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First of all – Upcoming changes in IT infrastructure

• CDCB is undergoing a major IT upgrade

• Until now, most of work “behind the scenes” (improving operations infrastructure)

• This phase is almost over

• Upcoming improvements impacting you:

• Redmine – Documentation and ticketing system

• New webserver under testing

• New website under development

• Login page – personal username and password

• Secure FTP (SFTP) server, detached from website. Same users, new passwords. One-by-one registration.

• Old (and not crypted) FTP connections will not be allowed – SFTP client required (e.g. FileZilla, or similar)

• Failover systems for webserver, sftp and redmine services.

• LONG TERM: new querying system



Redmine
• Redmine is a project management and issue tracking tool.

• cross-platform, 
• open-source, 
• web-based
• Flexible

• A single Redmine box can contain - and usually does - multiple public or 
private projects that are managed independently. 

• CDCB (internal) documentation system.

• Today we’ll cover: “CDCB Nominator portal” project
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CDCB Nominator portal
• The “CDCB Nominator portal” is a project that will serve both as 

nominator-specific documentation (public) and customer service 

(restricted) hubs. 

• more effective in updating customer service-related information and 

documentation

• more effective in providing customer service (internal decision on 

responsible, tracking of activity, integration with documentation)

• Compartmentalized user access: private (by company) access to 

tickets.



Access to CDCB Nominator portal

• https://redmine.uscdcb.com

• https://redmine.uscdcb.com/projects/cdcb-customer-service

https://redmine.uscdcb.com
https://redmine.uscdcb.com/projects/cdcb-customer-service


The CDCB Nominator portal 

https://www.redmine.org/guide (EXTERNAL)

https://www.redmine.org/guide


Overview menu (view only)

RESTRICTED PUBLIC (but no access 
to any information)



Overview menu (view only - compartmentalized)

Test_user (company A)

Test (company B)



Activity menu (view only)

RESTRICTED (and compartmentalized)



Issues menu

• Will see it later…



Documents menu (view/download only)

PUBLIC



Wiki menu (view only)

PUBLIC

https://redmine.uscdcb.com/projects/cdcb-customer-service/wiki

https://redmine.uscdcb.com/projects/cdcb-customer-service/wiki


Issues menu (tickets) 

RESTRICTED (and compatmentalized)



Creating, editing and interacting with “Issues” 
(tickets)

• 2 possibilities:

• Via browser (requires login to Redmine)

• Via email (similar to what you already do…)

• Both can be used – you choose.

• Only registered users can interact with this section

• Communicate with me & Kaori in case of change of personnel in your 

company!



Creating issues via browser (redmine)

Do not use



Need to keep adding content via browser
(e.g. a reply?)



• A much simpler way to interact with the ticketing system 

• No change in current practice.

• To create a ticket (i.e. “issue”) in redmine from email, 

• Compose a new email with the following specs: 

• A specific email address (redmine@redmine.uscdcb.com)

• Tracker will be automatically assigned (“Tracker: Support”)

• A specific title of the email (will be the title of the issue – “Subject”)

• A body of the email (the text), where you explain the request (“Description”)

• You can cc registered users that will get notified each time an update on the ticket is 

created (“Watchers”)

• You can attach files to the email (up to 5Mb)- (“Attachment”)

Creating issues via email

mailto:redmine@redmine.uscdcb.com


Managing issues via email

IN



All messages get registered and notified via email 
and in redmine

Kaori replied… I get an email History record in redmine



Need to keep adding content (e.g. a reply?)
• Just reply to the email…

• DO NOT change the Subject

• DO NOT write below the line that says “ --- Reply above this line ---”

In redmine…
(I get an email notification 

from redmine as well)



Conclusion
The benefits of this system are multiple: 

• Documentation and tickets are referable directly by both users and CDCB staff (e.g. links and snapshots of 

documentation can be included in the reply directly); 

• Access to the new ticketing system can be via browser (e.g. username and password on redmine platform) or via email. 

Minimal impact on the user.

• Users will have one single access point for any request to CDCB; 

• Private, centralized management of tickets allows better response to the clients. 

• Automated tracking system allows users and CDCB staff to recover past discussions or tickets and their threads. 

• Documentation is public and directly modifiable by any CDCB staff (not requiring update to webpages and changes to 

webservers).

CDCB will maintain both redmine and email requests for a short starting period. After this initial period is concluded, CDCB will only 

accept requests through Redmine. 



THANK YOU FOR YOUR ATTENTION
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