How to open a ticket with the Customer Support Desk using AT&T Express
Ticketing for Enterprise Mobility Management Services
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AT&T Express Ticketing Benefits

AT&T Express TicketingSMenables you to quickly and easily submit trouble
tickets for Enterprise Mobility Management Services (EMMS) platform
issues and iOT requests to the AT&T Customer Support Desk (CSD).

— Allows you to quickly create trouble tickets and obtain status from your mobile phone, tablet, or
pC.

— No waiting on the phone for an agent

— No registration is necessary, and you will not need an ID and password.

— Enter your Asset ID (BAN number) and your Customer Number (FAN Number), and AT&T Express
Ticketing will route the ticket to the Customer Support Desk (CSD).

Note: Enterprise Mobility Management Consultant (EMM-C) request tickets can also be created in
AT&T Express Ticketing.
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Asset IDs

To create a trouble ticket in AT&T Express Ticketing, you will need an Asset
ID and a Customer Number.

— The Asset ID can be found in the service manual you received following on-boarding.
The Asset ID is the BAN number, and the Customer Number is the FAN number.

— Enter the AssetID and Customer Number, then select the Product Type to create a
support ticket:

— Input Your Asset ID and Customer Number then click Validate Asset.

— Select the Product Type.

Create a new request for help

New help requests are created by first validating your Asset ID, For additional help in locating your Asset |1D,
use the Asset Lookup Wizard,

Enter Asset 1D Validate Asset
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Opening a trouble ticket

Go to Express Ticketing at
http://www.att.com/expressticketing/

1. Enter the asset ID (BAN) of the desired
product.

2. Click Validate Asset.

Create a new request for help

MNew help requests are created by first validating your Asset ID. For additional help in locating your Asset ID,
use the Asset Lookup Wizard.

o @

Enter Asset ID Validate Asset
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What if the asset is not found?

1. If the asset is not found, you
will see the Asset ID Not For help with your Asset

Found pop-up. Double-check ID call 1-888-292-7099
the asset ID you entered to
make sure it is correct.

2. If the asset is not found two
more times, you will need to
call the CSD Help Desk 1-
888-292-7099

9 Asset Lookup Failed /o

For help with your Asset ID/errors in Express Ticketing ‘/o
email DL-EMMEXxpressTicketissue@att.com

Note: Please include a screen shot of the error message you are getting in Express Ticketing and the BAN & FAN you
are using.
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Validating the asset

1. When the screen refreshes, enter your
Customer Number (FAN).

Click Validate Asset.

Select Product Type.

Select Reported Item Affected.

Click Validate Product.

e wN

Verify Product Type

Select the product type which you're having trouble.

Product Type
MaasS360 ‘»
Platform

Cloud

Cancel Validate Product

Validate Asset

Customer Number ”

‘ A

Cancel Validate Asset
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Verifying asset information

1. Asset Information 2 Prablem Information 3 Contact Information 4 Summary

1. The asset information and history

Asset Information & History /o
2. Toview the ticket history for this

asset, click Ticket History. Amet i e
Asset Type: AN

3. Open tickets forthe asset ID are STy Naniged At

listed below. Click a ticket number

to go dlrectly to the Ticket status We found open ticket(s) on your asset but an information request can be submitted

page. 000000225349608 2016-12-13 0256 AM
4. Toreport a new issue, click Save &

Conti nue 000000225349608 2016-12-13 0256 AM

Ticket HiStOry feuck tave to apen ticket hrtory)

Ticket Number Date
o\‘ 000000278356900 2020-05-29 1542 PM
000000278357327 2020-05-29 1553 PM
000000278358856 2020-05-29 1635 PM
000000278360276 2020-05-29 1715 PM
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Entering a report description

1. Asset Information 2.Problem & tion 3 Contact Informaticn 4 Summary

1. Under Problem Information:

~ Enter a short Report Description. Problem Informatio

- Enter Report Details describing

your trouble or request. REpthestionion® }(
Entera .'}‘aror’ Descr,
- Select the Reported Trouble /
Description. Reput et /

Enter details regarding this regt

- For all EMMS issues, select “Other.”

