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One of the ways to get help and support when using CSUBUY is to enter a support ticket. The support ticket system is
powered by Optimize, which tracks and manages all aspects of the support.

This Quick Reference Guide (QRG) provides instructions on how to use Optimize for CSUBUY Support, including:

e How to submit a CSUBUY support ticket
e Viewing and updating CSUBUY support ticket
o Tips & tricks

How to Submit a CSUBUY Support Ticket

1. From the CSUBUY Shopping Home page, under CSUBUY Resources, click on “Open a Ticket using Optimize”.

ESUB_EV@ Al Search (Alt+Q) Q  o00USD W (VAL 4 2

Shop * Shopping Home Page

Shop

Orders

Organization Message

General Announcements

Contracts Welcome to Procure-to-Pay (P2P) in CSUBUY!
CSUBUY GENERAL ANNOUNCEMENTS:

YYour Chancellor’s Office P2P Project Team, in collaboration with the CSUBUY Core Project Team, has worked NOTE:
Qgﬁgﬁfé's extremely hard to build and launch this system for everyone. As you begin using the application, you may experience

some technical challenges, and we kindly ask for your patience and understanding during this transition period [4721/26] Update to DeptiD validation to better align with accounting rules:
Suppliers Training and Resources o DeptID NOT required for asset/liability accounts (accounts starting with 1-2)

= Transactions will route for Accounting Review

For upcoming live training sessions, pre-recorded sessions, and training materials, please visit: = NOTE: Use this option only if your BU uses Fund/Project for DOA approval. If DOA is set at DeptiD, do
Sourcing @ Procure-to-Pay (P2P) | California State University, Office of the Chancellor Procure-to-Pay (P2P) | California State not remove it—continue using the Direct Pay Restricted Use form and collect DOA upstream.

University, Office of the Chancellor o DeptID still required for expense accounts (accounts starting with 6)

= Missing DeptID will result in an error
Supplier Registration and Support

Reportin,
porting [4/6/26] Supplier Registration and Request tumaround currently averages 67 business days due to new campuses

We've been working closely with suppliers to ensure they are registered and activated in CSUBUY with current onboarding.

information. Some suppliers may still be completing this process, so any additional encouragement you can offer will

be greatly appreciated. [4/6/26] UPDATE Chartfields: Following the March COMR (CFS update), intermittent issues occurred with
inactivating existing or adding new chartfields. A fix was implemented the evening of 4/3. Please review any prior

If you do not see your supplier listed, please: data issues and confirm current status. DOA360 data has also been updated—new requisitions should now route to
the approvers listed in the CFS DOA360 module. Thank you for your patience as the team worked through the

«  Submit a supplier request, and/or technical solution for this integration issue. Please continue to report any chartfield or DOA360 data that does not

appear in CSUBUY as expected
«  Encourage your supplier to register in the application. . .

QUiCk Lk @ CSUBLY Resources @

Favorites B Suppliers | Categories | Contracts View Carts © Open a Ticket Using Optimize
simple  Advanced My Requisitions @ CSUBUY Training Library \
My Purchase Orders
Search for products, suppliers, forms, part number, etc. Search for a Supplier

Request New Supplier

If you are unable to access CSUBUY, then you can navigate directly to the .

2. This takes you to the CSUBUY Ticket intake form within Optimize.

=
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L
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3. Complete all required fields of the CSUBUY Ticket form and click Submit.
Note: * (asterisk) are required fields.
A draft ticket can be saved for later, if desired.

-

) PTIMIZ Search

Q MyTasks My Requests My Favorites M (M) « Tours
Technology Services v Academic and Student Affairs ~ Accounting  Hospitality and Event  Human Resources
CSUBUY Ticket v ‘ = Save as Draft
Submit

* Indicates required

*Category Required information
- None -

(Category | [Sul

*Subcategory

-- None --

*Short Description (Issue Title)

*Description

Add attachments

Choose a fileor drag it here
Copy and paste clipboard files here.

4. TIP: Recommendations for entering a ticket:

e Select the Category and Subcategory that best fits the issue. Scroll to see the complete list of categories.
e Provide enough information for the support team to effectively troubleshoot the request.

e Include specific details of the issue. Examples: name of impacted user, error message received, document
number (requisition, purchase order or voucher), supplier name, campus or business unit, etc.

e Ifapplicable, include a screenshot as an attached file.

