<> Nasstar

Nasstar ServiceNow Customer

Portal
User Guide

Version 4.0 — 21/08/2025



Contents

{1 o T T @] o o] SRR 4

LI [0 4o [0 4o o ISP PRRR 5

2 ACCeSSING the POTTal.....ooi s 5
A B =T 13 = oo ST RTR PR 5
A o T 1o TSP 6
B B Y=Y o= 1Yo o R 8

3 Creating @ NMEW CASE ...eeiiiiiiiiiee ettt e ettt e ettt e et e e e et e e e e e e e e e e e e e aneeeens 11
70 B 111 T T 1 el e =T o SR URSURRR 11

Y Y (el Q- | 7 (o Yo [N =R PRPPPRR 18
g I . 1Y o T [Tl T [T S 19
4.2 ReQUEST SOMETNING ... uiitiitiiitii ittt b e bbb ettt et r et 19
G T N 0=To [N 1=Ty i fo T o ) fo 15 naF-1 T o IS 20
4.4 In Life Network Request for Change..........oiioiiiiie ettt eeeneee 21
4.5 Cancellations REQUEST ......ccueiiiiiiii ettt ettt ettt sttt et e eb e bt st st reenre e 21
4.6 Notifications Of UPAAtES tO YOUI CASES......ciuiiiiiiiiiiiite ettt nre e 24

5  Viewing and Updating CaSES.........uuiiiiieiiiiiiiiiiiiie e e e e e e e e e e 25
I N [ o | [ o T I T T of o USSP 25
R I 1 o o= 13 SR 25
53  View/update iNdiVidUal CaSES.......couiiiiiieiiee ettt e et et e e see e e snee e enteeenee e eneeeeneeenes 26

6  Escalate individual CaSes .........cooiiuiiii i 28
6.1 ESCAlatioN MEJECTION .. .eitiiiii ettt ettt ettt e b et 30
6.2 ESCAlation @CCEPIANCE ... .ouiiiiii ittt b e ettt 30
e T LYot Y= Y d oY U o - SRR 30
6.4  Escalation resolution; case de-eSCalated...........c.ei i 30

7 View Knowledge Articles and User GUIES............oeoiiiiiiiiiiiiiiiiceeeee e 31

SEANCH UIITY e 33

S o o ) 11 PRSP PRP 34

10 Customer Service Document REPOSITONY ......cccoiuuiiiiiiiiiiiiieiieee e 35
10.1 B Lo YelU |3 0T 1 fl =Tl e i =1 o £ S 36
10.1.1 Do TelU ] o T=T o | T P ST OO PP VPPPPRPRTI 36
LR Y7o T TSRS 36
(O S T 1L 1/ o1 T O PR STST U PT PR PP TP PPRRPP 36
O V= 1o o ISP PPRPRURPRR 36
1 TOT5  VEISION STATE ..ttt bt e ettt e e bt st e et e e enr e e e 36

\,\ Nasstar ServiceNow Customer Portal - User Guide
nasstar.com



10.1.6 I T 3

10.2 Viewing the published dOCUMENT..........coiiiiii e

End of Document

Nasstar ServiceNow Customer Portal - User Guide

nasstar.com



Current Version

Version Control

Parameter Value
Current Version 4.0
Release Date 21/08/2025

Author

Nasstar Managed Service Team

Version History

Version Date Author Description of Changes

1.0 June 2024 Ken Webster Issued to Customer

2.0 15/11/2024 Claire Taylor Case Escalation included

3.0 11/02/2025 Navin Paul Added Cease/Cancellation Process
31 23/06/2025 Dean Cousins Updated Screenshots

3.2 24/06/2025 Max Harrington Various Formatting Adjustments Made
4.0 15/08/2025 Claire Taylor Customer Documentation Repository

Nasstar ServiceNow Customer Portal - User Guide

nasstar.com




1 Introduction

The Nasstar ServiceNow Service Portal is available for customers to raise P3 tickets. Here, you can Request
Something you might need, Raise an Incident if something is broken, find answers to Questions and more.

This user guide provides key information on how to use the ServiceNow Portal.

2 Accessing the portal

The portal is accessed via the URL.: https://onenasstar.service-now.com/nasstarcsm

2.1 Registration

Before you can register, you will need a valid “Registration Code”. This will normally be provided by your
Service/Account Manager when they ask you to register to use the portal.

New users can register via the Register option on the top left of the login screen:

<> Nasstar Roaster

Login

Once selected, the following Customer Registration form will open. Supply the requested information
and then click Submit:

Customer Registration

* Indicates required fields

* First Name
* Last Name
* Business Email

* Registration Code

[J1 agree to the Privacy Policy and Community Terms and Conditions

reCAPTCHA verification

I:l I'm not a robot

G
=}

Once you have submitted a registration request, it will be forwarded to an administrator for approval.

Your request has been submitted and is pending review. You will receive an email when your request is processed.

Once approved, an email will be sent to inform you of your username and a temporary password.

