Instructions on How to Update a Ticket in OTRS
(FOR NEA MD MANAGERS and SMEs)

. CHECK YOUR OUTLOOK EMAIL FOR OTRS NOTIFICATIONS.

II. VIEW THE ASSIGNED TICKET/S IN OTRS.

Ill. UPDATE TICKETS WITH SUFFICIENT DETAILS.

IV. UPDATE TICKETS WITH INSUEFICIENT DETAILS.

(Click on the links to go straight to the section.)

. CHECK YOUR OUTLOOK EMAIL FOR OTRS NOTIFICATIONS.

1. Check your Outlook inbox for email notifications with subject OTRS Notifications.
1.1 You will receive an email notification when there is an assigned ticket to you in the OTRS.

Thu 22/02/2018 5:32 PM

OTRS Notifications <neaotrs@indraphils.com>

[Ticket#3104065] Ticket owner assigned to you! (Geography Master Data Up [..)
To  BGulapa, Marinelle

Action [tems

Hi Marinellie,
Ticket [3104065] is assigned to you by NEABIT Support.
Comment:

Please see attached file for Geography Master Data Update.

Your OTRS Notification Master

Figure 1 — OTRS Email notification
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II. VIEW ASSIGNED TICKETS IN OTRS

1. Type the OTRS address (http://neaotrs.indracompany.com.ph/otrs/index.pl) on your Chrome
Browser.
1.1. OTRS Log in page will be displayed.

N

OTRS 5s

* Username:

* Password:

Login

Figure 2 - OTRS Log-in page

2. Log-in OTRS.
2.1. Enter the OTRS username and password emailed to you by the NEA BIT Support team.
2.2. Click Log-in.

OTRS 5s

* Username: —mgulapa

* Password: |esssssss

Figure 3- OTRS Username, Password


http://neaotrs.indracompany.com.ph/otrs/index.pl

Instructions on How to Update a Ticket in OTRS
(FOR NEA MD MANAGERS and SMESs)

3. Check the tickets in your queue. (When a ticket is in your queue, it means that you can see it in
the dashboard once you log-in OTRS.)
3.1 Once logged in, you will be directed to the OTRS Dashboard (see figure 4).
3.2 Click the lock icon with the star on the top left-side corner of the screen to view the tickets
assigned to you.
3.3 The tickets marked with a yellow star are those that you have not viewed yet (see figure 5).
3.4 Click on a ticket to view the details (see figure 5).
3.5 You will be directed to the Ticket Overview screen where you will see updates on the ticket
(see figure 6).
a. The updates marked with a star are those that you have not viewed yet.
b. The topmost update is the most recent one.
c. The details of the update are displayed on the lower portion of the Ticket Overview
screen.

a* [J]
1

Dashboard | Customers  Ticksts | Q

Dashboard
Open Tickets/Need to be answered » Seftings
Al ickets (0) 7 Day Stats
TICKET# AGE TImE

Crested (@ Closed
none q b

Assigned / Inprogress / Pending/ Wailing for Customer Response/Waiting For Approval 4

Al fickats {15) 3
TICKET® AGE TME
15h18m Geography Master Data Update - ZAMSUREGO (Test) 2
18he0m Energy and Interruption data
- 22h34m Energy and Interruption Data !
- 1d0oh Energy and Interruption Data DET_Submission Error_LEYEGO IV d
- 140h Pour Supplier Repart DET_Submission Error_LEVEGD IV Sat Sun Mon Tue Wed Thu Fi
1410k Data Entry Template
1d421h DET-Power Supply and Distribution Lines January 2018-NOCECO
3d18h E: Power Supply Report Upcoming Events
- 3dz2hn Pouer Supplier Agraement DET Gacgraiy Masier Dais Ly’
- 3d22hn Pouser Supply DET

ZAMSURECO (Test)
(Reminder Reached in 124 8h)

Resolved Tickets

Figure 4 - OTRS Dashboard

My Locked Tickets: New Article

Al m Pending 1 Reminder Reached 0 o

Hoft WL

O TICKET# AAGE FROM/ SUBJECT STATE LocK QUEUE OWHER CUSTOMERID

indra Test User
O W 3106085 15h28m ) Assigned ack Indra BAs Marinelie Gulapa customer
Geography Master Data Update - ZAMSURECO (Tesf)

