
Link Tickets to Problem 

 

Applies To: SharePoint Online  

Application Type: NITRO Help Desk 

Description 

 
We can link open Tickets to problems that have been already identified. This will help us in grouping 
of similar Tickets under the common problem. 
 

Advantages of linking Tickets to a problem 

 

- Team can read additional information that was recorded as part of the original problem. 
- Reduction of turnaround time for resolution of Tickets.  
- Identifying trends and providing better insight into recurring issues. This results in improved 

focus towards frequently occurring issues. 
- Improved customer service. 

 

Link Tickets to Problem feature is available in Nitro IT Helpdesk applications. This feature is 
configured using Nitro Forms and NITRO Custom Actions and can be customized if needed. 

There are different ways to link Tickets to Problem. 

1. ‘Link Tickets to Problem’ custom action in Problem List 

2. From Ticket edit form in Tickets List 

3. ‘Create Problem’ custom action in Tickets List 
4. ‘Link to Problem’ custom action in Tickets List 

 

Detail of all different ways to link Tickets to Problem 

1. Link Tickets to Problem custom action in Problem List  
• This custom action is configured on ‘Problems’ list and will be invoked on the Problem 

with which Tickets needs to be linked. 
• When action is invoked, it will prompt the user to select the ‘Open Tickets’. 
• Select single or multiple Tickets to link with Problem. 
• Selected Tickets will be linked to Problem on which custom action is invoked. 

Instructions for Link Tickets to problem custom action  

1. Open a Problem to link Tickets from Problems list view. 

Go to Home Page -> Go to Quick launch on Left Side -> Navigate to Problem Header -> Click All 
Problems to open Problems List View 



 

 

2. Click ‘Link Tickets to Problem’ custom action button from Problem display form as shown 
below: 

 

 

3.  ‘Get Open Tickets’ dropdown shows all the open Tickets. 



 

 

4. Select single or multiple Tickets from this dropdown that you want to link with Problem. 



 

 

5. Worklog of Problem gets updated when a Ticket is linked with Problem. 

 

 



6. ‘Related Problem’ column of all linked Tickets gets updated, and it will contain the Problem 
with which Ticket is linked. 

 

 

 

2. From Ticket edit form in Tickets List View  
- Problems can be linked to Ticket from Ticket edit form. 

Instructions to link Tickets to Problem from Ticket edit form 

Go to Home Page -> Go to Quick launch on Left Side of Home page -> Navigate to Tickets Header 
-> Click ‘All Tickets’ to open Tickets List View 

1. Edit a Ticket to link with Problem from Tickets list view. 

Click on three dots eclipse of Ticket -> from dropdown select ‘Edit’ 



 

Selected Ticket ‘Edit Form’ will open. 

2. Navigate to ‘Related Items’ tab and select the Problem from ‘Related Problem’ dropdown as 
shown below: 



 

3. Selected Problem is linked to the Ticket as shown below: 



 

3. Create Problem custom action in Tickets List 
• This custom action is configured on ‘Tickets’ List. This action will be invoked on the Ticket 

to create new Problem. 
• A new window is opened with Problem New form. In this form ‘Category’ and ‘Issue 

Type’ columns data gets populated from Ticket on which custom action is invoked. 

Instructions for Create Problem custom action in Tickets list 

1. Open a Ticket from Tickets list view to create new Problem. To open a Ticket : 

Go to Home Page -> Go to Quick launch on Left Side of Home page -> Navigate to Tickets Header 
-> Click ‘All Tickets’ to open Tickets List View 

 



 

 

2. Click on three dots eclipse on right side of Ticket display form. From the dropdown click 
‘Create Problem’ custom action button as shown below: 

 

 

3. New Problem form will open in separate window with ’Category’ and ’Issue Type’ populated 
from Ticket on which custom action is invoked. Enter detail and click ‘Save’ button to create a 
problem. 
 



 

 

 

4. Link to Problem custom action in Tickets List 
• This custom action is configured on ‘Tickets’ list and will be invoked on Tickets with 

which existing Problems needs to be linked. 
• Tickets list has a ‘Related Problem’ lookup column pointing to (Problems) list.  
• When action is invoked, it will prompt the user to select the ‘Related Problem’. 
• Selected problem will be linked to Ticket on which custom action is invoked. 

 

Instructions for Link to problem custom action 

1. Open a Ticket to link with Problem from Tickets list view. To Open a Ticket: 

 



Go To Home Page -> Go To Quick Launch on Left Side of Home page -> Navigate to Tickets 
Header -> Click ‘All Tickets’ to open Tickets List View 

 

 

 

2. Click ‘Link to Problem’ custom action from Ticket display form as shown below: 

 

 

 

3. A ‘Related Problem’ dropdown shows all the open problems. 



 

 

4. Select a Problem from dropdown to link with the Ticket. 

 

 

5. Worklog of Ticket gets updated when a Problem is linked with Ticket. 
 

 

 

 



6. ‘Related Problem’ (lookup column to Problems List) of the Ticket gets updated and it will 
contain Problem which is linked with Ticket. 

 

 

7. Worklog of Problem (selected in ‘Related Problem’ of Ticket) gets updated. It will contain the 
‘Ticket Id’ of Ticket linked with the problem. 
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