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Welcome

Welcome to SMS DutyAlert!

SMS DutyAlert intelligently routes alert messages from a monitored system to a person on
duty. DutyAlert routes the messages based on a Duty Roster, which combines operator,

date, time and message origin.

An overview of SMS DutyAlert is in the figure below:

1. Corporate monitoring system sends
alert message using XML over HTTP 2. SMS DutyAlert selects recipient(s)
> and sends SMS message(s)

Corporate

Router
DutyRoster s ] Recipient
E’ Recipient|
Corporate Monitoring Grapevine \\ |
System System System In)
(e.g. HP OpenView &% | Recipient

and WhatsUp Professional)

SMS DutyAlert User conflgur_es and views
User Interface  duty roster, views reports,

Figure 1: SMS DutyAlert Overview
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Getting Started

To get started, you must be registered to use SMS DutyAlert. You will receive, via email,
notification that you have been registered. The email contains the following information:

Your authentication code (used to test alerts). You will have received this when you
registered for SMS Duty Alert.

The URL for the Business Messaging Portal (web site).

Your username and password for the Business Messaging Portal, providing access to
the Web User Interface and reporting.

The URL to which you applications must post their alerts.

Setting up DutyAlert for the first time involves the following steps:

© g > w NP

Specify the external systems that will send messages to DutyAlert.
Create the roles that you need for the people who will receive the alerts.
Specify the operators, their roles and their contact details.

Set up a duty roster to determine who receives messages when.

Test the alerts.

Configure you system to post the correct XML to the SMS DutyAlert URL.
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Set Up Systems

You need to first create a system that will send messages to SMS DutyAlert.

1. Log into SMS DutyAlert with the user name and password that you received when you registered to use

the system. If you don't have a user name and password yet, contact customer care and they will send the

details to you.

Click the SMS DutyAlert link under the My Products heading.

The application lists all the affiliates for which you registered and you click the MANAGE link next to the
affiliate for which you want to set up duty alerts.

The application displays
the current list of systems
and, to add a new system,
you enter its name in the
text box and you click
SUBMIT.

Your new system appears
in the list of systems.

Note: If the system name
contains spaces,
DutyRoster's SMS query
function (see Query Who's
On Duty on page 12) will
fail.

. When you create a new
system, the application

automatically creates a
component called ‘all'.

If you system consists of
components that send
alerts separately, you can
specify these components
by clicking the MANAGE
COMPONENTS link for
your system and entering
component names.

Note: If the system name
contains spaces,
DutyRoster's SMS query
function (see Query Who's
On Duty on page 12) will
fail.

Calendar Cperators

SYSTEM | ROLES | TRIGGER

I

Horn e Management Mezzage
Log

affiliate Mame: Grapevine Interactive
Affiliate Code: 222022

Add System Mare: |Cu5tnmer Catabaze on Postgresql | I:SUE-MI'I_')

Manage existing Systarms:

1 |all MANAGE COMPOMENTS | DELETE
2 lint-ops MANAGE COMPOMENTS | DELETE
3 |iava MANAGE COMPOMENTS | DELETE
4 |iunior MANASE COMPOMENTS | DELETE

Calendar Cpearatars

SYSTEM | ROLES | TRIGGER

|

Horne Management Mezs=age
Log

Sustern Managerment > Component Managerment

affiliate Mame: Grapevine Interactive
Affiliate Code: 222022

| (sue.mrj

Add Cormponent Marne:

Manage existing Cormmponents for: Customer Database on Postgresql

DELETE

SMS Duty Alert User Manual rel 2.2

Page 5 of 14



Set Up Roles

Roles help you to organise your staff in groups.

1.

Click the ROLES link
below the Management
tab.

The application lists the
existing roles and, to add a
new role, you enter its
name in the text box and
you click SUBMIT.

I Harm e Management] Calendar

Cperators

Meszage
Log

SYSTEM | ROLES | TRIGGER

|

affiliate Marme: Grapevine Interactive

Affiliate Code: 222022

&dd Role: |Fir5t-|ine support

|

Manage existing Raolas:

1

Standby

LELETE

Backup

LELETE
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Set Up Operators

The operators are the people who will receive alert messages.

