IMBAUTO

HELP DESK

MANUAL DE TECNICO — HELP DESK

REQUISITOS PREVIOS:
Tener instalado un Servidor de Aplicaciones con:

e Apache 2.2 o superior.
e PHP 5.3 0 superior.
e MYSQL 5.1.x.

Nota: Navegadores actualizados, no existe incompatibilidad con ningin sistema

operativo.

A continuacion se detalla los pasos para la instalacion y restauracion de la base de datos
del Help Desk, basado en SugarCRM Comunity Edition. Nota: Manual realizado en

Windows 7 con servidor de aplicaciones XAMPP.

1. Configuraciones Previas del Servidor de Aplicaciones.

En la ubicacidn de la instalacidn del servidor de aplicaciones se encuentra un archivo de
nombre php.ini, en XAMPP se encuentra en C:\xampp\php\, una vez encontrado el

archivo lo abrimos con cualquier editor de texto.

Ubicamos las siguientes lineas y las dejamos como se muestra:

e error_reporting = E_NOTICE | E_DEPRECATED
e max_execution_time =120

e memory_limit=512M

e post_max_size = 60M

e upload_max_filesize = 10M



2. Instalamos SugarCRM Comunity Edition 6.5.12

Tenemos que contar con el archivo .zip original de SugarCE-6.5.12.zip, una vez que
tengamos el archivo .zip, procedemos a descomprimir dentro de la carpeta de nuestro
servidor de aplicaciones. En el caso de XAMPP dentro de C:\xampp\htdocs\helpdesk.
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Ingresamos a cualquier navegador web, con la siguiente direccion.

http://localhost/helpdesk/sugar/install.php nos mostrara una pantalla como la siguiente.

@ Sugar Setup Wizard: Welcome to the SugarCRM 6.5.12 Setup Wizard - Moxzilla Firefox o = “
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stall.php
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SUGARCOMMUNITY EDITION.

Welcome to the SugarCRM 6.5.12 Setup Wizard

Choose your language: [ Engish (US) [v

Nos muestra la pantalla de Bienvenida de SugarCRM, damos clic en Next.


http://localhost/helpdesk/sugar/install.php
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= You might already have an existing database that you would like to use. If you provide the name of an
existing database, the tables in ine database will be dropped during installation when the schema for the
‘Sugar database is defined.

= Ifyou da not alfeady have a database, the name you provide will be used for the new database that is
created forthe instance during installation

= Database administrator user name and password
B The database adminisirator should be able to create tables and users and write fo the database.
= You might need to contact your database administrator forthis information ifthe database is not located
on your local computer andlor if you are nat the database administrator.

= Sugar database user name and password
= The user may be Ine database administrator, or you may provide ine name of anether existing database
user
= ffyou wouldike to create a new database user far this purpose, you will be able to provide a new
usemame and password during the installation process, and the user will be created during installation.

For the Custom setup, you might alse need o know the following:

= URL that will be used to access the Sugar instance after itis installed. This URL should include the web server
or machine name or P address.

= [Optional] Path to the session directory if you wish to use a custom session directory for Sugar information in
arder to prevent session data fram being vuinerable on shared seners

= [Optional] Path to a custom log directory if you wish to override the default directory for the Sugar log.

= [Optional] Application ID if you wish to override the aut D that ensures that sessions of one Sugar
instance are not used by other instances

® Character Set most commenly used in your locale.

For more detailed information, please consultthe Installation Guide.
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SUGARCOMMUNITY EDITION.

License Acceptance

GNU AFFERO GENZEAL PUBLIC LICENSE
Version 3, 13 November 2007

Copysighe (C) 2007 Free Seftware Feundstion, Ine. <htep://£25 org/>
Zveryone is permitted to oopy and distribute verbatim copies
of this license document, but changing it is not allowed.

Preamble

The GNU Affero Ceneral Public License is a frse, copyleft license for
software and other kinds of works, specifically designed to ensure
cooperation with the community in the case of network server softwars.