J Below is an example of the email you will receive:
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https://onenasstar.service-now.com/nasstarcsm

Hello Masstar,

The account you requested for accessing the Service-now system has been processed.
You may now access the application using the following credentials:
https:/fonenasstar.service-now.com/

User |D: Nasstar.TestUser
Password: GPsjalU23

Best Regards,
Customer Support
Unsubscribe | Notification Preferences

Ref:MS5G0135121_vFfebCQi1DLYg9¢clbize

2.2 Login

Login to the portal as shown below with the credentials provided as an internal user:

<> Nasstar  fegister Lagin

**Please note that external login is for SSO users only; most users are internal as above**

The first time that you log in, you will be asked to change your password. Passwords must consist of a
minimum of 8 characters, encompassing at least one uppercase letter, one lowercase letter, one number
and one special character. Restrictions on repetitive characters and use of user data apply.

All password requirements are detailed on the Change Password screen.

\l\ Nasstar ServiceNow Customer Portal - User Guide
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Enter the temporary password as your current password and create a new password. Confirm the new
password and click the Submit button.

Change Password

Uszer nams:

Masstar Testlser

Current Password
| @ |

Password Requirements:

- Minimum & characters

- Maximum 100 characters

- Af least 1 lowercase letier(s)

- Af least 1 uppercase letten(s)

- Af least 1 digit(s)

- At least 1 special character(s)

- Mo repetitions more than 3 characier(s)
- Mo =equence more than 3 characler(s)
- No user data like first name, last name,
usemame, and company name

Mew pazsword =
| =]

Confirm New Password:

| =]

On Submit you will be logged in and redirected to the following portal home page.

How can we help
Click here to ask for help

Most Read Articles

+ Findyeur Offico 365 T

O Nasstar  Kooedge hCme  Wyfeqests  byDocmerts  olfesion @)

Good Afternoon Nasstar,

how can we help?

For critical issues, please call 0333 230 3522

Search
Al
= 1}.\0

Service Catalogue

Cicichere to make raquests for services or ask for information

Featured Articles

N et 15 ey

Knowledge

Browse and search for articles, rate or submit feedback

Most Useful Articles

N comtent 16 ey

e | Masstar Customer

nasstar.com
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2.3 Reset Password

Users can reset their password via the Forgot Password link under the password field on the login
screen.

< Nasstar  Aegster

Once selected, the following window will open. Supply a valid username, type the Captcha in the box
and click the Next button.

0 ® ©

Identify Verify Reset
Forgot password?
User name
CAPTCHA >
’ M =]

| Type the CAPTCHA \

Log in with user name and password

Next, the following verify window will open, and you will need to request a verification code which will
be sent to the email address listed on your profile.

<> Nasstar

0] o ©) @ 2, ®

taentity verty Password reset verification code inbox = Identity verify Resel

) Email Verification
Click Send verification code to send a IT Service Desk <onenasstar@service-now.coms
password reset verification code to the emall tome v Click Send verification code fc send a
listed on your profile: password reset verification code to the email
Use this verification code to verify your identity: 570668 listed on your profile

Email Verification

tesmTarg@ T

Ve ~ ™ A The verification code has been sent and is
| & Reply || ~ Forward | valid for 10 minutes. If you do not receive
h. AN A NS the code within the next few minutes,
resend and try again.

# Enter
verification
code

[ 570868 |

Check your email account for the verification code and enter the code into the blank field on screen.
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Once your verification code is accepted, you'll see options to either reset your password or unlock
your account. The "unlock account" option will only be active if your account is currently locked;
otherwise, it will be grayed out.

O] @ o ) @ o

Identify Verify Reset Identify Verify Reset
Reset Password Password Reset Success

Account is not locked The new password is

To generate a password, select the Reset “ererreree ||
Password. —

Reset Password
Please copy the password and return to the

" | login page
Back to login page

Please copy the password and return to the login page. You will need to paste the password into the
current password field, enter a new password and reconfirm the password in order to reset your
password successfully.

Change Password

User name:

testnasstard@gmail.com

Current Password

- @ |

Password Requirements

- Minirmum & characters

- Maximum 100 characters

- At least 1 lowercase letter(s)

- At least 1 uppercase letter(s)

- At least 1 digit(s)

- At least 1 special character(s)

- No repetitions more than 3 character(s)
- No sequence more than 3 character(s)
- No user data like first name, last name,
username, and company name

MNew password:

[ ssrserernns ‘@‘

B
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Once the password has been accepted, you will be redirected to the Portal home page.

¥ | Nasstar Customar

Knowlsdgs  MyCases  MyRsquests  MyDocumsnts  Motmeston g

<> Nasstar

/70

How can we help

Click horo to ask for hep

Most Read Articles

4 Dot granuar permission scopas
Stusre Fern (3dmn) + 88 Views o abauts e

Good Afternoon Nasstar,
how can we help?

For critieal Issues, please call 0333 230 3322

Search

Service Catalogue

Gick here to maks requests for services or ask for infermation

Featured Articles.

