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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 
©Idea 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: 

 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 

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

page. 

 

MMS Application 

 

 

DTLMS Application 
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CESCOM Application 

 

 

BESCOM Application 

 

 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.   

 In which if 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.  

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

 

 

Screenshot: 1 

   

 Ticket Creation Steps:  

 When customer logins following, screen will be displayed 
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      Screenshot-2 

 Clicking on “New Ticket” button, Ticket Information page will be displayed to create the 

ticket as shown in the below screenshot 

                   

   

Screenshot-3 
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FIELD’S DESCRIPTION: 

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

 Issue Type: Allows to select type of issue from the dropdown list represents main type of 

issue that user is getting  

 Sub Issue Type: Allows to select type of sub issue from the dropdown list represents sub 

type of issue that user is getting 

 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) 

 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) 

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

 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) 

 Communication E-mail: E-mail id of the respective customer will get loaded for 

communication purpose 

 Communication Mobile No.: Mobile No. of the respective customer will get loaded for 

communication purpose 

 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) 

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

is optional 

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

optional  

 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 
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 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 

 

                   

 

                  Screenshot-4 

 

View Created Ticket:  

 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. 
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Screenshot-5 

 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.     
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Screenshot-6 

Reassigned Ticket:  

 

 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 

                     

 

 Screenshot-7 
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Screenshot-8 

Close Ticket:  

 

 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 

 

 

Screenshot-9 

 In the ticket details grid for the particular ticket number status will get updated from  

“pending” to “closed” and closed by person name  

 In the view page closed details will get updated including closed date & time, closed 

remarks 
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Screenshot-10 

Reopen Ticket:  

 

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

 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. 

 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. 

 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. 
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Screenshot-11 

 

Screenshot-12 
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Email:  

 

 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 

 

Screenshot-13 

 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 
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Screenshot-14 

 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 

 

 
Screenshot-15 
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