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1.0 Introduction

The Archiva Group Customer Care portal is the tool through which you can  

send a request for technical or functional support to the Customer Care department.

The system is accessible from any browser and device and allows applicants to independently

check the status of their reports and interact with the departments that manage them.

This tool is the point of contact between customers and Customer Care staff, who are responsible

for organising, sorting and processing each request in order to ensure customer satisfaction.

Support requests are created through a simple and clear guided procedure.

This method ensures that reports are opened correctly, assigned the most appropriate priority

level, quickly directed to the relevant department and monitored for status.



For reasons of security and confidentiality of information, access to

the Archiva Group Customer Care portal is subject to user

registration.

Registration can be requested from your internal User Contact for

services provided by Archiva or by accessing the following web page:

2.0 Account 
Registration

https://www.archivagroup.com/en/about/customer-care

https://www.archivagroup.com/en/about/customer-care
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2.0 Account Registration

To register directly from the portal, click on the button: 

“Request Authorisation”.

You will be asked to complete the following form.

Fill in the required fields and click on the button "Send".



2.1 Confirm Registration

On the first login page, you will set your first name, last name and password.

After clicking “Save and continue”, the Customer Care portal homepage will

open.

You will receive an initial email confirming that your request has been

received.

If you are already an accredited user of Archiva group applications (e.g. a Requiro

user), you will receive an email containing the link to the first access page within a few

hours.

If you are not a user of any Archiva applications, we will request authorisation from

your company's User Contact and, only after we have received authorisation, will you

receive the email with the link to the first access page.
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2.2 Access to the Portal

For subsequent logins, open the login page.

Enter your email address and press ‘Next’.

https://archivagroup.atlassian.net/servicedesk/customer/portal/15/

Enter your password and click on ‘Continue’.

You will then be taken to the Customer Care portal

homepage.

Enter your email address
to log in and register
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https://archivagroup.atlassian.net/servicedesk/customer/portal/15/


2.2 Access to the portal

If you forget your password, you can reset it by

clicking on “Forgot password?”.

A link to reset your password will be sent to your email

address.

!



3.0 Submitting a Request

To send a request to Archiva Customer Care, after logging in to

the home page, select the macro category for your request:

1.  Service Request

2. Reporting faults and malfunctions (Incident)

3. Requests for application changes (Change Request)
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Once you have selected the category, you will see the corresponding

list of request types to choose from.

The image shows, for example, the list of request types corresponding

to the category “Service Request”.

Selecting the category will open a form where you can specify the

details of your request and send it.

NOTE

The types of requests available may vary during the provision of the

service in order to optimise ticket management.

3.0 Submitting a Request



13.0 Submitting a Request

The more precise your request is, the shorter the processing time will be. 

For this reason, we ask you to provide as many details as possible.

If the request is shared with the organisation (field ‘Share with’), the ticket will be

visible to all users of the organisation registered on the ticketing portal.

If the request is not shared with anyone (field ‘Share with’ set to ‘No one’), the

ticket will only be visible to the person who opened it.

If you want to share the ticket only with certain users (who must still be registered

on the ticketing portal), you must first send the request (using the ‘Send’ button)

and then (even at a later time), on the ticket page, add the users with whom you

want to share it using the ‘+ Share’ button.



14.0 List of Requests

The list of requests you have opened or are involved in

can be viewed by clicking on "Requests" in the top right-

hand corner.

You will see a list of requests with their processing status

and other useful information.

At the top of the page, there are several filters to narrow down the requests to be

displayed.

Clicking on the individual request will open the page with the details. From here, you can

make status changes or add further comments or attachments by dragging files into the

ticket.



As soon as a request is opened and correctly entered into the system, it

assumes the status "OPEN". 

When operators actively begin to intervene to identify and resolve the problem,

the status changes to "IN PROCESS". 

If Customer Care needs further information to process the request, a comment

will be added to the request and its status will change to "WAITING FOR

REQUESTOR".

In such cases, you will receive an email from the operator requesting further

information. You can then reply directly to the email or add a comment to the

ticket on the portal and click on "REPLY".

5.0 Request Lifecycle



5.0 Request Lifecycle

Even if the response is sent by email, it is recorded in the

portal in the request history.

Once processing is complete, the status of the request will

change to           

"PROCESSING COMPLETED".

Any change in status will be notified by email to both the user

and any other participants involved in managing the request..

A request with the status ‘PROCESSING COMPLETED’ may be

reopened if the result of the processing does not meet

expectations. To reopen a request, click on

"REOPEN".

To close a request permanently, click on 

"CLOSE".



Ticket OPENING

PROCESSING
COMPLETED

PROCESSING

 ticket CLOSURE

5.1 Workflow and ticket stases

The customer reopens the ticket
because the resolution provided does

not satisfy their request..

Customer Care cannot proceed with
processing the ticket without information
and/or action from the customer.



6.0 Profile Management

You can edit your profile by clicking on the icon in the top

right-hand corner and making changes on the page that opens.
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