IBC Japan Ticket Tracking System
Quick Guide for End Users v1.0

Systems Support Services 07.08.2019

The URL for the Ticket Tracking System is https://support.ibcjapan.net

Sign In

Users can sign into the system by clicking the (1) Sign in link in the Upper Right corner of the site or
you can directly click on the (2) Open a New Ticket button.
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Welcome to the IBC Ticket Tracking System >
In order to streamline suppon requests and better serve you, we utilize a suppon ticket [ Open aNew ﬁd(et J
system. [

Every support request is assigned a unique ticket number which you can use to track the
progress and responses online.

Users will now be presented with the login screen. Please login using your OWA login and password
in this format: ibcjapan\OWA login (ex: ibcjapan\pbanks)

Sign in to IBC Japan Ticket Tracking System

To better serve you, we encourage our Clients to register for an account.

ibcjapan\pbanks I'm an agent — sign in here
...........l

Sign In

Limitations: Users can only have an invalid login (wrong password, etc.) for up to 6 times, then the
system will lock out the session and the user can retry logging in again after 1 minute.



Main Dashboard

Once logged in, users are now presented with the main dashboard with a default view on the currently
open tickets the user has filed in the past.
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Showing 1 - 2 of 2 Open Tickets

Ticket#% | Create Date 5 Status ¢ Subject 3 Department $

() 277451 | 6/25/19 Open This is a test ticket Dev.Mobile Support

(v) 832076 | 6/25/19 Open This is a test ticket :) Dev.Account.Creations
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Opening a New Ticket
To open a New Ticket, click on the Open a New Ticket link and a dropdown selection will appear.

Select the desired Request/Issue that you want to file and fill up the required information. Please be as
accurate as possible in describing the issue. When everything is all filed up, click on the Create Ticket
button.
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Please select the nearest Help Topic related to your request/issue. If you can’t find a Help Topic that is
closely related to your concern, please select the Help Topic, Issues — Other (DevOps) or Issues —
Other (Systems). Our Support resource will be the one to check and assign the ticket to the related
department where it will be worked on.



Open a New Ticket

Email:
Client:

Help Topic

[ Issues - OWA wl

Request/issue Details:
Please Descibe Your Issue

lPBanks

Department
| Systems |

Issue Summary *

OWA Login of User Experiencing the Error *

Please fill in the form below to open a new ticket.

AK@ibcjspan.net
Agent K

II can not sent emails
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@ Drop files here or choose them
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| can not send emails to external addresses since this morning. Please check.

Create Ticket Reset Cancel

Users can also attach pictures to the ticket by directly drag and dropping the picture in the reply

window or choosing them by clicking on the above choose them link.

Ticket Status

After the ticket is created, it will automatically assign to the department that is set to resolve the
request/issue. The created ticket will now be listed in the user’s dashboard and an email is sent to

user’'s email address.
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Showing 1 - 3 of 3 Open Tickets
Ticket#< Create Date ¢ Status ¢
() 749919 | 7/8/19 Open

(v 277451 | 6/25/19 Open

(v 832076 | 6/25/19 Open
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Help Topic: [— All Help Topics — v]

Subject ¢
| can not sent emails
This is a test ticket

This is a test ticket :)

3 Open (3) = B Closed (9)

Department

Systems Support Group
Dev.Mobile_Support
Dev.Account.Creations

Users can click on the Ticket number or the Subject to view the details of the created ticket. The user
can also add more information in the Post a Reply section.
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Basic Ticket Information User Information

Ticket Status: Open Name: Agent K

Department: Systems Support Group Email: AK@ibcjapan.net

Create Date: 7/8/19, 1:22 PM Phone:

Requestissue Details:

OWA Login of User PBanks
Experiencing the Error:
Department: Systems

Agent K posted 7/8/19, 1:22 PM

| can not send emails to external addresses since this morning. Please check

7 Created by Agent K 7/8/19, 1:22 PM

Post a Reply

To best assist you, we request that you be specific and detailed *
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Post Reply Reset Cancel

Users can use the ticket number to make a follow up on the status of the ticket.

Once a Support resource updates the ticket, an email is automatically sent to the user’s email
containing the update and a direct link to the ticket.

That’s it for the quick guide. We strive to make the ticketing process easy and simple to the end
users. For more information, questions, queries, and feedbacks, please send an email to
AK@ibcjapan.net



