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1. INTRODUCTION

The Zero-Knowledge Knowledge Center is a centralized database containing the solutions to the most commonly experienced problems with Freedom/Safeworld Software. Any user experiencing a difficulty or having a problem may visit the Freedom Knowledge Center at http://www.freedom.net/support/knowledge.html or the Safeworld Knowledge Center at http://www.safeworldsoftware.com/support/knowledge.html. While the two sites have a slightly different user interface, their functions are nearly identical.

This report will explain in detail how the Knowledge Center works, how users can perform searches in order to find the solution they’re looking for, and how the Knowledge Center has been designed in such a way as to maintain all its information inside one central database, while servicing two different companies.

2. KNOWLEDGE CENTER FRONT-END

The user may access the Knowledge Center through various public HTML pages, made available on the Freedom or Safeworld domains. He or she may choose to search for a specific keyword or select a specific article from a list. When searching for an article, the user may choose to search by keywords, full article text, or article excerpts. He or she may also click on an article in the “Top Known Issues” section, which displays the most frequently accessed articles in two different categories, the Freedom Suite and Websecure on the Freedom website, and only for the Safeworld Suite on the Safeworld website.

The user has the choice between a basic search (default), and an advanced search. The basic search offers a search by product and component, and allows one to specify what to search by, while the advanced search also allows the user to search in function of the platform and version number. The user may also choose to limit the number of search results and to sort the results by date or hits. On the Safeworld website, the user isn’t allowed to specify the version number or the platform since the version defaults at 4.0 and none of the solutions which apply to Safeworld are platform-specific.

After the user has performed a search, a list of relevant search results is displayed and may be clicked on for additional details. All articles display the problem or question, resolution and status along with other details.

3. KNOWLEDGE CENTER BACK-END

The Knowledge Center is coded mainly in PHP and HTML. The HTML is used to provide the user with a practical interface, while the PHP provides all the needed functionality. The articles contained in the Knowledge Center are all stored in an SQL database and are loaded and generated dynamically when needed. The PHP code makes a call to the database which, depending on the request, returns an entire article or information about that article. 

The SQL database in question is called “support” and resides on the same Windows machine currently powering the Zeroknowledge.com website. This database may be accessed with the proper login/password through SQL Server Enterprise or through the Knowledge Center Administrative page found on the Zero-Knowledge server. Changes made to this database using SQL Server Enterprise can first be made in QA (which resides on a different server) and then get uploaded to production. All the articles are stored in the “support” table. This table contains the following columns:

· article:  unique article number

· date_entered, date_revised

· title: a short title displayed as links to full articles when search results are displayed

· excerpt: a shorter description that is displayed with the title in the search results

· product: product IDs specifying which products the article applies to. The product associated to the ID is specified in the “index_product” table.

· keywords: a list of comma separated words or phrases describing the article. Users searching by keyword will only see the article in their search result if they search for a keyword which is contained in this field.

· platform: contains ID#, each ID being associated to an operating system. The ID-platform associations are specified in the “index_platform” table

· version_high, version_low: specifies the versions that the article applies to.

· hits: how many times the article was accessed

· category: contains the category ID. These are contained in “index_category”

· cause: contains the description of the cause of the problem.

· resolution: contains solution (if any) to the problem.

· status: specifies whether the problem has been resolved or whether a fix is in the works.

· symptoms

· article_type: 1 = Symptoms, 2 = Question

· entered_by: contains name of person who created the article

· revised_by: contains name of person who last modified the article

· publication_status: number specifying whether the article should be active (available for public viewing), hidden, or archived.

The PHP on the page uses an HTML form to take in all the user’s search requirements and then outputs the form’s result to itself using the <form method=”POST” action=”<? echo $PHP_SELF; ?>”> tag. A hidden variable “sent” is also set to “1” in order to specify that a search has been made. The PHP then performs various tasks to extract the appropriate search results. The exact functionality of that code is beyond the scope of this paper.

