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1 Introduction

JIRA Service Desk (short JSM) is the ticket system used by SEAL Systems. Each customer re-
quest is recorded and processed as a ticket in JSM. In this documentation, we explain the usage

and the most important steps from the customer's point of view.

One Package - The Big Advantage

The main advantage of JSM is that all parties involved can see the current status of your
request at any time. All data, files, information and ultimately the solution to your prob-
lem are combined in one package as a ticket. The ticket is never deleted, but only closed
("Closed"/"Resolved"). Therefore, it is also possible to search for old cases in order to apply
a solution again if necessary.

The Usage — Easy and Simple

JSM is easy, simple and fast to use. You no longer have to worry about anything. Auto-
matic workflows support you in the communication and control of your requests and in the
cooperation with SEAL Systems.

The Organization — Only the Tickets of Your Company

The ticket is created for the specific organization ("Customer Token"/"Company"). This
ensures that you can only view and edit tickets created with a JSM user assigned to your
organization.

Private Request — Intended for You Only

Although the ticket is created for the specific organization ("Customer Token"/"Company"),
you can still use the "Private Request" function to create a ticket that can only be viewed and
processed by you.

Automatic E-Mail — Always Informed About Changes

New comments or a status change will automatically trigger e-mails providing a link to your
ticket. This way, you are always informed about the current status. Via the JSM user itself,
you specify to which e-mail address the notifications are sent.
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2 Requirements

Internet and Web Browser

The JSM portal is accessed via a Web browser. Therefore, a working Internet access and a
Web browser are required. You can choose any Web browser, for example, Internet Explorer,
Mozilla Firefox, Google Chrome or Safari.

Since JSM is based on Java, the execution of Java scripts has to be allowed in the Web

browser. However, this is normally preset.

3 Let's go! This Is How JSM Works!

If the requirements are fulfilled, you can use JSM immediately. In the following sections,
we show you to the single functions and steps with a sample user:

eMail contact Joe.Public@sample.com

JSM User — Everything Remains as It Was

You know and use the previous lJira software? Very nice, for you almost everything
remains the same! During the implementation of JSM at SEAL Systems, the previously
used Jira software accesses including the login data were transferred.

New JSM User — We Already Know Each Other

Your company is already a SEAL Systems customer and has at least one Jira software ac-
cess? Perfect! Just send an e-mail (The sender address will be used for the JSM user) to
support@sealsystems.com.

New JSM User — We Are Just Getting to Know Each Other

Your company is a new customer? Then you will receive all the required information when

concluding a maintenance contract.

JIRA Service Desk — the Ticket system with SEAL Systems
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JSM Login

Enter the Link to the JSM Portal in the Web Browser
Start A Web Browser and enter the Link to the JSM Portal:
https://support.sealsystems.de

Login
Specify your personal login data in the "Login" area:

o Username
e eMail address

. Password
* Your password

After clicking "Log In" you will be logged into the JSM portal.

JIRA Service Desk — the Ticket system with SEAL Systems
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The Service & Support Center — Your personal Home Page
After logging into the JSM portal, you will land in the Service & Support Center. Here, you
can create a new request:

Click on "Support US"

Kennen Sie schon unseren SEAL Online Service (SOS) - hier finden Sie -~
Anleitungen und Problemlésungen zu bekannten Fehlern.

S0S - Startseite

SOS - Security Themen

Service & Support Center / Support EU

E Support EU

Welcomel You can raise EU Support requests from the options provided.

What can we help you with?

D Extended Support
= Need help installing or configuring? Select this to request assistance.
For more information see our HowTo @
For German manual see: Anleitung

D Support

= For more information see our HowTo
For German manual see: Anleitung

D Change Request
= For more information see our HowTo
For German manual see: Anleitung

JIRA Service Desk — the Ticket system with SEAL Systems



-, SEALSYSTEMS

|
EEE ENTERPRISE OUTPUT SOLUTIONS

Extended Support - If It May Be a Little More
Do you need help or support for topics not covered by the maintenance contract? Or do
you have new requirements? Then, the "Extended Support" is available to you.

