Installing Razordesk v3.2 using the \J
embedded MSSQL 2005 Express database razordesk

Quick Start ...

Hate manuals and just want to get your Razordesk installed? The installer has been designed
to be easy to use, just make sure you have administrator privileges and that you have an
unlock code. If not you will have the opportunity to get a free license key during the
installation.

The installer will create an embedded database for you but if you want to use Razordesk with
your existing SQL2000 or SQL2005 database system, follow the instructions as appropriate.
You will need your SQL ‘sa’ password.

Need a little more help? Please read ahead and we’ll take you screen by screen...

WINDOWS 2003 USERS

See Appendix A for information regarding setting up the Web Server

1. Step-by-step guide with screen shots

You will need a Razordesk Unlock code, you should have been provided one when you purchased
Razordesk. If you don’t have don’t worry you will be given an opportunity to get one

Razordesk runs on your web server but behaves similar to a Windows application. The full power of
Razordesk is available to staff and customers with access to Internet Explorer within or external to
the organisation. With the simplified web skin you can even embed Razordesk within your own
website, all of the HTML you need is provided in the Configuration tab. The optional Email
Integration lets users interact via your support email account. The powerful email integration facility
supports attachments and allows you to direct specific email addresses to specified accounts and all
others to a generic catchall-account.

The Installer must be run from a System Administrator account otherwise certain aspects may fail to
be setup correctly. This guide assumes basic knowledge in system administration of a Microsoft
Windows Server system and in administering Internet Information Services (IIS5/6). You must have
the prerequisite licences for running Microsoft Windows server and IIS.

Note that this installer does not include the third party graphing component (TeeChart) used to
generate on-screen graphs. If you would like to purchase this optional extra please purchase a
license from www.razordesk.com

2. System requirements

IIS5 or II1S6 with Microsoft dot.net version 2

Windows bases Web server (Windows 2000 or later) with IIS5 or II6 and Microsoft DOT.NET
Framework 2 extensions installed (this will likely have been installed as a Microsoft update, Windows
2003 & XP will have DOT.NET 2 installed as standard). The update is free from the Microsoft support
website (look for the update file dotnetfx.exe for .NET 2).



3. Install the Web Components and Database

Extract and run the Razordesk Installshield Wizard
NB: Log in to your web server with an account that has admin privileges.

Run the installer then press Next>

Razordesk Setup

Welcome to the InstallShield Wizard for
Razordesk

Thiz will install B azordesk 3.2 on your computer

Click. Mest = to continue.

< Hack Canicel

Do you have an Installer Key?
If you need an Installer key press [ Yes ] to get one free. Otherwise press [ No ]

Quesﬁon

\:}/ Do wou need an Unlock Code?
-

.. If wou haven't wet obtained your unlock code press [Yes] ko request one now.




License Agreement
Please read the license and if you are happy press Yes

Razordesk Setup =

License Agreement T

Fleaze read the following license agreement canefully. o o "_

Frezs the PAGE DOWMN key ta zee the rest of the agreement,

Termmz and Conditions Relating ta the pravizion of Blue Tang Support Desk ’ﬂ
1. INTERFRETATIOM I'__

[ this Contract:

“tuthonzed User' meanz anyone regiztered by the Custorer with BTWS on the Service
az authorized to use the Service.

"BTWS" meanz Blue Tang *eb Systems limited in England Mo 4037143, Windawer
Houze, 5t &nn Street, Salizbury SP1 208,

Do you accept all the terms of the preceding Licenze Agreement? |f vou choose Mo, the
zetup will close. Tainstall Bazordeszk, vou must accept this agreement.

IrztallS hield

< Back Tez Mo

Customer Information & Serial Number

Enter your name and the name of your company as you would to be known on the Razordesk
portal. Enter the serial number provided. A free serial number (and license key) can be obtained
from www.Razordesk.com/razor/key

Razor desk Setup

Customer Information -—

Fleaze enter pour infarmation.