1. Click the Operators tab. I Horn e Management| Calendar Cparators E-‘
Log

2. The application lists the OPERATOR LIST | ADD DPERATOR
existing operators and, to ——

add a new role, you click J .,
the ADD OPERATOR link
below the Operators tab.

3. Enter the operator's
information and click
SUBMIT.

affiliate Marme: Grapevine Interactive
Affiliate Coder 222022

Note: If the operator name
contains spaces, * Required fields
DutyRoster's SMS query
function (see Query

System for An Operator Ernail Address: |Iindiwe@neutech.com |*
Today on page 12 ) will fail.

Mame: |Lindil.-.le Sizulu

Mabile Humber: |I382126456? |*

Wark Mumber: |I321-555-8852 |*

Haome MHumber: |n0ne |
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Click the Calendar tab.

The application shows the
current month's calendar
and, to add a new entry,
you click the ADD
CALENDAR ENTRIES link
below the Calendar tab.

Enter the calendar
information and click
SUBMIT.

4. Click the CALENDAR link

to view the operators on
duty for a selected date.

Note: you can view only
the current calendar
month's days.

Add and View Calendar Entries

Use this function to associate an operator with a system for a specified period.

I Harn &

Managerment]

Calendar Cperatars Meszage

=

CALENDAR. | ADD CALEMDAR EMTRIES | DUTY LIST

J Add Calendar Entries

I

affiliate Mame: Grapewine Interactive
Affiliate Coade: 222022

* Required fields

Start Time: |2006-10-23 00:00:00 |
End Time: |2006-10-29 23:59:53 |
Operatar | Lindiwe Sisulu V|

Rale |Fir5t-|ine suppott V|
Susten: |Cu5tnmer Database on Postgresgl »
Camponent:

CALEMDAR. | ADD CALENDAR ENTRIES | DUTY LIST

J Calendar \
Affiliate Mame: Grapeuine Interactive
affiliate Code: 222022
Calendar Date: Monday, 23 October 2006 Operator List:
5 W T W T F 5 Shiftt 2006:10:23 00:00:00 -

2006:10:29 23:59:59
Role: First-line support

System/Campanent: Custarnar Database an
Postgresgl / All

Giperator: Lindiwe Sisulu
Contact: OS47147784
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Test Your Roster Setup

Once you've set up your systems, roles, operators and calendar entries, you are ready to
test the alerts.

1.

4,

Click the Management tab.

Then click the TRIGGER
link below the
Management tab.

Enter the required
information and click
SUBMIT.

Note: the authentication
code is case sensitive.

You can view the XML that
your system must send to
create the same alert by
clicking the View button.

If the <messageOnly> tag
is set to true, only the
content of the
<errorMessage> tag is
sent out via SMS.

On her cell phone Lindiwe
will see a test message in
the format shown here.

I Harn & Managernent

Calendar

Oper atars Mezzage

=

SYSTEM | ROLES | TRIGGER

R

affiliate Mame: Grapewine Interactive
Affiliate Code: 222022

* Required fields

Timestamp

Sustem
Camponent

affiliate Code
Authentication Code

Error Message:

Rale

Wiew WML

| zo0e w10 w23 w14 w11 v

: |Cu5tnmer Databaze on Postgresql V|*
[

P EEENZE

*IHEROUYF e

Databasze down

: |Fir5t-|ine support W |*

<?xml version="1.0" encoding="UTF-8" ?>

<errorTrigger>

<date>2006-10-23T09:47:00</date>

<system>Customer Database on Postgresqgl</system>

<component>All</component>
<affiliateCode>Zzz022</affiliateCode>
<authenticationCode>JHGPOUYF</authenticationCode>

<errorMessage>

<! [CDATA[Database down]]>

</errorMessage>

<messageOnly>true</messageOnly>

<role>First-line support</role>

</errorTrigger>

Error: <error code>
Date:
System:
Component: All

Msg:

5006-10-23 14:11:00
Customer Database on Postgresgl

<system generated message>
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Configure Your System to Post XML to SMS Duty Alert

Set your system up to send XML in the following format to the URL
http://gvrhapp4.vine.co.za:8080/httplnputhandler/dutyRoster.

