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Chapter 1 Requesting Access

1.1 Introduction There is a four step process to accessing the Andrew Online
Ticketing system:

1. Call Andrew Customer Technical Support and request
access to the Andrew Online Ticketing System and
provide the agent with your Company name and
contact information, including your e-mail address.

The phone number for Customer Technical
Support is

+1-703-726-5556 or 1-800-279-8185.

Select Option 3.

2. The Technical Support Agent can verify if your contact
information is present in the ticketing system or enter
you into the system, if needed.

3. You then navigate to CommScope.com and either
WWW.commscope.eem create an Andrew account, or log into your existing
account.

4. Once logged in, you can navigate to the online
ticketing system using the link on the Account
Information page.

1.2 Loginto Navigate to the CommScope.com Website:

CommScope.com
" p—

. o,
@.ﬁ o | htkpe e commscope , commy

In the lower left corner, click on “my commscope.”

1.3 Click
“my commscope”

MYy Comms = events

[a}
o

[n]
(=)
]

CommScope = 200F G
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1.4

Click
“Andrew Internet
Business Services”

If you are already
registered, enter your
E-mail address and
password to login.

Navigate to the Andrew Internet Business Services page.

| Click here [mar

Andrew Internet
Business Services

Click here

(bh-l&qy 1
ANDREW. /. Connscope Compony Close Windou
Register Login
My details
Y If you're registered with andraw.com, type your email address and passwerd below.
Change password 3

Email password * Required 1

Log out Emailagaress: | ] 4
Opt Out of Mailing Lists Password: [ |

Uneoalstes Remember my login

Not registered? Register to receive email updates about products and services, and save time when
you access andrew.com applications.

apblen ol g e RN PRSP PR SY SPIPE T E

e

IMPORTANT:

Please register on CommScope.com with the same e-mail
address used in your CTS customer profile.

15

If not, click “Register.”

Log in
Revisftar

My
Change password

LogIn

tails

If wou're registered

Email password

T e e

Log out
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G - el nemslonens commocspe comasiregiter.aspx

Fle FEdit View Favortes Tools Help

Links @] Sharepoint - CTS Documentation 4 Webcore & | Yahoo! Maps

W [ @ Register - andrew.com

[

Log In

—

ANDREW. ;. Cormscope Company

1.6 Complete the

registration information:

Log in
Register Register {
My details

)/ Register now! The information you provide is stored so that you have quick and easy access L
Change password to andrew.com applications. In addition, you can choose to receive email updates about the [

Email password

Log out
Opt Out of Mailing Lists
Unregister

Andrew products and services that interest you.

* Required

Registration information

Salutation: | -- Please choose -- ¥

First name:
Middle initial:

* Last name:

PR —

—
—
E—

Company primary business:
Primary responsibility in
company:

Address:

Your title:

Address 2:
Address 3:

= City:

e,

State/Province:

il

* Zip/Postal code:

“ Country: |-- Flease choose -- v
R {}
Login information 1}
"*#*MW“MJ

1.7 Enter the secured
area for

CommScope.com

After completing the registration, you will be welcomed into
the secure area and sent to the Account Information page.
One of the hyperlinks on this page will be “Online Ticketing.”
By selecting that link, you will be able to open a new issue
and see historical and currently-opened issues.

Result:

System validates your registration.

Andrew Customer Technical Support

Welcome Carl Radcliff,

Create New Ticket
[ Review Open Tickets for Aardvark Systems
[ Review Closed Tickets for fardvark Systems

{
-
7
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1.8 Continue on or
Return to the Online
Ticketing Tool at a
future Time

The remaining sections describe how to view existing issues,
report a problem, or create a return materials authorization
request, proceeding from the screen displayed in section 1.7.
To return to the tool at future time, go to

https://awapps.commscope.com/Remedy/default.aspx

and select the Online Ticketing system hyperlink. If you are
not logged into CommScope.com, you will be prompted to do
S0 in order to continue.

Chapter 2 Viewing Existing Tickets

2.1 From theresult
screen in step 1.7,
select between
reviewing Open
Tickets or Closed
Tickets.

Andrew Customer Technical Support g

Welcome Carl Radeliff

[ Create New Ticket ] }
[ Feview Open Tickets for Aardvark Systems
[ Review Closed Tickets for Aardvark Systems (‘{

., A '.ﬂ'\\“ ye Y oW N

Answer Yes to pop-ups that result from your selection.