No centent ta display

AN
(6%°]
sV
Knowledge

Brows and searsh for artickes, rate or submit feedback

Most Useful Articles

Mo contentto dspisy
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3 Creating a new case

All users (standard and administrators) can create and view cases.

The portal is meant for medium-priority (P3) tickets. If the case is urgent, i.e. P1/P2 then it should be
called through to the Service Desk. High priority tickets will be visible via the portal once created by the

Service Desk.

When creating a case, first decide if it is an Incident, a Service Request, or a Request for Information:

Incident

Generally when something isn’t working as expected

Request support, services, or assistance

Service Request

Ask a question or make an inquiry

Request for Information

3.1 Raise an Incident
Incidents are raised if something is not working. To raise P1 & P2 Incidents you should call to ensure
you get assistance expediently. The portal is for reporting lower-priority Incidents i.e. P3.

Once logged in to the portal you will see the “How can we help?” item on the home page.

How can we help

Click here 1o ask for help

Most Read Articles

- NasStar  Keowisge yGwses  WyRecuests My Documents

nts Notmestion

Good Afternoon Nasstar,
how can we help?

For critieal Issues, please call 0333 230 3322

AS
Y L. 6%
Oy

sV
Service Catalogue Knowledge
Browss and search for articks,rate or submit fasdbach

Gfick here to maks requests for services or ask for infermation

Featured Articles. Maost Useful Articles.
Nacontent to display content 1o dspiay
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Upon clicking “How can we help?”, the following form will display, and values will be prepopulated for

fields; Account, Contact, When did this issue first occur?, Impact and Urgency.

The additional fields that must be completed are indicated with an asterisk in the form and also listed
as required information to the right of the screen under the Submit button:

* Indicates required

* Account

Home ¥ Customer Service

Raise an incident

*Contact

| ©  Nasstar Customer

Raised on behalf of

Affected Location

> Support ?» Raisean incident

Use this form to get help with something that was working previously or if any service has degraded

Additional Contacts @

Search

| --None -

Product

When did this issue first occur?

| 23-06-202514:17:26

*Impact @

To raise a critical issue please call the service desk X

| 3 - Medium

*Urgency

| 3- Medium

*Subject

* Description
I ‘ As you complete field(s) the label disappears from 'Required Information’ I

@ Add attachments

Required information

[ Account | | Subject |

The required information items to the right of the screen will disappear from the list as they are

completed.

nasstar.com
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The “When did this issue first occur?” field defaults to the date and time the Incident was raised but the
user also has the option to amend this if the actual time of occurrence is known.

Home » CustomerService » Support > Raisean incident Search Q

Raise an incident

Use this form to get help with something that was working previously or if any service has degraded m

* Indicates required

-
Account Required information
‘ v [Aecount | [Subject]
* Contact
‘ ©  Nasstar Customer x| v

Raised on behalf of Additional Contacts @

Affected Location

‘ - None - v

Product

When did this issue first ocour? /

‘ 23-06-2025 14:17:26 ‘iJ

*Impact © < June 2025 >

To raise a critical issue please call the service desk % Su Mo Tu We Th Fr Sa
25 26 27 28 29 30 31

‘3,Medium 12 3 4 5 6 7
8 9 10 N 12 13 14

.

" Urgency 5 16 17 18 19 20 21

‘B-Med‘um 22 [BEY 24 25 26 27 28
29 30 1 2 3 4 5

*Subject

‘ ¢ Cancel  OK

* Description

As you complete field(s) the label disappears from 'Required Information’

@ Add attachments

Nasstar ServiceNow Customer Portal - User Guide
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The user has the option to add an attachment here by clicking the link in the bottom left corner:

Home » CustomerService » Support » Raisean incident

Raise an incident

Use this form to get help with something that was working previously or if any service has degraded

* Indicates required
* Account

* Contact

‘ ©  Nasstar Customer M

Raised on behalf of Additional Contacts @

Search

Affected Location

‘ - None -

Product

When did this issue first occur?

‘ 23-06-20251417.26

*Impact @
To raise a critical issue please call the service desk %

‘. 3-Medium

*Urgency

‘. 3- Medium

*Subject

*Description

As you complete field(s) the label disappears from 'Required Information'

@ Add attachments

=1

Required information

Add attachments ®

IChoose a filelor drag it here.
Copy and paste clipboard files here.

nasstar.com
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Impact & Urgency fields will be defaulted to 3 — Medium to reflect a Priority 3 ticket.

Home » CustomerService » Support » Raisean incident

Raise an incident

Use this form to get help with something that was working previously or if any service has degraded

* Indicates required

* Account

* Contact

| @  Nasstar Customer x

Additional Contacts @

Raised on behalf of

Affected Location

| -- None -

Product

When did this issue first occur?

| 23-06-20251417:26 ‘ = I

*Impact ©
To raise a critical issue please call the service desk x

| - Medium \
*Urgency

| 3- Medium

*Subject \

*Description

@ Add attachments

Search

Required information

[ Apcaunt] [ Suhiact] [ Description ]

Once all details are completed, click on the Submit button at the top right of the screen.