Figure 5 - Assigned Tickets
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Ticket#3104065 — Geography Master Data Update - ZAMSURECO (Test)

Back | Print | Friority | People> | Communication | Pending = Close | Miscellaneous = | | - Move -

 Atticle Overview - 4 Arlicle(s)
NO, TYPE = | FROM SUB CREATED %
4 agent - note-inemal 0 NEASIT Support — Geography Master Data Update - . 0212212018 17:32

* 3 system - email-nofification-ext (> NEABIT Support Ticket State Update to Assigned: ... 0212202018 17:31

* 2 agent - phone (2 NEABIT Support Acknowledged Ticket 0212212018 17:31

* 1 customer - phone (  IndraTestUser Geography Master Data Update - ZA.. 0212212018 17:31 U]

[Rinennnees

 Atticle #4 - — Geography Master Data Update - ZAMSURECO (Test)

Replytoncte | Mark | Print | Spit

From: NEA BIT Support

. — Geography Master Data Update - ZAMSURECO (Test)

To open links in the following articie, you might need to press Cirl or €md or Shift key while ciicking the link {depending on your browser and OS).

Good Day!
May we request for your assistance on this. Kindly refer to Articles 1.

Thanks!

httpif/nesctrs.indracompany.comphfotrs/index.pl?Action=AgentTicketPrint TicketiD=4069

Created: 02/22i2018 17:32 by NEA BIT Support

w Ticket Information

Type Request
15n28m
0272272018 17:31
NEA BIT Support
Assigned

lock

2 normal

NEASMES - Insti

o

13d8h
03/08/2018 17:31

Marinelie Guizpa

 Customer Information

indra

Test User

indra testuser
nea.pilot manager[..]
customer

0 Qoen tickets (cusiomer) (40)

w Linked Objects

none

Figure 6 - Ticket Overview Screen
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. UPDATE TICKETS WITH SUFFICIENT REQUEST DETAILS.

These are the tickets that do not need additional information from the EC requestor to be completed.
Follow the steps below.

1. Ifthe request is a Master Data Update, first, complete update the master data in the Web Portal. If
it is an inquiry, go to no. 2.

2. Transfer the ticket to NEA BIT Support Team queue (figure 11 — This means that the ticket will
not be seen by the NEA BIT Support Team on their screen.)
2.1. On the Ticket Overview screen, click Move.
2.2. Select NEA BIT Support Team.

suBECT
— Gecgraphy Master Daca Usdate -

Assigred
lock

Jooomat

WEASMES - Insti

Figure 7 - Transfer ticket to NEA BIT Support Team Queue
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Tickets  Q
Ticket¥3104065 — Geography Master Data Update - ZAMSURECO (Test)
Back | Prnt | Priority | Peapie~ | Communicafon= | Pending | Close | Miscelaneaus= | - Move ¥ Ticket Information
Type: Raquast
¥ Adicle Overview - 4 Aricie(s) = = Age 15h2m
O TYPE = | FROM SUBJECT CREATED Y ¢ 020222018 17:31
1 3gant — note-intermal a NEA BIT Support — Geography Master Data Update - ... 027222018 17:32 NEA BIT Support
3 system - emai-natifcation-ext G+ NEABIT Support Tickst State Update to Assignes: 027222018 17:31 Siste: Assigned
2 agent - phane (3 NEASIT Support Acknowledged Ticket 027222018 17:31 .
T Customer - phone & Ingra TestUser Geograghy Master Data Update - ZA.. 02222018 1731 0] ~
e
Cueus NEABIT Suppor Team
 Article #1 — Geography Master Data Update - ZAMSURECO (Test) Crealed: 021222018 17:31 iy NEA BIT Suppart C
Mark | Print | Spit | Forwand | | -Reply s
13d8h
03082018 17:31
I et Uses
wner: Marinelie Gulapa
WEABIT Su
Geagraphy Master Dta Updte - ZAMSUREGO (Test)  CUS e Infometion
1215 Kaytes
s
st User
Taopen fnks ik, you i 10 press Gt . e chcki and 03 * F——
Plasse sex attached il for Geography Master Data Update nez.pilet manager..]
siomer. customer
0 Dpen tickets (customer (40}
 Linked Objects
none

Figure 8 - Ticket Overview screen when a ticket has been transferred to the NEA BIT Support Team Queue

3. Change the Owner of the ticket to NEA BIT Support. (This means that the ticket will be assigned
to the NEA BIT Support for them to confirm the completion of the request with the EC requestor.)
3.1. On the Ticket Overview screen, click People.

