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Purpose of the document

This document is generic user documentation. This document briefs on the highlights of i~ticket
software application. Application flow is explained in terms of their features and how to use the same.
The user can be familiar with application usage and features of i~ticket application referring to this
document.

Copy rights

©ldea Infinity IT solutions Private Limited, all rights reserved. This document is proprietary and
confidential. No part of this document may be reproduced, distributed, or transmitted in any form or by
any means, including photocopying, recording, or other electronic or mechanical methods without the
prior consent of the directors of idea infinity IT Solutions Private Limited.

What is i~ticket?

An i~ticket is a ticketing system that manages and maintains list of issues as needed by an
organization. Issue tracking systems are commonly used in an organization's customers and support
team to create, update, and resolve reported customer issues, or even issues reported by that
organization's other employees
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Login Screen:
To use the i~ticket application, Customer can login to the i~ticket application in two ways:

e Through their respective application (MMS, DTLMS, CESCOM, BESCOM) on clicking
given ticketing link provided in the respective application and login to the same using
respective user name and password

e Note: For MMS and DTLMS project application, ticketing link is provided in the “Help”
page.

Material Management System viewPrafile v

contact For support : Click Here To Raise Ticket

First Level Support

Show |5 ¥ entries Search;
Circle Division Name Mobile Number Email ID
CHAMARAJNAGAREKODAGU CH NAGARA ROHINI 8861997953 rohinirnao@gmail.com
DashBoard CHAMARAJNAGAREKODAGU KOLLEGALA ABHILASH 8123059958 abhilash1828@gmail.com
CHAMARAINAGARRKODAGU MADIKERE DEVIKA 8310187831 devakishettyroorg@gmail.com
‘9 Masters HASSAN ARASIKERE PRAVEEN 9900486714 preveen.rp@ideainfinityit.com
HASSAN CR PATNA JAYAKUMAR 8792026244 putte.chandug7@gmail.com
L yser Management Showing 1 to 5 of 14 entries F-

Second Level Support
! Procurment

Show 5 ¥ |entries Search:

B s circle Name Mobile Number Email ID
HASSAM PRAVEEN 9000426714 preveen.@ideainfinityit.com
=y . A
2 Inter Unit Transaction > Showing 1 to 1 of 1 entries Lr
Reports > Final Level Support
; Show 5 ¥ |entries Search
& Help Name Mobile Number Email ID
PRADEEP 7022939923
showing 1to 1 of 1 entries i

MMS Application

DTC Life Cycle Management System

Contact for Support : | 1= Click Here to Rise Ticket |

First Level

Circle Division Name Phone Number
CHAMRAINAGARA & KODUGU CH MAGARA NAGENDRA, 9800060036
CHAMRAINAGARA & KODUGU KOLLEGAL MNAGEMDRA 9900050036
CHAMRAJMAGARA, & KODUGL MADIKERI NAGENDRA, 9900050036
HASSAN HASSAN RAGHAVENDRA 9800486712
HASSAN C R PATRA RAGHAVENDRA 9900486712
HASSAN HMNPURA RAGHAVENDRA 9900486712
HASSAN ARSIKERE RAGHAVENDRA 9800436712
MANDYA MANDYA SHARATH 9900486703
MANDYA MADDUR SHARATH 9900486703
MANDYA PANDAVAPURA SHARATH 9800486709
MANDYA MAGAMANGALA SHARATH 9900486703
MYSORE D&M MR MOHALLA SUNITH 9900486710

DTLMS Application
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CHAMUNDESHWARI ELECTRICITY SUPPLY CORPORATION LTD

ATP Process Reports User Settings

Realtime Collection Information

Marne Type of Lacation No. of Machines No. of Receipts
MYSORE-08M CIRCLE 2% 2811
MYSORE-WORKS CIRCLE 10 1231
MAND'YA, CIRCLE 9 1736
HASEAN CIRCLE 9 1428

1 5 6606

CESCOM Application

Cash
1,045,754
867,401
707,034

817,404

4,339,583

Cheque/DD
3701474
438,680
214,048

162,162

4,616,364

Version-1.4

LOG outT

Click Here to Raise Ticket

Lastrefreshed Time: 19-05-2017 4:52:58 PM

Tatal Callection
5,003,200
1,328171

021,082

1,001,168

9,142,620

& (@ ‘ @ ieasypayin:71/frmRealTimeCollectionView,aspx

E BancaLore ELEcTRICITY SuppLy Company LTD

ATP Process Reports. User Settings

Realtime Collection Information
Marme Type of Location No. of Machines Mo. of Receipts

l ] 0

Mo Records Found

BESCOM Application

Cash

Lastrefreshed Time: 19-05-2017 4:53:54 PM

Cheque/DD

Total Callectiol

n

1}

e Using “www.iticket.co.in” URL can open the ticketing application and login to the

same using respective user name and password
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Following screen(screenshot-1) is the login screen of the i~ticket application.