The licsnsss for mest softwsre snd other praetisal works ars designed
te take away your freedom to share and change the works. By contzast,
our General Eublic Licenses are intended to guarsntee your freedom to
share and change 211 versions of s program——to make sure it remsins free
software for a1l its users.

When we spesk of free softwaze, we are referzing to freedem, not
price. Our General Public Licenses are designed o make sure that you

Accept

Aceptamos los términos de la licencia y damos clic en Next.
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SUGARCOMMUNITY EDITION.
Installation Options

Choose Install Type

O Typical Install Requires minimum information for the installation. Recommended for new users

® custom Install Provides additional options to set during the installation. Most of these options are
also available after installation in the admin screens. Recommended for advanced
users.

Escogemos Custom Install y damos clic en Next.

I Sugar Setup Wizard: Database Type
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SUGARCOMMUNITY EDITION.
Database Type

Specify Database Type

Whattype of database will be used for the Sugar instance you are aboutta install?

@ MysaL (mysqli extension)

Nos muestra las bases de datos disponibles, como es la versién comunitaria nos muestra

solo MySQL. Damos clic en Next.
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SUGARCOMMUNITY EDITION., ¥ SUGAR

Database Configuration

* Required field
Provide Database Name

Name of the database that will contain the data for the Sugar instance you are about to install

* Database Name elpdesc
Name of web server or machine (nost) on which the database is located (such as localhost o www.mydomain.com .
* Host Name

Provide Database User Information

The usemame and password of a database adminisirator who can create database tables and users and who can wiite
tothe database is necessary in orderto setup the Sugar database

* Database Administrator Username o ]

Database Admin Password

|

For security purposes, you can specify an exclusive database userto connectto the Sugar database. This user must be
able o write, update and retrieve data on the Sugar database thatwill be created for this instance. This user can be the
database administrator specified above, or you can provide new or existing database user information

Sugar Database Username

Choose Demo Data

Populate Database with Demo Data?

Ingresamos los datos del nombre de la base datos en este caso llenamos con los
siguientes datos:

e Database Name: helpdesk

e Hostname: localhost

e Database Administrator Username: root
e Database Admin Password:

Damos clic en Next.

] .
SUGARCOMMUNITY EDITION. ¥ SUGAR
Site Configuration

* Required field

Identify Administration User

Enterthe URL that will be used to access the Sugar instance after installation. The URL will also be used as a base for
the URLS in the Sugar application pages. The URL should include the web server or machine name o IP address.

* URL of Sugar Instance [rtip:/Aocahost /helpdesk /sugar

Enter 2 name for your system. This name will be displayed in the browser file bar when users visit the Sugar application

* System Name ugarCRM

Select collation (sorting) sefings for your system. This settings will create the tables with the specific language you use. In
case your language doesn't require special setiings please use defaultvalue

* Collstion Setings Frr—]

After installation, you will need to use the Sugar admin user (default usemame = admin) to log in to the Sugar instance
Enter 3 password for this administrator user. This password can be changed after the initial login. You may alsa enter
another admin username to use besides the defaultvalue provided,

* Sugar Application Admin Name
* Sugar Admin User Password

* Re-enter Sugar Admin User Password

| Bock | Now |

Ingresamos la contrasefia del usuario admin, en este caso la clave es macgyver,
después clic en Next.
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SUGARCONMMUNITY EDITION. T sucaRr
Site Security

* Required field
Select Security Options

Send Anonymous Usage Statistics?

If selected, Sugar will send anonymeus statistics about your installation to SugarCRM Inc. every time your system
checks for new versions. This information will help us better understand how the application is Lsed and guide
improvements to the product.

Automatically Check For Updates?
If selected, the system will periodically check for updated versions of the application.

[] Use a Custom Session Directory for Sugar
If selected, you must provide a secure folder for storing Sugar session information. This can be done to prevent
session data from being vuinerable on shared servers.

