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WELCOMETO
MANAGED SERVICES ONLINE!

Managed Service Online (MSO) is the fast, easy way to manage your Telstra Managed Products and Services. MSO allows you to interact with your
Telstra Managed Service Desk online across your contracted products and services for Incidents, Service Requests and How To Support.

This guide will help you navigate and complete critical tasks to benefit your business and provide tips to better utilise the application.

NEED MORE SUPPORT?

Additional information, such as the MSO user guide and Frequently Asks Questions (FAQs) are available online at Your Telstra Tools under the Help
and Resources tab.

You may wish to contact your Telstra Managed Service Desk via phone and consultants can assist you in using the application. The consultants have
access to view the same screen as to which you are having difficulty, and can either assist you in completing the task, and/or identify a fault and
manage that on your behalf.

You can also contact us via Online Chat or email.

CONVENTIONS USED INTHIS GUIDE

The following typographical conventions are used in this guide for simplicity and readability:

Web addresses. e-mail addresses and hyperlinks are shown in 4o/d italics. for example www. telstra.com.au/business-enterprise.

Button names and titles/features on your computer screen are shown in /#a/ics.

User input is shown in typewriter font.
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SECTION 1
MANAGED SERVICES ONLINE OVERVIEW

Managed Services Online (MSO) is the fast, easy way to manage your Telstra Managed Products and Services. MS0 allows you to interact with your
Telstra Managed Service Desk online across your contracted products and services for Incidents, Service Requests and How To Suppaort.

You may use MSO in addition to communicating with the Service Desk by phone, SMS, fax or email.

Note: The phone remains the best way to report high impact and critical issues to Telstra. Please call your Telstra Managed Service Desk with urgent
iSSLES

WHY USE MS0?

Managed Services Online offers:

e [onvenience: You have online access ticket, and knowledge articles as you need
o Accessihility: MSO gives you around the clock access to your Telstra Managed Services Desk
e  Productivity: Save time with unrestricted access to online services

e  Self Help: Reduce the time and need to call the service desk for routine and common enguiries

Features include:

e [reate and track active incidents

o View closed incidents and re-raise or duplicate tickets

e Track and view service requests

o [Dashboard of tickets including ability to create your own watchlist

e Precise search function to locate raised tickets

o Ability to search, view, print and share Knowledge Articles for How To Suppaort

e Individual log-in directly mapped to services and authorisation level assigned

e Pre-population of personal and service details to help lodge incidents quickly and accurately
o Access optimised for iPhone, iPad use whilst on the go

e |Intranet (Widget) access option to meet specific Company IT specifications and policies

OVERVIEW OF YOUR TELSTRATOOLS

MSD is an application within the Your Telstra Tools (YTT) section of the Telstra Enterprise website (www. telstra.com.au/business-enterprise).
Your Telstra Tools (YTT) is a secure online portal that will help you manage your Telstra accounts and services in one place for greater ease and

simplicity. You can place and track orders, manage accounts, view and pay invoices, manager your network service, analyse usage and trends - all
with less time and effort.
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Figure I Your Telstra Tools home page

Help and Resources contains to Your Telstra Tools and application support content including user guides and FAQs.

Your Profile allows users to manage their profile and user settings across all applications. You can elect to receive notifications by channel of
choice for different types of changes.
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RECEIVING NOTIFICATIONS

MSO notifications via email and SMS provide status updates to users as tickets progress through to completion. You can always track ticket

progress online via MSO.

To change your notification preferences for updates on incidents:

I Access the Your Profile page.

2. Click the Naotification & alert set up link in the Select Notifications and Alerts section.

HOME ORDERING NCIDENTS

LABORATION

FOR ORDER ONLINE

Your details
Here you are able to change your personal details, including

your contact details and secrel gsa

your password

Manage your users

In this section agministrators and auihonized representatives can manage user access, inciuding the
fosowing

© Replace the authorised representative

YOUR QUICK LINKS

You are able 10 sel up your own links 1o cammonly used pages for quick access. You can have a
maximum of sic quick links, and can delele and change them al any lime

Go 1o Your quick links set up

NOTIFICATIONS & ALERTS

Choose Now you would ke 1o be Kept up 1o Yate. Manage your setlings 1o receive emails and SMS
t documents changefbr nobfications arve

updales wien import,

DISPLAY SETTINGS

Customise your home page display 1o show the most mmportant mformation for you

Go 1o Display sellings

Figure 2. Your Profile page

3. Toreceive email notifications, click the check box under the Email column.

4. Toreceive SMS notifications, click the check box under the SMS column.
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Telstra Home  Personal  Business & Government Vielcome, Belinda (3 Log Out

& cUSINESS &ENTERPRISE Q

—
YOUR TELSTRATOOLS % contactUs

HOME || ORDERING || MANAGING SERVICES = INCIDENTS = SERVICEREPORTING = COLLABORATION | INVOICING = HELP & RESOURCES YOUR PROFILE

Your details » Home = Your profile > MNotifications

Your quicklinks

Notifications

' Notifications

Your display sefings Receive notifications when there is an update or announcement. Select the item you want to receive notifications about
play g by clicking on your preferred method(s) of receiving them.

Manage yourusers b

Notifications will be sent to the email address BelindaCole@officemart com and/or mobile phone number 0450364921

If you elect to receive SMS notifications, please ensure your mobile number is entered.

To change your contact details go to Your details.

Please note that this nofification service relates only to online self serve capabilities being provided to you through Your
Telstra Tools. Some systems provided via Your Telstra Tools manage notifications separately.

Item SMS  Email  Your Telstra Tools
Contact guide o ] a
1P Galeway ] ]
Planned outage notifications B B =
Contracts
* Contract or supporting document added to Under negotiation B B
* Feedback added to Under negotiation ] =
* Under-negotiation or variation contract finalised B B
« Contract or supporting document added to Finalised B B
Manggad
« Incidents updates, requesNg/orders updates 1] 1]
ice announcements
» Contract document ] ] ]
+ Emergency outage = = ]
* Miscellaneous document B B a
« Wonthly activation report update o o =
= Wonthly assurance report update = ] (]
* Senice announcement 0 o @
Your shared documents
* Wiscellaneous project management document =] = ]
« Project management customer acceptance repart B B B
* Project management plan ] ] ]
+ Project scope document ] ] ]
* Project score card complation reminder | | =)
« Project status report ] ] B
* Serice improvement plan updates [l [l =]

® Cancel and return to Your profile

Figure 3: Notifications page

For more information about Your Telstra Tools and MSO enrolment and user roles, please see MSO Enrolment User Guide.

OTHER INFORMATION

Each Your Telstra Tools session remains active for up to 2 hours, or 20 minutes of inactivity, whereby you will be presented with the login page to
re-authenticate yourself.
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SECTION 2
ACCESSING YOUR TELSTRATOOLS AND
MANAGED SERVICES ONLINE

Important information
You need to be registered to use Your Telstra Tools to use Managed Services Online. For information on registration to Your Telstra Tools, visit:
www.telstra.com.au/business-enterprise/account-services/ your-telstra-tools/index. htm

To log into Managed Services Online:

I Visit the Telstra Business & Enterprise home page at www.telstraenterprise.com.au.

