In this guide, we explain how to
create Global Support Request
Tickets using the Alpega JIRA
Service Management portal.




PROJECT SELECTION

To begin, open the Customer
Portal in your browser at
alpegagroup.atlassian.net and
log in with your registered email
address.

Once you've successfully logged
In, click on the ‘Alpega Customer
Request’ portal to proceed.

Portals

>

Welcome to the Alpega TMS customer portal

Q. Search for information

Alpega Global Support TMS

Welcome! You can report an issue
or raise a service request for Alpega
Global Support TMS here.

Support Tendereasy

If you are a carrier and need Support for
Tendertasy please send an e-mail to
support-tendereasy@alpegagroup.com

Carrier Onboardings Customer Request

Welcome! You can raise a request | Welcome! You can submit a request
for a new EDI Carrier anboarding ! I] to your customer success team
here. here.

Technical Consulting

Welcome! You can raise a request for
Technical Consulting using the options
provided.



REQUEST TYPE

First, you'll select your Ticket Type:

» Incident: To report a broken
system or functionality.

Alpega Customer Portal / Alpega Global Support TMS

» Service Request: For general Alpega Global Support TMS
q u est i O n S, ta S kS, O r C h a n g es. Welcome! You can report an issue or raise a service request for Alpega Global Support TMS here.

» Request User Access: For e el S R
requests related to user access.

What can we help you with?

Upon selecting your request type,
the form will expand to display O e o et e i g e aaion
several fields, many of which
are marked with an asterisk (*)
iIndicating they are required.

Service Request
Please use service requests for changes, such as Master Data upload etc.

Request user access
£Q  submita request for user access to specific systems or resources.

While these are required, we
strongly encourage you to utilize
all available fields to provide
comprehensive information.



PRIORITY

Next, set your ticket's ‘Priority’ —
this guides our team based on your
request’s business importance.
Providing accurate priority helps
ensure your issue is directed to

the correct team and resolved as
quickly as possible.

» Critical: The system is not
responding at all, causing a
complete halt to operations.

» High: Important functions
are unavailable, though a
workaround might exist, and
many users are affected.

» Medium: This typically indicates
a one-time issue affecting a
single user, such as a call-off,
slot, or EDI message.

» Low: For less impactful items or
general inquiries.

AR

Alpega Customer Portal / Alpega Global Support TMS

Alpega Global Support TMS

Welcome! You can report an issue or raise 3 service request for Alpega Global Support TMS here.

Spend less time hunting for the right request form
Ask any question and give our Al-powered virtual service agent a try.

What can we help you with?

o Incident
Please use the Incident type if you encounter any problems while using the application.

Required fields are marked with an asterisk *

Pricrity *

&) Chat with virtual service agent

Medium

| Undefined
Critical
High

| Medium

Low

Affected environment *

Production




SUMMARY

Next, you'll provide a concise
Summary for your ticket. This field is
often labeled as ‘What can we help
you with?’ and serves as the title or
a brief description of your request.
Aim for clarity so the Customer
team can quickly understand the
essence of your issue.

Alpega Customer Portal / Alpega Global Support TMS

Alpega Global Support TMS

Welcome! You can report an issue or raise a service request for Alpega Global Support TMS here,

Spend less time hunting for the right request form
Ask any question and give our Al-powered virtual service agent a try.

What can we help you with?

o Incident
Please use the Incident type if you encounter any problems while using the application.

Required fields are marked with an asterisk*

Priority *

&) Chat with virtual service agent

‘ Low

Summary *

| Call Off 123456 not created




DESCRIPTION

» Affected Modules: Specify the
affected modules to indicate the
precise system or application
Impacted by the issue.

» Affected Environment:
Clarify if the issue occurred
INn our Production or Demo
environment.

» Potential Impact: Describe the
urgency of this issue for your
business operations.

» Description: Provide all relevant
details, including user |Ds,
timestamps, and any related
data that might assist our team.

» Expected Behavior: Explain
how the system should ideally
be functioning.

» Steps to Reproduce: List
every action you took, in clear
sequential order, that led to
the problem or error. This
crucial step enables our team
to replicate and quickly identify
the root cause.

AR

Affected Modules™

TWCallOff (TWCO) x

Affected environment *

Production x

Description ™

iii
i

Mormal text ~ B I - A~ & @ ® B & 0 " +~

Hello,

The call-off: 123456 was not created despite sending an EDI on 06/06/2025 at 10:17:43.
Can you look at what is the onigin of the problem?

