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Intfroduction

This document provides a user guide for customers using our Client Portal.
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Maintel Support Client Portal — Overview &
Navigation

Client Portal Access

If you are a new customer to Maintel, you will have received your access details as part of your Welcome
Pack. Existing customers who do not currently have access to the Client Portal can either:

Contact your Account Manager or Service Delivery Manager who can arrange access
4 Contact our Service Desk via email at: service@maintel.co.uk
4 Contact our Service Desk on the telephone by calling: 0344 871 1122

Once you have registered for access, you will receive an automated email from our system with your
login credentials. Please ensure that you check junk and filtered inboxes for the sender address:
donotreply@maintel.co.uk if you do not receive the mail.

If you still cannot locate it, please notify us atf: service@maintel.co.uk.

The web address for our client portal is: hitps://maintel.itclientportal.com/ClientPortal/Login.aspx
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Client Portal Login Page
When you arrive at our Client Portal page you will need to login with the credentials provided:

IT Client Portal Login

“ (] & https://maintel.itclientportal.com/ClientPortal/

® ®
maintel 4
CLIENT PORTAL LOGIN

User Name:

Password: *

| Remember my user name

| Keep me logged in on this computer

LOGIN

Unauthorized access is prohibited
| forgot my password

If you have forgotten your password, enter your email address into the User Name box and click on the ‘I
forgot my password’ link to reset and resend a new password to the registered emaiil.

© 2019 Maintel | maintel.co.uk Version 1.0 3
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Client Portal Home Page

After you have successfully logged in to the Client Portal, you will arrive at the Dashboard page as per
the below and several key operations can be carried out from this centralised hub.

IT Client Portal X =+

C & https;//maintel.itclientportal.com/ClientPortal /LandingPage/LandingPage.aspx?fromLogin=1 o 0 H

ma i nte "f HLCLENT - [ NewTIckeT | @

HOME TICKETS REPORTS MANAGE

Announcement: Welcome to the new Maintel Support Client Fortal! [More]

SEARCH
WELCOME CLIENT!

View data for Al Search Title & Description... Ticket Number ﬂ

TICKETS OPEN TICKETS n My  Waiting My Approval

_2 NEW TICKET T20150405.2281 Internal change request - engineer requestin... New
T20190405.2185 Red alert raised - Single | Maintel | Avaya | Sw.. Update Added
T20190405.2183 Red alert raised - Secondary | Virgin | Etherne... Update Added
T20190405.2182 Red alert raised - Secondary | Virgin | Etherne... Update Added
T201904051627 MSO - London - 05/04/201% In Progress

T20190405.1000 [Traverse] SIEM/Warning: System Load Avg In Progress

VIEW ALL *

TICKETS CREATED & COMPLETED BY MONTH m My OPEN TICKETS BY REQUEST TYPE m My

400

m Created

m Completed m Other- 143

Nov 2018 Dec2018  Jan 2019 Feb 2019  Mar2019  Apr 2019

© 2019 Maintel | maintel.co.uk Version 1.0 4
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Client Portal General Operations

Editing your profile

To make changes to your profile, drop down the menu next to the “Hi, <Name>" text on the top menu
section and choose “Edit Profile”.

HI, CLIENT ~ Z] NEWTI

L+

Change Password
Logout

EErm—

This will open a pop-up window where you can update your contact details. Should you wish to commit
any changes you make, click on “Save and Close”:

IT https:/fmaintel.itclientportal.com/ClientPortal /profile/myprofile.aspx - Google Chrome = O x

&8 https://maintelitclientportal.com/ClientPortal/profile/myprofile.aspx

USER PROFILE ?

B save and Close ®) Cancel | Change Password

PROFILE INFORMATION

Prefix

First Mame ™ Last Mame”™
Client Fortal

Suffix
Title

Office Phone Extension
01234 567830

Fax Mumber Mobile Number

Ermnail Address™
client portal@ company.couk

Contact your company representative if you do not wish to receive notifications fram the Autotask System through
E-mail
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Changing your password

You can change your Maintel Support Client Portal password by using the drop down menu next to the
“Hi, <Name>" text on the top menu section and choose “Change Password”.

HI, CLIENT ~ 2 NEW T
Change Password
Logout

You will receive the following pop-up window where you will need to enter your current password, enter
and verify your new password:

IT https://maintelitclientportal.com/ClientPor... — O x

8 https://maintelitclientportal.com/ClientPortal/profi... ©w

CHANGE PASSWORD FOR CLIENT PORTAL ?

B save and Close ®) Cancel

Current Password *
Mew Password ”

Confirm Mew Password *

Clicking “Save and Close” will change your password. Please note the system does not confirm password
change by email in the current release of software.
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Viewing Maintel Client Support Portal Announcements

From fime fo time, Maintel will release announcements relating fo the Client Support Portal. These can be
accessed by clicking the “[More]” link next to the announcement title:

IT Client Portal b4 -+

< & @ https://maintel.itclientportal.com/ClientPortal/LandingPage/Lat
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HOME TICKETS REPORTS MANAGE

Announcement: Welcome to the new Maintel Support Client Fortal! [Mare]

SEARCH

WELCOME CLIENT!

View data for  AlL Search Titl
These announcements will relate to any changes to the Client Support Portal or any scheduled

maintenance downtime for the Client Support Portal.

