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DISCLAIMER 

This document is the proprietary and exclusive property of PelicanCorp Pty Ltd except 
as otherwise indicated. No part of this document, in whole or in part, may be 

reproduced, stored, transmited, or used for design purposes without the prior 
writen permission of PelicanCorp Pty Ltd. 

The informa�on contained in this document is subject to change without no�ce. 

The informa�on in this document is for informa�on purposes only. PelicanCorp Pty 
Ltd disclaims all warran�es, express or limited, including, but not limited, to the 
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1. Website Assistance

1.1 How does PositiveResponse work? 

Using Posi�veResponse is simple for both U�lity members and Excavators. Posi�veResponse is accessed by 
members via the PelicanPortal. Members will need to be registered within the PelicanPortal to use the service.  
Registered members will have a Posi�veResponse menu op�on under the Opera�ons tab on the le� of the screen. 
When clicked the user will need to search for the relevant sta�on code in the search box.   

It is possible to also automate the process of responding using your �cke�ng service. Please contact OCW for 
more details. 

• Excavators lodge an inquiry through
CBYD, all enquiries affec�ng the
Members sta�ons are then created
as �ckets in Posi�veResponse.

• Open PelicanPortal

• Select the sta�on code for which you
wish to view the �ckets

• The default view is Unassigned
Tickets.  Emergency and other
urgent �ckets are displayed on the
top of the list.

• To assign a response code select one
or more �ckets Select a response
code

• Add any comments regarding the
response (note that these comments can be for internal use only and not passed to the Excavator or 
shared with the Excavator as required).

• The response codes are then sent to the Excavators are no�fied when a response code has been 
received from every expected member

• Tickets that have previously been responded to can be found via the search func�on.

• Response codes can be updated by the Member as needed.

• Once a �cket is closed (the work is complete) by the Excavator it can no longer have its response code 
updated by the Member.
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1.2 Getting Started 

1.2.1 How do I access PositiveResponse if I am a member? 
Posi�veResponse is accessed by members via the PelicanPortal. Members will need to be registered to use the 
Posi�veResponse service. Registered members will have a Posi�veResponse menu op�on under the Opera�ons 
tab on the le�-hand side of the screen. 
 
 

 
 
 

 When clicked, you will need to select the relevant sta�on code to view the �ckets for that sta�on code: 
 
 

 
 
 
 
This will open the list of �ckets for that company for that sta�on code. The default view will be those �ckets that 
have a status of Unassigned (�ckets that have not had a Response Code assigned to them): 
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You can click the Response Code Filter to change the view to filter by another Response Code type: 

 
 

1.2.2 How do I search for a ticket? 
Once you have opened Posi�veResponse you will have a variety of filters you can search by at the top of the 
screen: 

 
You can search by sta�on: 

 
By Response Code: 

 
Or by the Search By drop down allows you to search by a date range, individual �cket number or work loca�on: 
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1.3 Response Codes 

1.3.1 How do I update a Response Code? 
Select the �cket you wish to assign the response code to. Next, click the Assign response code buton next to the 
search fields and a popup panel will appear from the right side of your screen with the Contractor’s details, the 
Worksite details, and the Response Code and History sec�ons: 

Select the relevant op�on from the drop-down menu and fill in the notes (you can choose to have these 
notes visible to the Excavator or not by clicking on the checkbox below the Notes box): 

Then click the Assign response code buton. This code will be sent through to the Contractor’s Posi�veResponse 
system, and the �cket within PelicanPortal will be moved from the Unassigned list to the selected Response Code 
list. 

1.3.2 Can I update multiple Response Codes simultaneously? 
Yes, you can update mul�ple �ckets at the same �me but only with the same response code. To do this, select all 
the �ckets you wish to assign the same response code to and fill in the notes (you can choose to have these notes 
visible to the Excavator or not by clicking on the checkbox below the Notes box). 

Then click the Assign response code buton. Select the desired response code from the drop-down menu, then click 
the Assign response code buton: 
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These codes will be sent through to the Excavators’ Posi�veResponse systems, and the �cket within PelicanPortal 
will disappear from the Unassigned list and be added to the relevant Response Code list. 

1.3.3 Can I change a Response Code? 
Yes, you can change response codes at any �me.  Simply select the �cket you wish to update, click the Assign 
response code buton, select the relevant op�on from the dropdown menu, then click the Assign response code 
buton. 

1.3.4 What do the different Response Codes mean? 
Users can assign one of nine Response Codes to a �cket: 



Posi�veResponse Training BookletPosi�veResponse Members Zendesk Ar�cles 1.6
8 

2. FAQs

2.1 What if I am not a registered member of PositiveResponse? 

If you are not a registered member, you will see the following message when you click to open Posi�veResponse 
using the menu op�on on the le�: 

You can subscribe to Posi�veResponse by contac�ng One-Call of Wyoming and asking for your company to be 
subscribed to the Posi�veResponse service. 

If your organiza�on is subscribed to the service, and other users have access, please ask your Administra�on user 
to add you to the Posi�veResponse service. 

2.2 Why can I only see tickets where the Response Code is 
Unassigned? 

We have filtered your view to only the �ckets that have not been responded to by default. Users can click the 
Response Code Filter to change the view to show another Response Code type: 

The view will update to list all �ckets that meet that criteria. 

2.3 How is the Due Date calculated? 
The due date is set as the day the work is to commence, this is determined on the �cket when it is created in 
One-Call of Wyoming. 
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