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New Functionality Available in Express
Ticketing

Mobile Optimized Express Ticketing
Enterprise Virtual Assistant: Chat
Self-Diagnose Your Service

Upload Files

Knowledge Base Instructions

Express Ticketing is now Mobile Optimized

AT&T has rolled out a Beta Test of our new mobile optimized Express Ticketing
interface. With a streamlined flow to complete tasks faster, you can create and check
ticket status on the go with the new, easy to use, functionality. Simply click on the
Beta button at the top of Express Ticketing to get started.

Enterprise Virtual Assistant Support: Chat

AT&T’s Enterprise Virtual Assistant within Express Ticketing is now available to help
you quickly respond to questions about your ticket. The Virtual Assistant can help
expedite your resolution. Clicking on the “Request Chat” button on your Ticket
Summary screen will allow you to provide our Al Chatbot with:

= Power Verification - Provide confirmation that equipment is powered on and

properly connected

» Test Authorization - Provide authorization to initiate testing

» Dispatch Authorization - Provide authorization to initiate a dispatch

» Verify Repair - Provide confirmation that service has been restored


https://expressticketingbeta.att.com/home
https://expressticketingbeta.att.com/home
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Express Ticketing jome What's New Business Center ol

¢ Back
Ticket status for 000000123456789 Choose actions:
() Refresh () Addlognots
Current status : Provide additional log details to this ticket
Ticket created on: 10/28/2022 11:35am (® Upload/Manage files
u|ual.(|es to this ticket. Requires PIN
Pending Diagnose ) Recuest closurs
Your service is pending testing. Test results and next steps will be provided when complete. Provide closure note to clase this ticket
(® #eq alation
. We require your authorizatian for Test andjor Dispatch before we can process your
Incident logs et iyt Plasn rfsenca o e i bovs e e the
required authorization, then resubmit your escalation request
(3) Manage subscriptions (&
Manage contact details & notification methods. Requires PIN
(® Requestchat
We are diagnosing the reported trouble and currently unable to connect you with a
REPORTED BY live agent. We expect diagnose to complete in 00 hour and 03 minutes.
EXPRESS TICKETING CUSTOMER STATES
REPORT DETAIL
REPORT DESCRIPTION
======TEST/DISPATCH/LCON TEMPLATE =====
TESTING AUTH:NO
DISPATCH AUTH: NO
CPE POWER: ¥
PRIMARY LCON NAME:
MON : CLOSED TO CLOSED
TUE:08:00 TO 1700
WED: 08:00 TO 17:00
THU : 0800 TO 1700
FRI:08:00 TO17.00
SAT : CLOSED TO CLOSED
SUN: CLOSED TO CLOSED
====== TEST/DISPATCH/LCON TEMPLATE =====
10{23/2022 T:35m
==== EXPRESS TICKETING PIN ===========
PIN
10/28/2022 M1:35aM
LCON EMAIL UPDATED TO
LCON NAME URDATED TO
LCON PHONE UPDATED TO
See more
Products Support Industry Solutions Community

Example View 1: Express Ticketing ticket status page with the chat button

Self Diagnose Your Service In Express Ticketing

Customers can perform a self diagnosis on most services within Express Ticketing

prior to opening a ticket. This feature will complete a fast Health Check on your

services and provide an automated verification of the service status.

e To get started with your self diagnosis, follow the standard process for creating a
Trouble Ticket.
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e Once you Validate your asset, you will be asked if you want to proceed with a self
diagnosis. Click Yes, and enter your email before clicking the Continue button.

e Note: Starting a self diagnosis will not interrupt the ticket creation process. You
can continue to create a ticket while the diagnosis is being performed. Once
complete, you will be presented with a status popup confirming an issue, or stating
that no issue was found. You will also be emailed the results of the Diagnosis.

Express Ticketing Home What's New Business Center ﬁ

< Back

Create new ticket

Step 1- Asset validation

@ Asset has been validated successfully

Please provide few additional details

All fields are mandatory unless marked optional

Asset ID

‘ USKOPBOXNCA0103UJZZ01 ‘

State

‘ California v ‘

Asset validated, would you like to proceed for self

No

Continue Cancel

Example View 2: Diagnose your Service

Upload Files To Your Ticket

You can share relevant documents and attachments for your ticket instantly within
the Check Status screen. Simply check the status of your ticket using the PIN that was
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provided to you. Once on the Ticket Status report, click on the Manage Files icon at
the top of the screen.

Ticket status for 000000123456789 Choose actions:

Upload / Manage Files

Upload

Industry Solutions Community

Example View 3 Screenshot of the Ticket Status with PIN screen

Integrated Knowledge Base for Self-Service

Find solutions and answers to service problems faster than ever!

You can now search for Knowledge Base articles from the home page banner, as well
as throughout the ticket submission process. Additionally, Self-Service articles may
be suggested to you based on key words entered while filling in the Report
Description & Report Type fields in the ticket creation process.



(((©

—= AT&T

Express Ticketing

Check ticket status

Enter a valid number to proceed

Q_  Helparticles

Power|

‘Commercial Power Verification
ANIRA VPN Gateway Layer 1Check
ANIRA U115 Installation Guide

ATAT VPN Gateway Layer 1Checks

< >

Top help articles:

Commercial Po:

verification

New Functionality Available in Express Ticketing

Business Center

Create a new ticket

Start by providing your asset ID
Continue

To locate your asset ID clic

Quick links:

Express Ticketing tutorlal video

Frequently asked questions

Create ticket and report issue user guide

High-Speed Internet Access - Enterprise & DSL user guide
EMMS user guide - open a ticket with customer support
Service assurance ticket for AT&T Dedicated Internet Service
Text notifications

ADI MACD user guide

New features

o]

Example View 4: Screenshot: Landing page search box
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