IT httpsi//maintel.itclientportal.com/ClientPortal/NewsPreview.aspx?newsitemid=1 - Google Chrome = O X

@ https://maintel.itclientportal.com/ClientPortal/NewsPreview.aspx?newsitemid=1

NEWS ITEM

x Close

Welcome to the new Maintel Support Client Portal!
Welcome to our new Client Portal - the place to submit new service requests and find up-to-the-minute information on the status of your tickets.
Some of the new features in the Portal include:

e New user interface and improved usability
o Better process for adding notes and attachments to existing Tickets

o Ability to internally manage user logins and profile information (please contact our Service Desk to enable this feature)
o |Improved communication through Service Provider Announcements

Watch this space for future announcements and updates — we thank you for your business!
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Client Portal Ticket Dashboard Navigation

The Home Page Ticket Dashboards provide a quick insight to your Support Tickets and offer several
navigation options from the home page.

SEARCH
WELCOME CLIENT!

View data for ALl Search Title & Description... Ticket Number H

TICKETS OPEN TICKETS n My  Waiting My Approval

_2 MNEW TICKET T201904061078 Red alert raised - Secondary | Virgin | Etherne... Update Added
T20190405.3109 Request for enabling of highlight reports New
T201%0405.2281 Internal change request - engineer requestin... Waiting Internal
T20190405.2185 Red alert raised - Single | Maintel | Avaya | Sw... Update Added
T2019204051627 MSO - London - 05/04/2019 In Progress

T20190405.1000 [Traverse] SIEM/Warning: System Load Avg In Progress

VIEW ALL >

TICKETS CREATED & COMPLETED BY MONTH n My OPEN TICKETS BY REQUEST TYPE m My

400

m Created
m Completed m Other- 134

MNov 2018 Dec2018 Jan 2019 Feb2019 Mar2019 Apr2019

Filtering the Dashboard to view individual locations

If Maintel provide support to your organisation at numerous locations, you can filter all the dashboard
objects by dropping down the menu options “View data for” and selecting a location from the list:

WELCOME CLIENT!

View data for | AlL -

[ a]

MAINTEL INTERNAL CONTRACT - OT9999
MAINTEL INTERNAL USE - OT999999/9001
MAINTEL INTERNAL USE - OT939999/90L!
MAINTEL INTERNAL USE - OT939999/902!
TICKETS MAINTEL INTERNAL USE - OT999999/905!

MAINTEL INTERNAL USE - OT999999/907

© 2019 Maintel | maintel.co.uk Version 1.0 8
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Searching for Tickets
You can quickly search for Tickets using the Search bar by entering a text search string in the “Search Title

& Description” box or by entering a Ticket Number in the box labelled “Ticket Number” and clicking the
magnifying glass button:

SEARCH

Search Title & Description.. Ticket Number H

The search result will be returned and open into the Tickets tab:

HOME TICKETS REPORTS MANAGE

Announcement: Welcome to the new Maintel Support Client Portal! [More]

TICKET SEARCH - "MSO"

B S

TICKET NUMBER & COMPANY TICKET TITLE CREATE DATE
| | | &
Q  T20190401.2724 Maintel - MSO - National - 01/04/201%
Blackburn - 01/04/201%

W_AZICON/0031
- The Innovative
Centre - BB1 ZFD

- M_MAINTEL
Q. T201904051627 Maintel - MSO - London - 05/04/2019
Blackburn - 05/04/2019%

W_AZICON/0031
- The Innovative
Centre - BB1 ZFD
- M_MAINTEL

Here you can click on the magnifying glass on the left of the row or the ficket number hyperlink to open
the main Ticket page for the result selected.

© 2019 Maintel | maintel.co.uk Version 1.0 9
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Ticket Dashboard Drill Through

Within the “Tickets”, “Tickets Created & Completed by Month” & “Open Tickets by Request Type”
dashboard objects, clicking on any of the metrics (which will highlight in green or present you with a link
pointer) will drill through on the chosen metric into a ticket search page with the fickets filtered to the
meftric you clicked on:

TICKETS

21 NEW TICKET

24 0

where | am contact crezted by me waiting my feedback

The resulting tickets will again be displayed in the fickets tab with the chosen filter applied:

HOME TICKETS REPORTS MANAGE
Announcement: Welcome to the new Maintel Support Client Portal! [More]
NEW TICKETS
-~
B S~
TICKET NUMBER COMPANY TICKET TITLE CREATE DATE a
Q, T20190331.2607 Maintel IT - Data Centre Access 31/03/2019
Computers - Reguest -.
W_AZICON/0006 {Maintel)
--- M_MAINTEL
O\ T20190402.4369 nghllght Head Datz Centre Access 02/04/2019
Office - Reguest -.
W_AZICON/0029 (Maintel)
- Highlight - GU7
ZQW -
M_MAINTEL
Q, T201904024888  HighlightHead  pata Centre Access 02/04/2019
Office - Request -.
W_AZICON/0029 (Maintel)
- Highlight - GU7
ZQW -
M_MAINTEL
Q  T20190402.6878 Maintel ICON Data Centre Access 02/04/2019
Connect - Reguest -.
W_AZICON/000Z (Maintel)
- Telecity
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The final section on the Ticket Dashboard is the Open Tickets grid, which gives you a snapshot view of
your most recent fickets, their title and the status of the fickets with Maintel:

OPEN TICKETS n My  Waiting My Approval

T20190408.3056 Data Centre Access Request MNew
T20150408.3054 Data Centre Access Request MNew
T20190408.2864 Data Centre Access Request Update Added
T20150408.2842.001 Data Centre Access Request Ready to Procure
T20190408 2744 Data Centre Access Request Mew
T20150408.1855 Data Centre Access Request MNew