Tharks,

T5

The more understandable the provided description, the sooner we can provide support.

Expected behawior*

Normal text B I - Av & @ ® B & 0 " +~

iii
i

Failure to create the call-off will lead to delays in transport planning and execution for shipment related to call-off 123456.

Steps to reproduce™®

81~ A B oe0o0omoe»n+

* EDI message for call-off 123456 was sent on 06/06/2025 at 10:17:43.
* Verified system, call-off 123456 is not present.

* No error notification was received for the EDI transmission.

Pleaze describe all the actions from login until the error/izsue including user id[s), dient name, screenshots etc.

Potential impact on customer business (comment)




ADDITIONAL FIELDS

» Potential Impact on Customer

Potential impact on customer business (comment)

Business: Outline how this

Issue or its resolution could

affect yo ur b u Sl ness p rocesses This issue will prevent the timely scheduling and execution of the transport for call-off 1234586, potentially causing delays in deliveries and impacting
.. ! operational efficiency.

productivity, or revenue.

MNormal text w B I - Av = = @ @ 8 0 " +~

» Request ID: Log any ID related to
the issue in the Request ID field. 123455
» Additional Information: Add
any extra details, context, or Nomalted v | B I = Av EE & @ O B OO M +-

background relevant to your
request. This helps our team
understand the problem more

KYZ_COMPANY
Receiver ID: ALPEGA_THMS
EDI message type: ORDERS

q UlIC k |y' Mo error logs found on our side for this specific transmission.

» Contact Phone Number:

Provide a phone number where 34 123 455 729

you can be reached for urgent
questions or immediate follow-

up. This significantly speeds up

the resolution process.

AR



ADDITIONAL FIELDS

» Customer Reference: This
field is available for your
internal tracking purposes, but
Its content is not taken into
consideration by Alpega.

» Attachment: Drag and drop files
in this field or click to add relevant
screenshots, logs, or documents
that can help the support team
understand your issue.

Request ID

123456

n case of an application error, please insert the request |D shown on your screen

Additional information

Mormal text ~ B I - A~

i
fii

XYZ_COMPANY
Receiver |0 ALPEGA_TMS

EDI message type: ORDERS

Mo error logs found on our side for this specific transmission.

& @ 0 @8 0 Y +-~

Contact phone number

+34 123 456 789

eg 0043123456789

Customer Reference

Can be used by the customer. Content is not taken into any consideration by Alpega.

Attachment

Drag and drop files, paste screenshots, or browse

Browse




REQUEST TRACKING

Once you've created your request or
ticket, here's how you can effective-
ly manage its progress and com-
municate with the Support team.

» Notifications: Please note that
notifications are automatically
activated upon ticket creation
for the person who submitted it.
You will receive an emalil every
time a comment is added or
If there is an update on your
ticket, making it the easiest way
to keep tabs on progress.

test

TS
Priority
Low
Affected Modules
Twselect
Affected environment
Production
Description
tt
Expected behavior
tt
Steps to reproduce

it

Activity

raised this on Today 10:19 AM

Hide details

Alpega Customer Portal / Alpega Global Support TMS / SUP-114208

Status

WAITING FOR SUPPORT

¥ nNotifications on
£ Raise priority

—’
£ Close ticket

Request type

o Incident
Shared with

SLAs
04/Jun/29 9:19 AM (V)

me to resolution

within 9.99gh



Alpega Customer Portal / Alpega Global Support TMS [/ SUP-114219

Call Off 123456 not created

Status

i raised this on Today 11:04 AM Hide details WAITING FOR SUPPORT

Priority
& Notifications on

Medium
Raise priority

REQUEST TRACKING Affected Modules -
£ Decrease priority
s

TWCallOff (TWCO)
Close ticket
Affected environment

» Raise/Decrease Priority: If your

issue suddenly becomes more Production

critical, you have the ability to pescrption

raise its priority directly within relle Request type

the t|Cket Slmp|y CliCk and Se|eCt The call-off: 123456 was not created despite sending an EDI on 06/06/2025 at 10:17:43. o Incident

a higher level. Conversely, if the Can you look at what is the origin of the problem? Shared with

problem becomes less critical, Thanks, v

you can also decrease priority. e (@) Alpega
Expected behavior -+ Share

Failure to create the call-off will lead to delays in transport planning and execution for shipment related to
call-off 123456,

Steps to reproduce

s EDI message for call-off 123456 was sent on 06/06/2025 at 10:17:43.
s ‘\erified system, call-off 123456 is not present.