Fleaze enter pour Mame, pour Company Mame and your unlock code.
Obtain an Unlock Code at wens.razordesk, comdrazorkey3. 2

Wzer Mame:

1P‘eter

Company M ame;

1.-’-‘-.|:me Col

Sernal Mumber;

IrstallShield

< Back Hents Cancel




Choose Destination Location

This screen defines the location of the web page files for the default website, these normally reside
in C:\InetPub\wwwroot but if you prefer to store the web pages elsewhere, enter a suitable

location or press Browse. Unless you have a local policy for storing websites elsewhere just press
Next >

Razordesk Setup

Choosze Destination Location .

Select folder where Setup will install files. o

Setup will install B azordesk in the following folder.,

Toinztall ta this folder, click Mest. Taoinzstall bo a different folder, click Browse and select
another folder.

r— Destination Falder

C: A etPubhwiswront

Browsze...

InstallShield

< Back

Canicel |

Setup Type
To install Razordesk with the built-in database choose just press Next >

If you wish to use Razordesk with your own SQL database choose ‘Full system using SQL2000 or
2005 database’ and follow the instructions on screen.

Razor desk Setup

Select Installation Type —

L
e

Select the tupe of inztallation vou require. Unlezs pou have an edisting M5 SOL Server pou

—Diezcription

Full gygtemn uging SEL2000 or 2005 database Installs Fazordesk website, an

Juszt the built-in SOLExpres: database
Just the databaze uzing SAL2000 or SOLZ2005
Juzt the Razordesk webszite component

IrstallShield

embedded SQLServer Express
2005 databaze engine, and a
databaze [Recommended faor
most Lgers]

Cancel

< Back ! Mest » l




Start Copying Files
Check the settings and if you are happy with the details press Next >

Razor desk Setup '
Start Copying Files i
Review settings before copying files. N i

Setup has enouagh infarmation to start copying the pragram files. 1F vau want ko resvies or
change any zettings, click Back. [f you are zatizfied with the zettingz, click Mest to beagin
copying files.

Current Settings:
MOTE: *our zerver iz configured for MET 2.0

Inztall B azordesk components using embedded MSS50L Express: databasze
Create a Supporting Company with the hame Acme Co

Create a default admin lagin username [admin] pazewaord [abe12]

IrystallS hield
< Back I Mest » ] Cancel
Copying files
The web components are copied to the selected folder.
Razordesk Setup
Setup Status T
o L

Fazordesk Setup iz performing the requested operations.

Inztaling:  ‘Website application

C:h. . Arazordeskhrma_htrcommon'profile. simple. buttons, ascs
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IrstallShield

Canicel




Installing the Database Components

The database system will now be installed, this may take a few minutes and a number of screens
and black DOS boxes will appear and disappear. No input is required by you at this stage but
observe the screens for any error messages should they occur.

wad Microsoft SOL Server 2005 Setup X

Installing Prerequisites

Ingtalls software componentz required prior to installing SGL
Server. |

SOL Server Compotent Update will install the following cormponents
required for SOL Server Setup:

=* Microsoft SOL Server 2005 Setup Support Files

Configuring components. .

Iriztall Cancel




Final Page

Congratulations your Razordesk is now configured. Click finish to launch the test page and check
that the site opens and that the database is connected correctly. Remember you have 14 days
support to ask any questions should you have any difficulties or questions regarding your Razordesk
installation.

Razordesk Setup

InstallShield Wizard Complete

The Razordesk inztallation iz complete

¥ Launch Razordesk test page

Check, the box to launch a test page to verify the installation
and offer adwvice if problems are detected.

Firizh | Cancel




5. Testing your Razordesk set-up

On the web server open a web browser window and enter the address
http:/ /localhost/razordesk/test

If all is well you will see something like this:
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If you do not find this page at all, it is likely that IIS hasnt been set up correctly, see FAQs for
possible reasons.



This test was unable to connect to database.