e Inwhichif customer tries to login then customer needs to select first field as customer and second
field allows to select respective project in which customer belongs to and last two fields allows to
enter valid user name and password respectively. In which if Agent tries to login then agent needs
to select first field as agent and second field will be disabled for agent and last two fields allows
to enter valid user name and password respectively.

e After entering the credentials click on “Login” button.

| Customer

| MMS

UserMarme

|CEI

Password

dea Infinity IT Solutions Pyt Ltd.

Screenshot: 1

Ticket Creation Steps:
o When customer logins following, screen will be displayed
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(‘T,'Cket Masterv Ticket Transaction Agent Settings~ cO LogOut

Cutomer First,,

Customer Ticket Details

Mew Ticket
Show |5 ¥ |entries Search:
TICKET NUMBER DATE TIME ISSUE TYPE STATUS SEVERITY TICKET WITH

MKO51712 3/6/2017 6:32:10 PM WORK ORDER CLOSED 53 CLOSED by - Urnesh
MKOS177 53/6/2017 3:26:49 PM WORK ORDER CLOSED 53 CLOSED by - Pradeep
MMO5176 362017 2:20018 PM WORK ORDER CLOSED 53 CLOSED by - Avinash
WMO5175 5/6/2017 1:21:48 PM WORK ORDER CLOSED 51 CLOSED by - Pradeep
MKO5174 3/6/2017 1:21:19 PM WORK ORDER CLOSED 53 CLOSED by - Avinash

Showing 1 to 5 of & entries ~ TP -

Screenshot-2

e C(Clicking on “New Ticket” button, Ticket Information page will be displayed to create the
ticket as shown in the below screenshot

(’T,‘cket Master - Ticket Transaction - Agent Settings - [a{e) LogOut
Custormer First..

“iew Tickets

TicketInformation

Product Mame* Select-- - Date & Time of Issue* 05/19/2017 17:24
MR DAY hh:imm(z4:00)
Issue Type* - Recreation steps
Sub-Issue Type* -
Severity Type* Max Resolution Time in Hrs.™
Comrmunication E-mail* kavya.hb@ideainfinityit. com Communication Mobile MNo* azgzazazaz
@, @ dpaEiEe] U™ --Select-- - AR IEgEs Choose File | Mo file chosen
Choose File | Mo file chosen
Choose File | Mo file chosen
Issue Description®
[cave [ rece |

Screenshot-3
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FIELD’S DESCRIPTION:

e Product Name: Allows to select respective project name for which project user raising ticket

e Issue Type: Allows to select type of issue from the dropdown list represents main type of
issue that user is getting

e Sub Issue Type: Allows to select type of sub issue from the dropdown list represents sub
type of issue that user is getting

e Severity Type: On selecting Sub Issue Type then severity field will get loaded by default with
respective severity (say S1, S2, S3-Major, Medium, Minor respectively)

e No. of Impacted Users: This field allows user to select no. of impacted users from the given
dropdown list representing that how many users getting this same issue (like, only 1, 1-
10,10-20,20-50,50-100,100 and above users)

e Issue Description: Customer should describe the issue in detail in this field

e Date & Time of Issue: Customer should select date and time when exactly the issue was
raised (Note: This field does not allow to select/enter future date and time respectively)

e Communication E-mail: E-mail id of the respective customer will get loaded for
communication purpose

e Communication Mobile No.: Mobile No. of the respective customer will get loaded for
communication purpose

e Max Resolution Time in Hrs.: Based on the selected Sub Issue Type Max Resolution Time will
get loaded in terms of hours (say S1-12 hour, S2-24 hour, S3-48 hour)

e Recreation Steps: Customer can enter steps to reproduce the issue in step by step. This field
is optional

e Attach Images: Customer can attach image (screenshot of the page) of the issue. This field is
optional

e ATP Machine Number: Only for BESCOM and CESCOM project ATP Machine Number field
will get displayed on selecting Project in order to select ATP Machine Number from the
provided dropdown list as shown in the below screenshot

lew Tickets

Ticket Information

Pracluct Narme BESCOM ATP . Date & Time of Issue 26/07/2017 10:20

Ael/MMATYY hhemm{24:00)

