AT&T Express Ticketing

Online trouble ticketing is here! You can now réport your
trouble online at att.com/expressticketing:
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AT&T Express Ticketing

The new interactive web application lets you quickly and easily
submit trouble tickets for voice and data services from your
mobile phone, tablet, or PC.

AT&T Express Ticketing is currently available for creation of tickets on
designed and non-designed services within the AT&T 22-State footprint.

In the following sections, you’ll learn how easy it is to create your ticket
and view your ticket status:

* Get Started

Enter Service Information
Enter Ticket Details

View Ticket History

Request Ticket Status
* Send Feedback

* Additional Information
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Get Started
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Welcome to AT&T Express Ticketing

To get started, open your web browser and type att.com/expressticketing
in the address bar. No authentication is required to access this application.

From the home page, you can create a new ticket or request the status of
an existing ticket.

(Welcome to AT&T Express Ticketing

To create a new
Request Status
t i c ket’ p re S s To create a new ticket, you To view ticket status, enter

must have the exact circuit the ticket number, select the

Create Ticket

ID for the wireline service state in the U.S. associated

L]
C (=F) te Tl (o ket . you're having trouble with. To with the ticket, and then

get started, press Create press Get Status.

et

L st @

Create Ticket Get Status

To view ticket
status, enter the

e e information and

S 8 e press Get Status.

o
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http://www.att.com/expressticketing

Home Page Links

; [Welcome to AT&T Express Ticketing
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a" Create Ticket Request Status

i To create a new ticket, you To view ticket status, enter
’ must have the exact circuit the ticket number, select the
4, ID for the wireline service state in the U.S. associated
you're having trouble with. To with the ticket, and then

get started, press Create press Get Status.
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) Create Ticket Get Status
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Press here

You can press the icon at
the top right of the page to:

» Return to the home page.
View the User Guide.

——r— Provide Feedback

Provide Feedback

» Review Terms of Use.

Terms of Use

Review the AT&T Privacy
Policy.

Privacy Policy
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Enter Service Information
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Start a New Ticket

To create a new ticket, you’ll need the exact circuit ID for the wireless service
you’re having trouble with. You’ll also need to have power at the service location.

[Welcome to AT&T Express Ticketing ]
Create Ticket Request Status
To create a new ticket, you To view ticket status, enter
must have the exact circuit the ticket number, select the
ID for the wireline service state in the U.S. associated Note: Lack of power to
you're having trouble with. To with the ticket, and then k
get started, press Create press Get Status. your networking
Ticket equipment can lead to
false test results or other
[ Create Ticket ] d behavi
unexpecte enavior, so
To create a new ticket, you must have the exact circuit ID for the wireline AT&T Exp ress Ticketi ng
o - service you're having trouble with. )
requires that you have
Does your location have power? regular power at the

service location when
you open a trouble ticket.

To open a SO

new ticket,

_ When power is restored,
If your location has continue with the trouble

power, press Yes. reporting process.
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Enter Service Information

Press the Help icon
for examples.

[ Service Information

The first step is to choose
your service type.

Serial Circuit ID

Carrier Circuit ID

Then enter the following:

Local Voice Service

Choose your

Telephone Circuit ID

« Circuit ID TR T
- State where the circuit m !
resides. ("Serial Circuit ID
b/ RO/ [ro7016 500 /0 1 500
For further guidance and g
examples, click the Help
State

icon.

Select your state.

Ohio

You can also call
800.247.2020.
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Serial Circuit ID

A serial circuit is a point-to-point circuit, not located on a public network.
Enter this circuit ID which can contain two fields.

Serial Circuit ID
o 3000 1 X00000 XXX 1 300KK 1 XXX

e X Press the Help icon
for Serial Circuit ID

[ G |
Enter up to 2 letters and/or numbers. =

XX
( 2 ] If you are having an issue locating your Serial Circuit ID then call 1-800-247-2020. For a Serial

Circuit ID, Express Ticketing's minimum requirements are the service code, serial number and state

the circuit is located in. Examples are below with the minimum input elements required highlighted.

Serial Circuit ID examples:

157 {[123456( 001 /WT /
447 /01188 /Wt
/TXNY| /1 /LB/

Some fields are optional,
depending on the circuit

type. To skip the optional
fields, press Next.
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Carrier Circuit ID

A carrier circuit requires a mux on-premises or at a remote location so you can use
multiple channels on the circuit. Enter this circuit ID which contains four fields.

