eBrokerage

Raising a Support Request

This guide is designed to detail the process of raising a
support call using the SystemC JIRA Customer Portal
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Accessing the portal

Go to the log in page for the System C portal. You will be prompted to enter your username and password details and
click the Log in button.

Log in
Username

Password

Keep me logged in

Forgot your password?

If you do not have an account for the portal then complete this form to request access.
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https://jira.liquidlogicsupport.co.uk/servicedesk/customer/user/login?destination=../../plugins/servlet/myrequest&logout=true
https://shorturl.at/ajtIK
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Raising a request

Once logged into the portal you will be taken to the My Tickets page which will show your existing tickets. See
Managing existing requests section below.

My Tickets ~  Details th
Type = Priority x Key x Customer Reference x Summary x Status x Reporter x Created x Updated x
Columns
Customer Project x  Time to resolution x  Add new
Any status v Service project: All v Any request type v Organizations: All v = Search Q
Created by me v Created: All Escalate: All v
0ofo 2

Type Priority Key Customer Reference Summary Status Reporter Created 4 Updated Customer Project  Time to resolution

No requests found

Create a request

To raise a new request click on Home at the top (or click on Create a request at the bottom of the screen)

Useful Links v Your Tickets

Then Application Support

Application Support

Change Requests, Incidents and
Upgrades for products you're live
with regardless of environment

Then Incident

Incident
Raise an incident/fault

Complete the boxes:

‘Summary’ - provide a brief summary of the issue.

‘Your Reference’ — type n/a

‘Environment’ — select Live

‘Priority’ — leave as Minor

‘Product’ — select eBrokerage Supplier

‘Description’ - explain the issue in as much details as needed, if about a specific page then please provide the URL.
‘Attachment’ - you can add attachments or screenshots, please ensure they do not contain any sensitive information.
Once you have filled in the required information, click the ‘Create’ button at the bottom of the form.

'~ County Council



Cushoiveat Forta Apglication Supnom
Incident

Applicatics Suppant Thokets:

ARt SUpEt tokets we tor quanies, MuRs, dhange neqUesTs and Lpgrides
tor any produdt wou're live with regasdless of eidnonemant oF vardon i your
anduiny relatas toa new iImplamentation, pkase log a Project Suppon ticket

Paraanal Infarmatian
Paracial infoemnation Sch a5 naves, a0 and dames of binh should ot ba
addad. M adding a screerchot please redact this infoimation before upkaading

Surmmary

‘four Arferarce

Ensisgeanein
Livi
AT
Dara LT
Raad Only
T
Crihr

Pronioy

Flame comisct Apphoraon Suppert on 0111 232 0533 when leogng o BLOCKER in crder &

recEiER proimpl atEnien

Produrt
Hane -

Dasmphen

A= B I = i~ & @ o~

Afischmant froaona

# D and drop fles, paste scraanshats, of
E A

Apguent parbopans oo

cancs

y Norfollk County Council

eBrokerage



Page 6

eBrokerage

Managing existing requests (tickets)

At the top right-hand corner of the portal homepage is the ‘Your Tickets’ button. This will open a filtered view of all your
existing requests. You can change the filters to include tickets that have been shared with you.

When you create a new ticket, it is dropped into SystemC’s triage queue and then will be assigned to a member of their
team.

The Key column is the ticket reference and the Status column shows the current position.

My Tickets v  Details th
Type = Priority x Key x Customer Reference x Summary x Status x Reporter x Created x Updated x
Columns
Customer Project x  Time to resolution x  Add new
Any status v Service project: Al ~ Any request type v Organizations: All  ~ = Search Q
Created by me v Created: All v Escalate: All v
0ofo

Type Priority Key CustomerReference Summary Status Reporter Created Updated Customer Project  Time to resolution

No requests found

Create a request

If you click on the ticket reference it will show you more information, including the SystemC employee it has been
assigned to.
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icket comments and transitions
Once the ticket has been picked up, it will be investigated by the assignee and a comment will be added, and then the
status will be changed.

Once the ticket has been commented on and passed back to ‘Support — With Customer’, you can now add a comment
and Return to Liquidlogic Support.

SUPPORT - WITH CUSTOMER

© Don't notify me

[#] Resolve Ticket

[#) Retumn to Liquidlogic
Support

SystemC assignees will get an email when you pass it back to the support team. Please remember to Return to
Liquidlogic Support for it to show in their active work queues.
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Closing tickets

If you believe that the issue has been resolved you can click on Resolve ticket on the right hand side.

SUPPORT - WITH LIQUIDLOGIC

@ Don't notify me

[#] Resolve Ticket

Once the SystemC assignee believe the issue is resolved they will mark the ticket as ‘Support — Resolved’.
If you believe there is still a problem then use the ‘Reject Resolution’ button, and detail why there is still an issue.

If you are happy the issue is resolved use the ‘Accept Resolution’ button, and add a comment if you wish.

SUPPORT - RESOLVED

@ Don't notify me

[#] Reject Resolution

[#] Accept Resolution

If you don’t respond at this point, the ticket will close automatically in due course.

SUPPORT - CLOSED

@ Don't notify me

The ticket will show as ‘Support — Closed’ on your My Tickets page.

Customer Customer Time to
T Priority K S Stat R t Created Updated . .
ype Priority Key Reference ummary atus eporter reated pdate Project resolution
A
@ summary . 26/Feb/24 26/Feb/24 :
SDR-647709 n/a of the SUPPORT - CLOSED  slprovider999 9:34 AM 1159 AM 7335 Vv

issue
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Your profile

In the top right hand corner of the portal you can edit your profile if you desire.

Click on the head button

And choose Profile
Click Edit your profile on the right, and you can change your name and add an avatar (profile picture).
Click Save.

You can also change your password on this screen.
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