Kinetic Data is also much easier.

development (or staging)

environment and then Migrating a template is a two -step process. First, export the template out

move that template over from your ASourceodo server. This proces
to production, or another the Remedy data files for all the forms the template uses, along with a text

server. file of the export information.

The next step, Importing, involves taking the newly created zip file and
i mporting it into your Aslepmdeasniati ono se
important for audit ability when moving from one environment to another.

Importing and exporting information is provided below, in the import tab
and export tab sections.

PROPERTIESAB

The Propertiestab provides the ability to configure the web applicatio n
settings, so it knows what Remedy server to connect to, what Remedy
user credentials to use to login with, etc. Each property setting is
described below.
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KINETIC
? POWERED | Administrator Console

Logged in as: Demo Logout
Remedy Server: 127.0.0.1
Weh Server: matri kineticdata com
Task Manager Import Export Logging Dependencies | Licensing |

Edit Properties

Remedy Server Settings

Server Name* 127.00.1

TCP Port* 0
RPC Port® 0

Encryption Settings

Encrypt Passwords false

Web User Settings

Default User* KD_\WEBUSER

Alternate User

Figure 27: Kinetic SR Administration Consolei’ Properties

Remedy Server Settings

e Enter the Server Name of your Remedy server.

either be the servero6s

This should

DNS name

enter here must match the value used to generate the Kinetic SR

licenses.

e Enter the
portmapper, enter 0.

e Enter the
not using a specific RPC port, enter 0.

Encryption Settings

R e mM&PdPyrt . 4f gounRenmedysserver uses

R e RRCdPyrt . df gaunRemedysserver is

e If you would like the web application to store the web user
passwords encrypted in the properties file, check the Encrypt

Passwords checkbox.

Web User Settings

e Enter the Default User and Default Password

for the Remedy

user account that the web application will use to create Remedy
records. This must be an existing Remedy user and it must have a
fixed write license. This user also must belong to the KS_CORE

and KS_SRV groups at a minimum.

e You may also enter an optional Alternate User
Password . This user account will be used if the

and Alternate
default user

account is not available or cannot connect to Remedy for some

reason. You can also choose to leave this value

blank.
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Task Manager Settings

Indicate if the task manager service should run on this web server
by checking the Enable checkbox. Kinetic Request uses the task
manager to process tasks, such as approval records or to create
records in other AR System forms, that are defined in service
items. The task manager polls the Remedy server to check if
there are any tasks ready for processing. If your Remedy server is
only licensed for Kinetic Survey, you do not need to enable the
task manager service.

Note: If you have multiple web servers pointing to the same
Remedy server, ensure only one instance of the task manager
service is enabled.

The task manager Query normally will not need to be modified.
The task manager service uses this query string as the Remedy
qualification to check for pending tasks.

The Sleep Delay property determines how frequent the task
manager service will poll the Remedy server. The default value is
60 seconds, which means that a task may take up to 1 minute to
be processed after a service request has been submitted. We
have found that this value is fast enough for most situations.

CAUTION : If you must lower this value so the task manager
service process records more frequently, take care not to set this
value too low, or you may have tasks being processed multiple
times.

Default Logger Settings

Enter the Log Level that the system will use to determine what
level of detail the information is written to the log file. The values
are listed in order of detail from least (Off) to most (All). A higher
detailed value provides more logging information, but is also more
resource intensive on your server.

Enter the Max Log Size to limit the log file. The logger is
configured as a rolling file appender, which means that when the
log file reaches the max size limit, it will be closed and a new file
will be started. This prevents the file from growing too large, and
allows administrators the ability to delete old log da ta without
having to stop the web server.

If you want to further customize the information that is captured,
enter the location of the logging properties file in the Log
Properties File field.
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Miscellaneous Settings

e The Max Chars on Submit property is a way to limit the amount
of data submitted to the web server. This is a security measure to
protect the server from becoming overloaded. The default value
for this property is 4000 characters. If you have very large
surveys or service items, you may need to increase this value.

e The Map Fields Count limits how many fields may be mapped in
a data set. The default value is 128.

e The Max Cache Size limits the number of fields that are cached
on the server. Caching provides a way to increase performance as
certain data only has to be retrieved from the database once, but
it does consume memory, so it must be limited.

