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Overview

This document describes updates to the help and support mechanisms used by Business Express (BE).
Following discussions with clients, we have agreed that messages such as ‘fatal error’ and ‘unhandled exceptions’ make users nervous and uncomfortable and, in any case,  BE is designed from the ground up to handle errors and prevent the user from ever doing anything ‘fatally’ wrong.
Our system error messages have therefore been replaced with less disturbing images, whilst in the system still presents the same levels of technical information to the BE support teams.

Hamsters were chosen to attempt to convey a brighter, happier outlook and we hope you agree they are more appealing than the fatalistic error messages more usually presented by systems.
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System Champion
A system champion is the person within the client organisation responsible for day to day queries and support.

The champion will gain a thorough understanding of the system through video training, coaching by the BE team and experience of usage.  They will be the primary support contact within the client organisation.

Issues and queries will be accepted from the champion through a primary channel on our public website http://www.allnone.ie
Types of Error
There are 3 key types of error
HTTP 404
Page not found error

HTTP 500
ASP error

User

User reported error

HTTP 404 Error
HTTP Error 404 is an error message which means that the web page you are looking for cannot be found.  In BE this is commonly caused by a user typing the log in page incorrectly… e.g. 

http://ww3.allnone.ie/client/client_demo/idnex.asp
The default error page looks like this
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This has been replaced with 
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HTTP 500 Error
HTTP Error 500 means that one of the web servers in the web farm encountered an unexpected condition that prevented it from fulfilling the user request.
This is a 'catch-all' error generated by the Web server. Basically something has gone wrong, but the server cannot be more specific about the error condition.
[image: image4.png]\ﬂ The page cannot be displayed

‘There is a problem with the page you are trying to reach and it
cannot be displayed.

Please try the following

« Open the tleanline Juxuryresorts.com hame page, and then
look for links ta the infarmation you want.
« Click the [7) Refresh button, or try again later.

o Click ) Search to look for information on the Internet.
« You can also see 2 list of related sites.

HTTP 500 - Internal server error
Internet Explorer




This has been replaced with 
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User Reported Error
Where a user sees that functionality or data is missing from with BE, we provide two mechanisms to allow the user to report these to BE.
Public Error Reporting
Using our public website 
http://www.allnone.ie/be/help.html
A user may submit their query
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Which will generate an Id reference
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Private Error Reporting
Using your BE system using the ‘Help Me!’ Button on the Main Menu of every system.
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Then filling in the screen presented
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Support Mechanisms
BE operates a full trace system for each of the error generating systems.
For the error types 404 and 500, an email with support data is generated and emailed to the BE support team.

For the two Error logging types, a unique reference id is generated, added to an email and sent to the BE Support Team.

The emails contain all the information required by the BE support team to troubleshoot the issue and the automated support system also ensures that errors and requests are directly queued to the support team which reduces response time.
Internal Hamster References

Each hamster is named to help quick identification of issues and their priority levels.
White Hamster – Snowflake
Error: Low level – mistyped link
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Red Hamster – Ginger
Error: Medium level – user reported error
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Green Hamster –  Aspara”GUS”
Error: High level – server processing error
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