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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.

http:/fwww.andrew.comy

3. You then navigate to CommScope.com and either
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 Logonto
CommScope.com

Navigate to the CommScope.com Website:

@‘ o w8 | httpefheee, commscope, com)

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

1.3 Click eI S e
“my commscope” ) P b
CommScopo EEOOE O
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Navigate to the Andrew Internet Business Services page.
| Click here [mar
1.4 Click Y-
“Andrew Internet Andrew Intarnet E'HE
Business Services” Business Services o
L orde
Click: hera
cust
e = e = I T
j A
H mﬂlm.ACommsmpc Compuany qmw
Log in 5 i
1.4  Ifyou are already o o
. Hy detad [f you're registered with andrew.com, type your email address and pacsword below.
registered, enter your Change password o
E-mail address and i e
password to login. Opt Out of Mailing Lists s ——
[FlRemember my login I
3
Not registered? Register to receive email updates about products and services, and save time when
i h;atcess andrew.[nmjpphcatmrh‘ o e s
Please register on CommScope.com with the same e-mail
address used in your CTS customer profile.
3
: Login
9
1.5 If not, click “Register.” 3 If vou're registered
’E Chanye password
E Email password
b Log out
: e e,
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1.6 Complete the
registration information:

1.7

Enter the secured
area for
CommScope.com

After completing the registration, you 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:

S

i e e A H e s SN s e o N Peette_ =

P S A VLS
4

¢ Andrew Corporation Customer Support

L il - P
i Welcome Carl Radcliff.

7

% [ Create New Ticket |
& [ Review Open Tickets for Aardvark Systems _l
[ Review Closed Tickets for Aardvark Systems ]

4
5

.

System validates your registration.
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The remaining sections describe how to view existing issues,
report a problem, or create a returns goods authorization
request, proceeding from the screen displayed in section 1.7.

1.8 Continue on or To return to the tool at future time, go to
Return to the Online
Ticketing Tool at a http://aw.commscope.com/eng/support_document/customer
future Time support/index.html

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

Chapter 2 Viewing Existing Tickets

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

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

2.2 Result: Your results
are displayed in a
new window.
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2.3 Scroll to the right to
find the hyperlink
that allows you to
read the Issue
Detalils.

Chapter 3 Reporting a Problem

3.1 From the result screen
in step 1.7, Click
“Create New Ticket.”
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3.2  System verifies
account name and
E-mail address.
Next, Click
“Continue.”

Result:

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

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

3.3 Click “Continue.” Follow the screen dlrectl_ons 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. 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 Goods Authorization Req

uest

4.1  From the result screen
in step 1.7, Click
“Create New Ticket.”

4.2  From the result screen
in step 1.8, Click
“Continue.”
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Select Request a Return Goods Authorization (RGA) for a
failed piece of Andrew Equipment.

Result:

Browser navigates to Ticket
System Entry Page.

4.3  Select the product
to be returned.

You can only select a single product line for an on-line return
request. You may return multiple items within the same product
line.
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Selecting any product causes the browser to present the
following page:

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

Result:

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

4.6 Return Equipment to
Andrew

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