SSO Adapter Settings

If you have a single sign-on solution that your company uses, and would
like to include Kinetic SR with the technology, you need to tell the web
application where this adapter is located. For more information on writing
a single sign-on adapter to work with Kinetic SR, please see the Kinetic SR
Single Sigrn-On Adapter Tech Note

e The SSO Adapter Class setting is the name of the SSO Java
Class. If the SSO adapter is not used, leave this value blank.

e The SSO Adapter Properties  setting is the fully qualified
filename of the SSO adapter properties if the adapter uses a
properties file.

Configuration Administration Credentials

The configuration administration user is a built -in user for the web
application. This user has the ability to configure the web application
properties to connect to a Remedy server. This user is strictly used for
configuring the web application, and is completely independent from
Remedy. Therefore, the user does not exist in the Remedy User table.

e Enter the configuration administrator username in the Config
Admin User field. The default value is admin.

e Enter the configuration administrator password i n the Edit
Password field. The default value is admin.

TASK MANAGER TAB

The Task Managertab provides the ability to start and stop the Kinetic
Record Poller service if it has been enabled in the properties. This service
polls your AR System server at regular intervals, creating approvals and
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other AR System records when indicated. The status is also displayed,
indicating if the service is currently running, stopped, or in a failed state.

Typically, this service runs on one web server. Care should be taken if
running in multiple web servers to alter the query so each web server is

handling a subset of all tasks. This query is managed in the properties tab

of the Web Administration Console on each of your web servers.

KINETIC
POWERED

Administrator Console

Logged in as: Demao Logout

Remedy Server: 127.0.0.1

Web Server: matric kineticdata. com

Task Manager Import Export Logging Dependencies Licensing

Description

Tasks are stopped and started from this page. Tasks in Kinetic Request give you the ability to extend the functionality of
your service items. You can use tasks to add approvals, or create entries in other Remedy forms, or other systems
(Important note for users of multiple webservers: You must go to each individual server to stop and start Tasks for that
semver.)

Settings

Service Kinetic Recard Poller
Current Status RUMKING
Change Status

History {last 200 antries - latest entry

first) Download Complete Log

2009-01-06 18:29:54 722 - Task manager found no items to process
2009-01-06 18:28:54 652 - Task manager found no items to process
2009-01-06 18:27:54 58 - Task manager found ho items to process

Figure 28: Web Administration Console - Task Manager

IMPORTTAB

| mport

ing only includes the defin

does not import information received from filled -out surveys or requests.

The importing function looks at a selected file or template from your

importing so

urce and compares it to the destination file or template. It

evaluates and coordinates the two

ot her I't performs this function
and deleting existing records not included in your import source.
Important Note: If a question is on your destination server, but not on

your source

server (meaning the question was deleted), when importing

the template, this question will be deleted, along with any ans wers, on
your destination server. For historical reasons, it is often desirable to hide

guestions th

at are no longer needed rather than deleting them.
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KINETIC
gpowﬁngn Administrator Console

Logged in as: Dema Logout
Remedy Server: 127.0.0.1
Web Server: matri kineticdata com

| Properties Task Manager m Export Logging Dependencies Licensing

Import Ternplate

Template Import File

Figure 29: Web Administration Console i Import

1. ClickLoad to import a zip file.

2. Open the choosen file and click Upload to bring the zip file into
the Template Import File  location. See Figure above.

Clear : A file can be changed by clicking Clear to empty the field.
Click onLoad, again, to locate another file and Upload to enter
the file into the Template Import File field.

3. Click the Import button at the bottom of the form. Expect a pause
as the system migrates (or imports) this new information into your
server.

4. As the data is moved from one server to the other, The web serve r
setting from your source server data will now be set on your
destination server. You will likely want to update this web server
i nformation. This can be done from
Manager consoles, or from the Update Web Server link discussed
in the next section.
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EXPORTTAB

KINETIC
éamwsngp Administrator Console

Logged in as: Demo Logout

Remedy Server: 127.0.0.1

Web Server: matrix kineticdata.com

| Properties Task Manager Import Export Logging | Dependencies Licensing

Template: [V]

Include Category/Serice Catalog Definition?
Include Data Set?
Include Related Message Templates (hy Categary)? [

Figure 30: Web Administration Console - Export

1. From the Template drop-down selection, choose the template
you want to export from the menu provided. Include the
Category/Service Catalog Definit ion, Data Set , and
Related Message Templates if applicable.

