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1. The RFA Portal 
The RFA Portal is provided to VAR Customers as a solution to the removal of the SAPNET R/3 
FRONTEND access for Corporate Messages. The portal maybe accessed over the Internet via 
this URL: http://www.support-asia.com/. 
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2. Ticket Creation 
Customers are first requested to create “tickets” containing the issue that they wish to report to 
initiate the cycle. The following are steps on how to create a ticket: 

�
1) Click the Sign In button on the initial screen of the RFA Portal. 

 
 
 
 
 
 
 
 
                     
 
 
 
 
 
 
 
 
 
 

2) Enter your Login Name and Password in the next screen and click on Login. 
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3) Choose the Ticketing tab. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

4) Click on the New Ticket button.  
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5) Provide information for the fields below and click on the Save button.  
 

Requested by – Indicate name of the person who wishes to report an issue. 
Department – Specify the department of the reporter. 
Phone No. and Email – Provide the contact details of the reporter. 
Severity – Specify whether issue to be reported is Very High (1), High (2), Medium (3), or 

Low (4). 
Summary – Provide a brief description of the issue. 
Details – Provide a complete description of the issue to be reported and pertinent system 
details. For a complete listing of all the required details based on the nature of the issue, 
please refer to Appendix A. 
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6) After saving the message, note the ticket number created.   
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7) If you are attaching a file in the created ticket, please perform the following steps: 
a. In the Attachments tab, click the Add button. 
b. Click the Browse button then the File Upload dialog box will appear. 
c. Select the location of the file then click the Open button. 
d. As soon as the file has been selected, click the Save button. 
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3. Processing Tickets 
Ticket processing begins as soon as an acknowledgement of the issue has been sent to the 
customer’s email. However, issues with statuses “Customer Action” and “Proposed Solution” 
require a response from the customer. To begin processing, choose the Ticketing tab and click on 
the View button to select a particular ticket. 
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1) Tickets set to “Customer Action” 
Tickets set to customer action may either mean that more information is required 
from them or that a consultant is requesting them to test a certain scenario. 
 

a. When more details are required from the customer: 
�  Click on the View icon beside the ticket to be processed. 
�  Choose the Progress Log tab to view all activities that were performed in 

the ticket. 
�  To update the ticket, click the Log a Task button. A new page is loaded 

showing the ticket number, summary and details needed to update the 
ticket. 
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�  Choose “Ongoing” in the action drop down list to change the status of the 
ticket. 

 

 
 
 
�  Leave the Time Spent blank. 
�  In the Overview field, type in your name after the Updated by text. 
�  Enter all information about the issue needed in the Details text field. 
�  Click the Save button to save the progress log. The popup window will 

automatically close then update the system screen with the recently 
added progress log. When wrong data has been entered, click the Reset 
button to clear all field entries or the Cancel button to return back to the 
previous screen. 
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b. When testing is required from the customer 
�  Click on the View icon beside the ticket to be processed. 
�  Choose the Progress Log tab to view all activities that were performed in 

the ticket. 
�  To update the ticket, click the Log a Task button. A new page is loaded 

showing the ticket number, summary and details needed to update the 
ticket 
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�  Choose “Others” in the action drop down list to change the status of the 
ticket if testing has been successful and the solution is acceptable or 
“Ongoing” if there are still errors encountered or the solution is 
unacceptable. 

 

 
 
 
 

 

Test results are 
acceptable 

Test results are 
unacceptable 
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�  Leave the Time Spent blank. 
�  In the Overview field, type in your name after the Updated by text. 
�  Enter the testing results in the Details text field. 
�  Click the Save button to save the progress log. The popup window will 

automatically close then update the system screen with the recently 
added progress log. When wrong data has been entered, click the Reset 
button to clear all field entries or the Cancel button to return back to the 
previous screen. 

�  For issues that are resolved, click on the Ticketing tab to go back to the 
initial screen of the request and from here click on the Sign-off link found 
beside the Status field to close the ticket. 
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2) Tickets set to “Proposed Solution” 
A solution may or may not be acceptable to a customer. To indicate proper 
response, enter as follows: 
 
a. Solution is acceptable 

�  For issues that are resolved, click on the Ticketing tab to go back to the 
initial screen of the request and from here click on the Sign-off link found 
beside the Status field to close the ticket. 
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b. Solution is unacceptable 
�  From the Progress Log screen, click on the Log a Task button. 
�  Choose “Ongoing” in the action drop down list. 

 

 
 

�  Leave the Time Spent blank. 
�  In the Overview field, type in your name after the Updated by text. 
�  Enter the reason/s for rejecting the proposed solution in the Details text 

field. 
�  Click the Save button to save the progress log. The popup window will 

automatically close then update the system screen with the recently 
added progress log. When wrong data has been entered, click the Reset 
button to clear all field entries or the Cancel button to return back to the 
previous screen. 
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4. Viewing Tickets 
Customers can view a complete history of all the tickets that they have posted beginning from 
their very first log. The following are procedures on how to display these tickets; 
 

1) To view tickets, choose All my request and click the Search button or type the ticket 
number in the Request No. field then click the Search button. If you do not know the 
ticket number, choose the Status field and/or Severity field then click the Search 
button below it.  

 
2) The list of tickets will be shown on the screen.  Click on the View icon to view the 

ticket. 
 
 

 
Search using “All my request” 
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Search by specifying request No. 

 
 

 
Search by status and severity 
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5. Appendix 
 
Appendix A Minimum information required when report ing an issue 
 
 Incidents related to any SAP functional module: 

SAP transaction code 
Menu path 
Support package level 
SAP release 
State of the system immediately prior to the incident 
Comparison of expected and actual results 
First 10 pages  of the ABAP/4 dump (if created) 
Five-character error code and full error message (if created) 
 
Incidents related to SAP BASIS: 
System error logs (SM21) 
First 10 pages  of the ABAP/4 dump (if created) 
Trace files and other relevant log files. 
 
Incidents related to a “Production Down” situation:  
Recent changes applied to the system 
Status of the database 
Status of the dispatcher and work processes 
Error messages returned by the system. 
 
Incidents related to ABAP/4: 
Error Analysis (such as error codes, function rules, syntax errors, 
etcetera). 
Search criteria (can be used for note search). 
User and transaction code  (identifies specifically where the error 
occurred). 
Source code extract (indicates the source code line from which the 
operation terminated). 
 
Incidents related to printing errors: 
Logs as available at transaction  
 


