T

a -
i i

DB 0000000000000 R OO A

FA 0 00 0000000000000 00000000000 O 01

I
I
I
I

i

QT i

MIT LIEBE ZU IHREN WACHSTUMSZAHLEN!

END USER GUIDE

IBS TICKET SYSTEM HOW-TO

Document Control

Version

Release

Document Owner

Approved by

Filename

Version Log

1.2

2010-10-15

Gregory Gut

IBS Business Solution

IBS Ticket System End User How-To E.doc

The version log describes the changes between versions of this document.

Version

Date

Changes

1.0

2010-09-16

Initializing GG

11

2010-09-20

First Release GG

1.2

2010-10-15

Small adjustments GG

Page 1/17

1000000 000000000 D 10

s - Technopark Luzern | D4 Business Center Platz 4 | CH-6039 Root Langenbold

10000000000 OO0 O

S S S S S Te] +41 41 455 22 66 | Fax +41 41 455 22 67 | info@ibscl.ch | www.ibscl.ch

T
T
A R
A
T



== IBS Business Solution AG |

MIT LIEBE ZU IHREN WACHSTUMSZAHLEN!

TABLE OF CONTENT

TADIE Of CONTENT ..ttt st b e s b e et e et e bt s bt bt s st e st e e et e sreebeeae et enneneennes 2
IBS TiCKET SYSTEIM HOW-TO .. eiiitiieeeiieieeetiee ettt e ettt e eee e e st e e e st e e e eate e e e aaeeeesabeeeessnseeesassaeeeansseeeansseeeesnsneesanssaneennes 4
U1 oo 1Y PP PUPT U PPPPPUPPTOPRt 4

R U] oo o FU P PPR 4
[0 X< o= I g Y=Y ol = SR 5
VBB SO ettt ettt et sa b s bt e s he e bt et e e a et ea b e eh e e bt e b e e be e beeabeehe e sheeehe e bt e beeabeeatesabenhean 5
STEP 1 — LAUNGCH BROWSER .ottt ettt ettt e ettt e e st e s st e e s emne e e s sanaeesssabenesennneeesannnes 5
STEP 2 — ENTER ADDRESS oottt ettt e e e e sttt e e e e e s st e ee e e e e e sesanbaeeeeeseesnnrns 5
STEP 3 — IBS SUPPORT TICKET SYSTEM ...ttt ettt e e e e eeee e e e s e ee e e e e e e nnneee 6
STEP 4 — OPEN A NEW T CKET «iiieee ettt ettt e sttt e e e s et e e e e e s smnneeee e e e e s enmnnreneeeeesennnnnes 6
STEP 5 — ENTER TICKET INFORMATION AND SUBMIT .cooiiiiiiiiriiniiiieienenreneeeetetee e e 7
STEP 6 — CONFIRMATION ...ttt ettt ettt e e e sttt e e e e e e e s abbeb e e e e e e e s nnnereeeaeeesannnnreneeeessanannnes 7
STEP 7 — EMAIL CONFIRMATION ..ciiiiitit ettt ettt s e s st e e ene e s sanaee s snr e e e s ennneeesnnnes 8
30T T TSROSO PR PRRPRPRRPRPRN 9
STEP 1 — CREATE NEW IMESSAGE ...ttt ettt e e ettt e e e e e e et ee e e e e e e enanaeeeeeeesesannnes 9
STEP 2 — EDIT MESSAGE AND SEND ..ottt st e s st e e s enn e s sannee s snreeesennneeesnnees 9
STEP 3 — EMAIL CONFIRMATION ..ttt e e e e ettt e e e e s ettt ee e e e s e anneeeeeeeeeesnnres 10

o] (Yo Yo TP P TP PRTOPO 11
STEP L = CALL ettt ettt ettt e e e e et e e e s e s e e e e e e s e s s e r e e e e e e e s e nnrreeeeee s e nnnneeeeeeesennnnes 11
STEP 2 — EMAIL CONFIRMATION ..ttt ettt e e e e ettt e e e e e s e aaree e e e e e s e annbeaeeeeesesnnnes 11