Note : If the categories , data set, or related message

templates boxes are checked when exporting templates, they will
override those existing categories and data sets in your
destination template when imported.

2. Click Submit . The server will collect the data for all forms that
the template uses, and package them in a convenient zip file. A
link will then be displayed to allow you to download the zip file to
your local computer.

3. ClickDownloa dthe Zip. A prompt will appear to download.

4. Save the information through the browser, to your desktop, hard
drive or network. Information is now ready to be imported into
your destination file or template
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LOGGING TAB

The logging tab displays a snapshot of the latest 200 entries from the web
application log file. This provides an easy way to view the log file for
administrators that do not have file system access to the web server.

Note : The information displayed on this page is a snapshot of the last
200 entries in the log file when the tab was clicked. This is not live
information. The page must be refreshed to load log entries that came in
after the page was originally loaded.

Also provided on this tab is a link to download the entire log file to your
local computer.

KINETIC
33 rowsnznl Administrator Console

Loggedinas:  Demo Logout

Remedy Server: 127.0.0.1

Web Server: matrix kineticdata com

| Properties ‘ Task Manager ‘ Import ‘ Export Logging Dependencies Licensing
Current Logger Level ALL

Appender# 0 defaultRFL is type: org.apache.logdj. RollingFileAppender

Download Complete Log

2008-01-08 08:27:28,280: hitp-8081-Processor28: DEBUG - Request received to do configuration from Browser: Mozilla/8.0 (Windows; U;
Windows NT 5.1; en-US; rv.1.9.0.5) Gecko/2008120122 Firefox/3.0.5

2008-01-08 08:27.27 551 hitp-8081 -Processor21- DEBUS - {Template Import [Frame - Kinetic Surey}. status is [INTIAL]

2

3 200B-01-08 08:27:27 560: http-8081-Processor21:DEBUG - {Template Import [Frame - Kinetic Suwvey}: retrieved O dynamic list fields
4 2008-01-08 08:27:27 550: hitp-8081-Processor2 1. DEBUG - {Template [mpart [Frame - Kinetic Survey} retrieved O hard coded defaults.
£l

2008-01-08 08:27:27 550: http-8081-Processor21:DEBUG - {Template Import [Frame - Kinetic Survey}: retrieved 1 question entries.

2008-01-08 08:27:27 549: hitp-8081-Processor21:DEBUG - RemedyHandler: qual
] [‘SurveylnstancelD'="KS000C29497 A1ASBWRRAORUIKHOSAIA" and Pagelnstanceld'="KS000C29497 A1 AHbaRROnAKIHOSQIA"] on farm
[KS_SRY_PageQuestions] resulted in [1] results.

ANNR.N1NR NR-97-97 NET- httn ANRY Praracenr’ A1-MFRIE . PamadyHandlar anal I7OONANRNNS "L SNNNRIGAGT A1 AGRWRB AR nikHNSAIA"

Figure 31: Web Administration Console - Logging

DEPENDENCIESAB

The dependencies tab displays important information about the Java
library dependencies for the Kinetic SR web application. It displays the
name of all the dependent libraries, along with the version number (or file
date if version is not available),
the confidence level of the version information.

This could be helpful information when working wit h Kinetic Data support
in troubleshooting an issue.
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KINETIC
? POWERED | Administrator Console

Logged in as: Demo Logout

Remedy Server: 127.0.0.1

Weh Server: matri kineticdata com

| Properties Task Manager Import Export Logging Dependencies

Remedy AP YVERSION_70 HIGH See below for jar details.

kdi_arshelpers 1.0.582 HIGH fhomedkinetic/apache-tomcat-5.5.20/shared/libfkdi_arshelpers. jar

xercesimpl 'DJHDQIQDDB 12:22 LOW i‘humefkiﬂeum’apachertumcat—E.E.Qwaebappsfkmelicf\l\u’EEl—lNF
ib/xercesimpl jar

fhome/kinetic/apache-tomcat-5.5. 20Awebapps/kineticAWES-INF

Commans-io iz bch flibfecommons-io-1.2 jar

commons-fleupload  1.1.1 HIGH j‘hnmefkmetmp’apache-tnmcat-ﬁ 5. 20/vebappsikineticAVWEB-INF
ib/comrnons-fileupload-1.1.1 jar

log# 01/02/2009 12:22 Low fhomedkinetic/apache-tomeat-5.5. 20Avebapps/kineticAWEEB-INF

g Pyl Nibflagd)-1.2.9 jar

arutil DA%DB’?DW e LOwy /home/kinetic/apache-tomcat-5.5.20/shared/libfarutil70.jar

arapi DA%DQEDW el LOwy fhomedkinetic/apache-tomcat-5.5.20/commaondlibfarapi? 0. jar

