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INFRAON INFINITY TICKET USER GUIDE  

Information in this document is subject to change without prior notice. Companies, names, 
and data used in examples herein are fictitious and for illustration purposes only unless 
otherwi se stated. No part of this document may be reproduced or transmitted in any form or 

by any means, electronic or mechanical, for any purpose without the express permission of 
Infraon Corp.  

ABOUT THIS DOCUMENT   

This document outlines the features of Infraon Ticket Management and provides detailed 
information on how to customize and use all the modules available within Infraon products. It 

contains sensitive information. Access to this document or its content  should be provided only 
to authorized users of Infr aon products software on a need - to -know basis.  

Any unauthorized use or sharing of information in this document will be considered a breach 
of respective confidentiality/copyright and shall be treated accordingly.  
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Ticket Management  

This g uide provides a detailed walkthrough of ticket management within the Infraon Infinity 
suite. The ticketing module on the left panel is crucial for managing incidents.  

In Infraon Infinity, tickets are synonymous with incidents, a term used to simplify the c oncept 
for end -users.  

Understanding Incident Management  

Incident management in Infraon Infinity suit is designed to restore normal service operation 

as quickly as possible following an unexpected disruption or incident. An incident usually 
refers to an unp lanned interruption or degradation of service that affects the regular 
operation of an IT service or system, disrupting  users or stakeholders. These incidents can 

occur due to various factors, including hardware failures, software bugs, network issues, 
hum an errors, security breaches, or environmental events.  
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Creating Tickets in Infraon Infinity  

Infraon Infinity offers several methods for creating tickets.  

 

The first method is through the Self - service portal , where end users can log in and 
raise th eir tickets.  

The second method involves an email - to - incident  feature. By configuring the support 
email, any emails sent by an end user automatically generate a ticket in the Infraon Infinity 
suite.  

The third method is via the technician portal. If an en d user cannot use email or the self -
service portal, they can directly contact a technician.  The technician can create a ticket for 
the end user within the admin portal.  

The following sections provide a detailed look at these different methods of ticket cre ation.  
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Self Service Portal  

This guide explains how to raise a ticket from the self -service portal. The self -service portal is 
a dedicated platform for end users to raise tickets and request services. To access this portal, 

the user, technicians, or admin must first grant the requester access.  

Granting Access to the Self - Service Portal  

Step 1:  In the Infraon Infinity suit, navigate to the Infraon configuration located on the left 
panel, proceed to user management, and select the requester module.  
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Step 2 :  Add the respective end user in the requester module.  

 

Admins must then share the self -service portal credentials with the end user.  

Logging in and creating a ticket  

Once the requester has the portal credentials, they're able to create a ticket.  

Step 1:  Use the login URL shared by the admins to access the self -service portal. Select the 
self - service option to continue.  
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Step 2:  Enter the valid login credentials provided by the admins.  

 

Step 3:  After signing in, you'll be redirected to the homepag e.  

Here, requesters can browse articles, view raised tickets and requests and check allocated 

assets.  
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Creating a Ticket  

Step 1:  To add a ticket, click on "Submit a ticket," located at the top right corner of the 
page.  

 

Step 2:  In the "I need help with " call -out box, select the type of service where the issue has 
occurred.  
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Step 3: Requesters can also add the Service classification in the respective call -out box.  

 

Step 4:  Enter a subject line stating the reason for raising the  

ticket, for example, " Unable to authenticate."  

 



 Infinity User Guide       

                                              

10 | P a g e 
EIMS © Copyrights reserved. 

Step 5:  In the "Now letôs hear the details" section, describe the issue you're encountering in 

detail. You can also upload any attachments that help explain the problem by clicking on 'Add 

Attachments.'  

 

Step 6:  After entering a ll details, review them and click "Save" to submit the ticket.  
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The ticket will then be created in the self -service portal, allowing the end user to check its 
status.  

 

Ticket Management by Technicians or Admins  

The same ticket will also appear in the t echnician or admin portal.  