(0] aT=Tol [ ol =T ] - | { UL ST P PO U USRS 12
STEP 1 — LAUNCH BROWSER ..ottt sttt sttt sr sttt seenenne 12
STEP 2 — ENTER ADDRESS .ttt ettt ettt et e st e e s e e s e ne e e s esnnee s sanaeeseanneeesanns 12
STEP 3 = LOGIN ittt ettt e ettt e e e e e et b e e e e e s e s aa b e e et e e e e e s nbe et e e eeeeeaannsbeneeeeeaannnnneeeeesesanannres 13
STEP 4 — IMY TICKETS oottt ettt ettt ettt e s st e e s e s e ase e e e smne e e s e nreeesnreeessaneeesenreeesanns 13
POSt reply 0N tICKEE thrEad.....uii e et s e et e et e e st e e sateessteesaaeessseasaneesas 14
Page 2/17

Technopark Luzern | D4 Business Center Platz 4 | CH-6039 Root Langenbold
Tel +41 41 455 22 66 | Fax +41 41 455 22 67 | info@ibscl.ch | www.ibscl.ch




I

T i i I I
D A A O O A I
FA 0 00 0000000000000 00000000000 O 01 I
i i

(I i
MIT LIEBE ZU IHREN WACHSTUMSZAHLEN!

STEP 1 — CHECK TICKET STATUS .ttt s 14
STEP 2 — CHOOSE AND CLICK TICKET YOU WANT TO REPLY .occiiiiiiiiiiiiiccici i, 14
STEP 3 — ENTER AND POST REPLY .ottt 15
STEP 4 — CONFIRMATION ..ottt s s b s b 16

STEP 5 — EMAIL CONFIRMATION .ooiiiiiii i 17

1000000 000000000 D 10

A A A A R A Technopark Luzern | D4 Business Center Platz 4 | CH-6039 Root Léingenbold R
L B A i 3 > )
T ——————————————"_ 1¢1 +41 41 455 22 66 | Fax +41 41 455 22 67 | info@ibscl.ch | www.ibscl.ch i



a -
R I i I
D A A O O A
FA 0 00 0000000000000 00000000000 O 01
i

I
I
I
I

i

I

ot QT i

MIT LIEBE ZU IHREN WACHSTUMSZAHLEN!

IBS TICKET SYSTEM HOW-TO

PURPOSE

This document will explain to you how to successfully take advantage of the IBS Ticket System. The following
tasks are explained in detail within the next chapters:

- Openanew ticket
- Check ticket status

- Postreply on ticket thread

SUPPORT

In case you need any support with the IBS Ticket System you may contact IBS Support Team over the phone
+41 41 455 22 66 (Monday — Friday, 08:00 — 12:00 and 13:30 — 17:00 (UTC + 01:00))
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OPEN A NEW TICKET

Users can create tickets via several ways:

Web Site http://ticketing.ibscl.ch

E-Mail ticketing@ibscl.ch

Phone +41 41 455 22 66
Monday — Friday, 08:00 — 12:00 and 13:30 - 17:00
(UTC + 01:00)

WEB SITE

|STEP 1 — LAUNCH BROWSER

Launch your browser (e.g. IE, Firefox, Safari).

|STEP 2 — ENTER ADDRESS

In your browser enter and/or select the following address: http://ticketing.ibscl.ch. Then press the Enter key.

