Reply to the person who reported it
The comment thread on a ticket is the only thing that reaches the person who reported the fault — who each comment notifies, what you may edit afterwards, and why a status change is not a reply.
2026-08-25   ·   https://offision.com/help/en/support-staff/reply-to-the-person-who-reported-it/
Somebody reported a fault and is now waiting to hear. Nothing you do to the
ticket's status will tell them. A comment will.
What actually reaches whom
[image: ]
Of the three things you can do to a ticket, only one reaches the person who reported it.
That is the whole notification story from the staff side, and it surprises people
about once per deployment. Offision emails when a ticket is reported and when
one is assigned; every other announcement about a ticket is a comment. The
full picture, including who is emailed at reporting time, is
who gets told.
Open the thread
[image: ]
The comment thread on a ticket. Your own comments sit on the right.
The comment mark on a card — or on a row in list view — carries the number of
comments and opens the thread. Where a ticket already has comments, the most
recent one is quoted on the card face, and tapping that opens the thread too.
Type at the bottom and press  Enter  to send;
 Shift  +  Enter  starts a new line instead.
Who a comment notifies
Each comment is announced in the app to three groups at once, minus yourself:
1. the person who reported the fault — even if they have never commented, so
your first reply always reaches them;
1. whoever the ticket is assigned to;
1. everybody who has already commented on it.
The reporter sees it against their own report in the app, where the status is live
and the thread is readable. There is no email for a comment, so this is an
announcement to people who are in Offision, not a message to an inbox.
Fixing what you wrote
Your own comments can be edited or deleted; other people's cannot, and the buttons
are simply not there. An edited comment is marked Edited from then on, and
neither editing nor deleting notifies anybody — only a new comment does.
Write it before you close it:
Closing a ticket is silent. If the fix needs explaining — the part is on order,
the room is usable in the meantime, it was not actually broken — comment first
and close second. Once it is closed the reporter has no reason to look again.
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Comments
Green line down the midle of the projector

25, Aug 326 PM

Swapped the cable and tried a second laptop — the line is stil there, so itis

the projector.

25, Aug 326 PM

Replacement panel ordered, due Thursday. The room is usable in the

meantime.

Write a comment...





