
Start

„assigned“, 
„reopened“, „in 

progress“
Terminal status„on hold“

„waiting for 
reply“

Untouched since 
2 weeks

Untouched since 
2 weeks

Untouched since 
1 more week

- add 1st comment
- tag for dashboard
- set follow-up date 
plus 1 week

- add 2nd comment
- set follow-up date 
plus 1 week

Ticket related to 
site or NGI

- assign/involve 
ticket to site 
operations 
managers (GOCDB) 
or NGI operations 
manager (GOCDB)

Untouched since 
1 more week

- submit 
„Operations“ SU 
ticket 
- add references to 
ticket in question

SU working on 
ticket

„Operations“ SU 
ticket exists

Reference to 
external ticket

Reminder date 
set

- check external 
ticket status if 
possible
- check history

Reason obvious

- set reminder date

-ask for link to 
external ticket
- ask for time line

- ask for ticket 
update

No reply since 2 
weeks

End

- remind submitter
- tag for dashboard
- set follow-up date 

plus 1 week

No reply since 1 
more week

- 2nd reminder for 
submitter
- set follow-up date 
plus 1 week

No reply since 1 
more week

- close ticket

- wait for 
„Operations“ SU

No

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

No

No

No

No

No

No

No

No

No

No

No

No

No

No

No


	Ticket_Monitoring.vsd
	Zeichenblatt-1