* Mo error notification was received for the EDI transmission.



REQUEST TRACKING

» Close Ticket: Sometimes, you
might create a ticket by mistake
or resolve the issue yourself
before IT gets to it. In these cases,
you can simply close the ticket
yourself. This helps keep our
system clean and ensures our
team focuses on active issues.

TS raised this on Today 11:04 AM Hide details
Priority
Medium
Affected Modules
TWCallOff (TWCO)
Affected environment
Production
Description
Hella,
The call-off; 123456 was not created despite sending an EDI on 06/06/2025 at 10:17:43.
Can you look at what is the origin of the problem?
Thanks,
TS
Expected behavior

Failure to create the call-off will lead to delays in transport planning and execution for shipment related to
call-off 123456,

Steps to reproduce

s EDI message for call-off 123456 was sent on 06/06/2025 at 10:17:43.
s ‘\erified system, call-off 123456 is not present.

* Mo error notification was received for the EDI transmission.

Alpega Customer Portal / Alpega Global Support TMS [/ SUP-114219

Call Off 123456 not created

Status

WAITING FOR CUSTOMER

Motifications on
Raise priority
Decrease priority

Close ticket

pir it

Set to Waiting for Support

Request type

o Incident
Shared with

e Creator
@
+ Share

SLAs
12/Jun/25 5:30 PM | |

Time to resolution
within 16h

Fields

1



REQUEST TRACKING

» Send Ticket Back to Support:
When our team needs more
iInformation from you, your
ticket's status will change to
‘Waiting for Customer’. As
soon as you've provided a
response, it's crucial to click
the ‘Send ticket back to us’
button. If you don't, we won't
see it immediately in our active
dashboard, and your resolution
time might increase.

TS raised this on Today 11:04 AM Hide details
Priority
Medium
Affected Modules
TWCallOff (TWCO)
Affected environment
Production
Description
Hella,
The call-off; 123456 was not created despite sending an EDI on 06/06/2025 at 10:17:43.
Can you look at what is the origin of the problem?
Thanks,
TS
Expected behavior

Failure to create the call-off will lead to delays in transport planning and execution for shipment related to
call-off 123456,

Steps to reproduce

s EDI message for call-off 123456 was sent on 06/06/2025 at 10:17:43.
s ‘\erified system, call-off 123456 is not present.

* Mo error notification was received for the EDI transmission.

Alpega Customer Portal / Alpega Global Support TMS [/ SUP-114219

Call Off 123456 not created

Status

WAITING FOR CUSTOMER

Motifications on
Raise priority
Decrease priority

Close ticket

A% S A S .

Set to Waiting for Support

Request type

o Incident
Shared with

B Creator
@
+ Share

SLAs
12/Jun/25 5:30 PM | |

Time to resolution
within 16h

Fields

12



Alpega Customer Portal / Alpega Global Support TMS [/ SUP-114219

Call Off 123456 not created

REQUEST FILTERS

» Close Ticket: When your

Issue has been resolved and
you are satisfied with the
solution provided, please take
a moment to close the ticket.
This confirms that the problem
Is fixed and helps us track
successful resolutions.

Reopen Ticket: If the solution
provided isn't satisfactory, or the
problem resurfaces, you have 7
calendar days to reopen the ticket by
clicking the ‘Reject Solution’ button.
Be aware though, after 7 days,
the ticket will automatically close
permanently and cannot be opened.

TS raised this on Today 11:04 AM Hide details
Priority
Medium
Affected Modules
TWCallOff (TWCO)
Affected environment
Production
Description
Hella,
The call-off; 123456 was not created despite sending an EDI on 06/06/2025 at 10:17:43.
Can you look at what is the origin of the problem?
Thanks,
TS

Expected behavior

Failure to create the call-off will lead to delays in transport planning and execution for shipment related to
call-off 123456,

Steps to reproduce

s EDI message for call-off 123456 was sent on 06/06/2025 at 10:17:43.
s ‘\erified system, call-off 123456 is not present.

* Mo error notification was received for the EDI transmission.

Status

SOLUTION PROVIDED

f Matifications on
‘:; Close ticket
hary Reject solution

Request type

o Incident
Shared with

B Creator
@
+ Share

SLAs
12/Jun/25 5:30 PM | |

Time to resolution
within 16h

Fields

135
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