4. INTEGRATING THE KNOWLEDGE CENTER WITH SAFEWORLD

With the launch of Safeworld, a security and privacy suite based entirely on the Freedom Suite, a new website needed to be designed while maintaining an entirely separate look, with no mention of the Freedom software. Safeworld Knowledge Center articles are the same as the Freedom articles, except for one obvious problem: the Safeworld articles need to discuss problems about the Safeworld Suite or the Safeworld Antivirus, and the word “Freedom” should not appear anywhere. To solve this problem, all instances of words related to the product names in the database were replaced by JavaScript variables that change dynamically depending on which page accesses the database. Since the information needs to be loaded on the user’s machine before being interpreted, a client-side language was necessary and JavaScript was an appropriate choice.

The following is a detailed description of the code used to replace each word or phrases:

"Freedom" replaced with: 

<script type="text/javascript">document.write(package_name)</script>

Replace all instances of "Anti-Virus" with: 

<script type="text/javascript">document.write(antivirus_name)</script>

Replace all instances of "Security and Privacy Suite" with: 

<script type="text/javascript">document.write(suite_name)</script>

Replace all instances of "Firewall" with: 

<script type="text/javascript">document.write(firewall_name)</script>

Replace all instances of "Parental Control" with: 

<script type="text/javascript">document.write(parental_name)</script>

Replace all instances of "WebSecure" with: 

<script type="text/javascript">document.write(websecure_name)</script>

The variable names themselves are stated inside a JavaScript file called “KCnames.js”. This file must contain the product-specific names, and will be different for every partner. It must be included in all HTML pages that access the database by adding this line of code in between the <head> tags:

<script type="text/javascript" src="KCnames.js"></script>. This file must reside on the server in the same directory as the rest of the Knowledge Center. For each partner that will be added, a new KCnames.js file must be created containing all the partner-specific product names.

5. WORK TERM EVALUATION
My work term with Zero-Knowledge Systems Inc. represented a true learning experience on my behalf. I began to learn first-hand about the operations and functionality of a larger company.
From the very beginning, I had hoped to find a job relating to my interest in the field of web development, and was definitely not disappointed with the position I had with Zero-Knowledge. While possessing good background knowledge of HTML and overall website operations, I was never so deeply immersed in such a large-scale web project. Within the first few weeks I had learned the usefulness of the PHP server-side scripting language and was already applying this newfound knowledge to many of my daily tasks. This work term thus greatly contributed to my professional development, as it allowed me to understand the structure and organization of a larger company, while my own personal work has allowed me to learn a whole new programming language, which I now feel comfortable using.

At the beginning of the work term, I was placed in an office with fellow web developers, which greatly aided me with my initial difficulties as they often talked me through the process when attempting to complete some of the more delicate tasks that were assigned to me. However, circumstances had it that the company chose to relocate to a different office halfway through the term. If there is one criticism that I may formulate about my training, it would be here, as I was moved to an area of the new office with other members of the Technical Support team. I believe, however, that my training could have benefited more from being seated with the Web Development team, whose projects and tasks were more relevant to my own experience.

Concerning the relation or helpfulness of my academic program, I believe that a different course sequence could have greatly benefited me. In all truthfulness, none of the classes I had taken had proven to be any help with this job. While the Programming Methodology I and II classes might have given me some important background information concerning programming, other classes such as the Operating Systems and the Databases classes (taken in the 2nd and and 3rd year respectively), could have directly helped me with the job at hand. I believe these classes should be taken towards the end of the first academic year.

6. CONCLUSION
In conclusion, this work term proved to be educational while providing me with quality hands-on experience. I manage to gain useful insight in the workings of a larger company as well as learn a new programming language, all this while actively contributing to an important project. With the new Knowledge Center up and running, future partners will be able to access the same information with very few modifications needed. I found this work term to be a very positive experience and I look forward to future work terms with Zero-Knowledge.
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