9845202552

Choose File | Na file chesen

Choose File | Mo file chosen
JAYNAGAR STH BLOCK
SOMESHWARA NAGAR
WILEON GARDON
~52-5 R NAGAR
~55 - 15RO LAYOUT
~ CHIKIKALSANDRA
~JP NAGAR
BTM LAYOUT

T ROTIANRTINTE -
ATP Machine Number* eleet . |

Chaoose File | Mo file chosen
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e Once after entering all the required fields clicking on submit button ticket will get submitted
successfully with the successful message showing all the necessary details as shown in the
below screenshot.

o Ticket with details: Once customer creates the ticket then particular ticket will get
assigned to one default assignee who is supposed to close the ticket

o Expected Resolution Time: Represents date and time within that period ticket
supposed to be closed

«-Ticke

Master- Ticket Transaction = Agent Settings - co LogOut

View Tickets

Ticket Information

Product Marme* —-Select-- - Date & Time of Issue*
AR lc Sy hh:mmgz 4:000
Issue Type* - Recreation steps
Success
Thank yon..!
Your ticket has heen suhmitted successfully, we will get hack to you soon
Sub-Issue Type® Ticket Mumber : MMOS51770
Ticket With : Umesh
Severity Type* Expected Resolution Tirme : 5/20/2017 5:25:56 AT
Cornmunication E-rmail* Lox | a
i3, @ lpediae (s --Select-- - i IeEes Choose File | Mo file chosen
Choose File | Mo file chosen
Choose File | Mo file chosen
Issue Description®

Screenshot-4

View Created Ticket:
e When customer is in Ticket Information page to create ticket clicking on View Ticket
button then Ticket Details page will get opened showing existing ticket details in the grid
as shown in the below screenshot.

8|Page ©ldea Infinity IT solutions Private Limited (All rights reserved)
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Showing 1 to 5 of 9 entries

Screenshot-5

Version-1.4
(‘T,'C‘C(e;tl Masters  Ticket Tranzaction=  Agent Settings- CC  logOut
Customer Ticket Details
Mew Ticket
Show |5 ¥ |entries Search:
TICKET NUMBER DATE TIME ISSUE TYPE STATUS SEVERITY TICKET WITH
I MAMOSL7 70 51952017 3:28:56 PM WORK ORDER PEMDING 51 Pending With - Umesh I
MMOS1712 5/8/2017 63910 PM WORK ORDER CLOSED 53 CLOSED by - Umesh
MMO5177 5/6/2017 3:26:49 PM WORK ORDER CLOSED 53 CLOSED by - Pradeep
MMO5178 5/6/2017 3:20:18 PM WORK CORDER CLOSED 53 CLOSED by - Avinash
MMO5175 3/8/2017 1:21:48 PM WORK ORDER CLOSED 51 CLOSED by - Pradeep

« p

e On clicking particular ticket number then page will get opened loading all the customer
entered details so that customer can view the details without doing any action as shown
in the below screen shot.

(’T'Cket Master=  Ticket Transaction=  Agent Settings CO LogOut
Cutomer First..

Ticket Details
Ticket No MMO51770 Severity 51
Biezize] @ 5/19/2017 5:28:56 FM ezt co
SR P WORK ORDER SHEEAR TG DATE CHANGE
Aftachments L
Status BENDING Expected Resolution Time 5/20/2017 5:28:56 AM
Creator's Mabile No 0332323232 Creator's Email kavya.hb@ideainfinityit.com
Creator's Description T Recreation steps o
Ticket With Uil
Show |5 ¥ | entries Search:

Assigned To Assigned On Status

Umesh 571972017 5:28:56 PM QPEN

Showing 1 to 1 of 1 entries

©ldea Infinity IT solutions Private Limited (All rights reserved)
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Reassigned Ticket:

Screenshot-6

Version-1.4

o If default assignee of the ticket who was supposed to close the ticket has reassined the
ticket to som other person of the respective supporting team then that detail will get
updated for the particular ticket number both in ticket details grid and view page of the
particular ticket number as shown in the below screenshot