3.2. Select Owner.
3.3. The Ticket Details pop-up window is displayed.

e Gyrrruncation = | Posdisg | Clwe | Wmcslanoous = L]

Owner

' Aeticle Dheeneew - Ccomer

M0 TYPE = FROM SUBJECT

4 MQEL = rotE-iETal O ME& BIT Suppodt = Geography Master Dam Lipdd
3 SYSIRT = EFddenoufioabon ast 4= NE&BIT Suppot Tckoet Sone Lipdaie w ASsigned
2 agent = phora B=  NEASIT Suppot Acinowiedged Tk

1 cusiomer = phone — Indra Test User Cangrachy Masser Dais Updaie

Figure 9 — Changing the Owner of the ticket to NEA BIT Support Team
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4. Input details of the task completed in the ticket details pop-up window (see figure 14).

4.1 Select New Owner = NEA BIT Support

4.2 Input Subject =<Ticket No. - Description > e.g. Ticket#310067 — Geography Master
Data Update — ZAMSURECO (Test)

4.3 In the Text field, indicate the details of the task completed.

4.4 Click Submit.

4.5 You will be directed to the Ticket Overview screen. As you can see on the right side
(Ticket information table), the ticket owner now is NEA BIT Support. (see figure 15).

3104065 - Owner - Ticket - OTRS 5s - Microsoft Edge - o g
neaotrs.indracompany.com.ph/otrs/index.pl?Action=AgentTicketOwner,TicketiD=4069

Change Owner of Ticket#3104065 — Geography Master Data Update - ZAMSURECO (Test)

» Ticket Settings

»New Gwner | NEABIT Sugport
> Add Articie
=Subiect | Ticket#3104065 — Geography Master Data Update - ZAMSURECO (Test)

W=« Q

- T B souee O % 92 B

Master Data has been completed. Please cheok with EG requestor.
One= confirmed, plesse change the status of the ticket to resolved

Browse...

note-internal

& Submit

Figure 10 -Ticket Details Pop-up Window, Request Completed

Dashboard | Customers

Ticket#3104065 — Geography Master Data Update - ZAMSURECO (Test)

Bock | Print | Misoslanecus v  Ticket Information

Request
 Anicie Overview - 1 Aricl(s) B= e
NO. TFE = | FROM SURIECT CREATED ® 022212018 17:31
1 agent - note-nternal O Marinelie Guiaps Gangraphy Master Data Update - 0212312018 09:57 NEA BIT Supgort
1 agent - nate-ternal O NEADIT Suppedt Geography Master Data Update - 0212312018 0934 (]
] system - email-netdicaion-ext > NEABIT Sugport Ticke! State Update s Assigned: .. 0212312018 0931 ,
8 agent - phene > NEADIT Suppedt ehnomiedged Tickst 0212312018 0933 A
o
7 customer - webreguest 2 Larbel Arubel Geagraphy Master Data Update - 24 0212312018 0932 ) i
[ agent - phene [ NEABIT Buppedt Pending - ser Requirement 0212312018 09:29 RERHIE R
5 agent - note-iternal O Merineli Guiaps Geography Master Data Ujdate - 0212312018 0923
4 agent = notesiternal O NEADIT Sugpodt Geography Master Data Ujsdate - 0212212008 17,32 (]
L e
030902018 0333
 Artice#11 - — Geography Master Data Update - ZAMSURECO (Tesf) Crented: (2232018 0857 by Marinelic Gulupe T
Reply lonolz | Print | Sli
 Customer Information
Marinedlie Gulaps
Larbel
Geography Maser Dt Ui - ZAWSURECD (Test)
Ambel
fambel
ing v, you i o G or Shil ey whil: clcking the fink (depending on your brawses and OS], x

fambel Gindracempe] .|

S with EC requestar.
@ icked b remolved

Master Data has been completed. Ple
Once confimed, pleass change

- Linked Cbiects

Figure 11 - Ticket Overview screen after owner has been changed to the NEA BIT Support
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IV. UPDATE TICKETS WITH INSUFFICIENT REQUEST DETAILS.

These are the tickets that need additional information to be completed. Follow the steps below.

1. Transfer the ticket to NEA BIT Support queue.
1.1. On the Ticket Overview screen, click Move.
1.2. Select NEA BIT Support Team.