VIEW ALL >

Clicking on any of the fickets will open the ficket where you can view the latest ficket activity or add an
update yourself. You can also filter the view fo show “My” tickets (where you are the set contact for the
ticket). In addition, the view can be filtered on “Waiting My Approval”, however please note that this
feature is only available where you have a Managed Service Change Advisory Board set up with
Maintel.
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Maintel Support Client Portal — Logging a New
Ticket

To log a new ticket on the Client Portal there are 2 handy buttons, one on the dashboard home page
and one on the main fop menu bar:

=1 NEW TICKET

You can also drop down the “Tickets” menu option and choose “New Ticket”:
maintel 4
HOME TICKETS REPORTS MANAG

Announce New Ticket pport Clie
- My Tickets | S

There are three types of tickets which can be logged through the Client Portal, these are summarised as
follows:

Requires Ticket to be logged

Ticket Type Description against a Supported
Configuration ltem (Cl)

Support Ticket to report a failure of
supported item or service where Maintel are
required fo intervene to provide a return to
service.

1. Incident Yes

Support Ticket to request information or
2. Que advice where a return to service is not No
) ry required however Maintel are required to

respond.

Support Ticket to raise an addition or
3. Change Request alteration to an existing service which Yes
Maintel provide.

Tickets logged against correct Configuration Items will be routed directly fo the relevant support feams
within Maintel. A Query will be triaged by our Service Desk staff prior to directing to the relevant support
teams.
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Logging a New Incident Ticket

To log a new Incident Ticket, click on the “New Ticket” option as previously described, and you will be
presented with a new ficket pop-up window:

IT Mew Ticket - Google Chrome

@ https://maintelitclientportal.com/ClientPortal /ServiceTickets/NewTicket.aspx
MNEW TICKET - SELECT COMPANY & REQUEST TYPE

B B B %) Cancel

Company

Maintel Europe Limited - 160 Blackfriars road - SE1 BEZ - M_MAI

Request Type

(select) -

The first step is fo choose the site (named within the system — “Company”) you would like to report the
Incident against by selecting the relevant record from the drop-down menu:

NEW TICKET - SELECT COMPANY & REQUEST TYPE

B B B %) Cancel

Company

Maintel Europe Limited - 160 Blackfriars road - 5SE1 8EZ - M_MAl

Azzurri Fabric - W_AZZURR/0003 - Telehouse Metro(MET) - ECZA 4JE - M_MAIMTEL
Azzurri Fabric - W_AZZURR/0004 - Telecity Harbour Exchange &/% (HEX) - E14 3GE - M_MAINTEL
Azzurri Fabric - W_AZZURR/0005 - Global Switch (GLO) - E14 977 - M_MAINTEL

Azzurri Fabric - W_AZZURR/0007 - Telehouse North (THN) - E14 2AA8 - M_MAINTEL
Azzurri Fabric - W_AZZIURR/D008 - Global Switch - M5W Z007 - M_MAINTEL

It is important to choose the correct site when logging an Incident as the system will imit the choice of
Configuration Items you are allowed to select based on the site selected at this point.

The next step is to choose the “Request Type” from the drop-down list, in this case we are logging an
Incident hence make the selection “1. Incident”:

Request Type

[Select) -

[select)

£ Query
3. Chanee Reouest
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When you have made your selection, click on the “Continue” button to move onfo the next step of ticket
logging:

NEW TICKET - SELECT COMPANY & REQUEST TYPE
B B B %) Cancel

Company

Azzurri Fabric - W_AZZURR/000Z - Telehouse Morth (THM) - E14 -

Request Type

1. Incident -

You will then be presented with the main “New Ticket” page (top half shown for illustration):

NEW TICKET

B save&vView | B Save&Close | B3 Save & New %) Cancel

Incident
1. INCIDENT

Title ™

TICKET DETAILS MESSAGE FROM SERVICE PROVIDER

Company
Azzurri Fabric - W_AZZURR/0002Z - Telehouse North (THN) - E14 2AA - . \
Our support team will respond to your issue ASAP.
M_MAINTEL
Contact”
Client Portal - | BACKGROUND QUESTIONS
Please list any troubleshooting steps have you taken?
EMAIL client.portal@maintel co.uk
PHONE 01234 567890
Z
Description™ 975000 Please list any error message/codes or status lights that appear?
& Y
How urgent is your request?” If you are unsure about which configuration item you have chosen,
please describe which system you are reporting your issue against.
Low v

Who is impacted? "

Only Me v
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Within this section the following information is mandatory:

Field Name Description

Short description of issue you are reporfing. Please note this field is

Tile used on the Dashboard Search feature.

The system will provide a default option of logging the ticket against
the logged in Client Portal user. However another contact can be
Contact chosen, or if you have an Administrator profile, you can add a

contact ( '|') to your company at this point (see final section of this
guide for details on how to carry this out).

Extended description of the issue. Including as much detail in this
Description section will enable our Support teams to process your incident
efficiently. This field is also used in the Dashboard Search feature.

Either “Low”, “Medium” or “High” based on the impact of the
How urgent is your request? product or service you are reporting your incident against being
adversely affected.

Either “Only Me”, “Others” or “Company” based on the impact of the

.. 2
Who Is impacted? incident and how widespread.

You will need to choose a supported Configuration Item or Service

Configuration ltem against the site you have selected by opening the selection tray (&)
and browsing for the relevant item from the list presented.

Enter a reference number (typically your Incident ticket number)
Customer Reference which you will be able to quote should we be unable to locate your
ticket by our reference number.

And the following information is optional:

Field Name Description

Please list any troubleshooting

steps you have taken? Describe any fault-finding actions you have carried out.