Telibs  Panonsl  Dusness & Dferries Aol Talks BigPand *  Discases = A Baannby n
&  BUSINESS & ENTERPRISE

Budniei Produocts Husdlis  Edlesjebe Sohdiois Resourices L elghts  Acesam Sre,. ~~ Hole & Suppan

Atgm - Dusmass § Crirpms B i DEE_

BhE ARk
P g

FAST AND FREE DELIVERY —
FREE o [ee——
SHOP WOW E"’ -21& L_
- @

L—_«.
& BuEniEE Livi
el T 24T
Enerprige Lua
Chat
Urpews Enemet&DSL  FTempnom  Data Mswonn  Colmeecng  SmalliBusness  Dovsmment b= ciias

Figure 4: Telstra Business & Enterprise home page

2. Inthe Log in to Self Service dropdown on the right side of the page, select Your Telstra Tools for Enterprise.

- _
T Contsctus e  Helod puppodtw  Accound Setices
H LI

YOUR TELSTRA TOOLS

Register online

Log in Usemame

Mabile Ordering & Management
Using your business Business ID
) e Creler COnine & Fealire & Network

Password Changes

Online B
Rogisier now More reasons to register
Forgallen your Dasswora?
Using your digital
certinicate -
Replace your digital certficate
My Account | Busingss customer login | My BigPond
& Semse | Prvacy | Our Customes Terms | My Ofer Summary | Terma afUse | Carwern i Twitier | B Facetook | & Dieg | 4 CrowdBuppad

Figure &: Telstra Business & Enterprise home page

3. Inthe Your Telstra Tools Login, select Login via username/password.
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4. Type your Username, Business ID and Password, and then click Login or alternatively via digital certificate
At enrolment you can choose to use either :

Username, Rusiness id and Password - Telstra currently uses industry standard encryption technology to protect the security of your private
information, including your account details and your password. You can reset your password at any time whilst logged in to Your Telstra Tools.
(therwise. your managing user can reset your password at anytime for you and can reset their own passwords.

Digital Certificate - A digital certificate provides added security as it confirms the identity of both your computer and your Telstra account details.
Furthermore, it has a set expiry schedule to provide an additional level of security and to ensure that Telstra's online services details remain up-to-
date. Telstra digital certificates have a 3-year lifetime from the date of download. When your digital certificate is about to expire, you will be alerted
through Your Telstra Tools to obtain another digital certificate and maintain your online access. Telstra will provide the Digital Certifcate as part of
Enrollment.



SECTION 3
MANAGING INCIDENTS

An incident is an event that has disrupted a service or impacted service performance, so that the service needs to be restored to proper working
order. You can use the Managed Services Online portal to report incidents to the Service Desk.

You can track progress updates on incidents that you have created or to get a general view of what incidents may be affecting your service. You

may also want to update incident information to reflect changing circumstances.

It is recommended that any urgent or high impact faults be reported via phone to your Telstra Managed Service Desk.

ACCESSING MANAGED SERVICES INCIDENTS

To view your incidents:

|, Access the Managed Services incidents page by clicking the Incidents tab in the top navigation. The Incidents landing page will open.

2. Click on the Managed Services incidents link on the Preferred applications tab. The Managed Services incidents page will open.

YOUR TELSTRA TOOLS iy Contacy s

UPDATES st usiates

WELCOME

FOR ORDER ONLINE

Current applications

You have access to the lolowing

TELSTRA IP TELEPHONY (TIPT) CUSTOMER TROUBLE
REPORTING
T

LIVE CHAT

QUICK LINKS

rick existing incidents or
vice:

Managed services 0 AQGEQN yous quickenk
Incidents

Y¥OUR TELSTRA TOOLS
SUPPORT

Figure B: Incidents tab
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VIEWING INCIDENTS

The Managed Services incidents page includes an incident dashboard showing open, closed and draft incidents. Click on the tabs above the table to

view open, closed, and draft incidents.

When the All incidents link above the open and closed tables is selected, you will see incidents created by you and other users as well as incidents

created by Telstra, for example a proactive alarm. You can filter the list of incidents to show just those created by you or for you by clicking the My

incidents link.

The most recently updated incidents are shown at the top of the list. To sort the table by any of the other columns, click the column heading.

R TELSTRA TOOLS

MANAGING SERVICES NCIDENTS || SERVICEREFORTING || COLLAGORATION || INVONCINE || HELP & RESOURCES YOUR FROFILE

HOME || ORDERING

}

Managed Ssrvicss
incitents

Crazie new ket

Watcnllst

Q. Contact Us

tome = nolients » Manaped Servioss Incidents

Managed Services incidents

servioes incidents dashboard enables you to track existing incidents of prez
tion in service.

sent relating to a fault

You can also track your incidents whilst on the go vis your iPad or iPhone. Just copy the following URL into your iPsd or
iPhone browser https J/yourtslstiatoots telstra com/msomds

Incidents dashboard

Search

o I

Enter Keyword Within Please select
The tickets are the maximum number sliowed to be shown. Onhy 200 are shown

Open | Closed  Drafts

Al incidents

1-10 of 200 open incidents
View | 10 per screen Fravious1 23 4 § Next

Ref_No Stetus  Crsstedby  Updsted Incident description
Aszzignea | FNAUZ 0612013 Test
NCOX0001EETEL LNALZ 2218EST
Summed  FNAUZ 0612013 Test incioent
Aurzling LNAL2 1915 EST
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NCON000IBETTE LNALZ JzmEsT
Assigned | FNALZ MRS Test
NCOXO000BETTY LNALZ isEEsT
Low Assigned Telsira 26082015 cident Crestkn for
(INCO0000CIBSTS 1720EST | AMCOR_Updated from
Smec end
Low Assigned el O10B2013  Msop Regresshon testing
NCON0001BASES 1558 EST
eHgn Assigned Telm Testhates
NCON0001B415D
NTOSESIR | INC 5525 Tabe Submied ABHUIT 26042012 Testtornommal Porial
Awaking assigned PATL 1422EST creste
reference
NTO3R0IR  C Medium  Assigned | SIMON 04012 PE TCOS Regression In
NC0000001: FOGUAN 1025 EST UATC
NTO35363R Medium  Assigned ABHLIT 23047012 Test for 8210
NCOD0000147220 PATL IBEST

Figure 7: Managed Services incidents page

To view the incident detail of an incident in the dashboard, click on the incident reference number link listed in the Ref. No
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Reference No. INCO00000146973

Status
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Figure 8: Managed Services iincident detail

TRACKING INCIDENTS USING THE WATCHLIST

The watchlist is a listing of incidents that you have flagged to monitor closely and need easy access to. You can add and remove incidents from your
watchlist at any time. Incidents will remain in the watchlist until you remove them, even when the incident has been closed.

You can view the incident detail pages by clicking on the reference number.
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PrIarity of impoetant bekets i ks Separbe wat i)

Hew IncKIents can b 3d0ed b your walchist when iy 4 created

You can also track your incidents whilst on the go via your IPad or iPhone. Just copy the following URL into your iPad or
IPhone beowser hitps fyourh

Search
Enter Keyward Wihn | Please select B coocn [EESEEES

T chetestis sny Beres THOM yous WASCIST. Selec] One Of more checkbones and cick Femove Trom walthis!©

13 of 3 results.
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COD000 DATACAR o Mptism  Clased FHAUZLN - OBAS01F  Test
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UR

DATACAR o Modum  Assigned  FMALIZLN | 06112013 Test?
RIAGE 155 w 14IREST
3

Figure 3: Watchlist page
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To search for incidents in the watchlist:

I Type a keyword(s) in the search field.
2. Select either Reference number, Service ID, Issue or Created by from the dropdown list.

3. Torefine your search, click the More Options link.

o Select either All, Assigned, In-Progress, Pending, Resolved, Closed or Cancelled from the Status dropdown.

e Select either All, 7 days, 30 days, or Date range from the Within last dropdown.

