
Guide to Support Tickets 

 

Once logged into the Portal, please select the Self Service tab at the top right, and from the 

Dropdown menu you will be able to select Support Tickets at the bottom. 

 

 

Once you have selected Support Tickets you will be presented with the below screen which will list 

the available Support Ticket options in alphabetical order. 

 

 

 

There is a Search box where you can type in the Ticket type that you want to select. So, for example 

if you type in “Unlocking” it will filter to that ticket option. From here once you have found the 

appropriate ticket, you can then click the green button titled Use This and this will take you to the 

Ticket Submission section. 

 

 



Here you will be able to see a description of the Support Ticket including pertinent details and any 

document that may be needed to be downloaded and completed (blue button). You need to briefly 

complete the Subject field. The Description field is not mandatory, but can be completed with any 

relevant supporting information. Once completed, you need to click the green Create Support Ticket 

icon in the bottom right. 

 

 

 

You will then be presented with this confirmation screen which will show that your ticket has been 

created successfully and the Ticket ID: #1076. You will also receive an email confirming that the 

ticket has been submitted, and you will continue to receive email notifications as your ticket is 

updated, and again once completed/closed. 

 

 

 

 

 

 

 

 

 

 

 



Viewing/Tracking/Updating/Closing Tickets 

You can keep track of the status of tickets you have raised in the My Tickets section of the portal. 

This can be accessed at the very top right of the portal, whenever you are logged in. It is identified 

by the little ticket  symbol.  

 

At the bottom of the My Tickets there will be an option to View all my tickets in blue. 

 

If you click this blue button this will then bring you to a Ticket Summary page that looks like the 

below. Here, it will list all your tickets that you have raised. This will include Support Tickets, but also 

any other type of Self-Service tickets such as Sim swaps, Add/Remove bars and so on. As a default, it 

will only list tickets that are in an “Open” state, though this can be changed by clicking the blue 

Filters button on the top left.  

 

Once you click the Filters button, it will give you a selection of different filters by which you can 

narrow down your search to tickets in various states, including any closed tickets.  

 

It is also possible to search for tickets by typing pertinent information into the Search box. You can 

type things like the ticket number (e.g. 1082), the request title (e.g. roaming), or the mobile number 

that the ticket relates to. 



 

Once you have found the appropriate ticket, you can open the ticket details by clicking on the green 

eye symbol  on the far right-hand side of the ticket.  

This will then bring you to a screen that will give you a full overview of the ticket, including the 

description of the ticket, ticket number, attachments (if applicable), and any Notes relating to the 

ticket. 

 

On this screen, it is possible to add further attachments, or add notes to the ticket, or even close the 

ticket if the request is no longer required. There will also be an option to re-open a closed ticket, if 

required as well. 

To add a comment to the ticket, you would simply type in the text box under Response History Trail. 

Once you have typed your message, you can upload a file if applicable, and then once ready to send 

hit the blue Send message button. 

 

This will then create a conversation trail between Zest, and the person who raised the ticket, that 

can always be viewed and added to, within the Response History Trail. 

 