Home » CustomerService » Support » Raisean incident Search

Raise an incident

Use this form to get help with something that was working previously or if any service has degraded

* Indicates required

\ Nasstar ServiceNow Customer Portal - User Guide

nasstar.com

15




Upon clicking on the submit button the user will see the screen below with the case details. The headers
at the top have the basic details of the case; Number, when Created, last Updated and current State:

Home ¥ Standard Ticket

Number Created Updated State

Priority I/":T'\I Contact
3 - Medium @ Nasstar Test...
Activity Attachments

S ¢ Paragraph ~

|=

<
I~

L4
w
—
Ic
Ll
il
ihl
1T
il

11
iii
iii

g & By H e

(NT)

— Nasstar TestUser just now
CS00278369 Created

Nasstar ServiceNow Customer Portal - User Guide
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Once the user successfully creates the Incident, the Nasstar Service Desk will pick up the case and

update it accordingly. All updates will then appear here which the user can refer to.

Home » Standard Ticket

Number

Created Updated State

Priority (), Contact
3 - Medium “_# Nasstar Test...

Activity Attachments

<—) (_) Paragraph v

=
<
I~
<
w
by
Ic
L
1]}
il
11l
il
il
i

& % By BH

just now + Additional comments

—®  Nasstar TestUser

Add another comment to show in history.

- Nasstar TestUser

mago
500278369 Created

Nasstar ServiceNow Customer Portal - User Guide
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4 Service Catalogue

Service Request cases are raised to request services, or if you require support or assistance. Creating

the Service Request case is a similar process to raising an Incident but less details are needed.

Once logged in to the portal you will see the Service Catalogue item on the home page.

E el Ty ——
Good Afternoon Nasstar,
how can we help?
For s, plss ca 0033 709972
-
How can we help Sarvice Catalogue
Featured Articles
e

Knowledge

——

MostUseful Articies

Nocontert 1o depisy

) Mot Gustomer

et bt fosdback

Upon clicking on “Service Catalogue” the following form will display six options:

Home » CustomerService » Support

Categories Support

Support
Cancellations Request

Click here to submit a
Cancellations Request

View Details

Raise an incident

Use this form to get help with
something that was working
previously or if any service has

Search Catalog

In life network request for ...

In life network request for change

View Details

Request For Information

Please provide as much detail as
possible to help us assist you

Raise a Complaint

Click here to raise a complaint

View Details

Request Something

Click here to ask us for something

o

degraded
View Details View Details View Details
\},\ Nasstar ServiceNow Customer Portal - User Guide
nasstar.com
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4.1 Raise an Incident

Select this to open the Incident form and follow the process detailed in section 3.1

4.2

Request Something

Request Something cases are raised to request services, or if you require support or assistance.

Creating the case is a similar process to raising an Incident but less details are needed.

Upon clicking on “Request Something”, the following form will display, and values will be prepopulated
for the fields: Account, Contact, Impact and Urgency

Home » CustomerService »

Request Something

Click here to ask us for something

* Indicates required

* Account

Support ¥ Request Something Search

Required information

| N | [Account | [Subject | [ Description |

*Contact

| ©®  Nasstar Customer

Additional Contacts @

*Impact @

To raise a critical issue please call the service desk %

| 3 - Medium

*Urgency

| 3- Medium

*Subject

*Description

@ Add attachments

Nasstar ServiceNow Customer Portal - User Guide
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4.3 Request for Information

Request for Information cases are raised to ask a question or make an inquiry. Creating the Request
for Information case is a similar process to raising an Incident but less details are needed.

Upon clicking on “Request for Information”, the following form will display, and values will be
prepopulated for the fields: Account, Contact, Impact and Urgency

Home » CustomerService » Support » Request For Information Search Q

Request For Information

Please provide as much detail as possible to help us assist you m

* Indicates required

.
Account Required information

| ‘ . ‘ [Account | [Subject | [Description |

*Contact

| ©  Nasstar Customer x

Raised on behalf of Additional Contacts @

*Impact @

To raise a critical issue please call the service desk %

|3'Medium ‘ v |

*Urgency

|3—Med\um ‘ v |

*Subject

* Description

@ Add attachments

\l\ Nasstar ServiceNow Customer Portal - User Guide
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4.4 In Life Network Request for Change

Creating the Request for Change case is a similar process to raising an Incident, but different details
are needed.

Upon clicking on “In Life Network Request for Change” the following form will display, and values will
be prepopulated for fields; Requested for and Company. The form is similar to Incidents but the “When
did this issue occur?” field is not present.