4. Click Search. The search results will be displayed below the search field.

Adtding Incidents to the Watchlist

To add an incident to your watchlist when creating a new incident:

I Follow the steps in the Creating a New Incident section.

2. Click the check box Add to watchlist on the Create a new incident - Step 3 page.

Rotilicakion detssdy
If yow raad to maks sry permanent changes to yoar notéicsbcn prafarances, plss go to

Brniad B agesl Copy
e

Trasc this imcaders acd o waichbnl >

Figure 10: Natifictions details

To add an incident to your watchlist after you've submitted the incident:

I Open the Incident detail page.

2. Click the Add this incident to your watchlist link.

Remaving Incidents from the Watchlist

To remove an incident from your watchlist vie the /zzident detailpage:

I Dpen the Incident detail page.

2. Click the Remove from my watchlist link.

To remove an incident from watchlist dashboard:

I Click the check box next the incident(s) you want to remove.
2. Click the Remove from my watchlist link.

If you remove an incident from the watchlist you can still open and view the details page from the incidents dashboard.
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SECTION 4
CREATING A NEW INCIDENT

You can report issues that you are experiencing to the Service Desk by using the Create a new incident form available on MSO.

CREATING A NEW INCIDENT

To create an incident:

|, Access the Managed Services incidents page.

2. From the links on the left of the Managed Services incidents page. click the Create a new incident link. The Create a new incident - Step | page
will open.

Step I Identity the Product or Service that is Experiencing the Incident

3. Select the relevant product category from the Product offering dropdown list.

YOURTELSTRA TOOLS G, contactus
[ croste mewm incidons Create new incident - Step 1

Walchlist
o yout Hans

Please report any high privn

CTE38NG 3 new incident, o DA SRR You may hnd ifarmation 10 A85151 you b ok your inciasct

*Reequirad figkds

Proguctsenace delails

- Please select

Figase select

© Save 33 graf

© Cancet and return 1o Managed 5

Figure II: Create a new incident - Step |

4. Select the issue that best describes the problem you are experiencing from the Issue dropdown list.
A list of relevant support articles may be displayed to help you resolve your issue without logging a fault.
To troubleshoot your issue using the support articles:

e [lick the article link to open or click the View more articles link to display more articles. The article will be open in a new
window.

e |fthe article doesn't resolve your issue. close the window and proceed with the following steps to create an incident.
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Product | service detsls

Figure II: Support articles related to incident issue

3. Inthe Service ID field enter your (or another employee's) service number.

The Service ID is the identifier for Telstra products and services. Examples are phone or mobile numbers, router/hardware serial numbers, P

telephony handset MAC address or full national numbers (FNN).
B. It the Service ID list is pre-populated. select your number.
To enter a service number that is not listed, select the Other (please specify) option then do one of the following:
e Enter your (or another employee's) service number.
e [lick the Search for Service ID link to look up a service number.
e |nthe search field type in your (or another employee's) service number.

e [lick Search. The results will be displayed below the search fields.

1-10 of 11 results View |10 [+] perscreen 4 Frevious |1 2| Next »
[ oenscn [sanis | rotciane | sacceoomr
@  123.456.78.90 Data Internet IP address Belinda Cole
999.999.95.99 Data Telepath No. 0500 5 Telstra
Cancel

Figure 12: Search for Service 1D

e  [lick the radio button next to the relevant service ID.
e  [lick Select.

7. Click Next. The Create a new incident - Step 2 page will open.

Step 7 Descrite the Issue

8. Inthe Incident description field describe the problem you are experiencing.
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Incident disdads

I I would Bie fo add relabed incidents)

Amachfile [T Fwould e 10 upload cacument

Figure I3: Create a new incident - Step 2

9. To help the Service Desk resolve your issue quickly include a description of what is happening. how long you have been experiencing the
problem, how many people are affected, and what you have done to test or isolate the issue.

I0.  If the incident relates to another ticket (either open or closed) you can attach a ticket.
I Click the check box | would like to add related incident(s) to attach a related incident. A search field will be displayed. Then do the following:
e Type a keyword in the search field

e Select Reference number, Service |0, Issue, Problem description or Created by in the dropdown list.

Related incidents [ I'would like to add related incident(s)

Search

Enter Keyword within | Reference num m Hide options

Status |~ All

Within last | Date range

Date range to
dafmmiyyy e.g 2FOH20T0 dddnmdyy e.g ZTAO012010

Figure 14: Add related incidents

e Advanced search allows you to refine your search. Click the More options link.

e Select All, Assigned, In-Progress, Pending, Resolved, Closed or Cancelled from the Status dropdown.
e  Select All, 7 days. 30 days, or Date range from the Within last dropdown.

e  [lick Search. A list of incidents will be displayed.

e [lick the check box to the left to the reference number in the table. You can select multiple incidents.

e  [lick Add incident(s).
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Figure 15: Related incidents search results

12.  If necessary, attach a file that relates to the incident.

You can attach one document with a maximum total file size of 4MB. Suggested file types are image file types (JPEG, BMP, GIF or TIFF), Word,
Excel and PDF. To attach a file do the following:

e [lick the check box | would like to upload a document to browse for the file on your computer. The file name will be displayed.
e [lick the Remove link next to the file name if you do not wish to upload the file or want to upload a different document.
13.  Inthe Personal incident reference field type in your internal reference system to track against your internal system.

14, Click Next. The Create a new incident - Step 3 page will open.

Step - Lontact and Notification Details

Your details as the requestor will be auto populated from Your Profile.

—
YOUR TELSTRA TOOLS 8 contactus

HOME | ORDERING | MANAGINGSERVICES = INCIDENTS | SERVICEREPORTING | COLLABORATION | INVOICING | HELP&RESOURCES =~ YDURPROFILE

Contact details & nol

4. Review & submi

[ creste new incidgent

Watchiist

Create new incident - Step 3

ot details if submitting this incident on behalf of somesne slse and how you wish 1o be notified of the progress of this

Requestor details

If you nest to make any pem: to your contsot details below, please go to Your Profie

Submitting on behalf

© Save as draft

© Cancel and return to Managed Services incidents

Figure IB: Create a new incident - Step 3

15. I you are submitting the request on behalf of another employee you can add their details.

Note: Praviding on behalf of details enables that person to also track the ticket online and receive notifications of progress. They are also
listed as an alternate contact if the requestor cannot be contacted if required.
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Submitting on behalf

Plasse search for the employes or enter their details below. Employess will b notified as par their notification preferances of this
incident or via business email addre

Figure I7: Submitting on behalf of anather employee

I6.  To submit on behalf of another employee do the following:
e Select the Yes check box.
e Inthe contact details fields enter the employee's name, phone numbers, email address and user ID.
e Tolook up an employee's details, click the Search for employee link.

e  Enter the employee's first name, last name or user |0 in the search fields.

Figure I8: Search for employee

e  [lick Search. The results will be displayed below the search fields.
o [lick the radio button next to the employee's name.
o [lick Select.

17, In the Email an incident copy to field enter the email addresses for individuals to receive notifications on updates to the incident. You can
enter multiple email addresses.

18.  Select the check box Add to watchlist to add the incident to your watchlist.

19.  Click Next. The Create a new incident - Step 4 and the final page will open.

Step 4: Review and Lonfirm

Review the information you have provided before submitting your incident.
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Create new incident - Step 4
This request might incur additional charges. Flease review the details of this incident and submit,

*Required fizkds

Service details

Product/service details

CARRIABE

Test Template MSR2

b ELLEL S

Incidents details

Incident details

Incident description test
Contact details & notifications

Requestor details

FNALZ LNALIZ

02 9635 5638

0459 959 538

prasanna.thirunarsyanan@team teistrs. com

[T11 have read and scospt the Managed Services Terms

o

© Save as draft

© Cancel and return to Managed Services incidents

Figure 19: Create a new incident - Step 4

20. To make changes to the information you provided, do one of the following:
e [lick the steps at the top of the page.
o Click Edit.
o Click Back.