Please list any error Report any fault information from the devices or software that are
messages/codes or status affected, which could aid our Support teams in their froubleshooting
lights that appear? steps.

If you are unsure about which
Configuration Item you have Client Portal users to inform Maintel if they are unsure about which
chosen, please describe which | Configuration ltem they have selected, where a more descriptive
system you are reporting your reference to the system or service type can be made.

issue against.
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When you have completed all the mandatory and any optional information needed, you have several
options to complete the ticket logging process.

On the top menu bar, you have the options to select “Save & View” to submit the ticket and open the
record you have created. “Save & Close” to commit the ticket and return to the home page or “Save &
New” to process the ticket and start the ticket logging process again:

NEW TICKET

B save & view | B save&Close = B Save & New %) Cancel

Alternatively, selecting the “Cancel” button will close the New Ticket page without submitting your ticket.

There are also 2 buttons on the main call logging screen where you can complete the ticket logging
process:

Save & Attach File

Selecting the “Save Ticket” option will submit the ticket and open the record you have created for you to
view.

Choosing “Save & Attach File” will complete the ficket logging process and open the “New Ticket
Attachments” form. You can add any atftachments you want to send to Maintel, tagging them with a
“Name” and then using the “Choose File” option to select the files:

NEW TICKET ATTACHMENTS - T20190409.0967

B save & Close ®) Cancel

File

Choose File | Mo file chosen

Attach File

Files to Add:

Once you have aftached any required files, click on “Save & Close” to complete the process.
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Logging a New Query Ticket

To log a new Query Ticket, click on the “New Ticket” option as previously described, and you will be
presented with a new tficket pop-up window:

IT Mew Ticket - Google Chrome

@ https://maintelitclientportal.com/ClientPortal /ServiceTickets/NewTicket.aspx
MNEW TICKET - SELECT COMPANY & REQUEST TYPE
B B B %) Cancel

Company

Maintel Europe Limited - 160 Blackfriars road - SE1 BEZ - M_MAI

Request Type

(select) -

The first step is fo choose the site (named within the system — “Company”) you would like to report the
Query against by selecting the relevant record from the drop-down menu:

NEW TICKET - SELECT COMPANY & REQUEST TYPE
B B B x) Cancel

Company

Maintel Europe Limited - 160 Blackfriars road - 5SE1 8EZ - M_MAl

[Azzurri Fabric - W_AZZURR/0003 - Telehouse Metro[MET) - EC24 4JE - M_MAINTEL
Azzurri Fabric - W_AZZURR/0004 - Telecity Harbour Exchange &/% (HEX) - E14 3GE - M_MAINTEL
Azzurri Fabric - W_AZZURR/0005 - Global Switch (GLO) - E14 977 - M_MAINTEL
Azzurri Fabric - W_AZZURR/0007 - Telehouse North (THN) - E14 2AA8 - M_MAINTEL

Azzurri Fabric - W_AZZIURR/D008 - Global Switch - M5W Z007 - M_MAINTEL

The next step is to choose the “Request Type” from the drop-down list, in this case we are logging a

Query hence make the selection “2. Query”:

Request Type

(Select) -

. [Select)
1. Incident

3. Change Reguest

© 2019 Maintel | maintel.co.uk Version 1.0 17
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When you have made your selection, click on the “Continue” button to move onfo the next step of ticket
logging:

NEW TICKET - SELECT COMPANY & REQUEST TYPE

B B B %) Cancel

Company

Azzurri Fabric - W_AZZURR/000Z - Telehouse Marth (THM) - E14

Request Type

Z. Query -

You will then be presented with the main “New Ticket” page (top half shown for illustration):

NEW TICKET

B save & view | B Save & Close | PR Save & New x) Cancel

Service Request
2. QUERY

Title -

TICKET DETAILS MESSAGE FROM SERVICE PROVIDER

Company

izj;:llr:_?glr_lc - W_AZZURR/D002 - Telehouse North (THN) - E1I4 ZAA - Our team will respond to your query ASAP.
Contact "

Client Paortal ~ &
Save & Artach File

EMAIL client.portal@ maintel.co.uk

PHONE 01234 567890

Description ™ 0/ 8000

© 2019 Maintel | maintel.co.uk Version 1.0 18
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Within this section the following information is mandatory:

Field Name Description

Short description of issue you are reporfing. Please note this field is

Tile used on the Dashboard Search feature.

The system will provide a default option of logging the ticket against
the logged in Client Portal user. However another contact can be
Contact chosen, or if you have an Administrator profile, you can add a

contact ( '|') to your company at this point (see final section of this
guide for details on how to carry this out).

Extended description of the issue. Including as much detail in this
Description section will enable our Support teams to process your query
efficiently. This field is also used in the Dashboard Search feature.

Enter a reference number (typically your Query ticket number) which
Customer Reference you will be able to quote should we be unable to locate your ticket
by our reference number.

When you have completed all the mandatory fields, you have several options to complete the ticket
logging process.

On the top menu bar, you have the opftions to select “Save & View” to submit the ticket and open the
record you have created. “Save & Close” o commit the ticket and return to the home page or “Save &
New” fo process the ticket and start the ticket logging process again:

NEW TICKET

B save&view | B save&Close = PR Save & New ¥) Cancel

Alternatively, selecting the “Cancel” button will close the New Ticket page without submitting your ticket.

There are also 2 buttons on the main call logging screen where you can complete the ticket logging
process:

Save & Attach File

Selecting the “Save Ticket” option will submit the ticket and open the record you have created for you to
view.

