Creating and Managing Tickets

How to open a Support Ticket

If you want to open a ticket in the Scheer PAS Support Center you can

® send an email to support@scheer-pas.com.
® |og in to the Support Center and create a new ticket.

Sending an Email

@ CSP-3578 Designer app does not compile LI
Von Scheer PAS Support &
Datum  Heute 08:57 Nur-Text v

WScheer IPAS

We received your request and filed it as CSP-3578 - Designer app does not
compile.
You can manage your tickets via our customer portal.

Ticket anschaten Keine Benachichtigungen mehr erhalien

Dis Nachi tvom SchosPAS Suppart

Creating a Ticket in the Support Center

Scheer PAS Support Center | Scheer PAS Support

Scheer PAS Support

Need help with Scheer PAS? You can raise a support request of browse our online documentation for help.
W Contact us about
General

Reporta protiem

Licenses
Request a MagicDraw icense tansfer, Request a new BRIDGE license, Request a new MagicDraw 18 fcenss

X1

Scheer PAS Support Center | Scheer PAS Support

Scheer PAS Support

Need help with Scheer PAS? You can raise a support request or browse our online documentatio for help.

Contactus sbout

General v
What can we help you with?

On this Page:

® How to open a Support
Ticket
© Sending an Email
O Creating a Ticket
in the Support

Center
® Managing your Request
Send an O Ticket Status
email to s © Ticket Content
upport@ © ég?]ltr;%tﬂcket
scheer-
pas.com. = Answerin
This will gto |
create a mail
new Notificatio
support . ns
ticket. Adding
Content
In return, in the
you will Support
receive a Center
confirmati
on email
that your
ticket Related Pages:
has been
created.
® The Scheer PAS Support
Center
© Managing Your

Profile
® Sending a BRIDGE

If you are logged Support Request

in to the support
center, you have
several options
to open a ticket -
depending on
the topic.

The start page
contains two
tabs:

® General
® Licenses

If you want to
send a support
request, click Ge
neral > Report
a problem.

Use the form to
report a problem
with your Scheer
PAS installation
or one of its
components.
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Scheer PAS Support

Need help with Scheer PAS? You can raise a support request or browse our online documentation for help.
Contactus sbout
Licenses

What can we help you with?

Request a MagicDraw licens transfer
Glick here to request alicense transfer (BRIDGE, BUILDER, MagicDraw).

B

o Requesta new BRIDGE license
£O  Gick here to request a new icense (BRIDGE).

o Reauesta new MagicDraw 13 icense
20 ik here to requesta new MagicDraw oense.

WScheer |PAS

Scheer PAS Support Center | Scheer PAS Support

Scheer PAS Support

Need help with Scheer PAS? You can raise a support request or browse our oniine documentation for help.

Contact us about

General

What can we help you with?

Report a problem
Glick here to report a problem to Scheer PAS support. For a license request, please use the required license form,

o

You can also browse our online documentation for hep.
Please find some useful hints and lemplates regarding support requests on our support pages.

Normal text v, B I -« Av = E @08 OO0 »+v

Normal text v B I « Av = E @08 OO0 »+v

Drag and drop files, paste screenshots, or browse

Browse

o st you proviem you may atach some i & seresnshrs, exporsor UL modls

m Ganeel

Click section Lic
enses if you
have a license
request:

® Request a
MagicDraw
license
transfer:
Use this
form to
request a
license
transfer for
Bridge,
Builder or
MagicDraw.

® Request a
new
Bridge
license:
Choose this
form if you
need a new
Bridge
license.

® Request a
new
MagicDraw
18 license:
Select this
form to
request a
new
MagicDraw
license.

Each form
contains input
fields that refer
to the respective
topic.

Please follow
the instructions
under each input
field and make
sure you enter
the required
information.

The quality of
your report
plays an
important role
in reducing the
time we need to
resolve the
problem.

