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TWO COMPONENTS

 Knowledgebase (KB) articles

« collection of FAQs
* login is not necessary
*  ALMA-wide, all written in English

 Tickets

* login is necessary to submit a new ticket
« handled by each ARC (w/ a few exceptions)

* in EA, we accept Japanese tickets, but it may take more
time to reply
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POST A REPLY VIA
EMAIL

https://help.almascience.org/index.php?/ea/

« Basic flow Knowledgebase/Article/View/377/

1. submit a new ticket in the web
2. a notification email sent to you when a staff post a reply
3. reply to this notification email posts reply to the ticket

 Note:

« you cannot submit a new ticket via email
« do not change the subject of the email

« the system accepts emails only from registered accounts

* be careful if you forward emails to another account
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POST A REPLY VIA
EMAIL
https://help.almascience.org/index.php?/ea/

« Note: (continued) Knowledgebase/Article/View/377/

it will take ~10 min to reflect your reply via email
» please remove the previous content in your reply
* to avoid the ticket get too long

- when forwarding the notification to co-Is, make sure
almahelp@alma.cl is not in to and cc

* the email size is limited to 10 MB

* including the size of attachments
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AUTO-RESOLVING Coming
PENDING TICKETS

* Helpdesk ticket status & life cycle
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AUTO-RESOLVING
PENDING TICKETS

 Helpdesk ticket status

* Open

«  P2G: open until the project completed

« others: staff needs to work on this ticket
*  Pending

* requesting a response from user

« will be changed to Resolved if no response for 30 days
(this function will start in Jan. 2017, at the earliest)

« On Hold
- staff needs extra time and/or external resources
 Resolved
a new KB article will be posted
 Closed

when this function is turned on
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OTHER HELPDESKS

* NRAO helpdesk for CASA related issues

* https://help.nrao.edu
* need to register first (not linked to ALMA user account)

* NRO helpdesk for 45m/ASTE

« https://www.nro.nao.ac.jp/%7Enro45mrt/html/helpdesk/
inquiry_form.html
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