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Important note

In this document changes are made on an ongoing basis. If the document is printed out or stored locally, please check if you have the latest 

version. You can find the latest information on the Krones homepage under this link 

(https://www.krones.com/media/downloads/Jira_information_for_Krones_suppliers.pdf) or directly on the Supplier Requests Service 

Management portal (see red border).
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Summary

Krones Corporate Quality Management

Initial situation Objective Implementation

Processing of the 

requests

This may result in unnecessary 

clarification time when processing 

the request through the medium 

e-mail.

Supplier requests have been 

handled via the central e-mail 

address 

supplier.request@krones.com

until 09/2022.

Requests via 

Outlook mailbox

1
Acceleration of the clarification 

time

2

Establishment of a modern 

application-related system 

solution

─ Implementation of a Ticket Management 

System to manage the supplier request 

process.

─ Integration of the Ticket Management 

System in the Krones supplier portal.

─ Successive conversion of the 

communication towards the ticketsystem.

Advantages/implications

Support for digitalization

─ Acceleration of the clarification 

time

─ Good user guidance

─ Adherence to deadlines

Request quality

Often, the initial requests lack the 

necessary information to process 

the requests quickly and in a 

targeted manner

Controlled query of information through the ticket system accelerates clarification time.

4

First Time Right3

4

mailto:supplier.request@krones.com


Ticket creation

Best practice tipsComment function

Overview of the portalInitial access to the system1 3 4

5 7

Everything at a glance - Supplier Requests Service Management

Access to the portal: 

krones.atlassian.net/servicedesk

Selection of an appropriate 

request category

Filling in the required 

information in the 

ticket

Overview of the created tickets6

The comment field can be used for further questions and 

for answering the request.

Substitute management: 

To ensure continuous communication even during 

absences, you can make tickets available to other people at 

any time using the “+Share" function. 

Enable / disable notifications:

Notifications regarding tickets can be disabled or enabled 

at any time in the ticket via "Receive notifications". 

Language settings:

Under your respective profile you can set preferences 

regarding the language. 

Clicking on "Requests" - "All" opens an overview of all 

created tickets.

Access to the portal2

Mail to 

srsm-jira.registration@krones.com

including your respective e-mail contacts to be registered

After you have received a personalized invitation link, please 

register with your name and password in the system.

Technical supplier requests

− Technical changes

− Requests about documents and tenders / enquiries

− Release of specification deviations

Requests for and submisson of material certificates, 

norms, test protocols and supplier evaluations

− Submit material certificates

− Requests test protocols

− Requests regarding supplier evaluation

Support

− Support eProcurement / SUS topics

− Support with the use of the ticket system

− Add and remove accounts

https://krones.atlassian.net/servicedesk/customer/portals
https://krones.atlassian.net/servicedesk/customer/portal/2
mailto:srsm-jira.registration@krones.com


Internal

What is a ticket system? - An overview1
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Definition: A ticket system is a type of software to handle the receipt, acknowledgement, classification and 

processing of customer requests (tickets).2

A ticket system documents the complete communication between the ticket creator and the ticket 

processor of a request. 

− In a ticket system, predefined standardized documents / forms are defined, which are referred to as "tickets".

− The ticket creator must fill in the fields contained in the ticket with the complete information. 

− A dedicated status scheme is defined for each request type to control the automated progress and allocation to the processor of the requests.

− After the ticket is created, the ticket processor can start working on the request and responding to it.

− After each interaction between ticket processor and ticket creator, both parties are notified, depending on the situation. 

− If the supplier has any questions in the meantime, he can communicate directly with the responsible person via the comment function in the ticket.

− In case of relevant changes to the ticket (e.g., attachment, status change, new comment, etc.), participants are informed by e-mail.

1Source: Link, 2Source: Link 

https://planergy.com/blog/what-is-ticketing-system/
https://de.wikipedia.org/wiki/Issue-Tracking-System
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Advantages and disadvantages of the Ticket Management system1

7 Krones Corporate Quality Management

1Source: Link

Advantages

− Clear communication through automated direct forwarding to the ticket processor

− The tickets enable complete data regarding the request/order

− Reduction of bureaucratic effort by avoiding requests by e-mail

− Standardized communication system for the different categories of requests

− Real-time overview: All information relevant to the ticket creator is available in real time

− Reduction of waiting time: Immediate e-mail notification when the processor responds

Disadvantages

− File size of the upload for attachments may be limited (analog e-mail)

− If applicable, costs for the training of the person using the system

The main advantage of the Ticket Management System is that complete data of a ticket is already 

available when it is submitted.

https://www.marketing-boerse.de/ticker/details/1830-Ticketsystem-Vor--und-Nachteile-auf-einen-Blick/147887
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How to access the “Ticket Management System"?
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Link on the order form Integration in the supplier portal Link via ticket

The Ticket Management System can be accessed via three options: through the link on the order form, 

in the supplier portal or in the ticket. 

