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1 Introduction

SSA SupportEye contains some valuable tools. Services previously included are removed since the newer product OnePoint Diagnostics 3.2 is released.

The SupportEye application runs as a server process on your production system and communicates with the Internet browser (Internet Explorer).

SupportEye is a passive software package. Only read actions are performed on SSA ERP LN object files when requested. Also any actions on operating system are passive, except for a number of (temporary) files that are being created during operation.

Please read the license agreement carefully. The license agreement is displayed during the installation and needs to be confirmed.
SSA ERP LN is the collection name for SSA® BaanIV, SSA® BaanERP 5.0c and SSA® ERP LN 6.1

1.1 Supported Environments

Refer to Solution 121375 in the knowledge base for Supported Environments information.

1.2 What’s new since SupportEye 1.1.0701?

The SupportEye 1.1.0701 version does not contain services any longer. Instead OnePoint Diagnostics 3.2 is released with even more functionality. SupportEye now only contains some valuable tools that are not part of the OnePoint Diagnostics product.

2 Installation

2.1 Where to install SSA SupportEye

When you want to use the Object Magnifier, SupportEye is to be installed on a server with a valid SSA ERP LN application environment. This enables the possibility to instruct the Object Manifier to search through the ERP LN application objects. 
If you have more than one ERP LN application server with different, independent ERP LN software environments, install SupportEye on each of the application servers with the ERP LN environment that you want to investigate with the Object Magnifier. If you have more than one ERP LN Software Environment on a specific application server, you will have to chose one specific BSE per SupportEye installation. Only at installation time can you choose the BSE connected to the SupportEye environment. 

On Unix platforms you are allowed to install more than one SupportEye environments on a specific server. Start them on different ports. 

No prerequisites are existing to use the Flow Monitor. The location of trace files needs to be entered and needs to be readable by the SupportEye server components.

3 Unix

3.1 Installation
For a successful installation of SupportEye 1.1 on Unix you should take the following steps:

i) Download a SupportEye pack

If not already done, download the appropriate Unix SupportEye pack from the SSA support ftp site (refer to solution 120511). The pack names are respectively:


Platform
Pack name


AIX

aix-pack.tar


DEC

dec-pack.tar


HP-UX

hpu-pack.tar


SUN

sun-pack.tar

In the following text, pack names will be referred to as <platform>-pack.tar.

ii) Transfer the pack to your ERP LN application server

Binary ftp the <platform>-pack.tar file to a temporary, empty directory on the Unix machine (your ERP LN application server) from which you wish to install SupportEye.

iii) Logon to application server

Logon to your ERP LN (application). The account used during the SupportEye installation and for the starting of the SupportEye server needs to have full permissions in the ERP LN environment (i.e., files in the $BSE directory structure).

iv) Extract the tar file

At the prompt, extract the tar file as follows:


tar xvf <platform>-pack.tar

Relevant installation files are:


install.sh


SupportEye.tar.Z

Note (1): If you have transferred 1 or more of these two components from a Windows machine, the file(s) may have become unusable if ftp transfer has not been executed correctly. You will not have this problem if you have extracted the <platform>-pack.tar file on the Unix machine.

Note (2) Check that you have read and execute permission for the shell script install.sh. If not, type the following at the prompt:


chmod 555 install.sh

v) Set the $BSE environment variable

Make sure that your ERP LN environment is set (especially environment variable BSE should be pointing to a relevant ERP LN installation). SupportEye will execute primarily in this environment. 

vi) Start the installation

Start the installation as follows: 


./install.sh [-p <port>] SupportEye.tar

Note: Don't type the ".Z" at the end of "SupportEye.tar.Z".

About the -p option (not compulsory): 

The SupportEye server can communicate with desktop browsers via sockets. When the "-p" option is omitted, the default port number used by SupportEye is 9060. Like in the procedure to start the listener program (as described below), an alternative port number can be specified via the install script (as in "./install.sh -p 9050 SupportEye.tar"). For more details about the usage of alternative port numbers see the start procedure of the SupportEye server.

After starting the install script, you will be prompted for a directory. Give the name of a new (i.e., non-existing) directory preferably in your home directory.