5. Ticket routing

Depending on the category and subcategory listed, the ticket may route to the CSUBUY support team at your

campus, or other systemwide CSUBUY support teams. If necessary, the ticket may get escalated to additional teams
for support and resolving the issue.
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Viewing and Updating a CSUBUY Support Ticket

1. After you submit the ticket, you will be redirected to the ticket view.
Ticket number. A CSUBUY Ticket starts with “P2P”. Use this as reference in communication.

b. Activity tab: You can leave a comment by entering your comment in the message box and click Post.

Comments from support team members may also be listed here. This is an easy way to Communicate with

the CSUBUY Support Team(s).
¢. Attachments tab: You can add an attachment by clicking on the paperclip icon or drag and drop files.
Details tab: This shows information from the original ticket submission.

Home » My Request - P2P0001017

Number Created Updated State

P2P0001017 o justnow just now Open

Requisition 2400000000 is stuck in workflow

¢ o ¢

Activity Attachments Details
Type your message here... m P
Michael McNairn © just now
MM
P2P0001017 Created

2. Notifications
e You should get email notifications from Optimize for the creation and updates to your ticket.
e From the email you can, “View your ticket in the CSUBUY Support Portal: LINK”
e You may reply to the email and your comments will post to the ticket’s activity tab.

3. When the ticket is resolved, you have a chance to validate and comment on the ticket for confirmation.
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Tips and Tricks
1. Optimize is an issue tracking software which supports tickets from many systems across the CSU. CSUBUY is just one

of those systems.
a. The recommended way to enter a CSUBUY support ticket is to start from the CSUBUY Shopping Home Page
and click on .
b. If you are unable to access CSUBUY, then you can navigate directly to the

If you are on the Optimize home page, you may see the quick link of “Create a Case”.

This is a general case which creates a general ticket starting with “GC”. These tickets route to a central CSU team
who re-route them to different support teams. While the ticket may eventually reach the CSUBUY team, it does not
have the required category or subcategory fields. It may cause additional delays to resolve an issue.

Entering a general case for a csubuy ticket is not recommended.

Tip: Favorite the CSUBUY Ticket. This will ensure you enter the correct ticket for CSUBUY Support.
a. When on the CSUBUY Ticket, click the heart to make it a favorite
b. Access your favorites from the Optimize top menu
c. Find the CSUBUY Ticket form in your list of favorites.

CSUBUY Ticket o v ‘ Save as Draft |

* Indicates required

* . . .
Category Required information

‘ -- None -- ‘ v ‘ | Category | | Subcategory |
| Short Description (Issue Title) |

*Subcategory
| Description |

‘ -- None -- ‘ v ‘

-
- { PTIMIZ Search Q My Tasks My Requests| My Favorites ‘ MM ) & Tours

Technology Services w Academic and Student Affairs Accounting Hospitality and Event Human Resources

°

Home > My favorites

My favorites

Browse favorites Sort by | Date added (newest) | . |

(& Request L 4

CSUBUY Ticket o
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4. Tip: find the CSUBUY ticket within a general case form.
a. If you start a general case and discover that you really wanted to report a CSUBUY issue, type “CSUBUY” in
the Short Description. A CSUBUY Ticket link will show in the Search Results.
b. Click on Open to open the CSUBUY Ticket. A pop-up window may remind you that if you leave the page,
changes will be lost. Click Leave because you are abandoning this form to use the recommended CSUBUY
Ticket form.

Create a Case Qo ' Save as Draft |

Cases are used for general requests, questions, or issues. Please provide as much detail as possible.

If you are not sure about which service to select, just leave it blank and the case will be routed to the appropriate

support team for routing. Required information

* Indicates required

Requested By *Campus

 ©®  Michael McNaim (CO) x  ©®  CSU Chancellor's Office x| v |
Phone @ Location @

Service @

*Short Description

‘i CSUBUY |

* Description

Search Results A

CSUBUY Ticket

| Open | 0

5. Tip: “Tours” is a quick online help guide to show and explain features for the selected page.
Access Tours from the Optimize top menu on the far right.

My Tasks My Requests My Favorites M (MM) « | Tours
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6. Tip: Find your submitted tickets.
a. From the

{zel =
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How to Enter a Support Ticket

, find “My active items”, then click on “Requests”

>

b. Find all your Submitted Requests (could be for any CSU system, not restricted to CSUBUY).
c. The Drafts tab lists your saved, but unsubmitted draft tickets.

Quick links

Create a Case

Home » Requests

My Requests

Submitted requests Drafts

6 &

Request

P2P0001035

CSUBUY - Access & Profile
| get an error when | log into CSUBUY
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My active items

o

(# Requests

Showing 4 of é requests

Open
P2P0001035

CSUBUY - Access & Profile

View | Open requests v‘ ‘ Search open requests

State Updated

Open © 10d ago
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