Tickets3104065 — Geography Master Data Update - ZAMSURECO (Test)

Move

sgect — roteoternal — Gecgraphy Master Data Uzdate -
Sywm - emaincsfcaton-ent Tickat State Update 15 Assigned
agest - phone Ackeowedged Tokat
1 customer - phone Geograghy Masier Data Update - ZA. 02222013 173 ) Sy
Emre—
NEASMES - Insi
w Articie #4 - — Geograghy Master Data Update - ZAMSURECO (Test) Crestest 02222018 7.3 by NEA BIT Suppomt
Vo | P o
1348n
o 3
Warnete Gusza
» Customer informason
Te cpme inke o e fotoweng aricle. you mgh meed 15 Frees Ci 0 Crd o Srvl hy whie chckng e ik (Sependng o your broweer asd OF x
Inda
Good Dy’ Test User
May we roguest for your assstance cn mis. Kindly refer to Arcies 1 ndra seasaser

Thaeks nea plot managerf . |

Figure 12 - Transfer the ticket to the NEA BIT Support queue.

s Tickats Q

—
Ticket#3104065 — Geography Master Data Update - ZAMSURECO (Test)
Back | Prn | Priorty | People~ | Communicafion= | Pending | Close | Miscelancaus~ | - Move ¥ Ticket Infarmation
Tyee: Reguest
w Article Oveniiew - 4 Article(s) = = 15h42m
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4 3gent — note-intemal O NEABIT Support — Geography Master Data Updte - .. 2222018 17.32 NEA BIT Support
3 system - emainotifcation-ext (>  NEABIT Support Ticket State Update to Assigned: .. 02223018 17.31 pssigred
2 3gent — phone (3 NEABIT Support Acknowiedges Tickst 022212018 17:31 T oy
1 customes — phone = Indra Test User Geography Master Data Update - ZA. 02222018 1731 ) _
L
Qusus NEABIT Support Team
w Asiicle #1 — Geography Master Data Update - ZAMSURECO (Test) Crealed: 0212272018 1731 by NEA BIT Suppart D
o e 0
Mark | Print | Spiit | Forward Reply
13480
0310872018 17:31
Indra Test Uses
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NEA BIT Support Team
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121.5 KBytes
ndra
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Figure 13 - Ticket Overview screen after the ticket has been transferred to NEA BIT Support queue.
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4. Change the Owner of the ticket to NEA BIT Support. (This means that the ticket will be assigned
to the NEA BIT Support for them to request for additional details from the EC requestor.)
4.1 On the Ticket Overview screen, click People.
4.2 Select Owner.
4.3 The Ticket Details pop-up window is displayed.

Acinowiesged Ticket

Geograshy Masser Data Update - ZA_

o opem ks 1 e bolioming arice, yos Mg e %0 press G or Cred or S ey whie cicking e Sk (deprenuting o your Seomeser st OS]

Fiease 3ee 33ched fie for Geographry Master Data Usdate.

Figure 14 - Changing the Owner of the ticket to NEA BIT Support.

5. Input details of the additional information that the NEA BIT Support needs to request from the EC.
(see figure 20)

5.1 Select New Owner = NEA BIT Support

5.2 Input Subject = <Ticket No. — Description > e.g. Ticket#310067 — Geography Master
Data Update — ZAMSURECO (Test)

5.3 In the Text field, indicate the details of the task completed.

5.4 Click Submit.

5.5 You will be directed to the Ticket Overview screen. As you can see on the right side
(Ticket information table), the ticket owner now is NEA BIT Support (see figure 21)

5.6 Do the same steps for all other tickets that require additional information.

3104065 - Owner - Ticket - OTRS 53s - Microsoft Edge — (] x

indracompany.com.ph

Change Owner of Ticket#3104065 — Geography Master Data Update - ZAMSURECO (Test)

 Tickst Seftings

*Mew Owner: | NEA BIT Supson

 Add Aricle
=Subjest: | Ticket3104065 — Geography Master Data Update - ZAMSURECO {Test)

«Taxt:

B I US ;=:= E EEEE = H = e Q

Format - | Fom - Sze - A- @~ T[4 Source €3 sy 92 1

Please request for the accomplished master data template from the EC.
Thank vou.

ot it

Figure 15 — Ticket Details Pop-up Window, Additional Details Requested