If you encounter error messages during installation please refer to the "troubleshooting" section at the end of this manual.

After successful installation the message "Installation complete" appears and the SupportEye server components are started.

vii) Connect to the SupportEye server with your browser
Open your Internet browser and type the following in the location bar:


http://<servername>:<port nr>/ 

where "<servername>" must be substituted by the name (or IP address) of your ERP LN server machine (where you installed SupportEye), and "<port nr>" is the port number you have chosen (default port is 9060). E.g.:


http://redant:9060/
The SupportEye server can be stopped and started, and the port number can be changed at a later stage. This is described in the following section.

3.2 Starting SupportEye

i) Logon to your ERP LN server with the same Unix account as was used to install SupportEye.

ii) Move to your directory of installation.
iii) Make sure that your ERP LN environment is set (i.e., environment variable BSE).

iv) Start the program via: ./server.sh [-p <port nr>] -start
Several checks are executed after which the listener program is started. Typically the procedure ends with displaying the address to be entered in your internet browser to use SupportEye.

Startup Option -p

By default SupportEye will use port number 9060 as listening address.

If you would like to change this, use the -p option and specify your alternative port number.  A port number should be chosen in the range 1200 - 65000.  Make sure that the port number is not conflicting with a port of another service. See the examples below.

This command is identical to the default (i.e., not using the "-p" option):


./server.sh -p 9060 -start

This command starts SupportEye with alternative port number 9050:


./server.sh -p 9050 –start

The system will remember an alternative port number and consequently you don’t have to use the –p option again when stopping or starting the server components with that alternative port number.

3.3 Stopping SupportEye

i) Logon to your ERP LN server with the same Unix account used to install SupportEye.

ii) Move to your directory of installation.

Stop the program via: ./server.sh [-p <port nr>] -stop
The port option can be used if you want to stop a SupportEye server that is listening on another port number than the default port (9060).

When service processes are still active (possibly executing a requested action), the request to stop the listener process is ignored.  The still running server processes must first come to an end. Either normally (when the requested action is completed) or abnormally (by forced termination of the server processes).

Note that the communication between your browser and an associated server process uses connections that remain existing for some time.  A connection is closed by the browser when you did not issue any request during the time frame as defined in your browser settings.

Note also that sometimes a minimized window can cause a connection to remain existing due to which a stop command is refused (since an idle service process is still associated with that minimized connection).

4 Windows
4.1  Installation procedure
For a successful installation of SupportEye 1.1 on Windows you should take the following steps:

1. Logon to your ERP LN server

Logon to your ERP LN (application) server machine using an account also suitable as ERP LN user. The account used during the SupportEye installation and for the starting of the SupportEye control program needs to have read permissions in the ERP LN environment (i.e., files in the %BSE% directory structure).

2. Set the BSE environment value

Make sure that your ERP LN environment is set (especially environment variable BSE should be pointing to a relevant ERP LN installation).  SupportEye will execute primarily in this environment. 

3. Run SupportEye.exe

SupportEye comes as a self-extracting program. The user can save the file SupportEye.exe in any directory of his choice and double click to start the installation.

SupportEye.exe extracts itself and proceeds to give a welcome message.

When the SupportEye install wizard detects an old SupportEye installation, it will first uninstall this old installation. After uninstalling, you have to start the SupportEye.exe program again in order to proceed with the installation.

4. Follow the steps in the wizard

The SupportEye.exe program is designed in a wizard like interface and is quite easy to follow. The displayed license information should be read and acceptance of the agreement should be confirmed before proceeding with the setup.

The user should then follow the installation steps as displayed in the wizard interface. Each of the steps in the wizard interface has a self explanatory text in it.

5. Launch the SupportEye control program.

Double click the SupportEye shortcut on your desktop. Alternatively, click the Windows “Start” menu button, point to “Programs”, “SupportEye”, then click the “SupportEye” link (which has the version number).

6. Start the SupportEye server logic via the “Contol” pulldown menu.

The SupportEye listener will be activated by starting the SupportEye server logic via the “Start” option in the “Control” pulldown menu.
7. Optionally change the port number

SupportEye communicates with your desktop browser via sockets. The default port number used by SupportEye is 9060. As described in the “Change of port number” section below, an alternative port number can be specified via the “Control” pulldown menu. 