Support - The Fast Line to Help
Via"Support", you godirectly tothe ticket creation forall topics covered by the maintenance
contract.

Change request — Like to order a change?
Do you want to order a change to an existing system (Adjustments of configurations,
workflows etc.)? Submit your request here — the responsible will get back to you.

Requests - Overview of All Requests (Tickets)
To the left of the avatar you will get to the overview page. Here, you see all the requests
available to you.

You can use the filter options to limit the hit list appropriately (points 1 to 3) and trigger
a free text search via the search window (point 4).

Tip for the free text search: In the search window, you can also search for a ticket transfer-
red from Jira. To do this, simply enter the ticket number from the Jira software, for example,

"SPUS-777".
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The Avatar/User Button — Open the Profile
You can use the avatar or user button to customize your profile, set a new password, or
log out from the JSM portal.

Log Out — and Goodbye
When you have finished working in the JSM portal, log out via "Log Out". If you "only" clo-
se the Web browser without logging out first, you will remain logged into the JSM portal.

Profile — This Is My Data
In the profile, you can customize all personal data like the password, the menu language
or the time zone. For more information, refer to Tips & Tricks.

Support and Extended Support — Create a Ticket
To create a ticket, use the Service & Support Center. Here, the "Support" and "Extended
Support" areas take you directly to the dialog where you can create the ticket.



-, SEALSYSTEMS

|
EEE ENTERPRISE OUTPUT SOLUTIONS

Support The request is covered by the maintenance contract.

Extended Support The request is not covered by the maintenance
contract. Examples of this are 1st level support,
support with the import of packages, support
with master data and configuration maintenance,
new requests, suggestions and new requirements.

The dialog for creating the ticket will be opened. Except for the optional attachments, all
fields are mandatory. But don't be afraid, there are only four of them.

10
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o The subject 9 The description of the request e The category of the request
o Which components are used? e »Private request” or sharing with the company?
(sharing is default) G After clicking "Create", the ticket will be created

11
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Summary - What Is It About?
This is the subject line with a short information what the request is about.

Description — What Exactly Is It About?
Please, enter here as detailed as possible what your request consists of. Nothing is
irrelevant, better too much information than too little.

Category —Is It Urgent?

The category describes the impact of the topic on your business processes. Here, you indi-
cate how urgent your request s, i. e. how severe the impact is on your productive business
processes. Please use the Category 1 and Category 2 really only in case of emergency,
because here the emergency management is triggered at SEAL Systems.

e Category 1, Nothing Works Anymore”
The software is no longer usable and/or data is corrupt. All users are affected by
this problem. The productive system stands still.

e Category 2 “50 % + Stands Still”
Some functions required for the daily business are partially or completely unu-
sable. Over 50% of the users are affected by this problem. The daily business has
been severely impacted.

e Category 3, Annoying ... But W Know How to Help Ourselves”

One or more functions of the software are no longer usable. However, the daily
business has not been significantly affected. Users affected by the problem use a

workaround.

e Category 4 ,Would Be Nice If It Works"
Non-critical problems, problems in the test or quality system, requests or sug-
gestions, as well as update requests and requests for advice

Component(s) — Which Component(s) Is/Are Affected?
Where is the problem? Please select at least one component. The selection is simplified
by hit lists.

12
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Attachment — Data, Images & Co
Give us as much information and data as possible, here is the collection pot as "Attach-
ment" (log files, erroneous orders, screenshots, etc.)

The Lock — Who May See the Ticket?

Via this function, you can declare the ticket as a "private request" or as a "request with
the organization". In the private request only you and SEAL Systems see the ticket, other
users of your company do not see the ticket. .

Share with*

|IE| Share with Seal Systems w L\\)

& Share with Seal Systems

8 Mo one

Create — The Ticket is Created and Off to SEAL Systems
After clicking "Create", the ticket is saved and assigned a unique number (ticket ID). At
the same time, SEAL Systems is informed about the ticket and the processing starts.