(LR o amE g fhomedkinetic/apache-tomcat-5.5.20Awehapps/kineticWVVEB-INF

Figure 32: Web Administration Console i Dependencies

LICENSING TAB

The licensing tab contains information about your Kinetic SR licenses. This
information is retrieved from t he license keys stored in the Configuration
Items on the Remedy server.

This could be helpful information when working with Kinetic Data support
in troubleshooting an issue.

KINETIC
? POWERED | Administrator Console

Logged in as: Demo Logout
Remedy Server: 127.0.0.1
Web Server: matrixkineticdata.com

| Properties Task Manager Import Export Logging Dependencies m

WU Owpv2gKOSNBal 4 T tyiE Qi7 x 095705 +F +RiOurF KirdIbPcLKIF migsx

License Site KINETIC DATA
Existing Licenses &
Used Licenses 0

102sv3RAWS]4ckdETdlcermve Q+CELIRDpsY Gl EXLAZVIWD2S KR O9LKyhfk ¥ 11JnPzHA]

Koy \NEZZHRFkeHIPEty2Bzymg

License Site KIMETIC DATA

Server Name 127.001

Application Name KineticSurvey

Expiration Type PRODUCTION

<l M I >

Figure 33: Web Administration Console - Licensing
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UPDATEWEB SERVER

Use the Update Web Server

template, or a group of templates.

1. Clicking on the Update Web Servers
Change Web Server

This dialog enables you to pick one, some, or all of your current

dialog.

hyperlink brings up the

hyperlink to reflect the web server that this
template should be deployed to by default. This is particularly helpful
when migrating from a development server to a production server, or
updating sample data as a batch. This process will work on a single

templates and set them to deploy to another web server individually or
at the same time.

SYSTEM_DEFALLT Library

Sithco | T iHuman Resources
Sithco T iHurmnan Resources
Sithca IT iHardware Request

iKinetic Request Imag New
iMew Emplopee Setu { New
iModify Emplyee HRE
iMew Laptop Request Mew

i hittp: /fjester kineticdat
 http: #/jester kineticdat
i hittp: /fjester kineticdat
; hitp: /jester kineticdat
i hittp: /fjester kineticdat

Sithco IT {Hardware Request | Keyboard/Mouse RleiNew  hitp: //jester kineticdat
Sithca IT iService Requests  (LCD Projector Reser | Mew i hittp: /fjester kineticdat
S!tpco !T §§erv!ce Eequests gf‘ile HestErE [»Jlew glhttp:.-jiiester Hnet!ctﬁlat 2
Mew web Server URL
|| ﬂ Update
Cloze
Figure 34: Change Web Server
2. Choose one or more templates from the table field to update. If

you started from Kinetic Survey you will only see Survey templates, if

coming from Kinetic Request, you will only see Service Items.
3. Select the New Web Server URL

4, Click Update . The process may take a few minutes if many

from the menu.

templates are selected. When using this tool, image links and other
html references will be changed in each template, and take time to

process.

CONFIGURATIONMANAGER TABS

The Configuration link allows administrators to configure parts of Kinetic

SR including:

A Categories Tab (Kinetic Survey Only)

A Users Tab

A Confiquration ltems Tab

A Exceptions Tab
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A Audit Tab
A Web MessagesTab

>

Manage Messages Tab

A Attribute Types Tab

A Style Tab
A Pattern Tab

A Deleted Templates Tab

Note: The Tabs entitled Categories , Attribute Types and Style are
application specific to either Kinetic Survey or Kinetic Request (i.e.
Categories does not appear in Kinetic Request, while Attribute Type and
Style contain similar but different information for each application).