<?xml version="1.0" encoding="UTF-8" ?>
<errorTrigger>
<date>2006-10-23T09:47:00</date>
<system>Customer Database on Postgresqgl</system>
<component>All</component>
<affiliateCode>z7Zz022</affiliateCode>
<authenticationCode>ALKJHBFDPI</authenticationCode>
<errorMessage>
<! [CDATA[Database down]]>
</errorMessage>

<role>First-line support</role>

</errorTrigger>
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Reporting

MESSAGES FROM SMS DuUTY ALERT

1. Click the Message Log
tab.

2. Enter your filters and click
SUBMIT.

3. Click VIEW next to a
message to display its
details.

DuTty LIST

1. Click the Calendar tab.

2. Click the DUTY LIST link
below the calendar tab.

3. Enter your filters and click
SUBMIT.

Log

)

Affiliate Mame: Grapevine Interactive
Affiliate Code: 222022

() This Month

@ Today O Custom Dates
O Last| |days ot 2006-10-23 00:00:00
End Date: |2006-10-23 15:25:54

Error Logs: page 1

1 |2006:10:23 14:11:00 g;‘::‘g’:‘;:;lmtabase on A VIEW
2 |z006:10:23 13141132 junior All VIEW
3 |2006:10:23 11138106 all all VIEW
4 |2006:10:23 07:41:33 junior All VIEW
5 [2006:10:23 04:25:03 juniar All WIEW
& [2006:10:23 03:25:11 junior All WIEW

Harm e IManagementI Zalendar | Cperators I Meas:

538
Log

CALEMDAR | ADD CALEMDAR ENTRIES | DUTY LIST

|

S

Affiliate Mame: Grapewine Interactive
Affiliate Code: 222022

Start Date: [2006-10-23 |

End Date: |2006-10-23 |

System: | Custorner Datsbase on Postgresql %

Companens
Crperator: | Lindiwe Sisulu e

Shifts:

Mo Entries match your request, please try again.
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Query DutyRoster via SMS
You can query the duty roster via an SMS to a standard-rate short code in two ways:

o who's on duty for a system and component on a date
o the system and component for which someone is responsible today

QUERY WHO's ON DuTyY

1. Send an SMS with the DUTY <AFFILIATE_CODE> <SYSTEM> <COMPONENT> <DATE>
format shown on the right
t0 31225. Example:

Note: if your system name DUTY ABCOO1 CUSTOMERDB ALL 24-10-2006

or component name
contains spaces, this query
will fail.

2. The system returns a LINDIWE SISULU (27821234567) is monitoring CUSTOMERDB ALL on
message with the format 24-10-2006
shown on the right to your
phone.

QUERY SYSTEM FOR AN OPERATOR TODAY

1. Send an SMS with the DUTY NAME <AFFILIATE_CODE> <OPERATOR_NAME>
format shown on the right
to 31225. Example:

Note: if the operator name DUTY NAME ABCOO1 LINDIWE

contains spaces, this query
will fail.

2. The system returns a LINDIWE (27821234567) is monitoring CUSTOMERDB ALL on
message with the format 24-10-2006
shown on the right to your
phone.
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FAQ

What is the system's URL?

You should have received an e-mail with the URL, your username and your password when
Grapevine Interactive provisioned you on the system. If you've forgotten any of this
information, contact Grapevine Interactive's support desk.
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Contact Us

FOR MORE INFORMATION:
Contact:

Cape Town

T .+ 27(0)21 702 3333 | F. +27(0)21 702 3334

Address

Grapevine Interactive SA
Grapevine House
Steenberg Office Park
Silverwood Close

Tokai

7945

Johannesburg

T. +27(0)11 513 3534/ 3219 | F. +27(0)11 388 2733

Grapevine Interactive SA
Fourways Business Centre
Design Quarter

Leslie Avenue

Fourways

FOR SUPPORT
Contact:

The Call Centre

Phone (local): (021) 702-3333

Phone (International): +27 21 702-3333
Email: support@vine.co.za
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