Choosing “Save & Attach File” will complete the ticket logging process and open the “New Ticket
Attachments” form. You can add any atfachments you want to send to Maintel, fagging them with a
“Name” and then using the “Choose File” option o select the files:



maintel 4

NEW TICKET ATTACHMENTS - T20190409.0967

B save & Close ®) Cancel
MName -

File *

Choose File | Mo file chosen

Attach File

Files to Add:

Once you have attached any required files, click on “Save & Close” to complete the process.
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Logging a New Change Request Ticket

To log a new Change Request Ticket, click on the “New Ticket” option as previously described, and you
will be presented with a new ticket pop-up window:

IT Mew Ticket - Google Chrome

@ https://maintelitclientportal.com/ClientPortal /ServiceTickets/NewTicket.aspx
MNEW TICKET - SELECT COMPANY & REQUEST TYPE
B B B %) Cancel

Company

Maintel Europe Limited - 160 Blackfriars road - SE1 BEZ - M_MAI

Request Type

(select) -

The first step is fo choose the site (named within the system — “Company”) you would like to report the
Change Request against by selecting the relevant record from the drop-down menu:

NEW TICKET - SELECT COMPANY & REQUEST TYPE
B B B %) Cancel

Company

Maintel Europe Limited - 160 Blackfriars road - 5SE1 8EZ - M_MAl

Azzurri Fabric - W_AZZURR/0003 - Telehouse Metro(MET) - ECZA 4JE - M_MAIMTEL

Azzurri Fabric - W_AZZURR/0004 - Telecity Harbour Exchange &/% (HEX) - E14 3GE - M_MAINTEL
Azzurri Fabric - W_AZZURR/0005 - Global Switch (GLO) - E14 977 - M_MAINTEL

Azzurri Fabric - W_AZZURR/0007 - Telehouse North (THN) - E14 2AA8 - M_MAINTEL

Azzurri Fabric - W_AZZIURR/D008 - Global Switch - M5W Z007 - M_MAINTEL

It is important to choose the correct site when logging a Change Request as the system will limit the
choice of Configuration Items you are allowed to select based on the site selected at this point.

The next step is to choose the “Request Type” from the drop-down list, in this case we are logging a
Change Request hence make the selection “3. Change Request”:

Request Type

[Select) -

(Select)
1. Incident

2. Query
3. Change Request




maintel 4

When you have made your selections, click on the “Continue” button to move onto the next step of
ficket logging:

NEW TICKET - SELECT COMPANY & REQUEST TYPE

B B B %) Cancel

Company

Azzurri Fabric - W_AFZZURR/000Z - Telehouse North (THM) - E14 -

Request Type

3. Change Reguest -

You will then be presented with the main “New Ticket” page (top half shown for illustration):

NEW TICKET

B save & view | B save & Close | BR Save & New %) Cancel

Service Request

3. CHANGE REQUEST

Title
TICKETDETAIL MESSAGE FROM SERVICE PROVIDER
Company
Azzurri Fabric - W_AZZURR/0002 - Telehouse North (THM) - E14 244 - . ) )
Please provide as much information about your change
M_MAINTEL . \ h
requirements as possible, one of cur team will evaluate your
Contact” change and contact you ASAP.
Client Portal ~ +
EMAIL client portal@maintelco.uk Save & Autach File
PHOME 01234 567870
Description ™ 0/ 8000

© 2019 Maintel | maintel.co.uk Version 1.0 22
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Within this section the following information is mandatory:

Field Name Description

Short description of change you are requesting. Please note this field

Title is used on the Dashboard Search feature.

The system will provide a default option of logging the ticket against
the logged in Client Portal user. However another contact can be
Contact chosen, or if you have an Administrator profile, you can add a

contact ( '|') to your company at this point (see final section of this
guide for details on how to carry this out).

Extended description of the change. Adding as much detail in this
section will enable our support teams to process your Change
Request efficiently. This field is also used in the Dashboard Search
Feature.

Description

You will need to choose a supported Configuration Item or Service

Configuration ltem against the site you have selected by opening the selection tray (%)
and browsing for the relevant item from the list presented.

Enter a reference number (typically your change ticket number)
Customer Reference which you would be able to mention back to us should we be
unable to locate your ticket by our reference number.

To provide Maintel with a guide to when you require any changes to
be made, please enter the date that the change is required in this
Customer Req. Date field.

Please note: This date will not override any agreed Service Level
Agreements in place.

When you have completed all the mandatory information needed, you have several options to
complete the ticket logging process.

On the top menu bar, you have the options to select “Save & View” to submit the ticket and open the
record you have created. “Save & Close” o commit the ticket and return fo the home page or “Save &
New” to process the ticket and start the ticket logging process again:

NEW TICKET

B save&view | P save&Close | PR Save & New ®) Cancel

Alternatively, selecting the “Cancel” button will close the New Ticket page without submitting your ficket.

There are also 2 buttons on the main call logging screen where you can complete the ticket logging
process:

Save & Attach File

Selecting the “Save Ticket” option will submit the ticket and open the record you have created for you to
view.
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Choosing “Save & Attach File” will complete the ticket logging process and open the “New Ticket
Attachments” form. You can add any atfachments you want to send to Maintel, fagging them with a
“Name” and then using the “Choose File” option to select the files:

NEW TICKET ATTACHMENTS - T20190409.0967

B save & Close x) Cancel

Mame -

File *

Choose File | Mo file chosen

Attach File

Files to Add:

Once you have attached any files needed, click on “Save & Close” to complete the process.
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Maintel Support Client Portal — Viewing or
Updating an Existing Ticket

One of the most useful features on the Client Portal is the ability to keep frack of status and updates
posted on your tickets logged with Maintel or add any notes or atftachments to open tickefts.

