
                      Introduction to 
  Incident Reporting Management System 
                               (IRMS) 
Associate Management Level Access Phase 2 



The Incident Report Management System (IRMS) 
provides 24/7 access and allows the NEC 
Associate technician to create an on-line incident 
report.  Incident Reports created or updated will 
be placed into the NTAC call queue for review by 
the next available NTAC engineer.  The NTAC 
engineer will then provide a response via an 
update of the Incident Report or a callback to the 
Associate Technician.  The contact method is 
determined by the Associate Technician. 
 



Knowledge Base:  
The Knowledge Base tool allows Associate Technicians to 
search for technical information regarding specific issues on a 
24/7 basis.  The information provided in the Knowledge Base is 
updated whenever new issues and solutions are identified. 
Each solution is based on key indicators within the incident 
report itself. The solutions are ranked based on context and 
user feedback, so over time, certain common solutions are 
presented more often than others. Tickets that have been 
successfully solved and closed in the past are also promoted to 
Knowledge Base articles. These solutions will be added to the 
pool of knowledge and can be shared as solutions for others 
that may experience the same problems.  
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Process Overview: 



Enter your User ID and 
Password then click Login 

Enter the Website address Http://www.necntac.com 



Associate Management has the ability to assign 
“Subcontractors” to install or service accounts 
that are not owned by the subcontractors 
themselves.  This subcontractor, MUST be an NEC 
authorized associate,  authorized to sell the 
product being installed or serviced and the 
associate technician MUST be certified  in the 
product to be worked on. 
 
Subcontractors are tied to specific sites, therefore 
you must first search for the site in question, 
using the Find Site link to add subcontractors. 
 
Click Find Site  



Select the product located at the site you 
want  to provide  Subcontractor access  



Input one or more of the following , Location Name, Address, City, State or 
Postal Code, then click Search 



Search for locations in 
Texas, for example, 
then double click the 
desired location you 
want to provide 
subcontractor access. 



Select  “Third Party Support” 



Select  “Subcontractor” 



george@guyettec.com 

Enter the Subcontractor’s email address, then 
select “Add Technician” 



Confirmation of the previous action.  
Click “Ok” 



Displays that George is the only technician from the 
subcontracted company, that is allowed to work on 
this location 



To enable Third Party Support for all technicians 
of a subcontracted associate please go to the 
next slide 
 



Select  “Third Party Support” 



Click “Add Entire Company” 

Add the email 
address of any 
associate technician 
who works for the 
subcontracted 
company 



Confirmation of the 
previous action.  Click “Ok” 



Now all 2400 IPX certified  associate technicians of the 
above  associate can work on this site and receive 
support from NEC NTAC Support. 
 
If there are  any Token charges associated with an 
Incident Report for this location, then the NEC 
Associate who owns the location will be responsible 
for providing Tokens to NTAC. 

Subcontractors can be deleted 
from the site by selecting the 
specific company or technician 
below, then click Delete 



Reporting 



Advanced Ticket Tracking:  
Each technician will be able to see a full 
and complete history of tickets opened 
against each of their locations.  Associate 
Management will be able to report on 
activity from all their Technicians.   
This helps to identify trends and it 
provides the ability to view the complete 
support history for a specific site. 



Associate Management can run the preconfigured 
reports below or customize and save their own 
report.   



To Create a custom 
report, click Create 
New Report 



Select the items desired from the “Data 
Columns” area to report on. 

The “Add Filter” button can add 
technicians,  time an Incident Report 
has been open and much more. 

Remove the “My Assigned” 
by clicking the X, this will 
include all technicians for 
your organization  



Selecting the Add 
Filter button will give 
you many options, 
such as Technician  

Type the name of technician and click on 
desired name then click OK 



Title the report Select a Format, then 
click “Run Report” 



Click Download the Report or Run the Report 



Sample report from the selected 
criteria .  If the Report format 
you selected was HTML, then 
you can click on the Hyper Links 
to open the Incident Report. 



Associate Notifications: 
Upon creation of an Incident Report, IRMS will notify the 
Associate Technician by email with a copy of the Incident 
Report.   Any updates made to the Incident Report by NTAC 
will also trigger an email notification to the Associate 
Technician. 
If the Incident Report is in an “Associate” Status, which means 
NTAC is waiting for input from the Associate Technician, then 
IRMS will automatically set a “Follow Up”  date on the 
Incident Report and email the Associate Technician on this 
date.  This Follow Up time is calculated by the Status and 
Severity of the ticket and ranges from 1 – 10 days. 
If the email goes unanswered, IRMS will email the Associate 
Technician and Associate Management each day until an 
update is made to the Incident Report. 



NTAC Notification: 
A similar notification structure happens when the 
Associate Technician updates an Incident Report. 
When updated, the Incident Report enters the NTAC call 
queue with the same priority as a voice call, then 
delivered to the next available NTAC Engineer. 
When the Incident Report status is set to “NTAC”, 
meaning it is waiting on action from a NTAC Engineer, 
and the Follow Up date elapses, email notifications are 
generated to the NTAC Engineer who is assigned to the 
ticket.  If there is no update from the Engineer, then 
NTAC management is notified the following day. 



Thank You 