@ Cloaked -- IBS Internet Explorer - E@
Ej http://ticketing.ibscl.ch/ @ | X || 24 the cloak Jol g ‘
T
Dot~ hitpy/ticketing.ibsclch/ ™ x|
A - i i . - - - |
.7 Favorite http:/fticketing.ibscl.ch/scp ~ [ @ ~ Seite v Sicherheit ¥ Extras v @v i
Gehe zu * http://ticketing.ibscl.ch/ ' Eingabe A
IBS Business Solution AG
ST LIEBE 70 IRREN WACHSTUMSZANLENT
Home -
Uber uns WILLKOMMEN bei der IBS Business Solution AG T
o IBS Business Solution AG bietet Business Inteligence Losungen und Dienstleistungen fiir
KMU E
jeoee + Business Inteligence (BI)
Support « Management Information System (MIS)
fontake « Data Warehouse (DWH)
+ Cooperate Performance Management (CPM)
« Customer Relationship Management (CRM) L
Die Losungen basieren auf den Produkten der BI-Leader COGNOS, 1BM, B
BusinessObjects, SAP und Lawson.
Unsere Services umfassen
Postionierung und Evaluation, Projektietung, Consulting, Support, Coaching,
Moderation und Audits.
delen i
« R | v
@ Internet | Geschtzter Modus: Aktiv v R100% v
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STEP 3 — IBS SUPPORT TICKET SYSTEM

You will be redirected to the IBS Support Ticket System.

—— _
% IBS Support Ticket System - Windows Inter)et Explorer ———
L

o
= -1 8] 4 | X || 8 Googt
. Datei Bearbeiten Ansicht Favoriten Extras 2 -
il?Favoriten {Q‘IBS Support Ticket System [_‘ EE ~ A= @ ~ Seite v Sicherheit v Extras v @v
SUPPORT CENTER SUPPORT TICKET SYSTEM
TICKET TRACKING

% Home [ New Ticket [B Ticket Status

Welcome to the support center

In order to streamline support requests and better serve you, we utilize a support ticket system. Every
support request is assigned a unique ticket number which you can use to track the progress and responses
online. For your reference we provide complete archives and history of all your support requests. A valid
email address is required

Open A New Ticket & Check Ticket Status

Please provide as much detail as possible so we JI| We provide archives and history of all your suppart
can best assist you. To update a previously A requests complete with responses.

submitted ticket, please use the form to the right.

Email:
Ticket#:
3
@ Internet | Geschitzter Modus: Aktiv ¥ v ®100% v

STEP 4 — OPEN A NEW TICKET

Click Open New Ticket button.

r —
% 1BS Support Ticket System - Windows Internet Explorer
|

£» Home [, NewTicket [ Ticket Status

Welcome to the support center

In order to streamline support requests and better serve you, we utilize a support ticket system. Every
support request is assigned a unigue ficket number which you can use fo track the progress and responses
online. For your reference we provide complete archives and history of all your support requests. A valid
email address is required.

Open A New Ticket p Check Ticket Status

ﬁ Please provide as much detail as possible so we j We provide archives and history of all your support
can best assist you. To update a previously = requests complete with responses
submitted ticket, please use the form to the right.

- ej hitp://ticketing.ibscl.ch/ b | 43 | X H -.Ll- Google B el v‘
| Datei Bearbeiten Ansicht Favoriten FExtras 2
*Favoriten IQIBSSuppDrtTicketSystem Iil Eh - L] l% w Seite v Sicherheit v Extras v @v >
SUPPORT CENTER e 1
TICKET TRACKING

m

Email:
Ticket#:
)
@ Internet | Geschutzter Modus: Aktiv Lo ®100%

A
T T T
A D A O

DA 1
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QT

STEP 5 — ENTER TICKET INFORMATION AND SUBMIT

Fill in the requested information (notice that fields marked with a red star are mandatory), then click Submit

Ticket button.

-

& 1BS Support Ticket System - Windows Internet Explorer

| X

ﬂ Google

.I@ http://ticketing.ibscl.ch/open.php

Datei Bearbeiten Ansicht Favoriten Extras ?
*Favoriten |@IBSSupportTicketSystem |7| - - [ @ ~ Seite v Sicherheit ¥ Extras v @V >
l SUPPO RT CENTER SUFPORT TICKET SYSTEM
TICKET TRACKING

#> Home [B» New Ticket [ Ticket Status

Please fill in elow to open a new ticket.

