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GTT Case Creation API Call Flow GTT Case Creation API Call Flow 

List Services List Categories

***Important***
Generic Network ID (GNID) is required for Case Creation 

and Service identification in GTT’s back end systems

Create Case

Case created

Note: 
If you store Services and Categories in a configuration table, 
please remember to periodically run these calls to keep your 

tables updated. 

Lists all active 
services 

Provides Service ID’s and details – 
• Generic Network ID (GNID)
• Service Type
•  Customer Friendly name (CPON)
• Site Address
• Customer Name in GTT’s system

Lists all case 
categories

Provides case categories which are 
available and indexed in the appendix 
file “Category – Subcategory API map” 

of the API technical document

Creates 
Incident / 

Request case

Using retrieved data from 
List services and List 

Categories API calls – Case 
creation can now be 

completed with this call



GTT Case Update API Call Flow GTT Case Update API Call Flow 

List cases List case update

List attachements

No

Lists all cases 

Are you using 
Webhooks?

Yes

Returns a list of all 
customer facing 

updates

Review 
attachments?

No

Are you 
searching by  

case number?

Single Case details 
by ID

Yes

No

Provide GTT with 
URL

Able to use Basic 
authentication

Yes
List Webhook 
Subscriptions

White list GTT IPsNo

• Provides all cases up to 
6months old by default. 

• Can limit cases pulled with 
specific parameters  - see tech 
doc. 

List Webhook 
Subscriptions

Subscribe for 
webhook

Subscribe for 
webhook



GTT Case Update API Call Flow GTT Case Update API Call Flow 

List cases Add Comment

Upload 
attachement

Lists all cases 

Yes

Addes a new working 
note for GTT in case

Upload 
attachment?

No

Are you 
searching by  

case number?

Single Case details 
by ID

Yes No

• Provides all cases up to 
6months old by default. 

• Can limit cases pulled with 
specific parameters  - see 
tech doc. 

Add comment No

Update with 
You / customer 

ticket reference?

yes Update case

Requirement to
 Close / Cancel Case

Request Case 
Closure 



API Transactions WorkflowAPI Transactions Workflow

Third Party SystemThird Party System APIAPI GTTGTT

List Cases GET
Returns a list of cases for a 

namespace

Single Case Details
by ID

GET Returns all details for a single case

List Case Updates GET
Returns a list Customer facing 

notes

List Case Attachments GET
Returns a list of Attachments for a 

single case

List Services GET
Returns a list of active services for 

a namespace

List Categories GET
Returns a list of Category / 
Subcategory combinations

Create Case POST
Creates a new case in the GTT 

System

Update Case PATCH
Updates the Customer Ticket 

Reference in the GTT case

Upload Attachment POST Uploads a file to the GTT case

Process Notification
POST

to provided URL
Case Create Webhook

Response is only captured as an unactionable text to support troubleshooting

Add Comment POST
Adds a new Working Note to the 

GTT case

Process Notification
PUT

to provided URL
Case Update Webhook

Response is only captured as an unactionable text to support troubleshooting

Request Case Closure PATCH
Adds a new Working Note to the 

GTT case

Update Webhook Subscription PUT
Updates Endpoint URL and/or 

credentials for push notifications

Subscribe for Webhook POST
Adds Endpoint URL and credentials 

for push notifications

List Webhook Subscriptions GET
Returns a list of webhooks 

subscriptions for a namespace



Cate Type IncidentCate Type Incident
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State “New”
Case Created