@)



The
data
requir
ed for
suppo
rt
depen
ds on
the
PAS
compo
nent.
Pleas
e visit
the
appro
priate
page
in our
docum
entatio
nto
learn
more
about
the
requir
ed
inform
ation:
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@ CsP-3578 Designer app does not compile
Von Scheer PAS Support &*

WScheer |PAS

We received your request and filed it as CSP-3578 - Designer app does not
complle.
You can manage your tickets via our customer portal.

Managing your Request

If all required
content has
been entered,
click Send.

You will receive
a confirmation
email about the
successful ticket
creation.

The support center gives you access to tickets you have created yourself but also to all tickets of your

organization as well as to tickets you have been added to as request participant.

REQUESTS

Created by me (2 I
ACME Corp.
All

In the upper right
corner of the support
center page you will
find the menu Reques
ts.

Clicking on the menu
opens a window with
several options:

® Created by me

® Organization
Name (if
applicable)

* All



Scheer PAS Support Center

Requests

- T

Stotuz

s not compile N PROGRESS

Error while

ot CSP-3579

s In deployment open

Requesttype v

Scheer PAS Support

Created by me (5) @

ACME Corp.
Al

Requester

Jane Marple

Jane Marple

Scheer PAS Support Center

Requests

Summary status

2pp does not compile IN PROGRESS

YN status: Open requests Requestiype v

Requester

Jane Marple

The following menu
options are available:

Menu What
Option you
see

Created @ Alist of

by me all
request
syou
have
reporte
d.

Organiz | You
ation can be
Name member
(if of an
applicabl | organiz
e) ation,
in most
cases
this
would
be your
compan
y. If
other
colleag
ues of
your
compan
y are
also
entitled
to open
support
request
s, you
can
see all
tickets
opened
by
member
s of
your
organiz
ation.

All Both of
the
above,
as well
as
request
s
where
you
have
been
added
toasa
request
particip
ant.

Various filter fields
are available for
searching and
narrowing down the
ticket list.

Use the fulltext filter
to search for a
specific search term.



Scheer PAS Support Center

Where | am a participant

PAS Administration: Exror wi

Requests
Request contairs. [oWl| status: Open requests v || Created by me Request type v
Q
Type stotus Service project Requester
o @  opeNReQuESTS IN PROGRESS Scheer PAS Support Jane Marple
O aoseorequests
o open Scheer PAS Support Jane Marple
O resoweo
O war
O oen
O weroceess
O aoseo
O WATING FoR cUSTOMER
Clear selection
Scheer PAS Support Center
Requests
Request contains. ‘Shared with my organi Request type v
Al
Type Reference Summary Service project Requester
reated by m
o csP-3578 Designer app does g Createabyme Scheer PAS Support Jane Marple

O % Requesta new ridge license

O % Requestanew MagicDraw 18 license

o iing files in deploymen Shared with my organizations eer PAS Support Jane Marple
art
/ACME Corp.
Scheer PAS Support Center
Requests
Request conta Q
bearch
e Referance Summary sect Requester
ot CSP-3578 Designer app does not \S Support Jane Marple
PAS Administration: Enl O o Reporta problem
o CSP-3579 uploading fies in deplo () & Request a MagicDraw license transfer S Support Jane Marple
wizard

Ticket Status

Schear PAS Support Center

Requests
Request contains

Type Reference
o

CSP-3581

CsP.3578

CSP-3579

sos « [ reesiine

Summary status

APIM
URLs In

warr

RESOLVED

WAITING FOR CUSTOMER

Designer app does not compile IN PROGRESS
PAS Administration: Error while
g files in deployment open

upload
wizard

Service project

Scheer PAS Suppol

Scheer PAS Support

Scheer PAS Support

‘Scheer PAS Support

Scheer PAS Support

Requester
Jane Marple
Jane Marple
Jane Marple

Jane Marple

Jane Marple

Use the status filter to
display all tickets with
a specific status.