Here, the technician can work on the ticket, assist the end user in resolving the issue, and 
finally close the ticket.  
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Email t o Incident  

This guide explains how to create a ticket using the email - to - incident feature in the Inf raon 
Infinity tool. This feature allows a requester or end user to send a ticket directly to a technician 

or the front -end administrator via a designated email ID. Before using this feature, it's 
necessary to configure the support mail ID in the Infraon In finity tool.  

Configuring the Support Mail ID  

Step 1:  Navigate to Infraon configuration and locate Mail Automator, also known as IMAP 

configuration, which resides in the Infraon Automation module. This allows you to set up 
automatic ticket creation from ema ils.  
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Step 2 :  Click on the New Configuration  located at the top right corner of the page to create 
a new IMAP configuration.  

 

Step 3 :  Enter the necessary details for the mail configuration. Start by entering the mail 
server.  

 

Step 4 :  Choose th e authentication method and enter the email address and password in the 

designated fields. Requesters will use this email address to submit tickets via email.  
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Step 5 :  Now, specify the Client ID, Client Secret, Tenant ID, and Authority in the respective 
call -out boxes.  
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Step 6 :  Enter the SMTP server details in the Server Port Configuration section .  

 

Step 7 :  After entering all required information, click Next .  
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Setting Up Domains and Submitting Configuration  

Step 8 :  On the domains page, add th e impact services. Use the Allow Duplicate  toggle 
button as needed. To block any email accounts, select the Blocked Email  option.  

 

Step 9 :  For the "Approve all Domains" option, choose the domain ID from which tickets are 
to be created, or click on Approv e All Domains  to allow tickets from all domain IDs to be 
created in the administrator's portal.  
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Step 1 0 :  Once the necessary configurations are made, click óSubmitô to add the IMAP 
Configuration.  

 

Step 1 1 :  Now, admins or users  can share this configured  email ID with the requesters or end 
users to create tickets using the email - to - incident feature.   
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Creating Tickets as an End User  

Step 1:  To submit a ticket via email, compose a new email and address it to the configured 
email address.  

 

Step 2:  Inc lude a subject line for the ticket. Without a subject, the ticket won't be created in 
the admin portal.  
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Step 3:  Summarize the issue for the technician. This helps the technician resolve the issue 
more quickly.  

 

Step 4:  After filling in the details, c lick Send .  
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Once the email is sent, a ticket is generated in the admin portal. Technicians can see the 
created ticket, source (email), subject line, summary, and the requester's name.  

 

The technician can then start working on the ticket and provide a resolution to the end user.  

This process, known as "email to incident," allows the end user to send an email that is 
converted into a ticket in the Infraon Infinity tool.  
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Created by Technician  

This guide outlines the process for a technician to  create a ticket on behalf of an end user. This 
method is particularly useful when the end user cannot  access their email or self -service portal, 

such as when their laptop or desktop won't power on. In these situations, the end user can 
contact a technicia n or service provider within the organization to create a ticket for them.  

Creating a New Ticket  

Step 1:  To create a new ticket, navigate to the Ticket Management module on the left pane 

and click on New Ticket  at the top right corner of the page.  

 

Step 2 :  In the pop -up tab, select the end user/requester experiencing the issue.  
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Step 3:  Technicians can identify themselves in the 'Reported By' section by entering their 
Name, Email, and Phone Number. This ensures the requester and support team have a point 
of contact.  

 

Specifying Service Area  

Step 4:  Enter the impact service and specify the service area the end user is having trouble 

with.  
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Step 5:  Select the service classification based on the issue faced by the requester.  

 

Step 6:  Assign the ticket t o the service technician working on the issue or to yourself if 

you're handling the problem. You can also add additional followers and relevant tags to the 
ticket.  
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Step 7:  Provide a subject for the ticket and a brief description of the problem faced . 

 

 

Submitting the Ticket  

Step 8:  Once all the necessary details have been filed, technicians can submit the ticket. If 
the issue is already resolved, submit the ticket as resolved. If work has started but the issue 

isn't resolved yet, submit it as pendin g. For new issues, click on submit as new . 
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Upon clicking submit as new , the ticket is created in the Infraon Infinity tool on behalf of 
the end user.  