21.  Click the check box | have read and accept the Managed Services Terms & Conditions. Click the Terms & Conditions link to read before
accepting.

22. Click Submit. The Create a new incident - Complete page will open confirming your submission.

Lreate a New Incident - Lomplete

The confirmation page is displayed once you submit your incident.

Note: The incident ticket number will not be displayed immediately, but the incident has been submitted. There is a slight delay retrieving the reference number
from the system. To view the reference number, refresh the page or return to the incident dashboard. The reference number will automatically be displayed.

HOME CRDERNG | MANAGNGSERMVICES — INCIDENTS | SERMICE REPCRTING || COLLABORATICN INVOICING || HELP & RESOURCES “YOUR PROFILE
Print this page

Mal Services

incidents Create a new incident - Complete
'Create new incident

Watahiist Your incident has been submitted and is being processed

s will be

Status

Submitted

Incident description

test

Product offering CARRIAGE Date created 26/11/2013 15:05 EST
Issue Test Template MSR2 Created by FNAUZ LNAUZ
Service 1D N302558ER Source Portal

© Return to Managed Services incidents

Figure 20: Create a new incident - Complete
Lancelling an Incident without Submitting

You can cancel or exit the Create a new incident form at any time. Click the Cancel and return to Managed Services incidents link at the bottom of
each of the Create a new incident pages.
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SAVING AND COMPLETING DRAFTS

You can save your incident as a draft at any time by clicking the Save as draft link on the bottom of any of the Create a new incident pages and

submitting it later.
YOUR TELSTRA TOOLS R Contact Us

vove || orosms || mmenssevices || mooewTs || sevw cowssornon | avooss || Heos v

F— Home . ockiens « Managed Servioss kdents

tidests

[— Managed Services incidents

s Your MEN2gET SENACES INCIETE CREMD0SNT SE0IEE j0u 10 IT3CK SXIEINg IMCHOETtS O Creste. NCIOENT TedEting 1D 2 f2UR OF 3 GEQTaCENON 11
senioe.

Yo 20 2l track jour Incidets whils! on e go iz jour Fador Fnone. Just copy e llowing URL Inio jour IPad or IFhone browser
g jourieteiraiogls delsira commomia

Incidents dashboard

Search
Erter Kepord WEn | Please select More otons
Opsn | ciossa | Dratis
Drart Incissnts that you have not submitisa dispizy beiow. Dratt Incisnts may bs sartsd or raMoved.

110 0f 17 aratt Incigents

Wi | 4| persoreen Frvous ] 2 hex
Zerew [ Lindsies ions
cmssTERcs e n_Tamznt s cass ST B
DATA CARRAGE iE5US DT 1104 5T o
Ramane
0 DATA CARRIAL 321z E
soassese DATA CARRIAL .: o
nasssn SATA CARRASE IEEUE 8101 20 EST s
Remon
7sasssoss 40 M Tt 25442043 2040 25T Ean
nassesn Test Termime SRS 25442043 1954 25T

Figure 2I: Managed Services drafts page

To complete the draft and submit as an incident:

I Access the Managed Services incidents drafts page.

2. Click the Edit link in the Actions column in the table. The Create a new incident - Step | page will open.

3. Follow the steps in Section 4: Creating a new incident to complete the information required from steps | to 4 and submit.

The information in your original draft will be updated and an active ticket created. Once a draft is submitted it will no longer appear in the list.

Deleting Drafts

To delete a draft incident:

I Access the Managed Services incidents drafts page.

2. Click the Remove link in the Actions column in the table.

INCIDENT TICKET STATUS

A ticket status will be displayed for each Incident on the Incident detail page. providing an indication of progress and the current activities being
performed.
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STATUS DESCRIPTION

Assigned The incident ticket has been created and is awaiting diagnosis.
In Progress The ticket is in progress and being actioned.
Pending The ticket is pending further information. (There are a number of examples for pending status including

Awaiting customer information, Site Access Required, and Pending Equipment Delivery).

Resolved The incident has been resolved.
Closed The incident is resolved and closed. (Tickets are automatically closed 14 days after resolution).
Cancelled The ticket has been cancelled and no further action is required.
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SECTION 5
UPDATING OR REQUESTING AN
INCIDENT BE CANCELLED

You can provide further information or an update about the incident to the Service Desk on the incident detail page.

o —

YOURTELSTRATOOLS & contact Us

HOME | (FOERNG || MAMASNGSERWCES || INGOENTS || SERWCEREPRTING || CILLASIRETION | INVOONG || HELP SRESIURGES || VOURPRIFILE

[hanzged Servioes Home > insigens > Maneged barviees ingidenis

lincisents

Comss new inzent Incident detail Print s page
waschils:

Reference No. INCO00000135784

Status.
Azzigneg

Would ou Ik o Cance ks Incdend T

Priority

Msmum

Progress

[
- nssignsa e e Cinzzo

Product oftaning  DATA AND DATA APPLICATIONS
1ssus DATA CARRIAGE ISSUE
sarvics 1D

Reiated incidantis}

Personat incidsnt

——

D T InEient 0 youT wEeE

WO 0u 12 0 CuDIICERS 70 CrE 3 nEw ICIoEnT 7

Activity log

Piszss 30d jour commentsizttsch your Mis)

Incident details.

© Ritam o Wamaged Senvioes boidents

Figure 22: Incident detail page

UPDATING AN INCIDENT

To update an incident:

|, Access the Incident detail page.
2. Type your comments in the Comments field under the Activity log.

Activity log
Please add your comments/attach your file{s)
Comments

Attach file ™ | would like to upload a document

Browse..

Supgested file types ars image fils types (JPEG, BMP, GIF or TIF),
Word, Exccel and FDF. A virus chack will be parformed upon upload,
which may take a few moments.

Aftach another file

Figure 23: Add comments to the activity log

3. Click the check box | would like to upload a document box to browse for the file on your computer.
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4. Click Submit Comment.

Comments you have submitted or communications from your Service Desk will be visible in the Activity log.
CANCELLING AN INCIDENT
To request to cancel an incident:

I Access the Incident detail page.
2. Click the Would you like to cancel this incident? link.
3. Enter the reason why you want to cancel the incident in the Reason field.

4. Click Submit.

Canc R Peaon

Fpaan

Figure 24: Reason for incident cancellation

The ticket will not be cancelled immediately. The Service Desk will action the request and cancel or advise any implications.
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SECTION 6
RE-RAISING OR DUPLICATING
AN INCIDENT

RE-RAISING AN INCIDENT

If you are experiencing a reoccurring fault on the same service |D of a previous incident, you can re-raise and submit the fault as a new incident.
The re-raise an incident option lets you create a new ticket with the information from the original incident populated. The re-raise option is only
available on closed tickets.

To re-raise an incident:

I Access the Incident detail page.
2. Click the Would you like to re-raise this incident? link. The Re-raise incident - Step | page will open.
3. Faollow the same steps for creating a new incident to submit the ticket.

Note: The Service details are not editable, but you can update or change the other information populated from the original incident.

DUPLICATING AND CREATING A NEW INCIDENT

To save time when submitting incidents use the Duplicate and create a new incident option. When you duplicate an incident, the information from the
original incident is copied to the new incident. You can duplicate open or closed tickets.