John Smith =

ull Name:

j5935043@gmail.com s
+4141999 80 55 Ext 8055

Email Address:

Telephone:

Help Topic: IBM Cognos Bl 8.x =] -

Subject: IBM Cognos Connection Login Issue

Message: Dear IBS Support Team

I am not able to log into the IBM Cognos Cognos
Connection. Please support me in this matter.

Kind regards,

John Smith

@ Submit Ticket ' Reset o
I

Copyright @ osTicket.com. All rights reserved
As a show of support, we ask that you leave powered by osTicket link to help spread the word. Thank you! —>
4 osTicket Fo

% 100% ¥

http://ticketing.ibscl.ch/inde @ Internet | Geschutzter Modus: Aktiv g v

|STEP 6 — CONFIRMATION

You will be informed that a support ticket request has been created.

r —
% 1BS Support Ticket System - Windows Internet Explorer

@@ @ http://ticketing.ibscl.ch/open.php " @ | +y | X ﬂ Google Pl "

Datei Bearbeiten Ansicht Favoriten Extras ?

.i;?Favoriten |eIBSSupportTicketSystem |7| Eﬁ - ~ [ % w Seite v Sicherheit v Extras = @V

SUPPORT CENTER

SUPPORT TICKET SYSTEM

TICKET TRACKING
#% Home [ NewTicket [Bi Ticket Status
mon ticket request crealeﬁ
——
John Smith, I

Thank you for cantacting us.
A support ticket request has been created and a representative will be getting back to you shortly if necessary.

An email with the ticket number has been sent to j$935043@gmail.com. You'll need the ticket number along with
your email to view status and progress online
If you wish to send additional comments or information regarding same issue, please follow the instructions on the

email

Support Team

Copyright ® osTicket.com. All rights reserved
As a show of support, we ask that you leave powered by osTicket link to help spread the word. Thank you! —>
% osTicket Powered

vy ®100% v

@ Internet | Geschiitzter Modus: Aktiv
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STEP 7 — EMAIL CONFIRMATION

You also will receive a confirmation by e-mail from noreply@ibscl.ch that a request for support has been
created and assigned a ticket with a unique number (e.g. #793428). This message contains a link that allows

you to follow the support request’s progress.

Support Ticket Opened [#289894] - Nachricht (Nur-Text)

P Y

'_.;‘r;gé\'-ﬂ R

Nachricht Einfigen Optionen Text formatieren @
- Ng - 123 In Ordner verschieben - & Absender sperren =] E ey
— —% x 5 - == ! R
2 Regel erstellen & Listen sicherer Adressen ~
Antworten  Allen  Weiterleiten | L&schen Kategorisieren Nachverfolgung Als ungelesen | Suchen
antworten [3 Andere Aktionen - —| Keine Junk-E-Mail - - markieren -
Antworten Aktionen Junk-E-Mail ] Optionen El
on: noreply@ibscl.ct Gesendet: Mi 15.09.2010 15:08
An:
Ca
Betreff:  Support Ticket Opened [#289894]
. i
-- do not edit -- =
Gregory Gut,
A request for support has been created and assigned ticket(#793428.)A representative will
follow-up with you as soon as possible.
"mms ticket's progress online here: http://ticketing.ibscl.ch/view.php’
<__ e:gregorv.gut@ibscl.ch&t:793428|.
If you wish to sen 1s issue, please don't open
a new ticket. simply login using the link above and update the ticket.
IBS Business Solution AG Support-Team
-

| i i I i
| i i I i

T
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‘STEP 1 — CREATE NEW MESSAGE

In your e-mail client or via webmail create a new message.

|STEP 2 — EDIT MESSAGE AND SEND

As the e-mail address use ticketing@ibscl.ch, in the subject field enter the actual subject for your new ticket
and in the body enter a detailed description of your issue. You may attach a file up to the size of one megabyte

of the following type: .doc, .pdf, .xls, .log, .txt. Proceed and send the e-mail.

e [ 1] [ |

o \‘ H 9ose @ \ 5 Unknown IBM Cognos 7.4 PowerPlay Error - Nachricht (HTML)

Diese Machricht wurde noch nicht gesendet.

