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Introduction
Customer User Guide: Web self service

BT Al Saudia — Self-Service Desk is a system used by BT Al Saudia customers and
staff to log, escalate and manage customer requests and support calls. The system
consists of two main elements:

1 Web self service (for customers).
1 Web analyst service (for BT Al Saudia staff).

This guide will focus on the Web self service.
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Using the Web Self Service
Logging on:

Every valid user of the service will be provided with a user name, password, web
URL and user guide. This will enable every user to log an incident via the web self

service portal.

To access the web self-service please type the following URL into the internet

browser.
http://www.btalsaudia.com.sa/

And then click login
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http://www.btalsaudia.com.sa/

Enter the username and the password:
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The welcome screen will appear.

& i Horoid Curtamer Sa¥ Sarice (TS )

“W Apad S
BT Al Saudia

b 6 btarret | Bostected Mode: On RN -

Page 5 of 15
Issue Dated: 8" Dec 2009

BT Al Saudia Self-Service User Guide issue 1



Log New Request

To log

Sel

a call:
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2- From the list select your asset you have the problem with.

If you are having a problem with one your work assets please try to identify it from the list

below:

Internet - (1234567) | -]

—-No Specific Asset--——
Internet - (1234567)

Please try and identify the problem area:

If you are having a problem with one your work assets please try to identify it from the list

below:

Internet - (1234567) -

3- ldentify the problem area (optional).

Please try and identify the problem area:

Internet->Line problem —-FPlease Select——- -

4- Describe the problem you are experiencing.

Please describe the problem you are experiencing:

The internet link is down.

Submit Request
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Log New Request

All logged requests will be attended to according to your agreed service level. To assist the
support team in providing you with a quick response, please enter a clear description of your
problem and any other relevant information.

If you are hawving a problem with one your work assets please try to identify it from the list
below:

Internet- (1234567) -

Please try and identify the problem area:

————— Please Select— ~

Please describe the problem you are experiencing:

The internet link i=s down. -

Submit Request

5- Submit your request. The below screen will appear and a ticket number will
provided.

Your request has been logged (FO000062)
Thank you. Your request has been logged, with a reference of FOODODG2
To assist us in providing you with a quick response to any future enquires you may have

regarding this matter, please keep a note of the abowve reference. If you call our support hotline
on +966 1 206 2527 to check the status of your request, you will be asked for this reference.

File Attachment

If you have any files, such as business documents, log files or screenshots, that will help the
support team expedite your request you can attach them using the field below.

|| Browse..

Click here to submitthe file
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6- If you have any files, such as business documents, log files or screenshots
that will help the helpdesk team expedite your request you can attach them.

Your request has been logged (F0000062)
Thank you. Your request has been logged, with a reference of F0000062 .
To assist us in providing you with a quick response to any future enquires you may have

regarding this matter, please keep a note of the above reference. If you call our support hotline
on +966 1 206 2527 to check the status of your request, you will be asked for this reference.

File Attachment

If you have any files, such as business documents, log files or screenshots, that will help the
support team expedite your request you can attach them using the field below.

|D:\ intemet connection. txt || Browse... |

Click here to submit the file

Your request has been logged (FO000062)
Thank you. Your request has been logged, with a reference of F0000062 .
To assist us in providing you with a quick response to any future enquires you may have

regarding this matter, please keep a note of the above reference. If you call our support hotline
on +966 1 206 2527 to check the status of your request, you will be asked for this reference.

File Attachment

If you have any files, such as business documents, log files or screenshots, that will help the
support team expedite your request you can attach them using the field below.

|D:\ intemet connectig || Browse... |

Uploading file...please wait..
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Your request has been logged (FO000062)
Thank you. Your request has been logged, with a reference of F0000062 .
To assist us in providing you with a quick response to any future enquires you may have

regarding this matter, please keep a note of the above reference. If you call our support hotline
on +966 1 206 2527 to check the status of your request, you will be asked for this reference.

File Attachment

If you have any files, such as business documents, log files or screenshots, that will help the
support team expedite your request you can attach them using the field below.

I | Browse._|

Click here to submit the file

The file was successfully attached to the following call FO000062
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Tracking the call
My Requests

Select “"My Requests”
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Double click the Reference number to see the call details.

BT Al Saudia - SelfService Desk

My Requests

These are your requests that are currently logged in the system. You can click an item to view its details. Please take the time to rate the requests as it allows us to
provide better service in the future (you can do this when updating a request).

Active Incidents Active RFCs RFC's Pending Authorisation Rejected RFCs Reguests On Hold Resolved Requests Closed Requests

Rows Per Page : HWaditolofl p Look For : l:l Search In : Rating -
Rating Reference opencall.itsm_title opencall.priority Logged On
¥ FODO000SZ2 22/11/2009 3:53:00 PM
The customer Amin Hibir has attached the file (internet connection.txt) to this request.
A new window with four tabs will appear.
1- On the first tab (Details) you will find the Call details.
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2- On the second tab (Diary) you will see the call updates.
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Double click the update to see the update details.
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3- On the third tab (Attachments) your will see all your attached files.
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4- On the fourth tab (Update this request). You can update your call, attach files to
your call and you can rate the service that you received from us in relation to this
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My Siteds
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