
Support Portal



Overview
Retail backbone is introducing a support portal for the 
following reasons:

Better organization of requests from Retail Backbone Clients
● Request only tracked via email can get lost in the shuffle. This 

introduces a ticketing system with statuses, comments, 
assignments, etc.

Facilitate communication between Developers and End Users
● Developers can leave comments on tickets that will automatically 

appear within the customer help desk portal. Customer 
comments will appear on developer ticket

● Email can still be used. Tickets can be created via email. 
Comments from developers will send email notifications. Replies 
to these notifications will create comments on associated ticket.

Enhanced visibility
● End users will be able to see all tickets they have created and 

their statuses. Other end users can be added to tickets as 
‘participants’ and for a birds eye view of ongoing tickets across 
staff

Important Links to Bookmark

Support Portal URL
● https://retailbackbone.atlassian.net/servicedesk/

Portal Email Address:
● alssupport@retailbackbone.atlassian.net
● Emails sent to this address will automatically create a ticket

Please note the portal and the email address are only 
accessible AFTER creating an account via the invitation sent 
to your email address.

Please do not report any new issues or requests to 
support@retailbackbone.com

The ‘Contact Support’ button that is embedded within Retail Backbone can still be used to 
report bugs. It will create a ticket within the Support Portal

https://retailbackbone.atlassian.net/servicedesk/
mailto:alssupport@retailbackbone.atlassian.net


Access Retail Backbone Help Center
https://retailbackbone.atlassian.net/servicedesk/

● You should already have received an 
invite to the Help Center via email

● Login using email and password

● Accounts for staff are free and can be 
created by send a request to 
chris.bitner@als.com

https://retailbackbone.atlassian.net/servicedesk/
mailto:chris.bitner@als.com


Create Ticket
● Create ticket by clicking appropriate link

○ Bug

○ Feature Request

○ Support Question

● Please note the ‘Search for information’ is 
not currently populated and will be used in 
the future.



Example Flow - Bug Creation



Example Flow - View of Created Ticket

Notice the Status column on the right and the Activity section in the bottom middle



Example Flow - Comments with Developers



Example Flow - Completed Ticket

Ticket is completed and status has changed to ‘Closed’



Example Flow - Seeing All Tickets

Click profile picture in top right corner and then ‘Requests’