Note: You can update or change any information copied from the original incident.
To duplicate an incident:

I Access the Incident detail page.
2. Click the Would you like to Duplicate and create a new incident? link. The Duplicate and create a new incident - Step | page will open.

3. Follow the same steps for creating a new incident to submit the ticket.
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SECTION 7
MANAGING SERVICE REQUESTS

A service request can be a request to: order a new product or service, change to a product or service, cancel a product or service, or enquire
about a product or service. You can use Managed Services Online to track your service requests.

ACCESSING MANAGED SERVICES REQUESTS / ORDERS
To view your service requests / orders:

4. Access the Managed Services requests/ orders page by clicking the Ordering tab in the top navigation. The Ordering page will open.

3. Click on the Managed Services requests/ orders link on the Preferred applications tab. The Managed Services incidents page will open.

YOUR TELSTRA TOOLS [ ——————

UPDATES v upasns

o,
£ v
: TIPT TROUBLE REPORTS ieone

Othaer

Current applications

MOBILE ORDERING & MANAGEMENT (MOAM)

LIVE CHAT

DUICK LINKS

MANAGED SERVICES REQUESTS/0ORDERS

ORDER ONLINE

plications
OB SR AN e 1S

TELSTRA DESKTOP MES GING

Managed services
requests/orders

Mobliity flest care
iy

Figure 23: Ordering tab
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VIEWING REQUESTS / ORDERS

The Managed Services requests / orders page includes a dashboard showing open and closed requests/ orders. Click on the tabs above the table to
view open, closed, requests/orders.

When the All requests / orders link above the open and closed tables is selected, you will see requests/ orders created by you and others as
defined by your User Role. You can filter the list to show just those created by you or for you by clicking the My incidents link.

The most recently updated requests / orders are shown at the top of the list. To sort the table by any of the other columns, click the column
heading.

To view the detail of a request / order in the dashboard, click on the reference number link listed in the Ref. No. column.

“YOUR TELSTRA TOOLS T Contactua

HoMr || ceorhme PORTMG | COLLABDHATON = BWVOCHMO | HOLP L RESOURCES ¥OUR PROPLE

aaueationders

'u,-......: Smrvicen Managed Services requests/orders
reyus sisorders
: Managed Services requesisionders kees you check the Seinks and status of your requestsorders

i yous Prd or Phane, Jusl copy the Folowing URL ks your Pad or

Open Closed

Uy Uannged Services iequeataondera
15 0F b open Services requestaiorders

Hel o Category Babey Bepuesied

B INACD - ENABLE PORT

BA IMACD . ENABLE BORT

BA IMAZD - ENABLE PORT In Progras FHALZ
x Mauz
BA IMACD - ENABLE PORT Comelatad FHALT
BA INACD - ENABLE PORT Fianming FRALZ

Figure 26: Managed Services requests / orders page

VIEWING SERVICE / REQUEST ORDER DETAIL

The Managed Services requests / orders detail page provides a summary of ticket detail including ticket status, summary of what the ticket is for
and service level, plus communication history in the Activity Log.

o —

YOUR TELSTRA TOOLS [TR———
'u sged Services
St Managed Services requests/orders detail

Reference Mo, REQDQ0000030281

Slatus

" brogress

Progress  Masinf

e

Panning Pengng = i Pragress

Productoffering  Tewcommunications Services Date created
Dl Last update

Type P pon 20A due gate

ProductiCategory (A MACD . ENANLE POAT Date raquired

Requested by FHAUZ LNAUZ S

Activity log

Requestsiorders descnphon

® Return to Maniged Servoes recuestaicrdens

Figure 27: Managed Services requests/arders detail page
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SERVICE REQUEST / ORDER STATUS

A ticket status will be displayed for each Service Request / Order detail page, providing an indication or progress and the current activities being
performed.

STATUS DESCRIPTION

Planning / Assigned The request/order ticket has been created and is awaiting action.

Pending The ticket is pending further action. (There are a number of examples for pending status including awaiting
customer information, site access required, and pending equipment deliver.).

In Progress The ticket is in progress and being actioned
Completed / Closed The request / order is complete.
Cancelled The ticket has been cancelled and no further action is required.
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SECTION 8

MANAGED SERVICES PRODUCT SUPPORT

Managed Services Online provides access to knowledge articles as part of Telstra's product support. These self help articles contain user guides
and troubleshooting procedures to maximise the benefit from your Telstra business productivity tools including messaging, setup of telephony

features (call forwarding, handset setup) and maore.

The Managed Services product support page provides a list of the most popular articles used within your company. This is a quick link of articles

that may be of appropriate for viewing.

ACCESSING MANAGED SERVICES PRODUCT SUPPORT

To access Product support articles:

I Access the Managed Services product support page by clicking the Help and Resources tab in the top navigation. The Help and Resources page

will open.

2. Click on the Managed Services product support link on the Preferred applications tab. The Managed Services product support page will open.

YOUR TELSTRA TOOLS

HOME | ORDERING | MAMAGING SERVICES | INDIDENTS | SERVICE REPORTING | COLLARDRATION

FOR ORDER ONLINE

© Al g

Application help

Browse Neip for assistance wilh

o Al .
Managed services product support
Managed services product suppot will assist yougll nd Solions 10 your Product and Service Ssees
< 4 sorvicos product o
NEWS

Read our latest news and featured updates from Your Telstra Tools

o an news

RESEARCH & INSIGHTS

Bpond lma oxplorng our Whilopapors and ense sludies

© AN ieseach & nsuis

Figure 28: Help and Resources Tab
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SEARCHING PRODUCT SUPPORT

The Managed Services product support page enables you to search for support articles or view the most popular articles for your company.

YOUR TELSTRA TODOLS %, Contastus

Mo OBODERING || MANAGING SCRVICES | INCIDENTS | SERVICE REPORTING | COLLANOHATION | INVOICING | MELP & RESOURCES vOUR PROFL

fome - lielp & resources - Managed services Product SERROTE

Managed services product support

UPDATES miew usastes:

WELCOME

LIVE CHAT

O Live Chat assistance

QUICK LINKS

Y¥OUR TELSTRA CONTACTS

Acount exesutive
“ Helen Michasis

Service managsment lead | specialist
n Smith

Customer service delivery
(02} anan annn

YOUR TELSTRA TOOLS
SUPPORT

Figure 29: Managed Services product support page

To search for articles:

I Type a keyword(s) in the search field.

2. To refine your search, click more options allow to search within Title, Product Name, Article |D, or Body.
o Select either within any of these words, with this exact phrase, without the word(s), created within dropdown.
o  Select either All, 7 days, 30 days, or Date range from the Within last dropdown.

3. Click Search. The search results will be displayed below the search field.

Sesarch
E' -_'_i
LT Tee Are 1D
Frodoch e AAcie body
WEF By F Thitks w24
W Thil Cubll [Avide
WATTaN the anriil
CrRmeE mnr PR -

Figure 30: Advanced search for product support
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EMAILING ARTICLES

To email an article:

I Click the Email link in the upper right corner. A new window will open.

2. Enter email address/s separated by a semi colon in the Recipient's email field.

3. Enter a subject in the Subject field.

4 Toremaove attachments, click the Remaove link after the file name.

a.  Tosend a copy of the email to your email address, click the Send me a copy check box.
B.  Click Send. A confirmation message will be presented.