Qe - 3 X B P Frrein @ (3% B- /DO S

Agchens 8] bt iscedont b nrek et ™ u"'ﬂ

This Is the Razordesk Test Page

warifing oo Databes e Coediguration
The tost was urabls to copnect o dotebass . Ses installateon qusde for possSle copsos

Your IIS has been configured correctly but for some reason the website isn't communicating with the
database. See Trouble Shooting for possible reasons. It is possible that the database was not
installed properly or the razorlogin wasn’t added.



6. Running your Razordesk

In a browser navigate to address http://www.yourwebaddress.com/razordesk

You should be able to view the main login page (see below)
HINT: Don't worry if you experience a delay of a few seconds or more before this page loads. This is the normal behaviour of
dot.net web application when accessing a page for the 1% time. Subsequent page loads will be much faster.

NOTE: The trial license allows 14 days access from a remote web browser. After 14 days you are
restricted to use from the web server itself via localhost/razordesk. To restore remoter access simply
purchase a minimum of 3 concurrent users. A link to the upgrade site is provided when you log in.

The Login screen

a Your Agent Description - Microsoft Internet Explorer » ;l.glil.

fle Ede vew Faortes Tk B g

Qexk -0 - M G- B~ 388

Address @ hitpe flocalhost{razordesk j I" Sk
3H Acme Widgets

rasordeslk Mouser logged in

rAcrne widgets Login

username |admin

password |

login

pazzword reminder

' 1 will enter my Usermmame and Password when Ilogin
%' please insert my username, I will enter my password
@ Log me in without having to enter a Usermame or Password

# Powered by blue tang web systems # Create a RazorDesk systern for your business

Micrasoft Internet Explorer 5.5 or higher ar Firefox 1.5 is recommended for use with Razardesk,

Agent 1D 100

]
L T e,

A system administrative will have been created for you. Login with the username admin and the
password abc123 - you should be presented with the following screen

10



The Notices pane, not system broadcast message on the right.
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Changing your password

We recommend you change your password now. On the noticed tab, press View Profile. Your
personal settings will be displayed on the right hand screen. Scroll down on the right screen then

press Modify (see below)

:4 » ) User details

rSelect

Organisation Iﬁu:rne Widgets ;” Suppork Headquar‘ter:;l
rRequired Infarmation

First/Last [adrnin |Lagin

User Mame |admin

Initbals Iﬁi

Password

Email |

r Contack Details
Telephone |
Mobile |

Fax |

rMain areas of interest
I eroblem or Fault O Change Request
[ & General Cormrment

rSend notification when ticket is

(I fzsigned [ madified M Has job note M1 new

rMotifications settings
EMail Selections

$MS Selections

Mo email notificationz ;I

Mo ernail notifications

ridenaral user options
[T pizable ernailed broadeast rmessages

I Enable floating page headers

rpersonalisation

Language /Zone [pefault =l amT |
Authority Systerm Administrator -
Profile All Tickets Throughout ;I
skin Cefault Skin ;I
Status (¥ Enabled O Disabled © Deleted

| Apply | Eanu:el|

Enter your new password where indicated and Apply

HINT: If you enter a field incorrectly a red cross will be placed to the right hand side. Move your mouse over the cross to view

an explanation of the error.

7. How to use your Razordesk

Your installation is now complete. For more information on how to configure and use Razordesk
please refer to the user manuals. The administrators manual and user manual can be

downloaded from the Notices pane when you login.
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Trouble Shooting FAQs

Test Page

Q1. I get an error when trying to load the test screen

A. The web server has not been configured correctly. Make sure that the Razordesk folder in IIS is
configured for Microsoft .NET 2.0 and is correctly configured as an application. Try running the utility
WorkCubellSSetup.exe that you will find in c:\inetpub\wwwroot\Razordesk\bin

Q2. On loading the test page I get a largely empty page with a message starting If you are
reading this at the top of the page and you do not see several sections of test data ...