Use the request filter
to filter by request
assignment.

Use the request type
filter to display all
tickets with a specific
type.

The
status of
a ticket
shows
the
current
processin
g step:

®* Ope
n:
The
ticke
tis
waiti
ng
to
be
proc
esse
d.



® In
Pro
gres
Sup
port
start

the
anal
ysis
of
your
probl
em
and
will
cont
act
you
as
soon
as
first
resul

are
avail
able.
® Wait:
The
ticke

has
been
mark
ed
as
follo

up
and
will
be
furth
er
proc
esse
d at

dete
rmin
ed
date
(for
exa
mple
after
anot
her
loggi
perio
dor
after

sche
dule

syst

upda
te).



®* Wait
ing
for
Cust
ome

The
supp
ort
team
has

cont
acte

the
repo
rter
of
the
ticke

beca
use
furth
er
infor
mati
on

need
ed
for
furth
er
actio

®* Res
olve
d:
The
supp
ort
team
has
prop
osed

solut
ion
and

waiti
ng
for
your
feed
back
whet
her
this
will
solv

the
probl
em.



Ticket Content

Scheer PAS Support Center / Scheer PAS Support / CSP-3579 o

@ PAS Administration: Error while uploading files in deployment wizard

© Jane Marple raised this on Today 10:40 Hide details
o Detailed description of your problem:

Itry to deploy a service using the deployment wizard in the PAS Administration on our production system.

1:am constantly getting error messages. Please help.

Technical data:

O Activity

8 Add a comment

Status
OPEN

& Notifications on

& Close request

Request type

o Report a problem

Shared with
@ Jane Marve
(@) ACME Corp.

+ share

® Clos
ed:
The
solut
ion
provi
ded
by
supp
ort
has
been
acce
pted

the
cust
ome

the
probl
em
has
been
solv
ed.

Click on a
ticket in
the list to
open it.

The ticket
shows the
following:

1. Ticket
numb
er

2. Ticket
summ
ary

3. Detail
ed
descri
ption

4. Ticket
activit
y and
further
functio
nality
(see
below)

Section Act
ivity
contains
various
functionalit
y:



Activity

8 Add a comment

Status
OPEN
& Notifications on
£ Close request

Request type
o Report a problem

Shared with

8 Jane Marple
Creator

(&) ACME Corp.

-+ Share

* Add
a
comm
ent: C
lick in
this
field
and
start
typing,
e.g.
to
add
more
inform
ation
to
your
initial
ticket
descri
ption
orto
answe
ra
questi
on
sent
by the
suppo
rt
team.

® Statu
s: Dis
plays
the
curren
t ticket
status.

® Notifi

cation
on:
Click
here

if you
do

not
want
to
receiv
e
notific
ation
emails
for
this
ticket.
By
default

notific
ations
are
turned
on.

® Close

reque
st:
Click
here
if you
want
to
close
your
reque
st.



®* Requ
est
type:
Displa
ys the
type
of
your
reque
st
(read-
only).

® Share
d
with:
Displa
ys the
creato
r of
the
ticket
as
well
as all
reque
st
partici
pants
and
organi
zation
s.

o If
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Adding Ticket Content

You have two options to add content to a ticket:

® Answering to email notifications
® Adding comments and attachments within the support center

Answering to Email Notifications

yeQ -0 *oy =0T~ 30=
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Von 4 & Absender andern

An pas-support@scheer-group.com

© Cehinaufigen © Bec hinzufigen © Antwortadresse hinzufigen @ Followup-To hinzufigen

Betreff Re: CSP-3578 Designer app does not compile
EditorTyp Nur-Text & Prioritat Normal & Empfangsbestatigung (MDN)
) Ubermittlungsbestatigung (DSN)  Nachricht speichern in| Gesendet s

Dear Thomas,

thank you for your reply.
Please let me know if you need further information to analyze the problem.

