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1.0 Introduction

ESRI India has been supporting its customers through their chain of Regional offices across India
by phone call, fax, e-mail or site visit. The support call registration is distributed, person-

dependent and only within working hours of ESRI India.

Even though the existing system runs successfully, there is a need to improve the response time
to customer calls and to monitor and track the events leading to problem resolution. An Online

Technical Support System (OTSS) is developed to accomplish these above objectives.

It has the facility to

& &L.ogin calls anytime,
& esSearch for updated status for a particular incident,
= esAccess to upgrades, add-ons and free utilities.

2.0 System Requirements

To access OTSS you need Internet Explorer 4.0 browser or above

3.1 Call login
To login a support call, visit the following link

http://gis.niit.com:90/eits and click on “Online Support”.
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There are 2 links in this page, which are highlighted in the above figure.
I. Request support
I1. Search Incident

3.1.1 Request Support

Once you click the “Request Support” link (see fig-1), it takes you to a page containing India map.

Dear Customer,

Please click on the Map where your office is located
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Customers of Delhi, Udaipur and Nagpur kindly click on the circles marked for the respective city.

(Fg2)
There are different regions, which are depicted, in different shades.
&52Click on the part of India your organization is located at.

& zPlease remember that the customers of Delhi, Udaipur and Nagpur have to click on the
respective city point.



g Your precise clicking on the map is very useful for us to direct your support
reguest to our technical analysts who are familiar with your setup.

After you click the appropriate place on India map, you reach the Trouble call logging system
page as shown in the figure-3 below.
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Here, the detail of the trouble call along with the customer information has to be provided.

& &The * symbol to the left of each field reminds you that this is a mandatory field to be filled
up.

& &For hardware, Operating System, Application and DBMS, correctly put the version
information. If no version is available for these items, put a space on the respective
textbox.

To forward the call to ESRI India technical team, press “=254] putton. The 2| putton is meant
for clearing the text written in different text boxes and inputting fresh values into it.

Before pressing “log call” button, be sure that whatever information is provided in
the text boxes are correct.
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(Fig-4)

For each call logged, there will be a unique incident number assigned by the system that would
appear in the next page. Please take down the incidence number correctly for it would be your
ticket to find the status of the solution provided by the support team. Press OK to Continue.

4.1 Tracing theincident

Search incident

For finding the solution to the problem you have logged Ilast time, visit the
http://gis.niit.com:90/eits/support.htm again. Click on “Search Incident”. The pages as shown in
fig-5 would be displayed.
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5@5% same incidence number that you have recorded after logging the call and press
TRACE | button. This would give you the status of the call and the solution offered.

&z Please note that if any Technical Support Executive has not yet attended the problem,

you would get a message “The call is being handled by Technical Support Executive.
Please check this space again for solution”.
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& z0nce the solution is offered, the status shows the name of the executive who is handling
the call. If multiple persons have handled the call, their name and time at which they have
handled the call would appear in the solution offered box.

5.0 Seeking Moreinfo

At this stage, if you need more information/assistance, then click on =~ 22k Mare Infa b iton

& &This would popup a text box where you can add your comments and then press = u4bmit
button. The comments would be appended to the existing problem description.

& &The next update provided by your Technical Support Executive will appear in the same
area. You can access it by tracing the incident again
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6.0 Close the call

If you are satisfied with the solution, you can close the call by pressing the | Glose the call |

button. While closing the call, the system would ask for closing remarks on the solution provided.
Write your comments in the text box & Specify the actual date and time when the call was
closed. Press the “submit” button to close the call. Your comments are most valuable for us to
implement new initiatives.

7. Frequently Asked Questions (FAQ)

1. Suppose you inadvertently clicks on a different place other than spot where your office is
located in India Map.

The call would be rejected. So, make sure to click properly on the India map and also provide
authentic customer information.

2. After logging a call and before getting a response from the technical team of ESRI India,
a customer resolved the problem by himself, what should he do with the support incident.

Try to close the call by pressing “close the call” button and provide adequate remarks.