CATEGORIESIAB

The categories tab displays a list of all Kinetic Survey Categories. Existing
categories can be modified or deleted from this console, and new
categories can be added.

Application
|Kineti: Survey j

Calequnes] Users ] Eunhgurallonltems] Except\ons] Audit I Web Messages] Manage Messages | Attribute Types] Style ] Pattem] Deleted Templates

T

Ldd P odify Delete

Close Help

Figure 35: Categories Tab

USERSIAB

The users tab displays a list of users that have permission to one or more
AKS_SRVO groups. From this tab you can
record or create a new user.
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Application
Kinetic Survey ﬂ
Categaries Configuralianltemsl Exceptioms] Audit ] ‘Web Messages] Manage Messages | Attribute Typesl Style } Patlem} Deleted Templates

Mame

EKinetic Request User | /E 1spe 5 CORE KS MSG
Ron Requester tRon Requester tk5_CORE K5_M5G K5_SRY KS_ROT_Manager
Mary Manager iMary Manager iKS_SRY CORP_MGMT

New User Wiew User

Close: Helo

Figure 36: Users Tab

Using one of these buttons will open your AR System User form. The
Configuration Manager dialog needs to be closed before the User record
can be modified.

See your AR System documentation for more information on adding or
modifying users.

CONFIGURATIONITEMSTAB

The configuration items tab displays information on the configuration of
your system. This is typically used during the installation of the application
and does not need to be changed unless your environment changes.

Application

Kinetic Survep j

Categories ] Users _Q_o_n_f\ggr_atjgn__\_t_e_m_g_,] Exceptions I Audit I ‘Web Messages ] Manage Messages ] Altribute Types 1 Style 1 Pattern 1 Deleted Templates ]
ConfigurationTupe /| Configuration'/alue Yiewer Status ~
Default Background Color clive
Default Servlet DizplayPage Active
Diefault Servlet Context Active
Default Web Server hittp: //209.98.36.67:8081 /kinetic, Active
Display Archiving Tab No Aclive
Display Page-“web fdisplayPage.jsp Active
Email Message Timeout (in hours] 24 Active
Escalation AR Server 127.0.01 Active
Logout Retun Page sitheol TCatalog Active
Manager License Key WleOvpy2gk OSHBal4Tw/<ddiE OiFsD9s7 | Active
Max Batch Surveys a0 Aclive
Mid-Tier Server Mame hittp: //209,98.36.67 farsys Active
Hid-Tier Version 700 Active v

Add Madify

Close Help

Figure 37: Configuration ltems Tab
ADD A CONFIGURATIONITEM

1. From Configuration Manager click the Configuration Items tab and
click Add.
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Exceptions or errors are written

back into Remedy when possible.

They are usually used during a
support call or for your
Administrator to troubleshoot
problems.

Kinetic SR Installation Manual

2. Make a selection from the Configuration Type  drop-down list
box.

3. Select aLocale from the drop-down list box. For example: English
(Canadian)

4, Select a Status from the drop -down list box.

5. Select aProperty from the drop -down list box. For example:

Remedy Property or Web Property.

6. Enter your configuration value in the Configuration Va lue field.
For example: Submitif you select Submit Button Text for the
Configuration Type

7. Click the ellipses (€ ) next to the Configuration Value field to
add, edit or delete content in that field.

8. Click the Save button. Your new Configuration Item is sav ed.

MOoDIFY A CONFIGURATIONITEM

9. Double click on the Configuration Item . Click the Modify
button.
10. Make your modifications to the Configuration Type , Locale,

Status, Property and/or Configuration Value fields.

11. Click the Save button.

EXCEPTIONSIAB

The exceptions tab lists exceptions (errors) users may have experienced
while submitting a request via the web.