Tam happy to help to send you an export of the problematic application if necessary.

Kind regards

0On 10.04.2024 09:20 Thomas Schwarz wrote:

> Thomas Schwarz commented on this ticket
>

> HiJane,
> thanks for your message.
> We will look into the problem and contact you as soon as we know more.

>
> Best regards
> Thomas

Scheer PAS Support Center / Scheer PAS Support / CSP-3678

Designer app does not compile

© vane Marple raised this on Today 8:56 Show details

Activity

@ Thomas Schwarz Today 9:19
Hi Jane,
thanks for your message.
We will look into the problem and contact you as soon as we know more.
Best regards

Thomas

Automatic response Today 9:19
Your request status has changed to In Progress.

»

e Jane Marple Today 13:51
Dear Thomas,

thank you for your reply.
Please let me know If you need further information to analyze the
problem

1am happy to help to send you an export of the problematic application
if necessary.

Kind regards
Jane

e Add a comment

Status
INPROGRESS

@ Notifications on

5 Resolve

Request type

o= Report a problem

Shared with

@ JaneMarpie
o

@ ACME Corp.

+ share

Adding Content in the Support Center

If you
enabled
the
notificatio
n
functional
ity for a
ticket,
you will
receive
emails
when
content
is added
to your
ticket or
when the
ticket
status
changes.

Toadd a
comment
toa
ticket,
you can
just reply
to one of
those
notificatio
n emails.

Please
make
sure that
your
reply is
placed
above
the line
marked
in the
email.

The
content
of your
email is
then
added
automatic
ally to
the
associate
d ticket.



Scheer PAS Support Center / Scheer PAS Support | CSP-3579

PAS Administration: Error while uploading files in deployment wizard

© Jane Marple raised this on Today 10:40 Hide details
Detalled description of your problem:

1try to deploy a service using the deployment wizard in the PAS Administration on our production system.
1 am constantly getting erfor messages. Please help.

Technical data:

Status
open

# Notifcations on

& Close request

Request type
o Report a problem

‘Shared with
Activity [3) f"f Marple
@ ACME Corp.
e ‘Add a comment + Share
Scheer PAS Support Center / Scheer PAS Support / CSP-3679
PAS Administration: Error while uploading files in deployment wizard
Status

© vane Marple raised this on Today 10:40 Hide details
Detailed description of your problem:

1try to deploy a service using the deployment wizard in the PAS Administration on our production system.
1am constantly getting error messages. Please help.

Technical data:

Activity
O riere 81 a-

vl attach the file that is producing the erfors:

opEN

@ Notifications on

£ Close request

Request type
o Report a problem

Shared with

Jane Marple
Greator

@ Acwe cop.
+ share

8 Normal text « B I - Av

| will attach the file that is producing the errors:

ACME
Stockinterfacezip

[ : RERC) x

If you need further input, please let me know.

Cheers
Jane

PBEOBOO +v

Scheer PAS Support Center / Scheer PAS Support / CSP-3679

PAS Administration: Error while uploading files in deployment wizard

© Jane Marple raised this on Yesterday 10:40 Show details

Activity

e Jane Marple Yesterday 15:24
1 will attach the file that is producing the errors:

If you need further input, please let me know.

Cheers
Jane

& Automaticresponse Today 8:26
Your request status has changed to In Progress.

Status
INPROGRESS

® Notiications on

& Resolve

Request type
o Reporta problem

‘Shared with
Jane Marple

Creator
@ ACME Corp.
+ share

Once a
ticket
has been
created,
you can
also add
further
content
in the
support
center.

Use the
input
field Add
a
commen
t to add
further
informatio
n to your
ticket.

To add
attachme
nts, use
option

E Add

image,
video, or
file.

When
you have
finished,
click Add
to save
the
changes
in the
ticket.

Every
change
of the tick
et status
is also
displayed
in the
ticket
content.
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