The additional fields that must be completed are indicated with an asterisk in the form and also listed
as required information to the right of the screen under the Submit button. Apart from completing the
mandatory fields, a user also has the option to provide further information in a limited number of
additional fields.

o

Home » CustomerService » Support 2 Inlife network request for change Search

In life network request for change

In life network request for change m

* Indicates required

Account Required information
[Category | [Date Required

[Description of requirement |
*Requested for e

I hereby declare that | am authorised
1o request this change on behalf of
my organisation

©  Nasstar Customer

Provide contact information

*Category *Date Required
~None - . DD-MM-YYYY | |
* Quantity

1

*Description of requirement

Customer Location

Affected locations

*| hereby declare that | am authorised to request this change on behalf of my organisation

@ Add attachments

4.5 Cancellations Request
All users (standard and administrators) can raise a Cancellation, Cease or Offboarding Request.

These Requests can be raised by selecting the “Service Catalogue” Option in ServiceNow which upon
submission of your Request will be automatically routed to the correct Nasstar Cease Team to action.

\J\ Nasstar ServiceNow Customer Portal - User Guide
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Creating the case is a similar process to raising a Request but different details are needed.
Continue to populate the fields provided on the form.

Home » CustomerService 2 Support » Cancellations Request Search

0

Cancellations Request

Click here to submit a Cancellations Request m

Submit this form to raise a request with the Cancellations Team

Required information
* Indicates required

| Brief Description of your request |

Raised on behalf of [ Full details of your request
@  Nasstar TestUser % | v | Cancellations Email Address |
Requested by

© | NasstarTestUser v

Account
O  Masstar x| v

External Email Contact Address

Watch List @

* Brief Description of your request

* Full details of your request @

e.g. address/postcode/site details %

* Cancellations Email Address @ 4

Please choose which email address you would have previously used to initiate a cancellation, this will x
direct your request to the correct team. If you have a billing query or are unsure as to what option to
select please select CeaseandBillingTeam.Wakefield@nasstar.com.

-- None -- v

@ Add attachments

Please select the most appropriate email address to initiate a cancellation. This will direct your request
to the correct team.

Email Address Guideline for Selection

cancellations@nasstar.com NMC Ceases

Note: if you currently use NMC to raise
cancellations please continue to do so

managedwanceases@nasstar.com Managed WAN Ceases
connectivity.ceases@nasstar.com Lease line Ceases - National Business
ceaseandbillingteam.wakefield@nasstar.com Cease and Billing queries

\ Nasstar ServiceNow Customer Portal - User Guide
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mailto:cancellations@nasstar.com
mailto:managedwanceases@nasstar.com
mailto:connectivity.ceases@nasstar.com
mailto:ceaseandbillingteam.wakefield@nasstar.com

nasstar.cease@nasstar.com Nasstar Ceases

ceaseandbillingteam.wakefield@nasstar.com If you are unsure which email address to use, please
select this as a default.

The additional fields that must be completed are indicated with an asterisk on the form and are also
listed as “Required information” to the right of the screen under the Submit button.

Home » CustomerService » Support 2 Cancellations Request Search

Cancellations Request

Click here to submit a Cancellations Request

Submit this form to raise a request with the Cancellations Team

* Indicates required

Raised on behalf of

| ©  Nasstar TestUser x

Requested by

| © | Nasstar TestUser v
Account
| ©  NMasstar % | - |

External Email Contact Address

Watch List @
*Brief Description of your request
|. This is a test |
* Full details of your request @
e.g. address/postcode/site details X
This is a test ‘
* Cancellations Email Address @
Please choose which email address you would have previously used to initiate a cancellation, this will x
direct your request to the correct team. If you have a billing query or are unsure as to what option to
select please select CeaseandBillingTeam.Wakefield@nasstar.com.
|. cancellations@nasstar.com | - |
*Billing Ref h
*Circuit Ref h
@ Add attachments
\ Nasstar ServiceNow Customer Portal - User Guide
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4.6

If you do not have the information requested, please enter “Unknown” in the field.
Note: The “Range holder” is for PSTN numbers.

Once all details are completed, click on the Submit button at the top right of the screen. You will then
receive a REQ email notification which you can then update and view using the portal.

Notifications of updates to your cases
Once your case has been created you will receive an email confirming the details.

In order to keep you updated with progress on any case that you have raised, you will receive further
emails whenever an update made.

\,\ Nasstar ServiceNow Customer Portal - User Guide
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5 Viewing and updating cases

There are several list views available from the “My Cases” menu at the top of the home page.

<4 Nasstar mnvnsugsl My Cases l My Documents  Notfication € 2 | Nasstar Customar

\ Good Afternoon Nasstar,

how can we help?

For critical Issues, please call 0333 230 3322

Selecting My Cases will display the default view of All Cases.

5.1 Single case search

If you are looking for a specific case and you have the reference, the quickest way to find it is to enter
the reference in the Keyword Search box.

4 Nasstar Knowledge  MyGases  MyReguests My Documents  Nolfisation
o \sr

me > MyLists

My Cases = AllCases Keywiord Search Q

5.2 List of cases

There are several filtered list views available from the “My Cases” section on the left of the page.

All Cases The default view

Action Needed All cases that need your attention

Active Incident Cases All Incident cases raised by you that are still open

Active Request Cases All Service Request cases raised by you that are still Closed
Closed cases All cases raised by you that have been closed

Choose one of these options to view a list of cases filtered accordingly.