State “In Progress”
GTT action

State “Pending”
Client action required

State “Resolved”
No action required, 

unless customer 
Rejection

State “Closed”After 24h

Resolution Rejected

State “In Progress”
GTT action

State “New”
Case Created

State “In Progress”
GTT action

State “Force 
Majeure”
On Hold

State “Resolved”
No action required, 

unless customer 
Rejection

State “Closed”After 24h

Resolution Rejected

State “In Progress”
GTT action

State “New”
Case Created

State “In Progress”
GTT action

State “Resolved”
No action required, 

unless customer 
Rejection

State “Closed”After 24h

Resolution Rejected

State “Monitoring”
Up to 1 week

State “New”
Case Created

State “In Progress”
GTT action

State “Pending”
Client conformation 

required

State “Resolved”
No action required, 

unless customer 
Rejection

State “Closed”After 24h

Resolution Rejected

Confirmed or
No response for 36 hours

State “New”
Case Created

State “In Progress”
GTT action

State “Resolved”
No action required, 

unless customer 
Rejection

State “Closed”After 24h

Resolution Rejected

State “New”
Case Created

State “In Progress”
GTT action

State “Resolved”
No action required, 

unless customer 
Rejection

State “Closed”

Resolution Rejected

State “In Progress”
GTT action

State “Resolved”
No action required, 

unless customer 
Rejection

After 24h

Resolution Rejected

State “New”
Case Created

State “In 
Progress”
GTT action

State “Resolved”
No action 

required, unless 
customer 
Rejection

State “Closed”

Resolution Rejected

State “In 
Progress”
GTT action

State “Resolved”
No action 

required, unless 
customer 
Rejection

Resolution Rejected

State “In 
Progress”
GTT action

State 
“Resolved”
No action 

required, unless 
customer 
Rejection

Resolution Rejected

State 
“Monitoring”

After 24h

State “New”
Case Created

State “In Progress”
GTT action

State “Resolved”
No action required, 

unless customer 
Rejection

State “Closed”After 24h

Resolution Rejected

Rejected

Issue Persists

State “New”
Case Created

State “In Progress”
GTT action

State “Pending”
Client conformation 

required

State “Resolved”
No action required, 

unless customer 
Rejection

State “Closed”After 24h

Resolution Rejected

Confirmed or
No response for 36 hours

Rejected

Service outage caused by severe weather or 
other external circumstances.

Service performance is back to within agreed 
parameters, but under close monitoring to 
confirm that the service will remain within 

thresholds before firm resolution.

Customer has requested an extended period of 
Monitoring before closing the case.

Service appears to be operating normally, GTT are waiting for your confirmation. GTT will contact you up 
to three times over a 36-hour period. If we do not receive a response, we will assume the service is 

working as expected and will proceed with case resolution.

Service appears to be operating normally, GTT are waiting for your confirmation. GTT will contact you up 
to three times over a 36-hour period. If we do not receive a response, we will assume the service is 

working as expected and will proceed with case resolution.



Case Type RequestCase Type Request
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State “New”
Case Created

State “In Progress”
GTT action

State “Resolved”
No action required, 

unless customer 
Rejection

State “Closed”After 24h

Resolution Rejected

State “New”
Case Created

State “In Progress”
GTT action

State “Pending”
Client action required

State “Resolved”
No action required, 

unless customer 
Rejection

State “Closed”After 24h

Resolution Rejected

State “In Progress”
GTT action

State “New”
Case Created

State “In Progress”
GTT action

State “Resolved”
No action required, 

unless customer 
Rejection

State “Closed”After 24h

Resolution Rejected

State “Pending”
Conformation 

required

Confirmed or
No response for 36 hours

Rejected

State “New”
Case Created

State “In Progress”
GTT action

State “Resolved”
No action required, 

unless customer 
Rejection

State “Closed”After 24h

Resolution Rejected

State “Monitoring”
Up to 1 week

Rejected



State Transition MatrixState Transition Matrix

Current StateCurrent State Most Probable Next State(s)Most Probable Next State(s)
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New

In Progress

In Progress Monitoring

Resolved

Pending

Pending

Resolved

In Progress

Force Majeure

Resolved

Pending

Monitoring

In Progress

Resolved

Resolved

In Progress

Closed

Closed

Cancelled

None

Pending
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