8. Open your browser

You are ready to go now, open your Internet browser and type the following in your location bar:

http://<servername>:<port nr>

Where “<servername>” is the name of your ERP LN server machine where you installed SupportEye, and “<port nr>” is the selected portnumber (normally 9060). E.g. if your server name is “neon”, type: 

http://neon:9060

For “<servername>” you can also substitute the IP-address of the server.

The following section explains how to start and stop the SupportEye Server, and how to change the port number.

4.2 Starting and stopping the SupportEye server

4.2.1 Starting SupportEye

The steps to start the SupportEye server are as follows:

1. Logon to your ERP LN server machine using an account also suitable as ERP LN user. In view of file and folder permissions, it is the most safe (and therefore advisable) if this is the same account with which SupportEye was installed.

2. Make sure that your ERP LN environment is set. This must be the same environment selected during installation. 

3. If the SupportEye control program is not active, you can launch it by double clicking the SupportEye shortcut Icon on the desktop. The SupportEye server logic can be started via the “Start” option in the “Control” pulldown menu.

4.2.2 Stopping SupportEye

The steps to stop the SupportEye control program are as follows:

1. Logon to your ERP LN server machine.

2. Stop the program via the “Control” pulldown menu.

If a thread is still active (e.g. some request is still being handled), you will be notified. 

After stopping the server you can close the Window.

4.2.3 Change of port number

By default SupportEye will use port number 9060 as listening address. If you would like to change this, use the “Change Port Number” option in the “Control” pulldown menu and specify your alternative port number. A port number should be chosen in the range 1200 – 65000.  Make sure that the port number is not conflicting with a port of another service. Do not change the port number whilst a scan is running.

5 Troubleshooting installation problems

This section is important for gaining insight in the pre-requisites for a succesfull SupportEye installation. Further help can be found in the knowledge base.

5.1 Quick checklist

If you encounter problems with installation and/or execution, first go through the following checklist:

· Has the portal been started by the same user that did the installation? 

· Are directories set-up with proper permissions? Especially directory "output" and "html" need to be writable.

Most of the points in the checklist are elaborated next.

5.2 What kind of permission does my user account need to have? 

The account used for the SupportEye installation and for starting the SupportEye control process, needs to have read permissions in the ERP LN environment (i.e. to access files in the %BSE% directory structure). Several files are read by SupportEye during execution. Examples are: %BSE%\lib\tabledef6.2, %BSE%\lib\user\u<user>, etc 

5.3 Why does the installation come up with the message "failed to create directory <path name>"? 

If you install into a directory which already exists, this message will appear. Choose a new, non-existing directory for installation.

5.4 Unix: What kind of permission does my Unix user account need to have? 

The account used for the SupportEye installation and for starting the SupportEye control process, needs to have read permissions in the ERP LN environment (i.e. to read files in the $BSE directory structure). Several files are read by SupportEye during execution. Examples are: $BSE/lib/tabledef6.2, $BSE/lib/user/u<user>, etc.).

5.5 Unix: How to deal with error messages like "mv: cannot access disclaim.XXX" and "install.sh:installer for ??? not found ..." during installation? 

Check if you specified an argument in the install command. The SupportEye installation needs to be done with the command "./install.sh SupportEye.tar" (both files need to be in the same directory). If this is OK and the problem persists, check if the file SupportEye.tar.Z was transferred to the Unix server using BINARY mode for FTP. When ASCII mode is used during FTP transfer, the size of the SupportEye.tar.Z file is slightly changed (some 50 bytes smaller) due to ASCII conversion rules. Thereafter the tar container cannot be processed properly any longer.

6 Known issues in SupportEye 1.1.0701

· Minor layout problems can occur in combination with Microsoft Internet Explorer version 6.0 and Netscape version 6.2

· Window resizing problems can occur in combination with Netscape browsers. They are mostly corrected by a manual reload

· On Windows NT 4.0 Service Pack 5, after starting the SupportEye server (elles.exe), a pop-up message can indicate that a console could not be found. After clicking OK the portal should function normally
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