3

Senden

Betreff: Unknown IBM Cognos 7.4 PowerPlay Error

_
Nachricht Einfligen Optionen Text formatieren @
# 1 A A asﬂ @ 0 - Y = - ‘%
EEY B0 b
Einfligen 5 Adressbuch  Namen = Machver- Rechtschreibung
J [ i S= Uberprifen " || folgung - -
Zwischenabl... ™ Basistext Mamen EinschlieR... ™~ Optionen ™ | Dokumentprifung

&

Ly Dear IBS Support Team N

When | want to start my PowerPlay Sales Report I'm getINg a strange error.

Please see the attached Word document for a screen shot X this error.

I'm looking forward that you contact me in this matter. L

Kind regards,

John Smith
N\£41 41999 80 55 -
C— e
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STEP 3 — EMAIL CONFIRMATION

You should as well receive a confirmation by e-mail from noreply@ibscl.ch that a request for support has been
created and assigned a ticket with a unique number (e.g. #793428). This message contains a link that allows
you to follow the support request’s progress.

\-. =R TR Support Ticket Opened [#289894] - Nachricht (Nur-Text)

J Nachricht Einfugen QOptionen Text formatieren 7]
E x L3 In Ordner verschieben - | & Absender sperren =] Y [‘j #
_% _Q = £
5 Regel erstellen £ Listen sicherer Adressen ~ -
Antworten  Allen  Weiterleiten  L&schen Katagorls\aren Nachvarfnlgung Als ungelesen |Suchen
antworten (3 Andere Aktionen - | Keine Junk-E-Mail markieren -
Antworten Aktionen Junk-E-Mail ] Optionen El
Gesendet:  Mi 15.09.2010 15:08
Betreff:  Support Ticket Opened [#289894]
. &
-- do not edit -- =
Gregory Gut,
A request for support has been created and assigned tickefl #418148. A representative will
follow-up with you as soon as possible.
‘ﬂm ticket's progress online here: http://ticketing.ibscl.ch/view.php?
1: e=gregory.gut@ibscl.ch&t=418148.
™~ E
S Please don't open
a new ticket. Simply login using the link above and update the ticket.
IBS Business Solution AG Support-Team
~
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PHONE

STEP 1 — CALL

You may create a ticket over the phone. Call IBS Support Team @ +41 41 455 22 66. Make sure you have the

appropriate information ready for your conversation.

STEP 2 — EMAIL CONFIRMATION

You should receive a confirmation by e-mail from noreply@ibscl.ch that a ticket has been created with a
unique number (e.g. #295123) and a certain message. This message contains a link that allows you to follow

the support request’s progress.

Betreff.  Support Ticket Opened [#269894]

r A
G\ H 9 e )+ Support Ticket Opened [#289894] - Nachricht (Nur-Text) . L= ]
J' Nachricht | Einfigen  Optionen  Text formatieren @
3 v \g H% x 123 In Ordner verschieben - = & Absender sperren Eﬁ Y f ;;i ey
[ Regel erstellen & Listen sicherer Adressen ~
Antworten  Allen  Weiterleiten | L&schen Kategorisieren Machverfolgung Als ungelesen  Suchen
STenEY [: Andere Aktionen - = Keine Junk-E-Mail 5 S e S
Antworten Aktionen Junk-E-Mail ) Optionen )
4: on: noreply@ibscl.ch Gesendet: Mi 1509.2010 15:08
Ca

-- do not edit --

John smith,

our customer care team has created a ticke your behalf, with the following

message.