2.2 Result: Your results
are displayed in a
new window.

(= Open Suppar! Tickels - Windows Inlernel Explarer

“PANDREW. 1

Open Incidents for Aardvark Systems & Fil

Account Tssue 10 Status Assigned To
Aardvark Systems 1SS00000059 Resolved Andrew Keller
Aardvark Sysh 0015931 Assigned

Primary Contac Phone
Aaron Brown 41 (408) 5¢
Zaran Brown

Aardvark Systems 001960 Assigned

ISS00001977 Assigned

Aaron Brown
Aardvark Syst

Aaron Brown
Aardvark Systems 002051 Resohed Andrew Keller

00J651 Assigned

Aaran Brown

sardva

vatems M Chris Smith
Aardvark Syst
Aan =

Aaron Brown

Andrew Keller

Andrew Keller
AM Alex
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¢ Opan Suppert Tickats - Windows Internet Explorer

pess x1 Forast

This is a sample summary desengtion, Isn't it wenderful?
856 x1 Fog . b pecen

£ [ Issue Detail Repart: lssue 15500011467 - Windows Internet Explorer

bess x1 £
B:ff e Issue Detail Report R
2.3 Scroll'to theright to | e o e ———————
31 F View...
i 1 193 rof Customer View.
find the h yper link ) ACCT_01, Aardvark Systems, Forest e
183 F I T and Sustan Priority 3
that allows you to imgs fveid i e R
ity il uct cometrix reate Date 290 7023
read t h e | ssue oo ro] lssue Deseription  AMUGCS-Retune Last Modified 871772006 3:26:26 PM
. 711 o IssueStatms VoI Escalated 0
Details. s0 rof Assigned Growp S General Assigned Individual  Cathy Kagle ™
psee o Isswe Summary San Francisco Bay CID 2-7-06 PH

193 L
[m ] AudiCreated by: cakesie | T
[

< 21912006 7:02:59 AM New issue created from Phone Call 31 an o

580 K

SRS - (hndidCranted by: cakagle
n:; : 2/9/2006 7:08:55 AM | iqe Siummary’ changed to "San Francisco Bay CID 2-7-06 from "San Francisco Bay CID

e 1-7-06"
pseo  Fo
pseo
iz R ‘Andit Created by: thijazi Notes
bseo o 2/9/2006 1038:43 AM. "Assigoed to Grouy’ changed to *Sustament fom ?cmmkimmag‘ Hea
A Mhorm  view

Chapter 3 Reporting a Problem

Andrew Customer Technical Support

Welcome Carl Radcliff.
3.1 From the result screen
in step 1.7, Click
“Create New Ticket.”

Create New Ticketu

=

Review OpenTickets for Aardvark Systems ]

=

Review Clozed Tickets for Aardvark Systems

\ . X K
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3.2 System verifies

Andrew Customer Technical Suppo
Welcome Carl Radcliff.
First let's walidate your contact information.

Current Contact Information:

Account Name Azrdvark Systems

L NV WP e Y

Browser navigates to Ticket
System Entry Page. Select
“Report a or problem with
my Andrew Product” and
click “Continue.”

account name and A::
E-m al | ad d reSS . Email cradeliff@aardvarksys.com
Next, Click Title
“ COnt'nue.” First Name Carl
Middle Name
Last Name Radcliff
Suffix
Job Title Testor of Web Interface
Please select the primary market/site for this issue:
-M\' "’“‘*«w"‘*“ﬂf
Andrew Customer Technical Support
Result:

Creating a ticket for Carl Radcliff.
I would like to:
® Report a problem with my Andrew Product. I am requesting a response by the next business day.

© Report a non-technical issue, request information, make a complaint or comment.

(@] Reguest a Return Materials Authorization (RMA) for a failed piece of Andrew Equipment.

\\.4...-\0-\_, i

Al T A IR it e i, W

IMPORTANT! Service affecting issues should always be reported by telephone in
order to receive timely service. Issues opened using the web interface may not
receive immediate attention.

3.3 Click “Continue.”

Follow the screen directions and press “Continue” until you
have answered all questions.

Result:

Andrew ticketing system
verifies receipt of your
report. Please refer to the
issue ID in future
communication with Andrew
Customer Technical
Support.

”'— Massuramant Systams

Your request has been submitted to the Customer Suppert Team. Your Issue 10 is IS500027054.

<
9
{  Andrew Corporation Customer Support
i
4

A wou should receive an e-mail shertly (F you specfied an e-mail address) thas you may reply to if you

%, have any further information to  submit on this issue,

H

3

2

4

f“hd*,.. it b M A, o e cmpeinctenlh i i il

You will receive an E-mail confirmation.
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Note:

By replying to this E-mail, users may submit additional
comments which will automatically be added to the ticket log.

When replying, users may also include necessary file
attachments such as:

1. Screen shots
2. Log files

3. Excel sheets

Chapter 4 Creating a Return Materials Authorization Request

Andrew Customer Technical Support

“Continue.”

Welcome Carl Radcliff.
4.1 From the result screen
n Step 1'7' C“Ck [ Create New Ticket ;] }
“Create New Ticket.” (%L
[ Review Dper‘l‘ﬁ:kets for Aardvark Systems ]
[ Review Clozed Tickets for Aardvark Systems ]
'1-#‘- 'lﬂ"".\'\._’.._"‘ w 'nb‘"m
I :
Andrew Customer Technical Suppoe
Welcome Carl Radcliff, ‘
First let's wvalidate your contact information.
Current Contact Information: .
Account Name Aardvark Systems ’
Phone K
4.2  From the result screen Address {
II’] Step 18, C“Ck Email cradcliff@aardvarksys.com *
Title )
f

First Name Carl
Middle Name
Last Name: Radcliff
Suffix
Job Title Testor of Web Interface

Please select the primary market/site for this issue:

Continue
T e

A
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Result:

Browser navigates to Ticket
System Entry Page.