Your selected list can then be filtered further and/or sorted as described below:

e Use the Keyword Search to filter the list to only include cases that include the given keyword.
If a phrase of more than one word is used, enclose it in quotation marks.

e Click on a heading to sort by this column and click again to sort in the opposite direction.
The arrow shows which column the list is currently sorted on.

e Rightclick on a given value in a list. This gives you the option to “Show Matching”, i.e. filter
the list to only show this value, or “Filter Out”, i.e. exclude the selected value from the list.

ssssss

:
o

Number Short description Contact Priority State Child account On Hold Reason Updated Related Records

©S00278369 Thisisatest NasstarffestUser 3- fedium New 23062025 15:4927

\}\ Nasstar ServiceNow Customer Portal - User Guide
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5.3

A case list can be exported in several formats by clicking on the burger next to the case view
description:

= All Cases
Export as PDF
Ny Exportas Excel Short description
Export as CSV
2 S Thisis a test
Rows 1-10f1

View/update individual cases

Once you select an individual case you will see the following screen.

Home 2 NasstarStandard Ticket

Number Created Updated State
CS00278369 27mago 26mago New
This is a test

Show more «
Priority i Contact
3 - Medium Nasstar Test...
Activity Attachments
Paragraph A 4 B I Y = = = E = ERE = B B &

Nasstar TestUser 26mago + Additional comments
Add another comment to show in history.

NT
Nasstar TestUser 27m ago
CS00278369 Created

The top section shows the details of the case. This is read only. If you spot an error in this section
then update the notes field and Service Desk will update accordingly.
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The form will be headed with the Case Number, Time Created and/or Updated and the Current State of
the Case.

The “State” field will show one of the following values:

Open The case is currently being worked on

Awaiting Info The case is awaiting action from either a third party or the customer
before it can be progressed

Resolved A solution has been proposed and is awaiting acceptance/rejection

Closed The case has been closed and no further work is expected

Clicking the Actions button will show the currently available actions for the ticket.

(=]

Close Case

Escalate Case

The bottom section contains two tabs. The Activity tab contains a free format notes field for any ticket
updates that you wish to make. Type your comments in the field and click send. Your update will be
added to the ticket history activity listed below.

The Attachments tab, when selected, will enable you to add files by clicking the paperclip or by
dragging and dropping into the box.

Activity Attachments

P

Drop files here

Once the ticket has been resolved (implemented) by the support teams, the person who raised the
ticket will receive an email notifying them of the update.

If you agree with the resolution, then you can click on “Accept Solution” which will close the case.

Alternatively, you can “Reject Solution” to reactivate the ticket (which triggers an update to the support
team). When rejecting a solution, you are asked to state a reason for the rejection.
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6 Escalate individual cases

There may be times where you feel that Nasstar has not handled an individual case appropriately or it
is not progressing how you would have expected. Should this be the situation, you are able to escalate
the case through the portal, which will alert the Escalation Management Team, who will assess the
escalation and contact you to discuss further.

Should the case you want to escalate be in a resolved state, you will need to first select the “Reject
Solution” as detailed previously, to reactivate the ticket.

Having opened the individual active case, the Actions button will show the current available options for

the ticket.
Nurmiber Created Updated State
C500278369 27mago  26mago New
This is a test
Show more

]

Close Case

Escalate Case

Once you select “Escalate Case” you will see the following screen:

Home > Escalate acase Search Q

Escalate a case

Enter the following information to request the case escalation.

Required information

Please note that if you are submitting an escalation outside office hours (Office Hours are Monday
to Friday 08:00 to 17:30), please follow-up with a call to the support teams informing them. Thank (Reason |  Direct contact number |

you [ Escalation Justification |

* Indicates required

Case
| O 500278369 . |
*Reason

|--None—- ‘ v |

*Direct contact number

*Escalation Justification

@ Add attachments

l We ask you to provide your reason from the list provided along with further justification. This will allow
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the Escalation Management Team to understand your reasons for escalating, along with reviewing the
case before speaking with you.

Having completed the escalation, you will be returned to the case where the summary lists there is an

active escalation with a unique escalation number, along with an update added to the case that is both

visible to yourself and our agents
Home » Nasstar Standard Ticket

Number Created Updated State
CS00278369 32mage justnow New
This is a test

Show more
Active escalation Priority —, Contact
ESC0001720 3 - Medium _ & Nasstar Test...
Activity Attachments
Paragraph A 4 B I U = = = E = = E & B K &

NT |
- Nasstar TestUser just now = Additional comments
Customer has requested to escalate this case. Escalation created: ESC0001720
NT
- Nasstar TestUser 3Imago « Additional comments
Add another comment to show in history.
NT |

Nasstar TestUser 32m ago
CS00278369 Created

Throughout the lifecycle of the escalation, you will receive updates on the escalation’s progress
through the portal, which will be visible as ticket updates.
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6.1

These ticket updates will be used to summarise all of the conversations that will take place with
yourself regarding the progression of the escalation and will be of 4 types:

Escalation rejection

Dean Cousins 16h ago = Additional comments

This case escalation has been rejected. ESC0001720

Escalation justification:
Network is currently down, require immediate assistance

Escalation rejected reason:
Summary of the conversation with the customer resulting in the rejection of the escalation.

