Your incidents
With incidents you can:
• Raise an Incident by answering 8
simple questions, saving you time on
the phone
• View and track the progress of your
Incident in near real time
• Interact on the Incident without having
to call your account representative or
service desk for updates

Your incidents
How to raise an Incident
1

There are 3 ways to raise a new Incident

a

On the main dashboard, from ‘Your incidents’ tile, select ‘Raise incident’.

b

On the ‘Tracking’ page, from ‘Incidents’ tab, select ‘Raise incident’.

c

On the main dashboard, from the top right-hand corner, select ‘Create’ and
select ‘Incident’.
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You will be re-directed to the ‘Raise incident’ page. Select the affected product or
service that can be found by Service ID or Location.
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Once you selected a service, the system will automatically run a proactive triage,
any open Incident or Planned maintenance will be displayed.
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If you continue with the process, fill in the incident form. You can add an
attachment if required, and select ‘Submit incident’
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Your Incident is now submitted. You can track the Incident through the
Incident ID and you will also receive an email when the ticket is created.
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How to track my Incidents
1

You can view your list of incidents

a

On the main dashboard, from
‘Your incidents’ tile, select ‘Track
incidents’.

2

You will be able to view the list of open incidents and incidents closed in
the last 45 days.

b

On the main dashboard, from
‘Tracking’ tile, select ‘Incidents’.

Note: If the field ‘Assigned to’ is Telstra, it means Telstra is handling the case. If it says ‘You’, it
means there’s a pending action on you.
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To view more details, you can select an incident.
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You will be redirected to the Incident detail page. In the activity section you can view
updates from Telstra and add comments to communicate with the team.
Note: ‘Telstra attachments’ are uploaded by the Telstra team. Attachments uploaded by
yourself will be under ‘Your attachments’.

example1
example1@example.com
example2
example2@example.com
example3
example3@example.com
example4
example4@example.com
example5
example5W@example.com
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When an update is made to your Incident, you will receive an email to check the
enquiry in Telstra Connect.
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When the Incident has been resolved or closed, adding new comments will be
disabled.
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Sign in to Telstra Connect: https://connectapp.telstra.com/
If you have any questions or feedback, please contact your Telstra representative

telstra.com/international/TelstraConnect
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