
Ticket System: Manager's Quick Reference Guide 

 

Ticket Generated From (9 Entry Points):  

 Manual TO/CC Workflow -  INCOMING Emails -  MOM Meetings -  EPC 

Project -  KRA Scheduler -  ERP Process -  ERP Task -  AI Prompt -  API Apps  

 

http://192.168.0.181:2345/gui2021/workflow.html?ENO=1656&HODID=533&DPID=56&PID=0&DID=6344&CID=21&UID=153&MFLD=&SITEID=0&SLOCK=569678471
http://192.168.0.181:2345/gui2021/source/inboxvb.asp?ENO=1656&HODID=533&DPID=56&PID=0&DID=6344&CID=21&UID=153&MFLD=&SITEID=0&SLOCK=569678471
http://192.168.0.181:2345/gui2021/source/meetingmanagervb.asp?ENO=1656&HODID=533&DPID=56&PID=0&DID=6344&CID=21&UID=153&MFLD=&SITEID=0&SLOCK=569678471
http://192.168.0.181:2345/ebuilder/tktpivotproject.asp?ENO=1656&HODID=533&DPID=56&PID=0&DID=6344&CID=21&UID=153&MFLD=&SITEID=0&SLOCK=569678471
http://192.168.0.181:2345/ebuilder/tktpivotproject.asp?ENO=1656&HODID=533&DPID=56&PID=0&DID=6344&CID=21&UID=153&MFLD=&SITEID=0&SLOCK=569678471
http://192.168.0.181:2345/ebuilder/userwisekra.asp?ENO=1656&HODID=533&DPID=56&PID=0&DID=6344&CID=21&UID=153&MFLD=&SITEID=0&SLOCK=569678471
http://192.168.0.181:2345/ebuilder/processwisekra.asp?ENO=1656&HODID=533&DPID=56&PID=0&DID=6344&CID=21&UID=153&MFLD=&SITEID=0&SLOCK=569678471
http://192.168.0.181:2345/ebuilder/processwisekra.asp?ENO=1656&HODID=533&DPID=56&PID=0&DID=6344&CID=21&UID=153&MFLD=&SITEID=0&SLOCK=569678471
http://192.168.0.181:7860/INDEX.ASP?STATUSID=0&ENO=1656&HODID=533&DPID=56&PID=0&DID=6344&DDID=1960&CID=21&UID=153&MFLD=&SITEID=0&SLOCK=569678471
http://192.168.0.181:2345/gui2021/workflow.html?ENO=1656&HODID=533&DPID=56&PID=0&DID=6344&CID=21&UID=153&MFLD=&SITEID=0&SLOCK=569678471


What Should I Know About Ticketing System? 

1. TICKET = PROJECT FILE or IWO (Internal Work Order) 

 One ticket contains everything about a project 

 From lead → delivery → completion 

 All departments see the same ticket in real-time 

2. WHO CREATES TICKETS? 

Tickets are manually-created by your company employees/customers/suppliers: 

 Manual TO/CC Workflow Forms → You can create any time 

o To: Direct User or Manager 

Tickets are auto-created from 9 entry points via following systems: 

1. CC Workflow – As per DCM: Dynamic Case Management process flow making 

2. INCOMING Emails from customers → Sales team creates OFFER ticket 

3. MOM Meetings action items → MOM Action Items ticket generated 

4. EPC Project BBU items → Deliver Equipment List as per BBU: 3% CODE2 

5. KRA Scheduler → Time based Event Tickets as per KRA. E.g. GST Return on 20th 

6. ERP Processes → Procurement/Finance/HR tickets auto-created with flows 

7. ERP Task → Invoice Document Generation as per Billing Scheduler Monthly 

8. AI Prompts → Your team can ask AI to create tickets with text prompt 

9. API Prompts → Your 3rd party Apps create tickets e.g. LinkedIn message 

MAIN MASTERS ARE: 

ACCOUNTS – PROJECTS – SCHEDULARS – PROCESS - TASK 

 

 

 



 

Introducing World’s First Ticketing AI ERP OS



 

Everything flows through tickets. 
One UI, infinite workflows 

 

 

 



3. TICKET TYPES BY DEPARTMENT 

 

 

 

 

 

 

  



 

  



 

3. TICKET TYPES BY DEPARTMENT 

SALES 

Ticket Type What It Means Who Creates Status 

LEAD New customer inquiry Sales team Draft 

OFFER Quotation sent Sales team In Progress 

NEGOTIATION Discussing price/terms Sales team In Progress 

PO Purchase Order received ✓ Customer Done (Deal closed) 