6.2

Escalation acceptance

Dean Cousins 2mago = Additional comments

This case escalation has been accepted and is in progress. ESC0001721

Escalation justification:
Network is currently down affecting our ability to access the internet.

Escalation accepted reason:
Escalation approved; we're now working with support teams.

6.3

Escalation update

Claire Taylor Imago - Additional comments

Comment added from: ESC0001721

Summary of the conversation with the customer discussing progress of the escalation.

6.4

Escalation resolution; case de-escalated

cT
Claire Taylor just now = Additional comments
Comment added from: ESC0001721
The case has now been de-escalated as agreed. De-escalation justification: Summary of the conversation with the customer resulted in the
escalation being resolved and the case de-escalated.
It is possible to escalate the same case again, should the previous escalation have not resulted in the
expected outcome in progressing your case, or for an entirely different reason.
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7 View Knowledge Articles and User Guides

Knowledge articles are a library of articles and user guides where you can look for specific information.
To access this information, click “Knowledge” from the home page or the Knowledge menu at the top

< Nasstar Knowodge  MyCases  MyRomuosts  MyDocuments  Hotficabon g w2 ) Nasstar Customer
Good Morning Nasstar,
how can we help?
N
TS
I
How can we help Service Catalogue Knowledge
Featured Articles Most Useful Articles
e g e s
=

You will be redirected to the Knowledge section.
— S—

OneConsution
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Either use the search function to look for a specific item or make a selection from Knowledge Base
Categories to filter the articles:

Home % Knowledge » Customer Service (Knowledge Base) » OneConsultation

Search (=}

KB0010024 Most Useful

No content to display

Find your Office 365 Tenant ID

& Authored by Stuart Fenn (Admin) « & about a yearago » & 139 Views » % % % 3737

Find your Office 365 Tenant ID

Your Office 365 tenant ID is a globally unique identifier (GUID) that is different than your tenant name or domain.
It's allocated to you by Microsoft and never changes.

We use your tenant ID when you authenticate with OneConsultation to work out which consultations to show you.
Your tenant ID acts as a the “key™ to showing you only consultations which are meant for your organisation, and
hiding those consultations from any other OneConsultation user. We need to know your tenant ID before you can
start using OneConsultation.

To find your tenant ID:
Use the Azure AD portal

Office 365 uses Azure AD to manage user accounts. You can find your tenant ID in the Azure AD portal. You'll need
to be an Azure AD administrator. To find your Office 365 tenant ID in the Azure AD portal:

1. Log in to Microsoft Azure as an administrator.
2. In the Microsoft Azure portal, click Azure Active Directory.

3. Under Manage, click Properties. The tenant ID is shown in the Directory ID box.

Use Windows PowerShell
You can use Windows PowerShell to find the tenant ID. You'll need the Microsoft Azure PowerShell module.

Open a Microsoft Azure PowerShell command window and run the following script, entering your Office 365
credentials when prompted.

Login-AzureRmAccount

Your tenant ID is listed in the output.

Once you have your tenant ID, provide it to us to activate your account.

Copy Permalink

Helpful? Rate this article ¥ % % % %

Post a comment...

\ Nasstar ServiceNow Customer Portal - User Guide

nasstar.com
32




8 Search utility

A user can search for specific knowledge articles from the home page.

<> Nasstar  Knowkdge  MyCasos  MyRoouests  MyDocuments  Neficeton @

Good Morning Nasstar,

how can we help?
For et s sl 0353 230 3322

i g )
v ™
How can we help Service Catalogue Knowledge
Glick here-to ask for hela Glick here to make requests for services or ask for information Browse and search for articles, rate or submit faadback
Most Read Articles Featured Articles Most Useful Articles

4 Find your Office 365 Tenant 10 Nocantent to dsaley Nocontent to dspley

+ Defne grandlar perr

| Kasstar Customar

For instance, if you are looking for a topic using a specific keyword, it will search Knowledge

Bases, Catalogue ltems & Cases. You can filter your search by making a selection from the top menu.

Home » Search service ® Q

All (10) Knowledge (2) Catalog Item (7) Case (1)

Filters 10 results for service ()

— Knowledge Bases Customer Service | Services
@ Create Contact 5]

Create Contact
+ Knowledge Categories

+ Catal CustumerSewlce\Suppurt
atalogs
D Cancellations Request [

+ Catalog Categories Click here to submit a Cancellations Request

Customer Service | Support

D Raise an incident [

Use this form to get help with something that was working previously or if any service has degraded

Customer Service | Support

@ Request Something 3

Click here to ask us for something

Customer Service | Support

In life network request for change ]

In life network request for change

Customer Service | Support

Request For Information o2

Please provide as much detail as possible to help us assist you

Customer Service | Support

D Raise a Complaint [

Click here to raise a complaint

OneConsultation | 1year ago
Define granular permission scopes 3
Define granular permission scopes By default, everyone in your organisation will have access to all your OneConsultation rooms. If that's

not appropriate, then you can specify more granular settings. Access to a specific room can be restricted to a specific single Azure AD...