 

Now, a ticket has been raised for the end user stating the reason, and a corresponding 
technician wi ll rectify the issue.  

This is how a technician creates a ticket for an end user who is unable to access their email or 

the self -service portal.  
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Ticket Assignment  

This guide explains the ticket assignment process within the Infraon Infinity suite , focusing on 
the Ticket Visibility section.  

Admins can view, manage, and allocate all tickets generated in the portal. In contrast, 
Engineers only have access to tickets assigned to them. During ticket creation, they can also 
self -assign tickets if they are linked to their team in the "Impacted Service"  column.  

The Service Desk Team can view all tickets and manually assign them to a team or a specific 

technician.  

Infraon provides both manual and automatic ticket assignment options.  
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Ticket Assi gnment (Manual)  

This guide explains the manual ticket assignment process in the Infraon Infinity suite. In this 
process, the Admins or the Service Desk team assign tickets by selecting the appropriate 

team, expertise, level, and technician. The ticket is t hen directly assigned to the selected 
technician.  

Start with the following steps:  

Step 1:  Hover -over the ticket, and then c lick on the ñAssign  Toò option.  
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Step 2:  A new pop -up window will appear where you can specify ticket ownership and 
handli ng.  

Select the target ñTeamò responsible for the ticket and the appropriate Expertise group. 
Determine the ticket's priority ñLevel,ò indicating the required skill tier within the designated 

team. Finally, choose the specific technician or the ñAssigneeò who will be assigned to address 
the ticket.  

Click on Submit  to finalize the assignment.  

 

The ticket is now assigned to the selected technician.  

 

This concludes the guide on manual ticket assignment in the Infraon suite.  
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Ticket Assignment (Automatic)  

This  guide will e xplore the automatic ticket assignment feature in the Infraon Infinity suite. 
This feature offers two options: Team Assignment  and Business Rule.   

Team Assignment  

Team assignment is a process of automatically allocating technicians to resolve issues. When 
a ticket is created, the associated impacted service triggers the assignment. Predefined 
linkages between impacted services and responsible teams direct the ticket to the appropriate 

team. Subsequently, the ticket is assigned to a specific tec hnician within that team.  

Step 1:  Navigate to the ñInfraon Configurationò module, then proceed to the ñUser 
Managementò tab and select the ñTeamsò module to configure automated ticket 

assignment.  
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Step 2 :  To evenly distribute ticket workload among technicians within a specific team, select 
the desired team and click the ñEditò button to modify team assignments.  

 

Step 3 :  Access the advanced configuration by clicking ñNextò in the pop -up window. Within 

this section, enable automatic ticket assignment . 

 

There are two methods: Round Robin Assignment  and Load Balancer.   

¶ Round Robin ticket assignment evenly distributes incoming tickets among available 
technicians. For example, if a team consists of Alice, Bob, and Carol, the tickets would 
be assigned in the following order: Ticket 1 to Alice, Ticket 2 to Bob, Ticket 3 to Carol, 

Ticket 4 back to Alice, and so forth, continuing this cycle.  
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¶ The load Balancer method considers the current workload of available agents to ensure 
a balanced distribution of tick ets. For instance, if Alice is handling 6 tickets, Bob 2, and 
Carol 5, a new ticket would be assigned to Bob, as he currently has the lightest load. 

The load balancer continuously adjusts to distribute the workload evenly.  

Step 4 :  Make appropriate configur ation selections and confirm choices by clicking the 

ñSubmitò button.  

 

This marks the end of the explanation of  how automatic ticket assignment functions within 

the Infraon Infinity Teams framework.  

Business Rule  

Business Rules automatically assign ticket s based on the impacted service and requester tag. 
For example, if a ticket is created for  a specific impacted service, it is automatically assigned 

to the Level  configured for that service.  

 

 

 

 

 

 






















