Carrier Circuit ID
OO /1 XX 1 XXHOCOKKKK 1 XHXHXOKXHKK
State XX
Facility Designation [ 2 Help ]
Enter 1-5 letters and/or numbers.
( s J If you are having an issue locating your Carrier Circuit ID then call 1-800-247-2020. Examples are

m below with the minimum input elements required highlighted.

Carrier Circuit ID examples:

1|/ [T1] 7 [YNTWOHO2W15 / YNTWOH78|

901/ TOC|/ |AKRNOH25K01| / IAKRNOH25W31|
70086! / T3/ [LIVNMIMNDOD / [PLMOMIFACGO
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Local Voice Service

This is your local voice (landline phone) service. Enter this phone number
which can contain three fields.

Local Voice Service

Pood 7 300 7 x000x

State XX
Area Code [ 2 o ]
Enter 3 numbers * =

( it J If you are having an issue locating your Local Voice Serice then call 1-800-247-2020. Express
Ticketing requires the Area Code, Exchange, and Line Number portions of the phone number along

m with the state it is located in. Examples are below with the correct input elements highlighted.

Local Voice Service number examples:

=
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Telephone Circuit ID

The telephone circuit ID is the special services circuit ID and phone number for
your public switched network. Enter this circuit ID which can contain six fields.

Phone Circuit ID
[ 7 5000 £ X00K 1 XXX 1 XO0KK 1 XXX 1 XXX
State XX
Prefix [ 2 el ]
Enter up to 2 letters and/or numbers. = P
( ot J If you are having an issue locating your Telephone Circuit ID then call 1-800-247-2020. Examples
are below with the minimum input elements required highlighted.
Telephone Circuit ID examples:
44| / [SEGS] / [aa4| 1 uAFY / 222/ [3333]
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Need help with your Circuit ID?

Having trouble locating
your circuit ID?

If your circuit ID isn’t found
after two attempts, you
have the option to chat
with a live agent for help.

To chat with a live agent:

* Press Chat Now.

* Enter your name,
phone number, and
select the type of
trouble you’re having.

* Then, press Chat Now.

© 2013 AT&T Intellectual Property. All rights reserved. AT&T and the AT&T logo are trademarks of AT&T Intellectual Property.

[ A\ Circuit Not Found ]

Circuit Type Serial Circuit ID
Circuit ID 15555/555555//
State >

For help with your circuit ID, call 1-800-247-2020 or press Chat Now.

Provide feedback about ATAT Express Ticketing.

Press Chat Now.
oo e ]

[ Chat Now

C— P l€@S€ populate and press Chat Now

Name [ John

Phone [ 555-555-5555 ] ( Ex )

( Select OJ

m Chat Now

Trouble

Populate and

press Chat Now.



Chat with a Live Agent

A live agent will help you find your circuit ID.
You can also call 800.247.2020.

Window - Morilla Firefox (Private Browsing) ==

R tohas AN e

AL e e st el A ' ! —
I @ https://sales.liveperson.net/hc/50938419/7cmd=file&file=chatFrame&isite=509 'l",* |

. | END CHAT ||

' Please wait for a site operator to respond.

I press Chat Now

' You are now chatting with 'Andrew’

John

555.555-5555 ] (

Other

We're here
to help.

Chat online with

a live agent.
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Service Information Validated

After the inventory and address have been validated, you can press
Ticket History to view the ticket history, or press Next to create your

trouble ticket.

[ Circuit Details &

Circuit Type  Serial Circuit |D
Circuit ID IDHZZ/34583511

State Wi
‘Ticket History

Press Next to create
a new ticket.
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Enter Ticket Details
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Enter Trouble Ticket Details

Now you can enter the trouble
ticket details.

 Select the Trouble Type.

* If tracking the trouble internally,
enter your Customer Ticket
Number.

* To authorize AT&T to test your
circuit, select YES.

* To authorize AT&T to send a
dispatch, select YES.
Note: When you authorize AT&T to
dispatch a technician to your site and

the trouble is not on our network,
you may incur a service fee.

* Press Next.

Press the Help icon for

more information.

[ Ticket Details

Trouble Type
Select Q |

Customer Ticket Number

Test Auth Dispatch Auth

Enter your Ticket
Details and press Next.

© 2013 AT&T Intellectual Property. All rights reserved. AT&T and the AT&T logo are trademarks of AT&T Intellectual Property.
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Enter Trouble Ticket Details (cont.)