7. Close the window to return to the article.

—

YOUR TELSTRA TOOLS T Gontact Un
) T MSOP Page - Vowr Telstra Tooks - Wendows Inteenet Explocer [E=E—)
s | [T R T R "ot Centificate Frror |

Done @ Intemet | Protected Mode: On i~ BEN -
e

YOUR TELSTRA CONTACTS

Figure 31: Email an article

PROVIDING FEEDBACK ON ARTICLES

To imprave the quality of articles and service from Telstra, you can rate the quality of articles and provide additional comments. To send feedback,

you must select a rating, but further comments are optional.
To provide a rating and feedback:

I Select a radio button for a rating from | to 3 (I being poor and 3 being excellent).
2. Type your feedback in the Further comments field.

3. Click Send Feedback.

Hirm ik you fale the qually of thes ©oalent?

Pogr Emellent

Figure 32: Rating and providing feedback
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SECTION9
ACCESS OPTIONS TO MSO

Device specific access to Managed Services Online provides a relevant user experience considering maobility, purpose and company [TET policies.
Managed Services Online can be accessed via any mobile browser. However a specific design has been created for iPhone and iPad to provide the
best mobile experience. In addition, the iPhone, iPad and Widget are to track ticket progress and status only, if you need other MS0 functionality,
access to those features are via the standard Internet site.

MS0 can be accessed via:
Internet via fitip.// www.telstra.com.au/business-enterprise/ and log into Your Telstra Tools

\Phone at /ittps.// yourtelstratools. telstra. com/enterprise/ yourtelstratools/ msomda/
\Pad at Attps://yourtelstratools. telstra.com/ enterprise/ yourtelstratools/msomda/
Company Intranet Application - Widget

Managed Services Online is an unmetered site for Telstra pre-paid and post paid customers. Access to this site will not incur data charges for Telstra
customers.

IPHONE

The iPhone view is specifically designed for viewing on a small screen. This is useful if you are not at your desk, but you need to track or urgently see the status
of a ticket whilst on the move.

To access Managed Services on an iPhone:

I Enter URL into Browser. /ttps://yourtelstratools. telstra.com/enterprise/ yourtelstrataols/msomda/

e  Tosave entering the URL each time, save URL as a bookmark, and you can rename as you wish

will Telstra < 2:57 AM L]

@ none

uat-c.online.telstra.cc (&)

Figure 33: iPhone Browser Address Field

2. You will be taken to the MSO Login Page

Use the same credentials for Your Telstra Tools including User Name, Business |D and Password or if you use a Digital Certificate, select from the
list.
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Username:

Business ID:

Password:

Login /

OR

Login using Digital Certificate

© Telstra Corporation 2012, Visit Telstra.com to access all
Telstra online features.

Figure 34: MSO iPhone Login Page

Select a certificate

This website requires a

certificate TEST20U MSOP PVT2...
Tap Continus yOu MSOP TEST2 - MSOP...

Cancel

Figure 34: iPhane Digital Certificate selection

3. Upon successful login the following MSO landing page will be displayed. From here you can navigate by selecting the > or alternatively vie the
menu at the top righthand corner of the page.

( Menu~

Incidents
Open Incidents »
Watchlist »

Service Requests / Orders

Open Requests [ Orders »

Figure 35: MSO iPhone Home Page

MANAGED SERVICES ONLINE USER GUIDE | VERSION 3.0 | JANUARY 2013

33



‘ Menu~

» Home

» Open Incidents

» Watchlist
» Open Requests / Orders

» Logout

Figure 3B: MSO iPhone Menu List

4. Toview Open Incidents or Incidents Watchlist

The Managed Services incidents page includes an incident dashboard showing open tickets or the incident watchlist a personal list you have created
online.

You will see incidents created by you and other users as well as incidents created by Telstra. Tickets are sorted by Incident priority Red (Critical),
Orange (High) Yellow (Medium), Green (Low). A summary of ticket details are shown on the dashboard including Ticket number, Service [0, Issue and
Priority indicated by symbal.

Up to 5 tickets are displayed initially, and more can be selected by pressing more at the bottom of the page. A Maximum of 50 tickets are displayed,

Attachments part of a ticket, are not viewable on these devices.

4

Open Incidents

INC000000169799

Service ID: N3713210R

Issue: Test Template data.Mobile not
working,when attending cal

INC000000169800
Service ID: N3713210R
Issue: Test Template MSR3

INC000000169798
Service ID: N3713210R
Issue: Test Template MSR3

INC000000165965
Service ID: 321243
Issue: Test Template MSR3

INC000000161197

Figure 37: MS0 iPhone Open Incidents

3. Toview Incident Ticket details select the > beside the ticket you wish to view, and scroll to see all information.
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( Menuw

Incident Detail

INC000000169799 -}
Service ID: N3713210R
Priority: @ Critical
Status: Assigned
Created: 20/06/2012 - 15:32:42
Created by: CARMEN JACKSON
S taeger 20/06/2012 - 16:32:42
resolution:

Last update: 20/06/2012 - 15:32:50

A adlati, )

Figure 38: MSO iPhane Incident Detail View

Last update: 20/06/2012 - 15:32:50

Activity Log )

{Displays only the 5 mosi recent activity logs)

CARMEN JACKSON
15/06/2012

More Details [-]

Product Offering
CARRIAGE

Issue

Test Template data.Mobile not working,when
attending call and browsing and suddenly
hangs while attending call.facing this
problem since 2 days.please respond

Not CARMEN JACKSON ? Logout &

@ Telstra Corporation 2012, Visit Telstra.com lo access
all Telstra online features.

Figure 39: MSO iPhone Incident Detail - Expanded

B.  Toview Service Request / Orders

(pen Service Requests/Orders will display tickets as per your company and individual user role. This includes tickets you may have created, have
you listed or you are authorised to view.

A summary of ticket details are shown on the dashboard including Ticket number, Category, Status, SLA due date and Service 1D if valid.

Up to 5 tickets are displayed initially, and more can be selected by pressing more at the bottom of the page. A Maximum of 50 tickets are displayed,

Tickets are sorted by SLA due date, from most recent due date to farthest.
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‘ Menu

Open Requests

REQO00D000025698

Category: CONFERENCE

Equipment Relocalion »
Status: PLANNING

SLA due date: Aug 2, 2012

INC000000165721 »
Slatus; ASSIGNED
SLA due date: Aug 2, 2012

REQ0O00000025413

Category: DECT Request

(Ericsson, Kirk) »
Status: PLANNING

SLA due date: Aug 2, 2012

Figure 40: MSO iPhone Open Request / Order

7. Toview Service Request / Order Ticket details select the > beside the ticket you wish to view.
More details are accessible as you scroll through.

Where the symbol - you can collapse / expand this section to view more details.

Attachments part of a ticket, are not viewable on these devices.

i Menu~

Request / Order Detail

REQO000000025698 e
Status: Planning
Created: 2900572012 - 19:24:02
Requested by: CARMEN JACKSON
Category: CONFERENCE Equipmant Relocation
SLA Due Date: 02/08/2012 - 20:17:28
Last update: 29/05/2012 - 19:25:04
Activity Log o

(Displays only the 5 most recent activity logs)

CARMEN JACKSON

ASINTIONYD 41603584

~

Figure 41: MSO iPhone Request / Order Detail view

8. Tolog Out of MSO, select Log Out and confirm

MNot CARMER JACKSOM 7 Logout S

@ Telstra Corporation 2012, Visit Telstra.com 10 accoess
all Telstra online features.

Figure 42: MSO iPhone Footer
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https://yourtelstratools.telstra
Lom

Do you want to logout?