A Date, type, severity  and description areas are offered describing the
exception (or error).
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Application

Kinetic Survey

Eatagnnes} Users ] Configuration tems Exceullunsl Audit 1 Web Messages | Manage Messagasl Attribute: Types} Style 1 F'atlem} Deleted Templales]

=

‘web Logging Level
= Apply
Exception Date Exception Tupe Severity ~ Set to Handled
54312007 312:46 PM KineticRecordCreatorn
5/31/2007 31346 PM KineticRecordCreator Diesafpilon
E/6/2007 11:15:54 A Survey Servist J
10/2/2007 7:43:39 AM Survey Servlst
114242007 1:21:44 PM Survey Servst
12/11/2007 4:48:27 P KineticRecordCreator
47772008 1:25:51 &M Survey Servlst
4/27/2008 9:14:42 AM Survey Servlet
4/27/2008 B:08:15 PM Survey Servist
B/13/2008 7.20:12 P Survey Servist
5/14/2008 2:48:55 AM Survey Servlst
B/1E/2008 11:12:50 &k Template Export ~
Displaying 1 - 33 of 33 4 Previous  Mext>

Clase

Figure 38: Exceptions Tab

The exceptions tab also allows you to view and change the logging level
on the Kinetic Survey or Kinetic Request web component. By changing
this value, it changes which messages are actually logged in real time for
your web component. This allows logging level changes without restarting
your web server. Log files are accessible from your web server in the
Kinetic Survey or Kinetic Request directory.

“w/eh Component Info

Application

Open Encrvption Form
Export Template
Import Template:

Update 'web Servers

‘ Kinetic Request j

Users ] Configuration ltems  Exceptions ] At } wieh Messages] Manage Messagas] Altribute Typas] Style ] Pattern}

‘Wb Logging Lewvel

=1 Appl
I ALL I PRy
FNE L [ Set to Handied

INFO Description

OFF

Closz

Figure 39: Web Logging Level Choices

AUDITTAB

The Audit tab on the configuration manager allows you to view which
survey or request templates that have been modified or del eted, and by

whom.
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Application
‘ Kinetic Survey

=]

Calegmies] Users ] Canfiguraliunltemsl Exceptions

Wweb Messages] Manage Messages | Attribute Types} Style ] Paltem] Deleted Templales]

Audit Information

14572

$1/B/2009 25659 A
$1/5/2009 35721 &M
$1/5/2008 35745 &M

“Dynamic Test Cloning Service Item 2 has been deleted from the "KS_SHV_  Den
“Diynamic Text Cloning Service Item 18" has been deleted from the "K5_SFY_; Demo
"Dignamic Text Cloning Service ltem 19" has been deleted from the "KS_SAY_ Demo
“Dynamic Test Cloning Service Item 2" has been deleted from the "K5_SRY_ {Demo

< Previous  Mest >

Displaying 1-50f 5

Close:

Figure 40: Audiit Tab

VIEW AN AUDITITEM

1. Highlight the survey or request item you want to look at.

2. Double-click on the request.

-Or-

Click the View button. The Kinetic Audit dialog displays for you to

view the request.

B Kinetic Audit (209.98.36.31) x|
&KINETIC SERVICE SUITE \
Audit Information
Application I Kinetic Survey
Audit Type IRecotd Deletion
Audit Message “TEST-Clone" has been been deleted from the _I
: "KS_SRV_SurveyTemplate" form.
User Iunus
: Audit Date/Time |9/16/2005 2:.09:38 aM _]
Previous Yalue | _I
© Field Name [ [
New Value I __J
Close I
Figure 41: Kinetic Audit Information
3. ClicktheClose but t on when youbre done Vview
4, Click the Close button on the Security Console dialog to end

your session.
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WEBMESSAGESIAB

The web messages tab disphys the different error messages a user can
see when submitting a survey or request. By default these messages are
in English. These can be updated to include information more specific to
your company.

Web Messages can also be localespecific. By setting a locale for your
messages (other than English) requests using that locale will display a
message in the correct language for your customer.

Application
Kinetic Survey j

Eategones} Users ] Eonhguratlonltems] Exceplions | Audit W’ebMessaqgs Manage Messages | Attribute Types} Style 1 F‘atlem} Deleted Templales]

[ Generic Eror

Survey Instance Closed
Survep Not Found
Survey Template Closed
Anohymous Surveys Mot Allowed
Alloweable Length Exceeded
Required Fields Ermror

Remedy Enor Message

Survey Expired

Session Expiration

Mo Access

Mo Access Active

Add M odify Delete

Close Help

Figure 42: Web Messages Tab

MANAGE MESSAGESIAB

The Manage Messages tab offers Adninistrators the ability to view email
messages that have not been sent out of the system (in pending status).
Most often, the problem occurs because a message template has been

incorrectly formatted.