Use a Custom Log Directory
If selected, you must speciy a log directory to override the default directory for the Sugar log. Regardless of where the
log file is located, access to it through a web browser will be restricted via an htaccess redirect

[ Provide Your Own Application ID
I£ selected, you must provide an application D to override the auto-generated ID. The ID ensures that Sessions of one
Sugar instance are ot Lsed by other instances. If you have a cluster of Sugar instaliations, they ail must share the
same application ID.

TEEmTR

Dejamos todo por defecto y damos clic en Next.

SUGARCOMMUNITY EDITION. ¥ SUGAR
Perform Setup

Creating Sugar configuration file (config.php)

Creating Sugar application tables, audit tables and refationship metadata
Creating the database helpdesk on localhost . done

Creating default Sugar data

Creating default users... done
Creating default scheduler jobs... done
The setup of Sugar 6.5.12 is now complete!

Total time: 10.014225006104 seconds
Approximate memory used: 21640432 bytes

Esperamos que finalice la instalacion y después damos clic en Next.

Warning: Your PHP configuration should be changed to allow files of at Least 6MB to be uploaded.

SUGARCOMMUNITY EDITION. ¢ sucaR

Install Language Packs

To use alanguage in Sugar other than the default language (US-English), you can upload and install the language pack at
this time. You will be able 1o Upload and install language packs from within the Sugar application s well. fyou would like
to skip this step, ciick Next

Language Pack

Upload a Language Pack

Examinar_ | No se ha seleccionado ringin archivo. Upload

The following language packs are ready to be installed
Name Version Date Publisheduninstallable  Description
none

The following language packs have been installed
Name Version Date PublishedUninstallable  Description
none

En las configuraciones del idioma dejamos vacio y damos clic en Next.




Welcome to

SUGARCOMMUNITY EDITION.

User Name: |
Password

Logln

¥ Forgot Password?

Server response time: 1.70 seconds.
©2004-2013 SugarCRM Inc. The Program is provided AS IS, without warranty. Licensed under AGPLY3
This program is free software; you can redistribute it andlor modify &t under the terms of the
G Affero General Public License version 3 as published by the Free Software Foundation, including the additional permission et forth in the Source code header.
SugarCRI s a trademark of SugarCRH, Inc. All otfier company and product names may be trademarks of the respective companies with which they are associated.
powersd by

€ sucaR

Con esto finalizamos la instalacion de SugarCRM, y nos muestra la pantalla de

Nos ingresamos al sistema con el usuario: admin y la contrasefia: macgyver.

Login.

Recordar contrasefia | v |

swrTe-serverspecification

Choose your Email provider:

Gmail Yahoo! Mail Microsoft Exchange Other
SMTP Server. 198.24.138.171 SMTP Port 26
Use SMTP Authentication? Enable SWTP over SSL or TLS? | -none-[v
SMTP Usemame: relpdesk@imbauto.com.ec

SWITP Password
Allow users o use this account for outgoing email: @

Clear  Send Test Email

<Back  Continue

Configuramos el correo electrénico que va a manejar

Continue.

Your Information

First Name:

Email Ad

Office Phone:
Mabile:

Primary Address

City

Postal Code:

helpdesk@imbauto.com.ed

tion you provide about yoursel

LastName: * Administrator
M Type: -none- | v
1M Name:

State.

Country:

<Back = Next>

el HelpDesk. Y damos clic en

Terminamos la configuracion de los datos del administrador. Y damos clic en Next.




Your Locale

Specily your time zone and how you would like dates, currencies and names to appear in Sugar.

Time Zone: @ AmericalGuayaquil (GMT-5:00) v

Date Format @ 12/2312010 | v Time Format @ 11:00pm | v
Currency: ® US Dollars : § | v

Currency Significant Digits: |2 |w Example: $123.456.789.00
Decimal Symbol: @ 1000s separator @ |,

Name Display Format: @ | Dr. David Livingstone | v.

<Back Next>

Configuramos la zona horaria y damos clic en Next.

You are ready to use Sugar!

What would you like to do next?

/2 start Using Sugar
Ll Go directly to the application Home page.