Select Request a Return Materials Authorization (RMA) for a
failed piece of Andrew Equipment.

Andrew Customer Technical Support
Creating a ticket for Timothy Bodor.

I would like to:

o] Report a problem with my Andrew Product. T am requesting a response by the next business day.
O Report a nen-technical issue, request information, make a complaint or comment.

® Request a Return Materials Authorization (RMA) for a failed piece of Andrew Equipment.

"-._‘ﬁ“"w.‘ “r-'“""‘\w.‘_.‘ "\"\\*M‘_"_L‘-—“ﬁ

AL B

|

4.3 Select the product
to be returned.

Andrew Customer Technical Support

Creating a ticket for Timothy Bodor.

Ticket type: Request a Return Materials Authorization (RM&) for a failed piece of Andrew Equipment.

Flease select the Andrew product you are interested in support for:
® BSA-Antennas

O axarr

OTtma

HW N al Sgp— _l SR 3 -

You can only select a single product line for an on-line return

request. You may return multiple items within the same product
line.

p VSRS
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4.4  Enter information
into all fields, then
press “Continue.”

S

electing any product causes the browser to present the

following page:

Log In Andraw Ingtitute | Contact Us | Carears | Events | In

o e [
ANDREW. .. ..o vt 5o .

Industry Solutions | Products | Support | About Us | Shop Andrew | Product Resource

Home > Products > Drive Test Measurement Systems.

i.e., Out of box Failure from Texas...

S aact Andrew Corporation C

Invex3GE Solutions Crasting & tickat for Wayna Hyrias
Intorproter® Ticket type: Request a Return Goods Authorization (RGA) for a failed pieg
Product: Network Optimization

Equipment.

Invex3G Transmitters Issue Description: No Troubleshacting
Literature Summary:
Plansa describe your issos. Ba sure 1o include site lacation information, if applicabls, any
Support medel/serial numbers, a0d aafthe poablem:
Software Updates | Complete this side of form if you want the
;":;:‘i“:"v‘ repaired equipment shiped to an alternate
Web Ticket location. "l
Related Industry Solution Return and Repair S

Natwork Analysis and

Enter the :
number used to _m
|

purchase the
equipment. [ | —
' .. [

Description: Model Number: Serial Number: Reason for Failure:

Enter Product
Type or name.

Sita Map | G Policias s & Trademaries

Comment on this sity
¢

Result:

Andrew ticketing system
verifies receipt of your
request. Please refer to the
issue ID in future
communication with Andrew
Customer Technical
Support.

e

[ N A b

!
1

t Massuremant Systams

Andrew Corporation Customer Support
Your request has been submitted to the Customer Support Team. Your Issue 1D is 15500027054,

You should receive an e-mail shortly (if you specified an e-mail address) that you may reply to if you
have any furthar information to  submit on this issue.
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Note:

By replying to this E-mail, users may submit additional
comments which will automatically be added to the ticket log.

When replying, users may also include necessary file
attachments such as:

1. Screen shots
2. Log files

3. Excel sheets

4.5 Agent E-mails the RGA number.

Dear Customer,

Please include a

City, ST zipcode

Please label all

We will send you
VYYVYYYY.

Date: Fri, 31 Aug 2007 14:13:49 -0400 (EDT)
From: "Andraw CTS"
To: radcliffef@vour. company com

Subject: Re: Issue ISS00027056

Please return the defective units with reference to RGA ZZZZZZZ.

should be sent to the address shown below:

ANDREW DISTRIBUTICN SERVICE CENTER
Returns Dept.-RGL § ZFRZZZZZ
11111 Location Rd

Attn: Return Material Coordinators
with the RGA #ZZZZZZZ to ensure accurate tracking and timely processing
of credit. Please send back to Andrew using our UPS ground acct#

SAM-PLE surface.
defective material back.

Thanks, Andrew Staff Member

<Andrew.CTS@Andrev.com>

copy of the attached Return Authorization Form. They

shipping containers, packing list, and freight bills
Please provide tracking information once you have shipped

an advanced replacement unit under Sales Order#

4.6 Return Equipment to
Andrew

Return equipment per Instructions to location indicated in
confirmation E-mail.
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.

ANDREW. /. CommScope Compony

www.commscope.com/andrew

Visit our Web site or contact your local Andrew Solutions representative for more information.

© 2010 CommScope, Inc. All rights reserved.

Andrew Solutions™ is a trademark of CommScope, Inc. All trademarks identified by ® or ™ are registered trademarks or
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