Application
Kinetic Survey j
Eatagnnes} Users ] Ennfiguratinnltems] Exceplinns} Audit 1 ‘Web Messages Maﬂaquessaqegw Attribute Types} Style 1 F'atlem} Deleted Templales]
Manage Messages Mumber of Hours OId |1 El: Message Template -
I [ [ 12
Refresh
Mo records found matching current search criteria. < Previous  Mest>
Close Help

Figure 43: Manage MessagesTab
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The Message Template drop-down list allows you to investigate where a
delay may be occurring by viewing available message templates.

The Number of Hours Old  box allows you to prioritize messages by the
ol dest fApending st atausoddelaygdmessggesa parti c

ATTRIBUTEYPESIAB

The attribute types available to a survey, request, or service catalog can
be added and modified from the Attribute Types Tab . Attribute Types
show up on the Settings Tab of the survey or request or on the a ttributes
tab of a service catalog.

Attributes are useful for attaching additional information to a template or
catalog without having to add new fields or workflow. Such extensions
could include items such as costing information, authors, owners, version
information and more.

Application
‘ Kinetic Survey j
Ealegnnasl Users ] Ennhgurahnnltemsl Excepllnns} Audit ] Wweb Messages] Manage Meszages AltnbuleTpuag] Style ] F‘altem] Deleted Tamplales]
Mame Cateqgors Diata Tupe Dlescription Adrin Only attrib | Status Categony
i Number of davs th { ddmin Only Attibut Active -
Search
Clear
New M odify Deactivate Delete
Clase Help
Figure 44: Attribute Types Tab
1. On the Configuration dialMew ol Attri b

Modify . A dialog will appear.
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AddiModify Attribute Type (jester.kineticdata.com)

3; KINETIC SERVICE SUITE \

" Parent Form- [KS_SRY_SurveyTemplate O
Data Type* | Character | T Make Type Mandatory
Category [Joy's Stuf =] T Allow Muliple Instances
Attiibute Type* | | I i Only vt Type
Description | [l

¥ Enable Pattem Matching  Pattem |
W &ttach benu Menu Name || _E
AdminT oolPref:alignT ype

™ Enable Rangs Check Minirnm

>

AdrinT oolPref::LongD ateF ormat
Field Length Drefault ' alue AdminToolPref:: ShartD ateFormat
EI: AR System Currency Codes
AR System Email Associated Mailbox
AR System Email Email Attachments

Bewa | Close | AR System Email Encodings v
| | ak. | Cancel
Figure 45: Adad/Modify Attribute Type dialog
2. Choose Parent Form |, either KS_SRV _SurveyTemplatéor Survey
or Service ltems or KS_RQT _ServiceCatalog bastr service catalog
attributes.
3. ChooseData Type . For example, if character is chosen as a

Data Type , that choice enables the Enable Pattern Matching  and
Attach Menu checkboxes, offering a user more control over how
request attribute can be adjusted and modified.

If you choose an Integer inthe Data Type , the Enable Range
checkbox becomes available. Enter a numerical range from Minimum
to Maximum , Field Length and Default Value

4, If a Category is set, the data type will only be available to survey
or request templates with that Category. Leaving category blank will
make the attribute available to all surveys or requests.

5. Click Make Type Mandatory if needed. This will require that an
author fill in this attribute when saving a template.

NOTE: Mandatory attributes will only be required once a survey or
reqguest template becomes fAActivebo.

6. Click Allow Multiple Instance s for those circumstances when
an author will need to add multiple values to this attribute type. An
example i s ARequest Business Unito, w
business unit would be entered such as: H.R., Request Business Unit
IT, Request Business Unit, Marketing, etc.
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Use the Style Tab to make
changes for all new
templates created.

Use Page Editor for any
positioning changes or

fifel ement to el
changes.
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Admi n Only Attribute Type

Kinet.
date.

7. Enable Pattern Matching/Pattern

C

Request

fout of the

are reserved for Kinetic Survey or

boxo

allow you to set a pattern

that the attribute follows. These patterns use Remedy ARS Pattern
syntax. See your administrator guide for available pattern types in

Remedy.

8. If needed, choose from the Menu Name drop-down list, as
shown above.

9. ChooseSave and Close.

STYLEIAB

The Style Tab is used to manage the look and feel of your requests by
displaying the Cascading Style Sheet (CSS) selectors used for any new
templates. The styles listed on this tab will be added to every new

template created.