Locating an Existing Ticket
There are several ways to locate existing tickets on the Client Portal. As previously described, you can

search for Tickets from the Dashboard home page using the Ticket Number, or search for text in the Title
or Description.

Alternatively, you can use one of four options in the “Tickets” menu:
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HOME TICKETS REPORTS MANAGE

Announce  Mew Ticket pport Clieni
My Tickets _
o 7

Open Tickets
Recently Completed Tickets

My Change Approvals =

Ticket Search

Search Option Description

Displays the Ticket Search page showing open tickets where the

My Tickets logged in Client Portal user is the ficket contact.

Displays the Ticket Search page showing all open tickets for your

Open Tickets I
organisation.

Displays the Ticket Search page showing all tickets which have been

Recently Completed Tickets competed in the last 7 days,

Displays the Ticket Search page showing all tickets for your

Ticket Search I
organisation.
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Opening the Ticket Search page using any of the above options presents you with the following screen
(“My Tickets” view in default settings shown for illustration purposes):

HOME TICKETS REPORTS MANAGE

Announcement: Welcome to the new Maintel Support Client Portal! [More]

MY TICKETS ?
I OY
TICKET NUMBER COMPANY TICKET TITLE CREATE DATE a
Q. T20190409.0967 Azzurri Fabric - MY FAULT CALL 09/04/201%

W_AZZURR/000
Z-Telehouse
North (THN) -
E14 284 -
M_MAINTEL

You can configure the ficket information you would like to see in your Ticket Search page by using the
Column Chooser option:

This will show an options list where you can customise the fields shown in the Ticket Search page results
grid:

Column Chooser

B save & Close x) Cancel

Available Selected

Status

Ticket Source Company

Complete Date Ticket Title

Configuration Item Product > Creste Date 4

Configuration Item Serial Number
Configuration Item Reference Numbe
Configuration Item Reference Name *
Created By

Ticket Contact

Request Type

Change &pproval Status

il itinnal Contarcts

You can use the blue “Left” and “Right” buttons fo add or remove columns or the blue “Up” and “Down”
buttons to reorder the columns on the screen. When you have made your selections, click on “Save &
Close” to affect the changes and refurn to the Ticket Search page results.

Please note, the Ticket Number column is mandatory and cannot be removed.
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For example, selecting and adding the “Status”, “Configuration Item Product” and "Request Type”
columns as per the below:

Column Chooser

B save & Close x) Cancel

Available Selected

Ticket Source

Complete Date Company

Configuration Item Serial Number Ticket Title

Configuration Item Reference Numbe > Create Date A
Configuration Item Reference Name Status

Created By Configuration Item Product

Ticket Contact * Request Type +

Change Approval Status
Additional Contacts
Customer Reference
Customer Req. Date

Will result in the Ticket Page Search being presented in the following format:

MY TICKETS ?

B &~ @
TIEKET NUMBER COMPANY TICKET TITLE CREATE DATE A sTaTUS o peLhatiaN ReqUESTTYRE
pmly
I | N | | | |
Q. T20190409.0967 Azzurri Fabric- MY FAULT CALL 09/04/201% In Progress 1. Incident

W_AZZURR/000
2 - Telehouse
North (THN) -
E14 2A4 -
M_MAINTEL

The columns selected can be used as filter results within the page - some Column Headers being drop-
down lists and some being text string searches. For example:

CREATE DATE A sTATUS O e eat  REQUESTTYPI
| ] |
aLL 09/04/2019 1 Incident
New
In Progress

Waiting Customer

Waiting Internal

Waiting Approval

Waiting Vendor -

Your selected options will be saved and replicated to all Ticket Search pages, meaning you will only
need to carry out this operation once.
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Viewing Maintel Support activity on an Existing Ticket

When you have found the ticket you would like to view, click on the Ticket Number hyperlink or the
magnifying glass button at the left-hand side of the record:

MY TICKETS

| S| @

-
TICKET MUMBER COMFANT TICKET TITLE

I | |

O, TZ0190409.0957 Azzurri Fabric -
W_AZZURR/000
Z - Telehouze
North (THM] -
E1l4 ZAA -

M_MAINTEL

MY FAULT CALL

This will open the main ticket page; all ticket updates are shown on the right-hand side of the main page

in the “Activity” section as shown below:

T20190409.0967 - MY FAULT CALL

% Close

Incident: T20190409.0967
1. INCIDENT

MY FAULT CALL

Created: 09/04/2019 08:23 by Client Portal

TICKET DETAILS ACTIVITY

Company

Azzurri Fabric - W_AZZURR/0002 - Telehouse North (THN) - E14 2AA -
M_MAINTEL

Contact
Client Portal
EM

AlL client.portal@maintel.co.uk

PHONE 01234 567890

Description
Test for Danny

- PRIORITY QUESTIONS -

S: :—loo\\f/.' urgent is your request? L,/ Note
: Lov

Q: Who is impacted?

A: Only Me

- BACKGROUND QUESTIONS -
Q: Please list any troubleshooting steps have you taken?
A:[no answer]

Q: Please list any error message/codes or status lights that
appear?
A: [no answer]

Q: If you are unsure about which configuration item you have
chosen, please describe which system you are reporting your

Search Knowledgebase

Add a Quick Note 0/1000

& Attachment

Danny Hart (Live)
[Z, Ticket Update
Status: In Progress

Action Taken: Investigating remotely.
Following Actions: Speak to customer about initial findings.

