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To create a new ticket, make sure you are on EAgrig
the ‘Contact Support’ tab in the toolbar, then Breakwater Hub
select the ‘Create a New Ticket' button.
!r -
This will take you to a series of request types hub N
with questions designed to help our technicians X
understand your issue. Create a New Ticket

Fill out a form for something specific or give us a brief

Contact Support .
description of your issue.

Select your request type and complete the
guestionnaire, or hit the ‘Something else’
button if your issue does not match the
pre-selected options.
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Once you have submitted your ticket, you will receive an email with your ticket number and information. On

the Hub, you will then see the option to ‘Go to my Open Tickets'.

Selecting this will take you to your ticket log. You can also access this in the left toolbar under ‘Tickets'.

You will see a history of your tickets including the date and time created. If you click on the ticket name, this
will take you into a more detailed overview of your ticket. In the detailed ticket view, you will be able to see
the full details of your ticket including:

Tickets / Outlook issues - Test Ticket

G What's your availability for us to take a look? R6p|ies from yOU r
Up to 5pm technician (these will
@ sam.brown also be emailed to you)
Change
@ Toby Kalkman added a note Today at 3:03 PM /
. . . Assigned Technici Hello S:
The technician in our team e e
that your tICket |S aSSIg ned to @ Toby Kalkman Would you mind going to https://outlook.office365.com/ and seeing if you can see new emails on here?
Please let me know how you get on.
Ticket Details Kind Regards Toby Kalkman
. . . Priority
The ticket priority —— prioriy 2. sign

@ System uploaded n Ticket #430575 : Your Breakwater IT Ticket - Outlook issues - Test Ticket - has been updated.eml

‘ Status Today at 3:03 PM
e licke

END OF TIMELINE

Board

Ticket number (this is Serveepes D Np—
. N eply lag Ticke ose Ticke

useful if you need to ket Number =

call us about the ticket) Write your reply here
Date Created )
May 15,2020 2:44:16 PM
Last Updated
Rlays 20208 08 S | @ Attach Files jw : Take a Screenshot | & Reply

If your technician responds to your ticket to ask further questions, you can
reply directly to them using the reply function. You can also attach files, take
a screenshot or if your issue is resolved, close the ticket.

Once your ticket is resolved and closed, you can view it in the ‘Tickets' tab in the left toolbar.

Open tickets @ ~ Opentickers Then either choose to view your
— Closed tickets ‘Closed tickets’ or ‘Open and
Select the ‘Open tickets’ closed tickets’

Open and closed tickets

drop menu

If you open the detailed view of a closed ticket, there is an option to reopen the ticket within 30 days.