FULFILLMENT Order being executed PM In Progress 

PROCUREMENT 

Ticket Type What It Means Who Creates Status 

MR Material request Engineering Draft 

RFQ Request for quote Procurement In Progress 

PO_BILL Purchase order issued Procurement In Progress 

DELIVERY Materials arrived Warehouse Review 

INVOICE Vendor bill received Finance Review 

FINANCE 

Ticket Type What It Means Who Creates Status 

BILL Invoice to customer Finance Draft 

PAYMENT Pay to vendor Finance Review (needs approval) 

GL_POSTING Accounting entry Finance In Progress 

BREAKUP Itemized billing Finance Review 

RECONCILIATION Bank match Auditor Done 

ENGINEERING 

Ticket Type What It Means Who Creates Status 

DESIGN Technical drawings needed PM Draft 

APPROVAL Design review & sign-off Engineering Review 

BOM Bill of Materials Engineering In Progress 

VENDOR_DATA Datasheets & catalogs Procurement In Progress 

TECHNICAL_REQUEST Spec clarification Sales In Progress 

 

 



HR 

Ticket Type What It Means Who Creates Status 

RECRUITMENT Job opening HR Draft 

INTERVIEW Interview scheduled HR In Progress 

OFFER Job offer extended HR Review 

ONBOARDING New hire setup HR In Progress 

PAYROLL Salary processing Finance In Progress 

OPERATIONS 

Ticket Type What It Means Who Creates Status 

PROCESS Daily/weekly checklist Operations In Progress 

SCHEDULE Assign resources & time Operations Draft 

DELIVERY Site work & installation Operations In Progress 

QC Quality check Operations Review 

SHIPMENT Warehouse dispatch Logistics In Progress 

 

4. TICKET STATUS: What Each Means 

1. CREATE > DRAFT → Not started, just created 

2. SEND > REVIEW → Waiting for approval (HOD/PM) 

3. SENT > IN PROGRESS → Teams actively working 

4. DONE > COMPLETED → Completed & closed 

Your role as manager: 

 CREATE Draft tickets → Get them started 

 Check REVIEW status tickets daily and SEND → They need your approval 

 Check DELAYED overdue tickets → Send alerts or CC/Forward to teams 

 

5. DAILY MANAGER CHECKLIST 

Morning (5 minutes) 

☐ Check dashboard → Any tickets overdue? ☐ Check REVIEW queue → Any awaiting my 

approval? ☐ Check team's IN PROGRESS → Any blockers? 

Before Meetings 

☐ Open the ticket → All meeting notes auto-add ☐ Attach any documents → Drawings, 

emails, approvals ☐ Update status → No need for separate email 



End of Day 

☐ Mark completed tasks as DONE ☐ Flag any risks → Escalate to PM ☐ Check tomorrow's 

schedule in ticket 

 

6. HOW TO FIND A TICKET 

By Customer Name: "MRPL Refinery" → Search → Shows all their tickets 

By Project: "VOC Collection" → Search → All related tickets 

By Status: "All overdue" → Dashboard filter → Shows problems 

By Team: "My team's work" → Filter by assigned person → Shows what they own 

By Date: "Due this week" → Calendar view → What's coming 

 

7. WHAT TO DO WITH A TICKET 

If It's CREATED / DRAFT (Not Started): 

1. Review requirements 

2. Assign to team member 

3. Set due date 

4. Change status to IN_PROGRESS 

5. Notify team: "Your ticket is ready" 

If It's IN_PROGRESS (Team Working): 

1. Check update frequency (should be daily) 

2. If no update in 2+ days → Alert team 

3. If blocked → Escalate 

4. If on track → Leave alone 

5. Communicate with other departments in the ticket 

If It's REVIEW (Waiting Approval): 

1. Read the work summary 

2. Check attached documents 

3. Approve or send back for changes 

4. Change status to DONE when approved 

5. Notify team: "Approved ✓" 

If It's DONE (Completed): 



1. Verify all work complete 

2. Check customer satisfied 

3. Archive the ticket 

4. Use as reference for future similar work 

 

8. COMMON PROBLEMS & SOLUTIONS 

Problem Cause Solution 

Team can't find a file Not attached to ticket Attach it to the ticket; send link 

Customer doesn't know 

status 
Ticket not shared Add customer to CC list 

Finance can't bill 
No breakdown in 

ticket 
Add BREAKUP item with costs 

Other dept doesn't know Status not updated Add comment visible to all 

Email got lost Not added to ticket 
Forward email to ticket → auto-

attaches 

Meeting decision forgotten 
No MOM ticket 

created 
Create MOM ticket with action items 

Work is delayed No milestone tracking Set sub-task due dates in ticket 

 

9. QUICK COMMANDS (If AI Integrated) 

"Create a ticket for MRPL project" 

"What's the status of PO #3119?" 