EM

Import data from external sources into the application

Create Users
Create new user accounts for people to use to access the application

¥ View and Manage Application Settings
Manage advanced seftings, including default application settings.

Configure the Application
Use Studio to create and manage application fields and layouts.

(7 Visit Sugar Universi
\,," Find training materials and classes that will help you get started as a system administrator or end user of the application

< Back Finish

Damos clic en Finish.

3. Restaurar Help Desk y Base de Datos.
Para realizar la restauracion del Help Desk, necesitamos los siguientes archivos:

e Helpdesk.rar
e Helpdesk.sql

En la carpeta de nuestro servidor de aplicaciones renombramos la carpeta helpdesk por
cualquier otro nombre y extraemos el archivo helpdesk.rar y nos debe quedar una

carpeta de la siguiente manera.
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Después  procedemos a

restaurar

la

base

de datos, ingresamos

a

http://localhost/phpmyadmin, y eliminamos la base de daos de nombre helpdesk vy

después volvemos a crear la base de datos con el mismo nombre helpdesk que va a estar

vacia.

& Was confiuraciones

€ - C' [} localhost/phpmyadmin/ % =
FEEY [ SoporteFeliz PA Mis C | [ Portal Discover () Portal Interdin [ Intermatico del Ban.. [ MLCOURIERLL [ Medidor de Velocid.. 4% Administracion Glo... »
phpMyAdmin
& ; @ ) Basesde datos = L SQL | (g Estado actual =7 Usuarios [ Exportar =} Impertar | & Configuracion M Sincronizar = Mas
3 @
(Tablas recientes) . v
= Cotejamiento de la conexion al senidor @ - | utfé_general_ci v © Sevin TR Ca ERE
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3 performance_schema & uioma - Language @ - | Espafiol- Spanish . « Conjunto de caracteres del senidor: UTF-8 Unicode (utfB)
3 phpmyadmin I
D Tema: | pmahomme
J sugarcrm — <
@ tost + Tamafio de fuente: | 82% v ad
) webzuth - Apache/2.4.3 (Win32) OpenSSL/1.0.1c PHP/5.4.7

= Versidn del cliente de base de datos: libmysql - mysgind 5.0.10
0111096 Cld-

Después damos clic en la pestafia importar, luego damos clic en examinar y escogemos

el archivo helpdesk.sql
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Buscar Downloads
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Nombre: helpdesk.sql

Jr Favoritos Nermbre Fecha de modifica..  Tipo
1 Descargas L helpdesk (1).sql 05/12/201301:55 a...  Archivo SQL . - : . -
M Escritorio [ helpdesk (2).5q1 12/12/20130148 5...  Archivo SQL Exportar | (5} Importar | & Configuracion = 2 Sincronizar ¥ Mas
S5 Sitios recientes || helpdesk (3).sql 26/01/2014 10:37 Archivo SQL
;g Dropbox 2| | Ll helpdesksql 04/12/20131031 .. Archivo SQL
& Hoja de vida para mantenimiento de Perar  14/12/2001 12:27 .. WinRAR archive |
- Bibliotecas T hoja_respuestas.pef 15/03/20130242 .. Adobe Acrobat D
I [= Documentos horario (1).xlsx 14/09/20120338 .. Hoja de clculo d
|l & imagenes HORARIO SITEMAS_2013 xlsx 27/03/201308:50 2...  Hoja de calculo d
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| B Videos horarios xlsx 19/09/20120246 ...  Hoja de célculo d lo: .sql.zip
T HP 1P Console Viewer for Windows Install..  09/11/201106:10 a... Adobe Acrobat D A
18 Equipo & hp_CLI_2600n_Full_Solution~20110217-5... 11/12/201311:23 a... Aplicacion A
&, Discolocal (C) =~ ¢ \_ il ]

;
~ | Todos los archives -

se ha acercado al limite de tiempo PHP. (Esto podria ser un buen método para importar

Y con ello queda restaurado el sistema Help Desk por completo.


http://localhost/phpmyadmin