Mr. Smith requests to temporary switch off the daily job schedule of that exports the
PowerPlay Sales report into PDF export since they are running out of disk space on their file
server. As soon as the IT department will have archived the old PDFs the job can be
reactivated.

open a new ticket. You can update or view this ticket's progress online here:

<" If you wish to provide additional comments or information regarding this issue, please don't

IBS Business Solution AG Support-Team

| » [B1

W http://ticketing.ibscl.ch/view.php?e=js935043@gmail.com&t=295123. /—-

4

I I

I T

Page 11/17

Technopark Luzern | D4 Business Center Platz 4 | CH-6039 Root Langenbold
Tel +41 41 455 22 66 | Fax +41 41 455 22 67 | info@ibscl.ch | www.ibscl.ch

T
A
A R
A
A


mailto:noreply@ibscl.ch

!
it

A
T

0

T
T
O O A A )
T

R
R

IBS Business Solution AG

—————————
I

Y

CHECK TICKET STATUS

MIT LIEBE ZU IHREN WACHSTUMSZAHLEN!

|STEP 1 - LAUNCH BROWSER

Launch your browser (e.g. IE, Firefox, Safari).

|STEP 2 — ENTER ADDRESS

In your browser enter and/or select the following address: http://ticketing.ibscl.ch. Then press Enter key:

%@ Cloaked - 1BS ByginessSalution 4G _Wind
e
d@ http://ticketing.ibscl.ch/ & | X || M the cloak P~
| Dator~se httpi//ticketing.ibscl.ch/ / x|
= 5 >
* Favoritel http://ticketing.ibscl.ch/scp A RAE @ ~ Seite v Sicherheitv Extras v @v :
| Gehe zu ' http://ticketing.ibscl.ch/ Eingabe Al
. |
IBS Business Solution AG
MIT LIEBE 20 HREN WACHSTUMSZALER!
Home B
gth uns WILLKOMMEN bei der IBS Business Solution AG ]
ervice
Solution 85 Business Solution AG bietet Business Inteligence Lésungen und Dienstieistungen fir
Workshop KMU 3
Ressources
Ressour + Business Inteligence (8)
Support « Management Information System (MIS)
Kontake + Data Warehouse (DVW/H)
» Cooperate Performance Management ECPM]
+ Customer Relstionship Management (CRM) L
Die Losungen basieren auf den Produkten der Bl-Leader COGNOS, TBM, 3
BusinessObjects, SAP und Lawson.
Unsere Services urfassen
Pastionierung und Evaluation, Projekteitung, Consukting, Support, Coaching,
Moderation und Audits.
delen |
g aaeva a4 o S h
< T ]
@ Internet | Geschiitzter Modus: Aktiv v ®100% -
= - =

I
i
T

T
QT

T
T
I

I
QT

I

A A A1
R R R
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|STEP 3 - LOGIN

Enter your e-mail address and the number of ticket you want to check the status for then click Check Status.

-
@ BS Support Ticket System - Windows Internet Explorer m
v - — B —

@] hitpy//ticketing ibscl.ch/ - 4 | X || 4] Googte

Datei Bearbeiten Ansicht Favoriten Extras 2

w Favoriten |g I8S Support Ticket System |7| B o~ > [= @ ~ Seite * Sicherheit ¥ Extras v @v
Il SUPPORT CENTER SUPPORT TICKET SYSTEM i
TICKET TRACKING
I £y Home [G. New Ticket [ Ticket Status
i Welcome to the support center i
||
In order fo streamline support requests and better serve you, we utilize a support ticket system. Every L
i support request is assigned a unique ticket number which you can use to track the progress and responses 3
I online. For your reference we provide complete archives and history of all your support requests. A valid
il email address is required.
| |
||

Check Ticket Status
We provide archives and history of all your support
requests complete with responses

Open A New Ticket

@ Please provide as much detail as possible so we
can best assist you. To update a previously

i submitted ticket, please use the form to the right

Open New Ticket

Email: j5935043@gmail.com

Ticket#: 793428

Check Status
@ Internet | Geschiitzter Modus: Akﬁv\/‘/}z v #®100% ~

|STEP 4 — MY TICKETS

You will get to an overview with all your current tickets of any status (open and closed).