Link to portal:

krones.atlassian.net/servicedesk
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Overview of the request types (1/3)

Parent category Type of request Concrete reason for the request Responsible person at Krones

Technical supplier requests Requests regarding technical changes Requests regarding changes made by Krones

For each request type, the ticket is 

forwarded directly to the person 

responsible at Krones.

Technical supplier requests

Missing technical documents: 

For example: missing Bills of materials, missing data 

sheet, missing DXF file, missing STEP file, missing 

drawing

Missing Bills of materials

Missing data sheet

Missing DXF file

Missing STEP file

Missing drawing

Technical supplier requests

Request regarding technical documents:

Requests to bills of materials, data sheet, DXF file, STEP 

file, drawing

Bills of materials

Drawing

Data sheet

DXF file

Step file

Technical supplier requests Release of specifications deviations

Request for approval regarding alternative 

manufacturing processes, use of alternative 

materials or dimensional deviations etc. 

Technical supplier requests Requests regarding tenders / inquiries Requests or missing documents for Krones tenders

9 Krones Corporate Quality Management

So far, 13 enquiry types have been created in the portal. These can be flexibly extended. 
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Overview of the request types (2/3)
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These 13 different enquiry types in the ticket management system cover 

the supplier's request as far as possible. 

Parent category Type of request Concrete reason for the request Responsible person at Krones

Requests for and submission of material 

certificates, norms, test protocols and 

supplier evaluations

Krones norms Request a Krones norm

For each request type, the ticket is 

forwarded directly to the responsible 

person at Krones.

Requests for and submission of material 

certificates, norms, test protocols and 

supplier evaluations

Submit material certificates Sending a material certificate to Krones AG

Requests for and submission of material 

certificates, norms, test protocols and 

supplier evaluations

Request test protocol Requesting a test protocol

Requests for and submission of material 

certificates, norms, test protocols and 

supplier evaluations

Request for a supplier evaluations
Requesting information about the current 

supplier rating
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Overview of the request types (3/3)

Parent category Type of request Concrete reason for the request Responsible person at Krones

Support Support eProcurement Support to eProcurement

For each request type, the ticket is 

forwarded directly to the responsible 

person at Krones.

Support Support with the use of the ticket 

system

Support with the use of the ticket 

system

Support Add account Adding another account for ticket 

creation

Support Remove account Removing an account in the ticket 

system

11 Krones Corporate Quality Management

These 13 different enquiry types in the ticket management system cover 

the supplier's request as far as possible. 
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Example: Request type "Missing technical documentation"1 - Forwarding

12 Krones Corporate Quality Management

The process from ticket creation to the completion of the ticket is presented in the form of a use case.

Supplier

Responsible 

person at 

Krones

Legend

Missing drawing to 
Krones-side 
purchasing 
document

Opening the supplier 
portal

Login with the user 
data in the supplier 

portal

Access to Jira via the 
"Supplier Requests 

Service Management" 
button

Selection of the 
request type 

"Missing technical 
documentation”

Filling in the 
mandatory or 

optional fields in the 
ticket

Automatic forwarding 
based on the SAP 

material master info 
lab/office to the 

responsible person

Sending the missing 
drawing through the 
comment function

Notification by e-mail 
regarding the answer 

of the ticket

Recording of the 
information from Jira

Supplier portal Jira E-mail Information

1includes missing data sheets, DXF files, STEP files, drawings, parts lists 

Submit the ticket 
by clicking the 
“Send" button
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Invitation to the Supplier Requests Service Management portal

After three simple steps, you are registered in the Ticket Management System. This allows you to 

submit requests to Krones through the Supplier Requests Service Management portal. 

Please enter your full 

name and choose a 

password in the login 

screen.

2

Clicking on "Save and 

continue" will lead you 

directly to the start page of 

the Ticket Management 

System.

Clicking on the invitation link 

opens the Ticket 

Management System.

