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JIRA Service Desk – JAO Public Help Center 
Introduction for UAT Test 

 

 

I. Registration 

 

The JIRA Service Desk is dedicated for Customers to raise any request that belongs to their activity 

using the services of JAO. 

In order to get access to the platform, you need to register first at here (or copy the link into your 

browser: http://helpdesk.jao.eu/ ).  

  

http://helpdesk.jao.eu/secure/JAOLoginAction.jspa
http://helpdesk.jao.eu/
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For easy identification, make sure you register with your corporate email address and your 

username registered for eCat – Auction Tool, if there is any. If someone already registered from 

your company, you can select it from the drop-down list. If you don’t see any company name after 

your email address has been entered, click on the ‘Other’ tickbox and type your company name 

properly. 

 

When you finished, click simply on the ‘Register’ button. 



   

  

  

 

11/04/2017 JIRA_User Guide Page 3 of 17 

 

 

After the registration, an email will be sent to the given email address, confirming the Access 

Request to the JAO JIRA portal.   
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The request will be handled by a JAO Operator. Right after the access is granted, the next email will 

be sent regarding the approval. From that moment on, you will be able to raise tickets, questions, 

requests etc. 
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II. Customer Portal main page 

Sign up with your credentials and you will be redirected to the main JIRA page of the Customer 

Portal.  

 

 

 

Creating a ticket regarding an issue, select the relevant type: 

 Financial matters – such as invoice/self-billing related questions, Bank Guarantees, Fund 

transfer requests etc. 

 

 Information request - asking for information in general or any special questions/requests 

should be raised here, that does not fit in any other category. 

 

 Technical issue – password reset, unblock/create/modify user account, certificate issues or 

other technical issues linked to the usage of the Auction Tool 

 

 Contestation – contestation of auction results. 

 

Whenever you want to visit this page, just click on the ‘JAO’ link at the  Navigator. 
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III. Creating a ticket 

In the following example a technical issue related ticket was created. After clicking on the relevant 

category, the request can be detailed on the following page:  
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A short summary and a detailed description is essential plus attachments are welcomed as well 

(there are no file restrictions, .pdf, .jpg, .jpeg, .png, .xlsx, .csv, .xml, .docx, .zip, .cert  etc. can be also 

attached). 

When the ticket was created, it will be automatically displayed for additional operations on its own 

page.  
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You will see here every status changes (started with ‘Open’) during the ticket lifecycle, all the 

comments from you and from the JAO Operators and the reference number (at the top on the right) 

which can be referred to in every case. 

 

Meanwhile, you will receive a notification via email, that the ticket was sent. The email will also 

include the reference number in the subject and on the bottom. 
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If you want to see your requests, just go back to the JIRA page in your browser at any time and click 

on ‘Requests’ at the Navigator.  
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The current status of the ticket in the example is ‘OPEN’. If you click on the reference number or the 

Summary, the ticket’s own page will be displayed, therefore you can put additional comments, attach 

or remove files or review the ticket. 

 

IV. Status changes 

As soon as the operators started to work on the ticket, the status will be updated under the 

aforementioned ‘Request’ menu

 

 

And on the ticket’s own page: 
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As soon as the ticket has been commented on, you will receive a notification email and the ticket 

will also be updated on the layer:

 

 

If the issue was handled, the operator will mark the ticket as ‘RESOLVED’ and you will be informed 

accordingly. 
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V. Ticket Follow-up 

You will still be able to check your ticket or comment (if needed). Clicking again on the ‘Requests’ at 

the Navigator, make sure, that you are using the right filters, since the ticket was solved/resolved, 

you need to select ‘Any status’ or ‘Closed requests’.  Please also note, that you can see your colleagues’ 

tickets (if they selected the same company name during the registration) just change to filter from 

‘Created by me’ to ‘Created by anyone’. 
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If no further actions are required, the JAO Operator will close the ticket. Then it cannot be commented 

on anymore, a new ticket has to be opened for handling another issue. 

Note: If you refer to a previous ticket with its reference number, the Operator can reopen the ticket 

if needed. 

 

VI. User Profile 
 

You can edit your user profile, meaning: 



   

  

  

 

11/04/2017 JIRA_User Guide Page 16 of 17 

 Change your current password 

 Change your phone number 

 Change your Full Name 

 Change your email address for JIRA Notifications 

Etc. 

Just simply click on the ‘Profile’ menu at the Navigator. 
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Should you need any further information, feel free to contact us. 

 

 

Operations Team 

JAO S.A. 

2 rue de Bitbourg 

L-1273 Luxembourg-Hamm 

Phone: +352 27 62 38 38 

 