ﬁ IBS Support Tlcke‘l System - Windows Internet Explorer

@v |@ http://ticketing.ibscl.ch/tickets. php

Datei ﬁearbelten Ansicht Eavonten Extras 2

i:?Fauoriten ‘QIBS Support Ticket System ‘ | & A A= I% ¥ Seite v Sicherheit v Extras v
| H

SU PPOHT CENTER SUPPORT TICKET SYSTEM

5|

TICKET TRACKING
I # Home [ MNew Ticket My Tickets & Log Out
l Showing 1-30f3 All Tickets View Open | [ View Closed || Refresh
| Ticket # Create Date Status Subject Department Email
{l T3 295123 | 09/16/2010 Open BM Cognos 7.4 Scheduler Support J5935043@gmail.com
221418148 | 09/16/2010 ( Open J’”:’”‘;“" [BM Cognos 7.4 PowerPlay | o ooy j5935043@gmail com
5 793428 | 09/16/2010 Open /,IBM Cognos Connection Login Issue | Support 593504 3@gmail.com

Copyright @ osTicket.com. All rights reserved
As a show of support, we ask that you leave powered by osTicket link to help spread the word. Thank you! —=
% osficket Powered

@ Internet | Geschiitzter Modus: Aktiv v ®100% ~

Remark: as quick alternative to directly navigate to your tickets you may click on the link contained in the
confirmation e-mail received from noreply@ibscl.ch (see chapter “Step 7 — Email Confirmation” on page 8).
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POST REPLY ON TICKET THREAD

|STEP 1 - CHECK TICKET STATUS

Follow the instructions given in chapter “Check ticket status” on page 12 to get to the overview with all your

open tickets.

|STEP 2 — CHOOSE AND CLICK TICKET YOU WANT TO REPLY

Click the Ticket # or Subject column of the ticket you want to reply.

— - ——————

9 1BS Support Tlcket System - Windows Internet Explore

@0 8 oincemwaanacsn - 8[| X

Datei Bearbeiten Ansicht Favoriten Extras 7

*Favoriten 9135 Support Ticket System m - M= @ v Seite v Sicherheit v Extras v
SUPPORT CENTER

TICKET TRACKING

| -ZJ‘ Google

SUPPORT TICKET SYSTEM

¢ Home [E MNew Ticket My Tickets & Log Out

Showing 1-3of3 All Tickets
vreate Date
09/16/2010

View Open | ¥ View Closed| # Refresh

Support 893504 3@gmail_com

Unknown IBM Cognos 7.4 PowerPlay
Error &

3793428 | 09/16/2010 Open IBM Cognos Connection Login lssue | Support

53 418148 | 09/16/2010 Open Support 893504 3@gmail_com

893504 3@gmail_com

Copyright © osTicket.com. All rights reserved
As a show of support, we ask that you leave powered by osTicket link to help spread the word. Thank you! —>
% osficket Powered

http://ticke & Internet | Geschiitzter Modus: Aktiv {'5 * H100% - o
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STEP 3 — ENTER AND POST REPLY

Fill in the requested information (notice that fields

marked with a red star are mandatory). You may attach a

file up to the size of one megabyte of the following type: .doc, .pdf, .xls, .log, .txt. Proceed and click the Post

Reply Button.

s o T

Subject: IBM Cognos 7.4 Scheduler

[T) Ticket Thread

j http://ticketing.ibscl.ch/view.php?id=295123 = @ | X @ Google P~
Datei Bearbeiten Ansicht Favoriten Extras 2 [l
a ) >
¢ Favoriten ‘ @ IBS Support Ticket System ‘ | [ IR ~ [ @ ~ Seite v Sicherheit~ Extras~ @v
|| SU PPOHT CENTER SUPPORT TICKET SYSTEM |
TICKET TRACKING
4¥ Home [B> New Ticket My Tickets & Log Out
Ticket #295123 &
Ticket Status:  open Name: John Smith
Department: Support Email: js935043@gmail com
Create Date: 09/16/2010 4:01 pm Phone: +41 41 999 80 55 8055