2. Click Save & Continue.

Product Type /
Airwatch
Reported Trouble Description *

SEP Mobile Lookout (", Other

u
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Providing contact information

1. Choose a notification method Email.
2. Choose Notification Calendar Methods

L Asset information 2. Prabiern information 1, Cantact Information

3. Enter your contactinformation. First
Name, Last Name, Phone Number and
Email are required fields.

gofeired Notification Methods *

4. Click Save & Continue.

Notification Calendar Preference *

Please Select o3
Primary Contact Information
Flrst Mame * Last Name *
Phone Humbes * @ Extension Emal* @
oo
' 4 nay 4t 4 t devg -

am also the local contact

BELL ‘

AT&T Business
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Submitting your ticket

1 Asset Information 2 Problem informaticn 3 Contzct Informaden 4 Summary

1. Check the accuracy of the
information displayed.

Summa
2. Tomodify ticket details before "y

submitting, click Edit Report.

3. When finished, check the Problem Information

box agreeing to the terms of eport Descrptin Test

use and click Submit Ticket. Report Decal Test
Product Type Lrwatch
Reported Troubie Description (Oeher

Contact Information

Notification Methad EMAIL

First Name Bl

LastName Burton

Phons Number 3156535343
Emal woBlingattcom
isLozal Yes

Ive read and agree to the Terms of Use
<=

o == i Report

AT&T Business
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Receiving the ticket number

1. A success message appears.

2. Savethe ticket number for
future reference. You can use
the ticket number when
calling the Customer Support
Desk (CSD).

3. Click Complete.

4. The Ticket Status page will
appear.

Y
e

Success! Ticket 000000294486444 Created.

Your ticket request has been created.
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000000254
Refresh Tickes Add Log Note Request Escalanion Reguest Closure Feguess Chat

v/ Current Status

Pending Diagnose
This inodent 1z pending diagnosis by ourtest conter We will update the incident log with the dlagncse
conclusion once our testing Is complete

@ Ticket information

Created: 11/18/2020 08:01am

0 Otam

- Incident Logs

N8/202G

REPORTED BY
BILL BURTON 3196336348 WBSTIR@ATTCOM

EXPRESS TICKETING CUSTOMER STATES
TEST

TEST

CUSTOMER REPORTING AN EMMS TICKET WITH INFORMATYON BELOW
ASSET 0. 9939993955-8MI60-161303407

CUSTOMER ASSET: 93599995

CUSTOMER NUMBER: 2345678

GMAS PLATFORM ARWATCH

REPORTED ITEM AFFECTED: ARWATCH - SHARED CN35

REPORTED TROUBLE DESCRIPTION OTHER

AT&T Business

(((©



Adding Attachments in Express Ticketing
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Uploading Files to Your Ticket

1. The Ticket Status page will appear.
2. Click on Manage Files
3. Click on Upload New File

Ticket Status for (000000306936035)

O D o 0 @ . -

Request Chat

Zegues Oovare

Qefrash Tuchet

v/ Current Status

Pending Diagnose
Your service 15 pending testing. Test results and next steps will be provided when complete

o Ticket Information

Created: 01/20/2022 1021am Manage Files
No Files Uploaded yet. /e

Upload New File

Cancel

S_"é AT&T Business
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Continuing Uploading Files to Your Ticket

. . . x
1. Fill out First Name, Last Name, Manage Files
Phone Numberand Email are No Files Uploaded yet
required fields. concel )
. . .. Upload New File
2. Fill out Additional Notes. This is i Vg
I'eqUIf'ed First Name Last Name

7
3. Click Upload Document | | |

Phone Number Emall
4. CIle Open ‘ (999)999-9999 | l example@domain.com '

5. Click Upload ""“‘”

Additional Notes

Enter Additional Note

500 charoce (CI%

Cancel Upload

File name: | Express test(1) v| | Anfiles v
Open Cancel

AT&T Business
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Continuing Uploading Files to Your Ticket