The Kinetic Data product ships with pre-configured information offering
basic layout styles for new surveys or requests including default fonts,

padding and borders. Newly created templates will inherit all style
information configured for the survey or request product but any style can
be changed in the Style Tab.

Note: Any changes made to styles will not

templates, only new templates created from that point forward.

affect previously existing

Application

Kinetic Survey

Ealegonesl Users I Eonhgulat\onllems} Excepllons} Audit ] Web Messages | Manage Messages] Altribute Types  Shyle ]F‘atlem} Deleted Templates

E

= [dentiic
 dyriamicT ext
.imagek lement
.questionLabel
.questionLayer
templateButton
templateButtonl aver
.templateContent
templateSection
body
.pageluestionsFom
v

iC55 Class
{55 Class
iS5 Class
1055 Class
iC55 Class
iC55 Class
tHTHML Tag
55 Class
{HTML Tag

Add

Modify
Delete

Properties

dynamicT ext{
padding: 2px:
;ﬂwdlh 7h%;

attr

Close

Figure 46: Configuration Manager, Style Tab

1. Click Add to create a new style.

Or

- Style Type ‘EEE Class

: Style Selectar ‘dynamlcText

- Style Properties | padding: 3px:

Helpers ﬂ Save

Close

e
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TIP:

A single quote { ' }
must be preceded
by an escape
character { / }.
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2. To make changes to an existing style, highlight the Style Identifier
you want to change and click Modify . Use the drop-down menus and
i He | p e r s dn,changes fdr styfe ¢ype, selector and properties.

3. Click Save and Close.

4, To remove a style, select it in the table and click Delete .

See Cascading Style Sheets -Predefined Styles (CSS) in the User
Manual for more information.

PATTERNIAB

Patterns are used to restrict user input in to certain patterns to better
control data entered into Kinetic Survey or Kinetic Request. Patterns can
be used to restrict phone numbers to a certain format, IP addresses to
certain range and more.

Kinetic SR uses standard Regular Expressions common to many
programming languages to manage patterns. Writing a regular expression
does involve some backgrownd knowledge, but there are many existing
patterns online as well as tutorials to write your own.

Kinetic SR includes a number of predefined patterns which can be used
i mmedi at el y. Patterns defined here
when creating a question.

Patern Label

| Default Integed ﬂ

Fattern

[“udeg ]

& zingle quate [ ') must be preceded by an ezcape character [ 4 ]

Fattern Maotes

| Default Integer J

Drefault Status

| Integer ﬂ |.-“-‘-.|:ti\-'e j

Save | Cancel |

Figure 47: Pattern Tab (Add)

1. Choose from the drop-down menu, or type in a Pattern Label.
This is what authors will see when adding a pattern to a question and
should be descriptive.
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2. Under the Pattern field type in a regular expression specific to the
Pattern Label entered.

3. Regular pattern coding can be difficult to decipher. Pattern
Notes is an opportunity to offer helpful information for a future
Administrator or user regarding this pattern.

4, The Defa ults field allows you to specify whether this pattern will
automatically be selected when an author creates a question of this
type. There should be only one Default response for each type of
guestion. Typically fADef audlutdes i
your installation.

DELETEOEMPLATESAB

The deleted templates tab provides Remedy Administrators the ability to
manually remove survey and request templates that have been marked as
deleted. It also provides Remedy Administrators the ability to restore the
templates to their previous status.

Application
|Kimetic Survey j
Eatagnnes} Users ] Ennfiguratinnltems] Exceplinns} Audit 1 ‘Web Messagasl Manage Messagasl Attribute Types} Style 1 Pattem DeleledTemDIalesl
Category [Tupe [Name [Survey Descripti] Last Modified By [Modfied Date | Delete
Restare
Close Help

Figure 48: Deleted Templates Tab

INSTALLATIONIROUBLESHOOTING

If you encounter errors, and the installation will not continue, you may
wish to try running the installer again in debug mode. To do this, exit the
current installation, then run the installation executable again. Before the
progress bar reaches 100%, hold down the Ctrl key until a Windows
command terminal opens. This command terminal is a live log of the
installation application, and will hopefully give some additional information
to what is causing the error. Do not close this command terminal, or the
installation application will exit.
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