A. Your web server has not been configured to use DOT NET FRAMEWORK 2.0. A dot net framework
installer is available at www.razordesk.com/razor/downloads/dotnetfx2.0.exe or can be obtained
from the Microsoft website www.microsoft.com

Q3. I can see the test page OK, but it says that the database cannot be connected

Al. For some reason the SQL Express database did not install properly, please contact Razordesk
support on support@razordesk.com

APPENDIX A - Windows 2003 Issues

The Internet Information Services (IIS) on Windows 2003 incorporates some higher security settings
that may need manual intervention. The installer does it best to initialise IIS as needed but
depending on local configuration settings some aspects may fail. These checks will cover most
eventualities.

When you install Razordesk ensure that you are logged in Administrator
or that you have admin privileges. First check the FAQs above.

Q4. How do I check that I have Microsoft .NET 2 installed?

A. Open IIS (Administrative Tools - Internet Information Services) and then select properties on the
Razordesk website. Go to the tab labelled ASP.NET. The ASP.NET Version should be set to 2.0.50727
- if not change it and Apply. If 2.0.50727 is not in the list you don’t have .NET 2.0 on your system in
which case refer to Q2.

Q5. I have DOT.NET Framework 2.0 installed and selected but the test page still sayes ‘page cannot
be found’ or similar.

A. You may need to configure the IIS6 ‘Web Extensions’ to enable ASP.NET 2 (this is a further
configuration, in IIS6 on Windows 2003 these is not set up by default).

1. Open IIS Manager, expand the master server node (with the server name), and then select
the Web service extensions node.
2. In the right pane of the IIS Manager, click Add a new Web service extension under Tasks.
3. In the Extension name box, type “Microsoft .NET 2 Service”
4. In the Required files box, click Add, and enter:
c:\WINDOWS\Microsoft. NET\Framework\v2.0.50727\aspnet_isapi.dll
click OK.
5. Set extension status to allowed check box.
6. Click OK to save your changes.
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Q6. I have done that and still there is no page

A. Again in IIS go to the Virtual Directory tab and make sure that the Razordesk website is set
up as an application (On the same row as the Application name you should see a text box
and a button to the right, it should be labelled [Remove]). If the button says [Create], press
it. Also press the Configuration button to launch a popup box:

- - -,

A pplication Configuration

Mappings ||:I|:|ti|:|n$: Debugging |

Application kappings

Exter... | Ewecutable Path Yerbs |_A|

Lad ciWINDOwWS S Microsoft METSFrame..  GET HEA] 3
.adprato... o NWINDDW S \Microsoft HET%Frame...  GETH E.ﬁ..! 3
.agzay v IMD WS Microzoft METYFrame.. GET HEA
LBECH v IMD WS Microzoft MET4Frame...  GET HEA.
.ashy MDA S Microzoft MET4Frame..  GET HEA,
LAEMH | e IMD WS Microzoft ME T4 Framework w2 050727 azpnet_i:

azp C W D WS wepstem e sineterevasp.dl | 1aE 1 HES,
LATpN WM DWW S \Microzoft HETAFrame...  GET HEA.
.axd MDD S Miciozoft MET4Frame...  GET HEA.
browzer  oWMWINDDWSS\Microzoft METSFrame...  GET . HEA.
.cd cWINDOW S Microzoft METAFrame...  GETH E.-’-\-..[Y i
|iJ 1 | [}_i

| #dd | [ Edt | | Eemove |

[ 0k, l [ Cancel Apply

Ensure that the Extension .aspx appears in the left hand column. If not press [Add] and create a
new entry with the extension .aspx and Executable:

c:\WINDOWS\Microsoft. NET\Framework\v2.0.50727\aspnet_isapi.dll

Finally within IIS select the Documents tab and add default,aspx in the list if it is not present.

Q7. The test page loads but the database says it can’t connect.

A. The most likely cause if you are using the embedded SQL database is that the installer was
unable to set up some file permissions. Open up the properties on the folder c:\Documents and
Settings and select the Security tab. If necessary add the user *"NETWORK SERVICE” and give it
Read/Write and Modify permissions.

Copyright 2008 All Rights Reserved Blue Tang Web Systems Ltd
p. +44 0870 321 2481

f. +44 0870 321 2485

support@razordesk.com
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