Cancel OK

Figure 43: MSO iPhone Log ut Confirmation

Figure 44:MSO iPhane Log Out in Progress

IPAD

The iPad view is also specifically designed for viewing on a tablet. Like the Iphone service, Telstra has considered the usability features of a tablet and created a
cut down version of MS for Tracking Tickets whilst on the go.

To access Managed Services on an iPad:

I Enter URL into Browser. Attps://yourtelstratools. telstra.com/enterprise/ yourtelstratools/msamda/

e Tosave entering the URL each time, save URL as a bookmark, and you can rename as you wish

Figure 40: MSO iPad Browser

2. You will be taken to the MSO Login Page

lIse the same credentials for Your Telstra Tools including User Name, Business ID and Password or if you use Digital Certificate, select from the list.
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Username:

Business ID:

Password:

C Login b}
OR

Login using Digital Certificate

© Telstra Corporation 2012. Visit Telstra.com to access all Telstra
online features.

Figure 46: MSO iPad Login Page

= — . —
R

Lagin wsing Cugital Cartificate Login using Digitsl Cenificase

Figure 46: MSO iPad Digital Certificate selection

3. Upon successful login the following landing page will be displayed. From here you can navigate by selecting the > or alternatively vie the menu

at the top righthand corner of the page.

Service Requests | Orders

e e e

Figure 47: MSO IPad Home Page
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Figure 48: MSO IPad Menu

4. Toview Open Incidents or Incidents Watchlist

Open Incidents will display tickets as per your company and individual user role. This includes tickets you may have created, have you listed or you
are authorised to view. The Incident Watchlist is the personal list you have created online.

A summary of ticket details are shown on the dashboard including Ticket number, Service |D. Issue and Priority indicated by symbal.
Tickets are sorted by Incident priority Red (Critical), Orange (High) Yellow (Medium), Green (Low).
Up to 10 tickets are displayed initially, and more can be selected by pressing more at the bottom of the page. A Maximum of 50 tickets are displayed,

Attachments part of a ticket, are not viewable on these devices.

@ Managed Servces Orline Menur

e

Tewt

INCODB000163E00 NTIIZIEN.  Test Tempue NS

INCOO0IIGITES NATIIZION  Test Tempinm NSRY

Tost Tompione MSFS

Tast Torepima NSO

INCOD00NIAS4S WSO ISEIR  DATA CARRIAGE ISSUE

20 eangey  CISCOEUE - NOT HANDSET

INCOOO0N1B5ES NOTIIZIGR  DATANETWORK ESSUE

INCORMOIIGEEAL NITII2IOR  DATA CARRUGE BSUE

Showing 1= 10 of 50 fesults - 00 0%

T Corrn 3611 o 1 u B
Mg R g i

Figure 43: MSO IPad Incidents Dashbaord

3. Toview Incident Ticket details select the > beside the ticket you wish to view.
More details are accessible as you scroll through.

Where the symbol - you can collapse / expand this section to view more details.
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€ Managed Services Oniine Menuw

Incident Detail

N AT JACESOM T a

22
Mt o D b

Figure 80: MSO IPad Incident Detail

B.  Toview Service Request / Orders

(pen Service Requests/Orders will display tickets as per your company and individual user role. This includes tickets you may have created, have
you listed or you are authorised to view.

A summary of ticket details are shown on the dashboard including Ticket number, Category. Status, SLA due date and Service 1D if valid.
Up to 10 tickets are displayed initially. and more can be selected by pressing more at the bottom of the page. A Maximum of 0 tickets are displayed,
Tickets are sorted by SLA due date. from most recent due date to farthest.

Attachments part of a ticket, are not viewable on these devices.

Service Requests | Orders

CONFIRENCE Bqupmest . in Progeess

iy aEvmy a

i
e

Figure Gl: MSO iPad Service Request / Orders
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1.

To view Service Request / Order Ticket details select the > beside the ticket you wish to view.

More details are accessible as you scroll through.

Where the symbol - you can collapse / expand this section to view more details.

Menu=

Request / Order Detail

INCE000014T202

Satn Pendng P

Constedt ToAGIE 000

Requasied by WHCOLEMAN

LA due dele  TTOATOTZ.0N00 T
1Moaa0i2 - 1838

e AR b &
Al i O s

Figure 52: MS0 IPad Request / Orders Detail View

8. ToLog Out, select Log Out and then confirm.

o Hifocs . - m
Vs Seoces (e e

Figure a3: MSO IPad Footer

Figure 54 : MS0 iPad Log Out Confirmation

Figure 55: MSO iPad Log Out In Progress
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WIDGET

A Widget is a graphical user interface to MSO, on a company's Intranet. The Widget. resides on the company Intranet where the company wishes to load, and
users can then access on their desktop computer to track Incidents and Service Requests / Orders.

The Users company IT department determines wether they wish to use the widget, and they then install as per Telstra provided quidelines. Once installed all or

nominated users will see the widget, and be able to utilise. Each User will need to Login to see the MSO information relevant to their company and user profile.
A short instruction manual is available for the IT department to create and access the Widget an their Intranet page.

To access Managed Services as a Widget on a company's Intranet:

I Locate MSO Widget on your Company Intranet and enter Login Credentials

lIse the same credentials for Your Telstra Tools including User Name, Business 1D and Password or if you use Digital Certificate, select from the list

Figure 56: Example MSO Widget on an Intranet

<

Username:

Business ID:

Password:

| Login |

OR
Login using Digital Certificate

—
@ Telstra Corporation 2011. Visit Telstra.com
to acosss 81l Telstra online featurss

Figure 97: MS0 Widget Login Page

T r :
Salect a Certificate =

Gra e sy Bhit spplication permitsion

— TR

g Db

a Vst Frawwn FLOILT o LVOR NS
1 ot cnte e

Relatians

me | KETH BERRY
bt acoms ivesaes ks | iy v Tonie
e placerurts and Eurstent s |

ke £2
Vald Fopew; ILBRON 10 BAOL0IY

] [

Ay Bbed St Usre T2 € arehn e nd 18 year resty wte wads
[ P P e ——

Figure a8: MSO Widget Digital Certificate Selection and Password
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2. Upon successful login the following landing page will be displayed. From here you can navigate by selecting the headings. (x) indicates the
number of open tickets for Incidents or Requests / Orders.

Telstra Managed Services Online

Open Incidents {50)

Open RequestsiOrders (50)

Full Portal Site >

Figure G9: MSO Widget Home Page

3. Toview Open Incidents or Incidents Watchlist

Open Incidents will display tickets as per your company and individual user role. This includes tickets you may have created, have you listed or you

are authorised to view. The Incident Watchlist is the personal list you have created online.
A summary of ticket details are shown on the dashboard including Ticket number, Service 1D, Issue and Priority indicated by symbol.

Tickets are sorted by priority from Critical to Low.

Up to 5 tickets are displayed initially, and more can be selected by selecting page number or > top move to the next page or >> to jump to the last
page. A Maximum of 50 tickets are displayed,

Attachments part of a ticket, are not viewable on these devices.

Telstra Managed Services Online

< Back

Open Incidents

INCO00000169799 (Critical)
Test Template data.Mobile not

INCOO0000169800 (High)
Test Template MER3

INCOD0D00016979%8 (High)
Test Template MSR3

INCOD0000165965 (High)
Test Template MSR3

INCOO0000161197 (High)
Test Template MER3

12345678910>=

Full Portal Site >

Figure B0: MSO Widget Open Incidents

4. Toview Incident Ticket details select the > beside the ticket you wish to view. A new window will open.

o

The Incident Description is default closed. To show, press the
The first Activity Log is expanded in full, to view further details, select > to collapse
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Attachments part of a ticket, are not viewable on these devices.