09/04/2019 12:48
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Adding a Note to an Existing Ticket

There are two options to add a note to an existing ticket. You can enter the details you would like to add
to the “Add Quick Note” section and choose “Submit”:

ACTIVITY

Add a Quick Note 27 /1000

Customer notes in this box|

Or you can click on the “Note” button:
[} Note

Which will show the following “New Ticket Note” form:

NEW TICKET NOTE - T20120409.0967

B save ¥) Cancel

Mote Title -

Note "

Append to Resolution
¥| Motify Resources on this Ticket

Dther recipients (emails, separated by semicolons)
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In this section you can add a Note
actions:

Additional Action

Append to Resolution

Title, the Note detail and choose one of the following additional

Description

Adds the notes you have entered to the tickets and includes the
note detail in the ‘Resolution’ section of the ticket. This contains the
actions taken to complete the ficket.

Notify Resources on this Ticket

Choosing this option will send a nofification email to the Maintel
resource assigned to the ticket informing them that an update has
been added.

Other recipients

You can manually add other email recipients to receive the
notification email if you wish.

Once you have completed adding your notes and selected any required options, click on the “Save”

button to add the note to the call:

NEW TICKET NOTE - T20120409.0967

B save %) Cancel

Note Title -

Customer Update

Note =

We have found 2 more Sales users affected|

You will then be able to see the update in the main Ticket page:
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ACTIVITY

Add a Quick Note 27 /1000

Customer notes in this box.

[# Note & Attachment

Client Portal
[#] Customer Update

‘We have found 2 more Sales users affected.

09/04/201% 13:07

Adding an Attachment to an Existing Ticket

You can add an attachment by clicking on the “Aftachment” button in the “Activity” section:
& Attachment

This will open the “New Ticket Altachments” form. You can add any attachments you want to send to
Maintel, tagging them with a “Name” and then using the “Choose File” option to select the files:
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NEW TICKET ATTACHMENTS - T20190409.0967

B save & Close ®) Cancel
MName -

File *

Choose File | Mo file chosen

Attach File

Files to Add:

Once you have attached any required files, click on “Save & Close” to complete the process.
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Maintel Support Client Portal - Managing your
Customer Contacts

A new feature of the Maintel Support Client Portal is the option for you to manage your own Customer
Contacts. You can add new and modify existing contacts, as well as activate or deactivate Client Portal
access for your contacts.

To be able to use this feature you need to be set with the Security Level “Maintel Client Portal Admin
User”. To view your current security level, drop down the menu next to the “Hi, <Name>" text on the top
menu section and choose “Edit Profile”.

HI, CLIENT = =1 NEWTI
Change Password
Logout

L

This will open a pop-up window where you can view your current Security Level:

USER PROFILE ?

B save and Clase ®) Cancel | Change Password

SECURITY LEVEL: MAINTEL CLIENT PORTAL ADMIN USER
You are able to
Client Portal Logins
User can create and manage Client Portal Logins
Configuration Items
can view Configuration Items (read-only)
Project Security Access
Mo Project access

Search Tickets

1| Rey- o e

Should you require your Security Level to be changed, either liaise with a contact from your company
who is a Client Portal Admin user or contact Maintel through the details in the first section of this
document.
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Adding a Contact

To add a new contact to your organisation, from the Main Menu bar, hover on the “Manage” tab and
choose “Users”:
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HOME TICKETS REPORTS MANAGE

Announcement: Welcome to the new Maintel  Users

Configuration ltems -
o7 . SEARCH

|

This will open a list of users currently entered into the system as per the following:

+ MNew User &= Import/Update Users 9 Import History

HAME s SECURITY LEVEL EMAIL ADDRESS LAST LOGIN ACTIVE

Portal, Client Custom:Maintel Client Portal Admin User dient.portal@maintel.co.uk 09/04/2019 12:46

To add a new user, select the “+ New User” button:

USERS

& Mew User | eall
NAME

This will open the “New Contact” form to be completed:

NEW CONTACT

|

B saveand Close | B} Saveand New | (0 Cancel

General | | Client Portal
Client Portal is Inactive
Company Maintel Europe Limited - 160 Blacl ¥
External ID |

Prefix d

First Mame™”

Middle Initial

Last Name”
Suffix ¥
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You will need to complete the following Mandatory Fields:

Mandatory Fields

First Name

Last Name

Email Address

The following list of fields is optional, however adding as much information as possible will assist Maintel
Support staff in contacting you.

External ID Noft in use at present, please do not use.

Prefix
Middle Initial

Last Name
Suffix
(Job) Title
Primary Outsourced Contact Not in use at present, please do not use.

Address

City All these fields will be pre-populated with
Post Code your Main Location details.

Country

Additional Address Information
Email Address 2
Email Address 3

Phone / Extension

Alternate Phone

Mobile Phone

Fax

When you have entered the mandatory information and provided any additional contact details, click
on “Save and Close” to complete the process or click on “Save and New” to add another contact.