[ Ticket Details

Trouble Description  oof70

(
More Information  oofsso
- Enter a short and
long description.
[ Primary Contact Information
First Name [ John J
Last Name [ Doe ]
Phone [ 555-555-5555 ) ( ]
Email [ YourSuccess@att.com ]
| | am also the local contact |

contacts are the same.

Select if primary and local

© 2013 AT&T Intellectual Property. All rights reserved. AT&T and the AT&T logo are trademarks of AT&T Intellectual Property.

* Enter a brief Trouble
Description, and then
enter More Information,
as needed.

* Press Next.

* Enter the Primary
Contact Information.

* If the information is
different for the local
contact, clear the check
box, press Next, and
enter the Local Contact
information.

* Press Next to set the
local access hours.
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Set Local Access Hours

Next, customize your local
access hours. Local access
hours are the hours during
which AT&T can access
your site.

You can set the access
hours for each day or edit
the hours for multiple days.

When finished, press Next.

Easily set the local

access hours.

[ Local Access Hours
Set Access
Hours
Monday 24/7 (Monday - Sunday 24hrs a day)
24/5 (Monday - Friday 24hrs a day)
Tuesday Custom
Wednesday | 08:00 Al - 05:00 PI
Thursday ( 08:00 AM - 05:00 P14
Friday ( 08:00 AM - 05:00 P
i _

[Local Access Hours

Select the days and hours when AT&T can access your site.

Monday Wednesday Thursday

Saturday Sunday | | Select All ]

Friday

Access Hours[ 08:00 AM - 05:00PM |

Cancel

Open Time

© 2013 AT&T Intellectual Property. All rights reserved. AT&T and the AT&T logo are trademarks of AT&T Intellectual Property.
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Review Ticket Summary and Submit

Review your ticket summary. You’ll need to read and agree to
the Terms of Use.

If you want to receive automated updates, select the check box,
and then press Next to review the contact information.

When finished, press Submit.

Receive updates
by email, phone
(IVR), or both.

[Tlcket Summary ]

Circuit Information

Circuit Type ~ Serial Circuit ID
Circuit ID [DHZZ/345835/1

[Automated Updates

Primary Contact

State wi Mame John Doe
Phone ER5-555-5555
Ticket Details Email YourSuccess@att.com
Power Yes Testing Auth  No Dispatch Auth No mm‘]
Trouble Type  Other 1 —
Description Express Ticketing Test
, Read and agree to Local Contact
[ Receive automated updates? Mame John Doe
the Terms of Use. Phone 555-555-5555

Email YourSuccess@att.com Press Su bm it

||: I've read and agree to the Terms of Use I
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Trouble Ticket Confirmation Email

After the ticket is successfully created, (
E . . . . [Tlcket Created & ]
you’ll receive a confirmation email.

The ticket has been successfully created. We'll send a confirmation
email to the addresses you provided.

For tiCket StatUS, Ca” 800.247.2020- Ticket Number TV001109 (Hzzrz453350)
The interactive voice response (IVR)
system will provide status details.

For ongoing status of this new ticket, call 1-800-247-2020.

Provide Feedback on this application.

Home
From: AT&T Enterprise Nofifications <cbusagent@asprd130.aldc.att.com> -
Tor DOE, IOHM
Co
Subject: ATET: Ticket(s) <TVO0L109> Created

Dear Customer,

Thank you for using AT&T Express Ticketing! You've successfully created trouble ticket TV001109 for Circuit ID /DHZZ/345835/1.
Trouble Ticket Details:

Ticket Number(s)- TV0O1109 (DHZZ345835/) Visit att.com/expressticketing
Primary Contact: John Doe for ticket status

Local Contact: John Doe

Circuit ID(s): [DHZZ/345835//

Ticket Created: 2013-05-09 14:06 GMT

Trouble Description: CUSTOMER TICKET: Express Test Ticket - Express Ticketing Test

For ongoing status of this ticket, visit att com/expressticketing or dial 1-800-247-2020. When prompted, enter your trouble ticket number.

Thank you,
The AT&T Express Ticketing Team
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View Ticket History
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View Ticket History

[Circuit Details &

Circuit Type  Serial Circuit ID
Circuit ID IHRDZ/707016//

State OH Press Ticket History.

Open Tickets
SB000180  05/08/2013 01:44 PM GMT

Ticket History Search Again

Note: A new
ticket cannot be
created when
an open ticket
exists on the
same circuit.