"Show me all overdue tickets" 

"Assign this to Rajesh with 5-day deadline" 

"Generate billing breakup for this ticket" 

"Send status email to customer (auto from ticket)" 

 

10. REAL EXAMPLE: How One Ticket Moves 

Ticket #3119: MRPL Refinery VOC Project 

DAY 1 (Jan 15) 

  Status: DRAFT 

  Sales creates ticket from PO 

   

DAY 2 (Jan 16) 

  Status: IN_PROGRESS 

  PM assigns to Engineering 

   

DAY 5 (Jan 19) 

  Status: IN_PROGRESS → REVIEW 

  Engineering uploads design docs 

  Engineering manager reviews → Approves 

   



DAY 10 (Jan 24) 

  Status: IN_PROGRESS 

  Procurement creates RFQ ticket (linked to #3119) 

   

DAY 20 (Feb 03) 

  Status: IN_PROGRESS 

  Finance adds billing breakup (7 items, ₹7.31 Cr) 

   

DAY 50 (Mar 05) 

  Status: IN_PROGRESS 

  Operations starts site work 

  Daily updates in ticket 

   

DAY 142 (May 04) 

  Status: DONE 

  Delivery complete 

  Customer satisfied 

  Ticket archived 

   

ARCHIVE VALUE: 

  Same template used for next refinery project 

  All docs, approvals, costs available as reference 

 

11. MANAGER RESPONSIBILITIES 

Create Tickets For: 

 New projects from sales 

 Team goals/KRAs 

 Process improvements 

 Budget allocations 

Update Tickets For: 

 Status changes 

 Milestone completions 

 Risks/blockers 

 Approval decisions 

Share Tickets With: 

 Your team (direct access) 

 Other departments (CC list) 

 Customer (if external project) 

 CEO (for reporting) 

Close Tickets: 

 Only when 100% complete 

 All approvals done 

 Customer satisfied 

 Documentation complete 



 

12. PERMISSIONS: WHO SEES WHAT? 

Your Team: See all tickets they're assigned to + all tickets you're assigned to 

Other Departments: See only if CC'd or assigned 

Customers: See only external-facing tickets (if enabled) 

Finance/Audit: See billing & payment tickets (restricted access) 

CEO/CFO: See all tickets (read-only dashboard) 

 

13. TIPS FOR SUCCESS 

✓ Update daily — Ticket is useless if stale 

✓ Attach documents — Don't send via email, attach to ticket 

✓ Use comments — Public discussion within ticket (not email chains) 

✓ Set realistic dates — Overdue tickets show red 

✓ Link related tickets — "This invoice is for that PO" 

✓ Escalate early — Don't wait until deadline to flag delays 

✓ Use templates — Repeat tickets standardize process 

✓ Review retrospective — "What went well? What next time?" 

 

14. RED FLAGS (When to Alert PM/CEO) 

🚨 Ticket overdue 3+ days 

🚨 No update in 5+ days 

🚨 Approval stuck > 2 days 

🚨 Missing documents 

🚨 Cost overrun flagged 

🚨 Customer not satisfied 

🚨 Team member overwhelmed (too many tickets) 



 

15. YOUR DASHBOARD (Check Daily) 

MY TICKETS (As manager) 

├─ Created by me: 8 total 

│  ├─ DRAFT: 1 (not started) 

│  ├─ IN_PROGRESS: 5 (on track) 

│  ├─ REVIEW: 2 (waiting my approval) ⚠️ 

│  └─ DONE: 0 (completed) 

│ 

├─ Assigned to my team: 23 total 

│  ├─ DRAFT: 3 

│  ├─ IN_PROGRESS: 18 (15 on time, 3 at risk ⚠️) 

│  ├─ REVIEW: 2 (approved) 

│  └─ DONE: 0 (ready to close?) 

│ 

└─ OVERDUE: 2 tickets 🚨 

   ├─ MRPL-004 (5 days late) → Escalate to PM 

   └─ HR-SEL-012 (2 days late) → Check with team 

 

Need Help? 

 "How do I create a ticket?" → See section 7 

 "What's the timeline?" → Open ticket → See dates & milestones 

 "Who's responsible?" → Open ticket → See ASSIGNED_TO field 

 "Where's the file?" → Open ticket → See DOCUMENTS section 

 "What's the cost?" → Open ticket → See FINANCE/BREAKUP items 

 

Remember: One ticket = One truth. Everyone works on the same ticket. No confusion. No 

lost emails. No version problems. 

Your job: Keep tickets updated, escalate risks early, approve work promptly. 

 



 

 

 

 

 