Thu, Sep 16 2010 4:01pm

Ticket created by staff

Thu, Sep 16 2010 4:01pm - Gregory Gut

reactivated.

e —

Mr. Smith requests to temporary switch off the daily job schedule of that exports the PowerPlay Sales report into PDF export since
they are running out of disk space on their file server. As soon as the IT department will have archived the old PDFs the job can be

Enter Message =

—~—_

Dear IBS Support Team

Our IT deparment already cleand up space on our file
server.
the daily job schedule of the PowerPlay Sales report into
PDF output.

Attach File

Durchsuchen

Cancel

% osTicket Fowe

Therefore there is no nesd any longer to deactivate

Copyright © osTicket.com. All rights reserved
As a show of support, we ask that you leave powered by osTicket link to help spread the word. Thank you! —>

@ Internet | Geschitzter Modus: Aktiv

v ®100%
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|STEP 4 — CONFIRMATION

You will be informed that the message has been posted successfully.

% IBS Support Ticket

W@ http://ticketing.ibscl.ch/view.ph|
e

M| Google

p?id=295123#%rep ¥

Datei Bearbeiten Ansicht Favoriten Extras 2 |

".'_,\? Favoriten |@ IBS Support Ticket System |7‘ ﬁ - ~ [ l%; ~ Seite ¥ Sicherheit ¥ Extras v @v Zl

|| SUPPORT CENTER SUPPORT TICKET SYSTEM L |
TICKET TRACKING

¢ Home [ New Ticket My Tickets & Log Out
Ticket #295123 &

Ticket Status:  open Name: John Smith
Department: Support Email: j5935043@gmail com
Create Date: 09/16/2010 4:01 pm Phone: +41 41 999 80 55 8055

Subject: IBM Cognog LA Schadul

Message Posted Successfully >

[T Ticket Thread

Thu, Sep 16 2010 4:01pm

Ticket created by staff

Thu, Sep 16 2010 4:01pm - Gregory Gut

Mr. Smith requests to temporary switch off the daily job schedule of that exports the PowerPlay Sales report into PDF export since
they are running out of disk space on their file server. As soon as the IT department will have archived the old PDFs the job can be
reactivated.

Thu, Sep 16 2010 4:18pm

Dear IBS Support Team

Qur IT deparment already cleand up space on our file server. Therefore there is no need any longer to deactivate the daily job
schedule of the PowerPlay Sales report into PDF output.

Kind regards,

John Smith

< Message Posted Successfully >

-

@ Internet | Geschutzter Modus: Aktiv v ®100% v
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STEP 5 — EMAIL CONFIRMATION

You should as well receive a confirmation by e-mail from noreply@ibscl.ch that your reply to the support
request has been noted (e.g. #295123). This message contains a link that allows you to follow the support

request’s progress.

_ e :
” S
{ﬁ-ﬂoﬁ Ticket Opened [#289394] - Nachricht (Nur-Text) _

Nachricht Einfligen Qptionen Text formatieren @
F ’a F E F ’2 x L} In Ordner verschieben - 2, s Kategorisieren - A
[ Regel erstellen ¥ Nachverfolgung ~
Antworten  Allen  Weiterleiten | L&schen Junk-E-Mail |, . Suchen
antworten |3 Andere Aktionen ~ . (¥ Als ungelesen markieren
Antworten Aktionen Optionen El
on: noreply@ibscl.ch Gesendet: Mi 15.09.2010 15108
An:
R
Betreff:  Support Ticket Opened [#289894]
. lix]
-- do not edit -- [
John smith,
Your reply to support requesi(#295123 bs been noted.
"m»J this support request progress online here:
<__ http://ticketing.ibscl.ch/view.php?e=j5935043@gmail.com&t=295123. |
IBS Business Solution AG Support-Team
=
=
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