[Tlcket History

Past Tickets for This Circuit; 2 (asts0 days)

—
|| 1)acoos3to

Opened : 04/17/2013 04:12 PM GMT

2) AGO0B0TS
Opened : 03/25/2013 05:32 PM GMT

Look at past tickets for
the selected circuit.
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Request Ticket Status
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Get Ticket Status

From the AT&T Express Ticketing home page, you can
request the status of your ticket.

From the ticket status page, you can view and add ticket
log entries, escalate a ticket, or chat with a live agent.

To chat with a live
agent about ticket
]] status, press here.

[Welcome to AT&T Express Ticketing

Create Ticket Request Status

5]

[Tlcket Number: TV001109

To create a new ticket, you
must have the exact circuit
ID for the wireline service
you're having trouble with. To

To view ticket status, enter
the ticket number, select the
state in the U.S. associated
with the ticket, and then

Status Temporarily Postponed
A technician has picked up the ticket to update or work the

issue.

i Create Get S S,
g_f; :;e:rted, press Crea press tatu Created

TV001109

ﬂ: Wisconsin o j

Get Status

05/09/2013 14:06 GMT

View/Add Ticket Log Entries

To view ticket
status, enter the ¢
information and

Escalate Ticket

ﬁ You can select one
Provide feedback about AT&T Exp .
of these options.

press Get Status.

25 © 2013 AT&T Intellectual Property. All rights reserved. AT&T and the AT&T logo are trademarks of AT&T Intellectual Property. @



26

View and Add Ticket Log Entries

You can view existing ticket log
entries and enter information you
want included in the ticket log.

Press View/Add Ticket Log Entries on
the ticket status page, and then press
the “+” to expand View Ticket Log
Entries or Add Ticket Log Entry.

[ Ticket Number: V001109 [ E]]

] »

i © View Ticket Log Entries

05/09/2013 14:09 GMT

EXPRESS TICKETING CUSTOMER STATES: ADD A LOG ENTRY

n

05/09/2013 14:06 GMT

EXPRESS TICKETING CUSTOMER STATES: EXPRESS TICKETING TEST -
ATT.COM/EXPRESSTICKETING TEST TICKET, PLEASE CLOSE IN 2 HOURS

e v,

¢» Add Ticket Log Entry

[Tlcket Number: TV001109

€» View Ticket Log Entries

Q @] @ Refresh Logs

© Add Ticket Log Entry

View notes added

Provide an entry for your ticket log below, and then press Submit. t lo) t h e t i C ket I o) g
[ ]

add a log entry]

15 of 300

© 2013 AT&T Intellectual Property. All rights reserved. AT&T and the AT&T logo are trademarks of AT&T Intellectual Property.

Enter information
you want included
in the ticket log.




Escalate a Ticket

[ Escalate Ticket: TV001109 ]

You can escalate the status of your

Current Level Mo escalation level

ticket to another level. isthame — )

Press Escalate Ticket on the ticket LostName Doe )

status page. Enter your contact Phone E I | ( %
Email YourSuccess@att.com

information, and then press Next.

You can enter additional comments,
and then press Submit. E

[ Escalate Ticket: TV001109 ]

, Review your contact
Escalation Notes . . .
Provide any additional comments in the area below. I nfo rm atlo n fo r tICket
please escalate this ticket esca I at ion.

You can add additional the: You can §ubmlt
a ticket escalation
comments.

request once an hour.
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Send Feedback
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Send us your Feedback

We would love to hear from you! ( Feedback

P| | k b Describe Your AT&T Express Ticketing Experience.
ease et us nOW a OUt your How easy was the semvice to use? ﬁﬁ'ﬁﬁﬁ

experience With AT&T Express How likely are you to recommend this senvice to others? *ﬁ*ﬁ%

Tic ket INg. Provide any other comments or feedback in the area below,

| Feedback Contact
FirstName | TS )
astvame [ o0e )
Phone ( 555-555-5565 ) ( )
Email ( YourSuccess@att.com ) Rate your AT&T
Express Ticketing
experience.

Send us your feedback

contact information.
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Additional Information
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Additional Information

* The AT&T Express Ticketing site is located at
att.com/expressticketing

* For help locating the circuit ID, call 800.247.2020 or
press Chat Now within the application.

* For current ticket status, call 800.247.2020. When
prompted, enter your trouble ticket number. The

interactive voice response (IVR) system will provide
status details.
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