(‘T,’cket Master Ticket Transaction Agent Settings CO LogOut
Cuormey First..
Customer Ticket Details
Mew Ticket
Show |5 ¥ |entries Search:
TICKET NUMBER DATE TIME ISSUE TYPE STATUS SEVERITY TICKET WITH
I MMOS1770 371972017 32856 PM WVIORK ORDER FPEMNDING 51 Pending With - Shrinidhi I
MMO51712 5/6/2017 6:39:10 PM WORK ORDER CLOSED 53 CLOSED by - Umnesh
MROS177 5/6/2017 2:26:49 PM WORK ORDER CLOSED 53 CLOSED by - Pradeep
MMOS17E 5/6/2017 3120118 PM WORK ORDER CLOSED 53 CLOSED by - Avinash
MRMOS1735 5/6/2017 1:21:45 PM WORK ORDER CLOSED 31 CLOSED by - Pradeep
Showing 1 to 5 of 3 entries 2 E
Screenshot-7
(’chket Master- Ticket Transaction - Agent Settings « [t} Logout
Gutomes First
Ticket Details
Ticket Mo MMOS1TT0 Severity 51
Created on 5/19/2017 5:28:56 PM Created By co
ISR TR WORK ORDER Sublssue Type DATE CHANGE
Attachments

Status

-

Expected Resolution Time

PEMNDING 5/20/2017 5:28:56 AM
CresiErs izl [z 0332323232 CrasiErs Emsil learvya.hb @ideainfinityit.cormn
Creator's Description test Recreation steps test
Ticket wwith e
Show |5 Y |entries Search:
Asczigned To Assigned On Status
Urnesh 5/19/2017 5:28:56 PM QPEMN
Shrinidhi 5/19/2017 5:42:21 PM REASSIGN

Showing 1 to 2 of 2 entries

10| Page
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Screenshot-8

Close Ticket:

e When created ticket is closed then the closed details will get updated for the particular

ticket number both in ticket details grid and view page of the particular ticket number as
shown in the below screenshot

(‘T,’cket Master  Ticket Transaction  Agent Settings O LogOut

Cedomer Firsl,,

Customer Ticket Details

Mew Ticket
Show |5 7 | entries Search:
TICKET NUMBER DATE TIME ISSUE TYPE STATUS SEVERITY TICKET WITH

I MRAOS1770 5/19/2017 5:28:56 PM WORK CRDER CLOSED 51 CLOSED by - Shrinihi I
MMO51712 5/6/2017 6:39:.10 PM WORK ORDER CLOSED 53 CLOSED by - Umesh
MRADS17T 5/6/2017 3:26:49 EM WORK CRDER CLOSED 53 CLOSED by - Pradeep
MRADS17E 5/6/2017 3:20:16 BM WORK CRDER CLOSED 53 CLOSED by - Avinash
MKO5175 5/6/2017 1:21.48 PM WORK ORDER CLOSED 51 CLOSED by - Pradeep

Showing 1 to 5 of 9 entries 2k

Screenshot-9

e In the ticket details grid for the particular ticket number status will get updated from
“pending” to “closed” and closed by person name

e Inthe view page closed details will get updated including closed date & time, closed
remarks

11| Page ©ldea Infinity IT solutions Private Limited (All rights reserved)
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Reopen Ticket:

e Closed ticket can be reopened by customer if issue is not been resolved

% Ticket

haster=

Cutorar First.

Ticket Details

Ticket Mo

Created On

Issue Type

Closed Date and Time

Attachments

Status

Closed Remarks

Creator's Mobile Mo

Ticket Transaction =

RARADSIT YO

51872017 5:28:56 P

WORE ORDER

51872017 5:47:22 P
[ ]

CLOSED

closed successfully

Agent Settings -

Sewerity
Created By

Sublssue Type

Expected Resolution Time

Creator’s Email

51

afs)

DATE CHANGE

Version-1.4

co LogQut

S20/2017 5:25:56 Ak

9332323232 kavya hb@ideainfinityit.com
Creator's Description [ Recreation steps [
Ticket Wyith STl
Show |5 ¥ |entries Search:
Assigned To Assigned On Status

Umesh 5/19/2017 5:28:56 PM OPEM

Shrinidhi 5/19/2017 5:43:21 PM CLOSED
Showing 1to 2 of 2 entries £l L
Change Ticket Status Seledt -

Screenshot-10

e In the Ticket Details page clicking on particular closed ticket number then view page will

get opened along with “Status” field as shown in the below screenshot.

e Clicking on status field Reopen option will be displayed on selecting Reopen option and

click on change status the ticket then confirmation message will get displayed clicking

on “Ok” button then closed ticket will get reopened successfully.

e On reopening the closed ticket then ticket will get assigned to the person who has

previously closed the ticket and later procedure will be same as expalined in the section
2, 3, and 4.