Edit the Ticket
You can edit a ticket at any time. This is necessary, for example, if you want to enter more

information or if the ticket gets the status "Waiting for customer" and now it is your turn.
All status changes as well as comments will be communicated to you via e-mail. You always

stay up to date.

JIRA Service Desk — the Ticket system with SEAL Systems

13
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Open the Ticket
To do so, click on the desired ticket in your request overview.

The ticket will be opened

14
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Comment - Comment or Reply to the Ticket

Use the comment line at the top to write a comment concerning your ticket. With each new
comment, the status of the ticket automatically changes to "Waiting for Support". This me-
ans for you: SEAL Systems is on the move.

15
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All done - Close the Ticket
On the right side, you have two options to close a ticket:

* Resolve this issue:
The package that has been installed has helped? The proposed configuration has
worked? The request is done? Great! Via ,,Resolve this issue”, the ticket is closed..

e Cancel request:
The request was made by mistake? The subject is no longer comprehensible? Via
»Cancel request”, the request is stopped and the ticket is closed.

Escalate — Ic Case of Emergency! Now, It Has t Go Fast!

Via the "Escalate" option, you can escalate the ticket at SEAL Systems. This means that the
support team has to act quickly, as the problem has become more urgent. The category
of the request is automatically set to "Category 1" and the status is set to "Waiting for
support".

Please consider beforehand if an escalation is really the right way, because in this case the
emergency management will be triggered at SEAL Systems! Perhaps, a comment without
escalation is also sufficient?

Create and Edit a Ticket Via E-Mail — Simply Practical
You can also create and edit tickets via email and without a password:

To create a ticket, just send an e-mail (subject = Summary, text = Description) to
support@sealsystems.com. You will be informed about the current status by e-mail during
the processing and you can interact considering the subject (ticket ID in the reply). Please,
make sure that the ticket ID remains in the subject! Otherwise, the e-mail cannot be assi-
gned to the ticket..

Hint: Via the link provided in the e-mail, you can log in to the JSM portal at any time and
continue working there. You can switch between the two ways e-mail and JSM portal as
you like.

16


mailto:support@sealsystems.com

-, SEALSYSTEMS

EEE ENTERPRISE OUTPUT SOLUTIONS

Tips and Tricks

Profile
In your profile, you manage your personal data and password.

Change Name, Language or Time Zone
You want the menu provided in another language? Or you work in a different time zone?
No problem: "Edit your profile":

0 Display name

e Change password
e Menu language in JSM
e sYour” time zone

17
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Password
Conventions for the Password — Not so Simple
Security is a top priority with JSM. Therefore, the following conventions apply to the

password:

. AT least 8 characters

. Three our of the following character specifications have to be included:
. Upper case letter
. Lowser case letter
. Digit

. Special character

Change the Password, current Password is Known
In the profile, click "Change Password”. In the following dialog, you can specify the new
password for the JSM login.

By clickiing "Update", the new password is active.

18
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Forgot the Password
In the Web browser, call the JSM portal. On the login page, use the ,,Forgot your password?”
option

After clicking "E-Mail me", you receive an e-mail providing a link for setting a new

password.

19
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Automatic eMail Notifications
Share the Solution With Multiple Contacts
By default, all requests (tickets) are shared with the company, but other company employees do not

receive notifications about them. Thus, even if the initiator is absent, all tickets are accessible.

You can change this on the right side in the request and add an employee of your company via "Share
this request". This person will then also receive notifications.

In the example below, "Joe Public" is the creator and shares the request with "Ralf Beispiel":

Subscribe to Notifications

Any employee of your company can subscribe to notifications about a request by going to the request
and turning on the notifications via "Receive notifications".

20
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Be Notified With Every Ticket
Contact your SEAL Systems contact in order that your user is added in the customer master record
(Customer Record) at "Automatic Request Participants".

JSM eMails Do Not Arrive

If you do not receive JSM e-mails, check the permissions in your mailbox. After they are automatic
emails, they are often rejected by the spam filter. Then allow the JSM e-mail address.

21
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