Only 3 Activity Logs are displayed, to view a full list, the user will need to log into full MSO

To close this window select

INCO00D0D165965 Incident Description
Sarvice ID: 21243
: Ted Template Activity Lo
fREe; SRS i fls ISP
Priority: & High
e ““‘i"m‘e" 5 CARMEN JACKSON:
- OB 072
Crested: ot
c N ."L\::I(- e an Shas nCdent | was bit busy coubdnt see your updates n my mal so please
Created by: .LACII uKSOE "
SLA Target G602 -
Resclution: 06:03:24
: 0602012 -
Last Update: 020343
Product Offering:
CARRAGE
CARMEN JACKSON
Persanal Incident Ref: TS0t
AR

3. Toview Service Request / Orders

#st data plaase ignore This is gonna be sarious prablam far me f & i not fomd by end of the day

CARMEN JACKSON:
NS0

This

est data_ please ignore. This iz gonna be perious problem far me i i is not foed by end of the day

CARMEN JACKSON:
AN

jeane find my contan detals
har for Gatmls

nitiong oy reguest and proiding T initial detais eegavding thi
balom 5 that it wil be aasier for yeu o cantact me or dort conk

Figure B1: MSO Widget Incident Detail

Open Service Requests/Orders will display tickets as per your company and individual user role. This includes tickets you may have created, have

you listed or you are authorised to view.

A summary of ticket details are shown on the dashboard including Ticket number, Category. Status, SLA due date and Service ID if valid.

Up to 4 tickets are displayed initially, and more can be selected by selecting page number or > top move to the next page or >> to jump to the last

page. A Maximum of 50 tickets are displayed,

Tickets are sorted by SLA due date, from most recent due date to farthest. Where there is no SLA due date, they will be ordered at the end of the

list.

Attachments part of a ticket, are not viewable on these devices.

Telstra Managed Semnices Online

< Back

Open Requests

REQO00000025698 (Flanning)
CONFERENCE Equipment Relocati
Aug 2, 2012

INCOO00000165721 (Assigned)

Aug 2, 2012

REQO00000025413 (Planning)
DECT Request (Ericsson, Kirk)
Aug 2, 2012

REQO0D000025430 (Planning)
DECT Request (Ericsson, Kirk)
Aug 2, 2012

Full Portal Site >

Figure 62: MSO Widget Service Requests / Orders
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T Telstra Managed Senices Online

< Back

Open Requests / Orders

There are no Open Requests

Figure B3: MSO Widget Example No Open Tickets

B.  Toview Service Request / Order Ticket details select the > beside the ticket you wish to view. A new window will open.

The Activity Log. and Description are default closed. ©

The first Activity Log is expanded in full, to view further details, select > to collapse

Attachments part of a ticket, are not viewable on these devices.

Only 9 Activity Logs are displayed, to view a full list, the user will need to log into full MSO

view more details.

REQ000000025698 Request/Order Description [+]
Status: Planning Activity Log °
Created: 20/05/2012 - 19:24:02 (Displags only e 10 most recent acthy logs)
5;’_““"5“*’ CARMEN JACKSON

: CARMEN JACKSON: w
Ccat . CONFEREMCE Equipment 151072012

©AOTY:  peipcation c2n you plesse updats me on this incident.i was bit busy couldnt 22 your updatas in my mail. s

please provide details here

SLA Due 47
Date: 02/08/2012 - 20:17:28
Last update: 29/05/2012 - 19:25:04 CARMEN JACKSON: 3
14/07/2012
can you plesse updste me on this incident.i was bit busy couldnt see your updates in my mail. so
: please provide details here
Product Offering:

Telecommunications Services
Conference Calling

CARMEN JACKSON: 3
=i s 130772012
e required: can you plesse updste me on this incident.i was bit busy couldnt s2e your updstes | n my mail. so
01/08/2012

please provide details here. May i knew how much mor time it may take ? This can hamper my
other plans and s | just want.

CARMEN JACKSON: »
12072012

can you please update me on this incident.i was bit busy couldnt see your updates | n my mail. so
please provide details here

Figure B4: MSO Widget Service Request / Order Detail

9. Tolog Out

There is no option for a user to logout for the Widget, automatic time out will end the users session.

Automatic Logout ocurs after 20 minutes of inactivity, and/or after 2 hours of use, re-authentication will be required. It will return to the Log In
page automatically.
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WIDGET INTEGRATION REQUIREMENTS (CREATION)

The following instructions are for the Company [T or Intranet administrator in creating the MSO Widget within their Intranet.

Specifications for the Widget are :
I The Widget will consume 24Bpx (width) and 34apx (height) on the portal.

2. The widget needs users to have access to the internet

3. Users will need to be enrolled to MSO to successfully log into the Widget

Steps to include a Widget on the Intranet

I Identify a placeholder Identify a placeholder (minimum 248 px*345 px) for MDA on your portal.
2. Copy the html below & paste into the placeholder

<iframe name="mdaWidget' width="24E6" height="343" src="https://yourtelstratools.telstra.com/enterprise/yourtelstratools/msomda"
scrolling="no" onload="javascript:Load|Frame()" frameborder="0" id="iframeid" style="margin-left: -Bpx; margin-top: -12px;" ></iframe>

3. Publish the page

g innovator with
ading operations

Figure B5: Example MSO Widget on an Intranet

9 Internet Explorer ca

What you can try:
Diagnose Connection P

= More information

Figure B6: MSO Widget where there is no Internet Connection
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4 To test, enter a valid login or alternatively test direct access via the Internet Browser Using
https//yourtelstratools. telstra. com/enterprise/ yourtelstratools

3. Using a Widget and Digital Certificate

Telstra.com and Telstra.com.au should be added to allowed sites to use cookies. In order to achieve this, on your |E browser, go to tools -
intenet options = privacy tab and click on sites.

Inter- .« Options EE
Nl vacy | content | Connections | Programs | Advanced |

Settings
€| Select a satting For the Internet zone.

Medium

- Blocks third-party cookies that do not have a compact:
privacy policy

- Blocks third-party cookies that save information that can
be used to contact you withaut your explict consent

- Restricts first-party cookies that save information that
can be used to contact you withaut your implicit consent

Import pdvanced | Dol |

Pop-up Elocker

@ Prevent mast pop-up windows from Settings

appeating.

¥ Turn on Pop-up Blocker

InPrivate

) I Danot collect data For use by InPrivate Fitering
b
Disable toolbars and extensions when InPrivate Browsing
kel skar

ok || canel || i |

Figure B7: Create Allowed Sites

Enter addresses of website Telstra.com and Telstra.com.au and select allow (to use cookies) and select cookies. These will be added to the Managed Websites
list.

Per Site Privacy Actions E3
[ Manage Sites

£ | You can specily which websites are always or never allowed ta use
b cookies, regardless of thei privacy policy

Tupe the exact address of the website you want to manage. and then click Allow
or Block.

To remove a site from the list of managed sites, select the name of the website
and click the Remave button,

Address of u
< Allow >

i

Domain [Seting | i
telstra.com Alvays Allow
telstra com.au Always Allow Remove all

oK I

Figure B7: Enter Managed Website List

HELP AND SUPPORT FOR WIDGET

I Ifauseris not able to view the login page then please verify if you are able to access Your Telstra Tools and login access via
http://www.telstra.com.au/business-enterprise/MS0 regardless of how accessed, requires an Internet connection, proxy setup,
certificates or addition to trusted list.

2. Copy and Paste the Widget html, to ensure code is correct.

For further support, contact your Telstra Managed Service Desk.
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