12| Page
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Catomer First

Ticket Details
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ttaster= Ticket Transackion = Agent Settings = [o1e] LogQut

Ticket Mo MROS1TT0 Severity 51
Gieaise) Gm 5/19/2017 5:28i56 PM Gz co
BTG WORK ORDER, SUIEBEUS RS DATE CHAMGE
Closed Date and Time 5192017 547 2oaiha
Attachments = Smeeess
Reopened Successflly
SEie CLOSED ox 1" 572072017 5i2E56 AR
Closed Remarks closed successgully
Eicateiiichilelic) 9332323232 RS Eme kavya.hb@ideainfinityit.com
Creator's Description test Recreation steps test
Ticket wWith Sheinidhi
Show |5 ¥ |entries Search;
Assigned To Assigned On Status
Umnesh 5/19/2017 5:28:56 FM OFEN
Shrinidhi 5/19/2017 5:43:21 P CLOSED
Showing 1ta 2 of 2 entries =T -
Change Ticket Status Select -
Screenshot-11
(‘T,—Cket Master Ticket Transaction Agent Settings~ co Logout
Cudovmer First,,
Customer Ticket Details
I icket
Show |5 ¥ |entries Search:
TICKET NUMBER DATE TIME ISSUE TYPE STATUS SEVERITY TICKET WITH
I MMO51770 5/18,/2017 5:28:56 PM WORK ORDER PEMNDING 51 Pendling With - Shrinichi I
MMO51712 5/6/2017 6:39:10 PM WORK ORDER CLOSED 53 CLOSED by - Umnesh
MMOS1TT 5/6/2017 3:26:43 PM WORK ORDER CLOSED 53 CLOSED by - Pradeep
MRADS1TE 5/6/2017 2:20:18 PM WORK ORDER CLOSED 53 CLOSED by - Avinash
MMO5175 5/6/2017 1:21:48 PM WORK ORDER CLOSED 51 CLOSED by - Pradeep

Showing 1 to 5 of 9 entries

- p

Screenshot-12
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e On creating the ticket, customer will get email to his/her registered valid mail id
ensuring that ticket has been created successfully with the details of the generated
ticket number, tiket assigned person name,expected resolution time etc as shown in the
below screenshot, on clicking ticket number link then customer can directly logged into
the ticketing application if ticket application is opened in the default browser and if not
opened on clicking ticket number then login page of the ticketing application will get
displayed

Cigar CO,

Thank youfor contacting |dea Infinity IT solutions Pt Ltd Client Support team.
This ernail isto confirm that we havereceived yourrequest andhave openedacase foryour issue.
Ticket Number: MM OS1770

Application Type:M S

lssuetype:DATE CHAMGE

Severity:sl

Expected Resolution Time:5/20/2017 5:28:56 AR
Ticket Assignedto: Urmesh

Please contact the Client Supporttearn at 7022939322 if you have any further gueries
Thanks & regards

Support Team
Idea Inifinity IT Solutions Pyt Ltd

Screenshot-13

e On closing the ticket by respective assignee then, customer will get email to his/her
registered valid mail id ensuring that ticket has been closed successfully with the details
of the closed ticket details and closed by person name etc as shown in the below
screenshot

14| Page ©ldea Infinity IT solutions Private Limited (All rights reserved)
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Dear Co,

Thank youfor contacting Idea Infinity IT Salutions Pyt Ltd Client Support team.
Thismessageisto confirm that we haveresolved and closedyour ticket MMOS1770
Please contact the Client Supporttearn at 7022999923 if you have any further gueries.

Thanks & regards
Support Team
Idea Inifinity ITSolutions Pet Ltd

Screenshot-14

e On reopening the closed ticket by customer then, customer will get email to his/her
registered valid mail id ensuring that ticket has been reopened successfully with the
details of the reopened ticket details as shown in the below screenshot

Dear CO,

Thank youfar contacting Idealnfinity IT solutions Pyt Ltd Client Support team. This email is to
confirm that we have received yourreguest and have Re-opened a casefar yourissue.

Ticket Number: MMOS1770

Application Type:MMS

lssuetype:DATE CHANGE

Severity:s1

Expected Resolution Tirme:5/20/ 2017 5:28:56 AM

Ticket Assignedto: Shrinidhi

Please contact the Client Supporttearn at 7022999923 if youhave any furtherqueries

Thanks & regards
Support Team
Idea Inifinity ITSolutions Put Ltd

Screenshot-15
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