1

3
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https://krones.atlassian.net/servicedesk/customer/portals

https://krones.atlassian.net/servicedesk/customer/portal/2

Ticket Management System user surface.

Links to the Ticket Management System

https://krones.atlassian.net/servicedesk/customer/portals
https://krones.atlassian.net/servicedesk/customer/portal/2
https://krones.atlassian.net/servicedesk/customer/portals
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Process Ticket Management System

Processing at KronesTicket creation Processing completed

The direct communication between the supplier 

and the ticket processor takes place via the 

comment field.

A notification about the completed processing is 

sent by e-mail.

Requests regarding the following categories can 

be submitted through the Ticket Management 

System:

− Missing technical documents

− Requests regarding technical documents 

− Requests regarding technical changes 

− Release of specification deviations

− Requests about tenders / inquiries

− Submit material certificate 

− Krones norms 

− Request test protocol

− Requests regarding supplier evaluation

− Support eProcurement / SUS topics

− Support with using the ticket system 

− Add/remove accounts 

During the processing, the Ticket Management 

System informs about the achieved progress of 

the request. 

In addition, the current status and the ticket 

processor can be displayed. 

User Documentation

The process for supplier requests between the supplier and the ticket processor at Krones takes place 

exclusively via the ticket management system.

https://krones.atlassian.net/servicedesk/customer/portals
https://krones.atlassian.net/servicedesk/customer/portals
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Selection of the Supplier Requests 

Service Management portal.

Selection of a suitable 

portal group based 

on the issue at hand.

2

Ticket creation (1/4)

User Documentation

The ticket creation is done in the Ticket Management System by selecting the Supplier Requests Service 

Management portal.

1

https://krones.atlassian.net/servicedesk/customer/portals
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Example: Selection of the 

request type "Missing 

technical documents"

3

User Documentation

Ticket creation (2/4)

Predefined request categories ensure that the request is correctly addressed to the responsible person 

in the Krones organization. 
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After filling in the information, the send button 

must be clicked. The ticket will then be 

automatically sent to the responsible person in 

the Krones organization. 

6

All mandatory fields are 

marked with a red star.

Filling in the ticket 

with the required 

information.

5

If desired, an 

attachment can be 

added.

4

Ticket creation (3/4)

User Documentation

Mandatory fields ensure that all relevant information for processing the request are available.
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Ticket creation (4/4)

Processing at KronesTicket creation

Each ticket receives an 

individual number.

7

User Documentation

E-mail notification when the ticket is successfully created.
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Process Ticket Management System

Processing at KronesTicket creation Processing completed

The direct communication between the supplier 

and the ticket processor takes place via the 

comment field.

A notification about the completed processing is 

sent by e-mail.

Requests regarding the following categories can 

be submitted through the Ticket Management 

System:

− Missing technical documents

− Requests regarding technical documents 

− Requests regarding technical changes 

− Release of specification deviations

− Requests about tenders / inquiries

− Submit material certificate 

− Krones norms 

− Request test protocol

− Requests regarding supplier evaluation

− Support eProcurement / SUS topics

− Support with using the ticket system 

− Add/remove accounts 

During the processing, the Ticket Management 

System informs about the achieved progress of 

the request. 

In addition, the current status and the ticket 

processor can be displayed. 

User Documentation

The process for supplier requests between the supplier and the ticket processor at Krones takes place 

exclusively via the ticket management system.

https://krones.atlassian.net/servicedesk/customer/portals
https://krones.atlassian.net/servicedesk/customer/portals
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Processing at Krones (1/4): E-mail notifications regarding the ticket 

progress

Processing at KronesTicket creation

During the processing, the Ticket Management System informs about the achieved progress of the 

request. 

User Documentation
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Processing at Krones (2/4): Comparison of the ticket viewing options

View of the processing status through the 

E-mail notification

View of the processing status through the 

Supplier Requests Service Management portal

Notifications by e-mail can be disabled.

The current processing status can be viewed either via the e-mail notification or through the Supplier 

Requests Service Management portal.

User Documentation
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Processing at Krones (3/4): Ticket overview

With click on "Requests" - "All" an overview of all 

created tickets opens.

1

View of the processing status through the Supplier Requests Service Management portal.

User Documentation

Clicking on the summary or the reference 

opens the ticket.
2
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Processing at Krones (4/4): Communication history

User Documentation

View of the ticket after accessing it through the e-mail notification or selection of a ticket in the overall 

overview in the Supplier Requests Service Management portal.