To activate Client Portal access for the contact you have created, click on the “Client Portal” tab and
follow the instructions in the section of this document 'Allowing a Contact Access to the Maintel Support
Client Portal’.
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Editing an Existing Contact

To edit an existing contact in your organisation, from the Main Menu bar, hover on the “Manage” tab
and choose “Users”:
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HOME TICKETS REPORTS MANAGE

Announcement: Welcome to the new Maintel  Users

Configuration ltems -
o7 . SEARCH

|

This will open a list of users currently entered into the system as per the following:

+ MNew User &= Import/Update Users 9 Import History

HAME s SECURITY LEVEL EMAIL ADDRESS LAST LOGIN ACTIVE

Portal, Client Custom:Maintel Client Portal Admin User dient.portal@maintel.co.uk 09/04/2019 12:46 &

To edit a user, click on the relevant Name record on the left-hand side of the table. This will open the
“Edit Contact” form as per the following:

IT Edit Contact - Google Chrome = O X

@ https://maintel.itclientportal.com/ClientPortal/Administration/UserProfile.aspx?Userld=1261&&contact...

EDIT CONTACT

|

B saveand Close | (0 Cancel
Generzl | | Client Portal | | Configuration Items
Client Portal is active
Company | Maintel Europe Limited - 160 Blach v
External ID
Prefix hd
First Name * [Client
Middle Initial
Last Name~ [Fortal
Suffix v
Title
Primary Qutsnource Contact

Within this page you can edit any of the fields, bearing in mind the Mandatory fields can be changed
but cannot be left blank.
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Allowing a Contact Access to the Maintel Support Client
Portal

You can allow access to the Maintel Support Client Portal for any of the contacts in your organisation,
either from Creating a New Contact or Editing an Existing Contact as described previously. Choose the
“Client Portal” tab as shown below:

B save and Close %) Cancel

General | | Client Portal | | Configuration Items

User Name Activate Client Pc

Select the security level for this user

Choose one of the following

Standard Client Portal Security Levels

Basic
Advanced
Manager

Taskfire Security Levels

Resource
Administrator

Custom Security Level

Maintel Client Portzl Admin User
Maintel Client Portal Standard User

You need to tick the box *Activate Client Portal”, this will automatically populate the User Name with the
contact’s primary email address:

EDIT CONTACT

B save and Close ) Cancel

General | | Client Portal | | Configuration ltems

IJser Mame ™ |extrauser@maintel.co.uk #*| Activate Client Portal

Select the securitv level for this user
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The final step is to select a Security Level for the Client Portal user you are activating:

Custom Security Level

Maintel Client Fortal Admin User
Maintel Client Portal Standard User

The details of the Custom Security Levels available are as follows:

Security Level Access Details

View Configuration Items (Read Only)

No Project Access (feature to be released in future phase of development)
User can see all Tickets

User can view and edit their own profile

User is able to create new Service Requests (All Ticket Types)

Maintel Client Portal
Standard User

View Configuration Items (Read Only)

No Project Access (feature to be released inf future phase of development)
Maintel Client Portal User can see all Tickets

Admin User User can view and edit their own profile

User is able to create new Service Requests (All Ticket Types)

User can create and manage Customer Contacts and Client Portal logins.

Once you have selected the relevant Security Level choose “Save and Close” from the top menu bar.
The activated contact will receive an automated email from our system with their login credentials.
Please ensure that you check junk and filtered inboxes for the sender address: donotreply@maintel.co.uk
if you do not receive the mail.

Deactivating Maintel Support Client Portal Access

Should the need arise to deactivate a contact’s Client Portal access, follow the previous steps to edit a
contact and simply uncheck the “Activate Client Portal” fickbox as per the following:

EDIT CONTACT

B save and Close x) Cancel

General | | Client Portal | | Configuration Items

User Name |extra.user@maintelco.uk Activate Client Portal

Select the security level for this user

Click on “Save and Close” to compete this operation.


mailto:donotreply@maintel.co.uk
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Managing Contacts in Bulk

Admin users are also able to manage Contacts and/or Client Portal users in bulk using the
“Import/Update Users” feature within “Users”:

+ New User = Import/Update Users £9) Import History

NAME & SECURITY LEVEL
Mo H Cmenb M rdin e

From this page you will need to click on the link to “Download import template” as per the below:

MANAGE USERS - IMPORT/UPDATE USERS

& Import 9 Import History %) Cancel

Import users from a .csv file using the import template below.

Download import template

This will download a pre-populated .csv (Comma-Separated Value) file which can be edited in
spreadsheet programs like Microsoft Excel or similar. The template contains all the mandatory and
optional fields described in the ‘Adding a Contact’ section of this document.

When you have entered the information into the tfemplate and saved the file, you will need to use the
“Choose File” option to select the completed template. Choose the site you want to import the contacts
into (this will default to your Organisation’s main location) and choose an opftion to either “Update
existing user” or “Do not import or update user” if an existing contact is found.

Select file to import”

Choose File | Mo file chosen

Import into:
Mairntel Europe Limited - 160 Blackfriars road - SE1 8EZ - M_MAINTI ¥

If an existing user is found (based on User Mame, or First Mame + Last Name + Email}:
® Do not import or update user

Update existing user

When completed, click on the “Import” button as shown below:

MANAGE USERS - IMPORT/UPL

o= Import £9) Import History ®)

You can view any previous import operations by selecting the “Import History” button as per the above.
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Managing Client Portal Access in Bulk

Should you wish to bulk add or edit users and activate Client Portal access, you must ensure that the
following fields are completed in the Contact Import Template .csv file:

Column W — Client Portal Username. This field needs to be populated with the contact’s email address.

Column Y — Client Portal Security Level. This field needs to be populated with one of the following options
and must be entered verbatim:

Column Y - Client Portal Security Level

Maintel Client Portal Standard User

Maintel Client Portal Admin User

Please note: Column X — Client Portal Password needs to be left blank, the system will automatically
generate a password.

All users created in this manner will receive the automated Client Portal welcome email with their login
credentials included.