OneConsultation | Rating: 26f5 1year ago
[® Find your Office 365 Tenant ID o

Find your Office 365 Tenant ID Your Office 365 tenant ID is a globally unigue identifier (GUID) that is different than your tenant name or
domain. It's allocated to you by Microsoft and never changes. We use your tenant ID when you authenticate with OneConsultation to...
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9 Profile

By clicking on Username in the top right corner of the screen you can access your profile record and
update if necessary. You cannot amend your username; you would need to contact the Service Desk for
this.

{ Nasstar  fowieige  MyOmes  byRequests My Documents [ —
o
oaout
Good Morning Nasstar, /
how can we help?
For critical Issues, please call 0333 230 3322
wwwwww
2 e e
P Lo
How can we help Service Catalogue Knowledge

Clicking in the individual fields will generate a text box where you can enter changes and Save.

Nasstar Customer

6 e ey

<+ Nasstar

wiliatiar
Enable

nasstaruisor2

 User preferances

ecessibiiny anabled

ST Q
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10 Customer Service Document Repository

The Customer Service Document Repository allows access to essential service documentation that can be
viewed or downloaded including:

o NGMS Service Descriptions for your procured Services

e Service Management Process documents such as Major Incident Management (MIM) and Escalation
procedures

e Service reports to support service review meetings including SIR and RCA reports.

With access to documentation appropriately restricted to ensure your information remains protected.

To access this information, click “My Documents” at the top of the screen.

<> Nasstar Knowledge ~ MyCases  MyRequests My Documents  Notification § e | Nasstar Customer

Good Afternoon Nasstar,
how can we help?

For critical issues, please call 0333 230 3322

Search Q

55 %g
41 @

How can we help Service Catalogue Knowledge

Click here to ask for help Click here to make requests for services or ask for information Browse and search for articles, rate or submit feedback

Most Read Articles Featured Articles Most Useful Articles

4 Find your Office 365 Tenant ID No content to displav No content to displav

Your will be redirected to the My Documents section and by default see a list of All documents available to you
and any details around the version of the document.

<> Nasstar Knowledge ~ MyCases  MyRequests My Documents e ) Nasstar Customer
Home > My Documents Search Q
My Documents = Al

Service Descriptions Document Type File type Version Version State Notes
Service Management Documents Example Service Report Service Report Attachment 10 Published

Service Reports Example Service Deseription Service Description Attachment 10 Published

Al Example Service Management Process Service Management Process Attachment 30 Published

Rows 1-30f 3

As the number of documents made available builds you may wish to use one of the menus to the left to filter
your view to only list those types of documents.
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10.1 Document Record fields

From the My Documents menu or having clicked on a document record you will note there are a number of
visible fields containing information

= Al
Document Type File type Version Version State Notes
Example Service Report Service Report Attachment 10 Published
Example Service Description Service Description Attachment 10 Published
Example Service Management Process Service Management Process Attachment 3.0 Published

Rows1-30f 3

Example Service Description

*Document *File type
€ | Example Service Description v Attachment
Version State Version
Published v 20
Notes
Rebranded
Attachments

|5 Example NGMS Service Description.pdf

10.1.1 Document

This is the document record title and depending on the type of document will allow users to identify the Service,
Process or Report the document relates to, example naming conventions that will be used are:

RCA Report - <PRB01234567> - Example problem title
Example Customer Monthly Service Report September 25
Nasstar Change Management Process

Managed Azure Platform Service Description

10.1.2 Type

As already discussed this related to the type of document published and using the menu down the side you
can limit which documents will be listed.

10.1.3 File Type

This will always say Attachment, as Nasstar will be upload documents into the document record.

10.1.4 Version

The version number here relates to the version of document that has been uploaded to the document record.
If Nasstar release a new Change Management Process, a new version of the document will be uploaded to
the document record and the version number will increment.

10.1.5 Version State

This will be the publication state of the document, from a customer viewpoint this will always be Published.
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10.1.6 Notes
This field will contain release notes for the specific document version or other pertinent information.

10.2 Viewing the published document

Currently, it is not possible to view the documents in the browser. Instead, these must be downloaded.

Having clicked on the document record to open the detail you will see at the bottom of the window an
Attachments section with a document listed underneath.

Example Service Description

*Document *File type

€ | Example Service Description v | Attachment
Version State Version

Published v | 2.0 |

Notes

Rebranded
Attachments

[ Example NGMS Service Description.pdf

Clicking on the document will open a new browser tab with message in the middle of the screen.

This document could not be previewed.

Download Document

Clicking the Download Document button will prompt users to download and save the document to a preferred
location, or automatically download the document, depending on your browser settings.
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