The ticket contains an activity 

protocol, which informs about 

all processing steps. 

3
The comment field can 

be used for further 

queries and for the 

response to the 

request.

4
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Process Ticket Management System

Processing at KronesTicket creation Processing completed

The direct communication between the supplier 

and the ticket processor takes place via the 

comment field.

A notification about the completed processing is 

sent by e-mail.

Requests regarding the following categories can 

be submitted through the Ticket Management 

System:

− Missing technical documents

− Requests regarding technical documents 

− Requests regarding technical changes 

− Release of specification deviations

− Requests about tenders / inquiries

− Submit material certificate 

− Krones norms 

− Request test protocol

− Requests regarding supplier evaluation

− Support eProcurement / SUS topics

− Support with using the ticket system 

− Add/remove accounts 

During the processing, the Ticket Management 

System informs about the achieved progress of 

the request. 

In addition, the current status and the ticket 

processor can be displayed. 

User Documentation

The process for supplier requests between the supplier and the ticket processor at Krones takes place 

exclusively via the ticket management system.

https://krones.atlassian.net/servicedesk/customer/portals
https://krones.atlassian.net/servicedesk/customer/portals
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Processing completed (1/2)

The ticket can be opened directly from the e-mail notification.

User Documentation

Click on "View request" to 

open the ticket. 

1 In the comments, you can 

find Krones' response.

3

By clicking on "Show 

details", the information 

provided in the ticket can 

be displayed.

2
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Processing completed (2/2)

User Documentation

The comment field can be used for further questions and for the response. This ensures direct 

communication between the supplier and the ticket processor. 

In case of further queries, an individual 

question can be formulated in the comment 

field. 

Click on "Save" to forward the ticket to the 

responsible person in the Krones organization.

4
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Support for the use of the Ticket Management System (1/3)

28 Krones Corporate Quality Management

User Documentation

The comment field can be used for queries and answers. This ensures direct communication between 

the supplier and the person processing the ticket. 

Selection of the request category 

"Support”.

1

Select the request category 

"Support in using the ticket 

system" if you require 

support in using the ticket 

management system.

2
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After filling in the information, the send 

button must be clicked. The ticket will then 

be automatically sent to the responsible 

person in the Krones organization. 

4

Fill in the ticket with the 

relevant information.

If desired, an attachment can 

be added.

3

Support for the use of the Ticket Management System (2/3)

User Documentation

Analogous to the Supplier Requests Service Management portal, you will find the answer to your 

request in the comments of the ticket.
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Support for the use of the Ticket Management System (3/3)

If you want to add more accounts 

of your company, please select this 

request type.

5

Please enter here the e-mail address of the 

account you would like to add. The entered 

e-mail address will receive an invitation link 

via e-mail in a timely manner.

If you want to remove accounts of 

your company, please select this 

request type.

6

User Documentation

Via the request type "Add account“ respectively “Remove account”, accounts can be added or edit to 

the Ticket Management System.

7
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Personal settings 

In the profile, settings regarding personal details, language and the time zone can be configured.

User Documentation

4

1

2

3

4



Internal

Activate / deactivate notifications of a ticket

User Documentation

Notifications regarding your ticket can be deactivated or activated at any time. 

There is a status overview in the ticket. Here 

you can see whether you "receive 

notifications" or "do not receive notifications" 

for this ticket.

By clicking on "Receive notifications" you 

deactivate the notifications regarding your 

ticket. 

1

By clicking on "Do 

not receive 

notifications" you 

can reactivate your 

notifications.

2
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Setting up a substitute regulation

Click on "Share" to open 

another window.

Please note that the added person must also 

have a free Jira account.

To ensure continuous communication even when you are absent, you can make the ticket available to 

other people at any time using the "Share" function. 

User Documentation

21

Please enter the e-mail address of the 

desired person in the field.

By clicking on "Add", the named 

person will be given access to the 

ticket and will be informed about all 

processes in the ticket, just like the 

ticket creator.
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Conclusion

− Ticket Management System replaces the central e-mail address "supplier.request@krones.com".

− Supplier feedback will be incorporated into the Supplier Requests Service Management portal as appropriate.

− If you have any questions or need support, please open a ticket in the portal „Support Ticketmanagement“.

https://krones.atlassian.net/servicedesk/customer/portal/2/group/124/create/455
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