Manage Files

1. File will show uploaded No Fhes Uplosded yet
2. Click Upload Rl UP'oad New File
. Upload New File
3. You will see Success
First Name Last Name
4

. Click OK 8ill Surton

Phone Number Email

{319) ©93-5348 wbs1Ir@attcom

Upload Document FSTIEERER R PRI

Additional Notes

Manage Flles
495 charocters le
File Name Created By File Size More

S asi Test (1) wex B0 Burton IZIKN e 0 -
Cancel
Upload Mew File

Ticket Refreshed Successfully
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Continuing Uploading Files to Your Ticket

1. Success message will show up

2. Click OK

Manage Files

File Name Created By File Size

ET Test wlex Bill Burton 11.2 KB o 0

Cancel Upload New File

SUCCESS

Ticket Refreshed Successtully.

[
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Checking Trouble Ticket Status
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Check the Status of an Existing Ticket

Go to Express Ticketing at
http://www.att.com/expressticketing/

1. Enter 000000 & ticket number (example
000000293972256)

2. Click Search

3. The Status Request screen appears.
Enter the Business Account Number
(BAN).

4. Enter the Customer Number (FAN).
5. Click Yes for Do you have a pin?

6. EnterPin (See slide 19 on where to find
Pin)

7. Click Get Status.
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Check the status of an existing request

Already requested Express Ticketing help? You can easily check the status of your existing request by

entering a valid Ticket Number, o

Status Request of (293972256)

Business Account Number ﬁ

| Business Account Numbey

Customer Account Number ﬂ

| Customer Account Nur U |
Do you have a pin? C.) Yes () No

Pin number

Pin Number |

Cancel Get Status

@ AT&T Business




Where to Find Pin

1. The Pin can be found in the confirmation
email after creating the ticket in Express
Ticketing

Express Ticketing

Thank you for using AT&T Express Ticketing

Trouble Ticket Details:

Ticket Number{s)
294076829

Here is your PIN which will provide you the ability to see more information in Express Ticketing
incident Status: 217750

Thank you,

AT&T Express Ticketing Team

This email was auto-generated, please do not reply directly.

02020 ATAT intullectoal Proporty, ATAT, Globe loga, and DirecTV are registered trademarks and service marks of AT&T
intelectinl Propesty and/or ATET affiliated companes.
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Viewing ticket status

. Current Status shows the high-level

20

status of the ticket. The ticket number
. () D (1] V]
ISa bove that' Rwfrash Tickat Add Log hend Roquest Eszaghion Rozest Josurs
Ticket Information shows the date e g
the ticket was created. v/ Current Status 4—0
Incident Log displays notes about Pending Customer Information
. Thizincident iz on holid 33 e are awating your respocse to provwde sddtional iformation that i essantial 10 problem detarmination or troubls resalton
the progress of the ticket.
You can add notes to the ticket by o Ticket Information 4—0

clicking Add Log Note. Log notes you
add in AT&T Express Ticketing will go to

the AT&T Customer Support Desk (CSD). — ‘/o
= Incident Logs
To let the CSD know that the trouble has

/R0 ADOING A SECOND CUSTOMER FACNG LOG THS SHORED BE VISBLE IN EXFRESS TRNETING

been resolved, click Request Closure. o odgm

Created: 11/12/20201201pm

w THE 1 A CUSTOMER LOGENTRY. TT SHOULD BE YYSBLEW EXPRESS TICKETING

REPCATED EY
ROBERT COUTURE 4043321956 ACIMASNTTLIN

EAPSESS TIKZTING CUSTOMER STATES
DO NOT PROCESS

.....

TESTTESTY
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Do’s & Don’ts for Express Ticketing

Do:

1. Use web browsers Google Chrome or Firefox

2. Clear cache in web browser if you are having issues with Express Ticketing

Do Not:

1. Use web browser Internet Explorer

2. Copy and paste BAN & FAN in Express Ticketing

Note: You can report Express Ticketing issue by emailing DL-EMMExpressTicketissue@att.com - Please include a
screen shot of the error message you are getting in Express Ticketing and the BAN & FAN you are using.
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