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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: 
 

¶ Web self service (for customers). 

¶ 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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Enter the username and the password:  
 

 
 
The welcome screen will appear. 
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Log New Request 

 
To log a call: 
 
Select “Log New Request”.  

 

 
 

1- The below screen will appear 
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2- From the list select your asset you have the problem with. 

 

 
 

 
 

3- Identify the problem area (optional). 

 

 
 
 

4- Describe the problem you are experiencing. 
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5- Submit your request. The below screen will appear and a ticket number will 
provided. 
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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. 
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Tracking the call 

My Requests 
 

Select “My Requests”. 
 

 
 
 The below screen will appear. 
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Double click the Reference number to see the call details. 
 

 
 
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. 

 

 
 

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. 
 

 
 
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 
request. 
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My Siteôs Requests 
 

 
 
On my Site’s Requests you can track the entire site’s calls even the calls that logged 
by other site contacts. 
 
My Organisationôs Requests 
 

 
 
On My Organisation’s Requests you can track the entire organisation calls even the 
calls that logged by other organisation contacts. 


