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Introduction 
 
Managing your enterprise services should never get in the way of your business.  
That’s why we’ve created Telstra Connect - a digital home to view and manage your Telstra 
business and enterprise products and services in one place.  
 

       
 
 
 
 
 
 
 
 
 
 
 
 
Over time, we will continue to improve and expand upon our rich feature offering, which 
currently includes:  
 

 
 

Save time  Self-service  
Platform 
designed for 
you, by you  
 

 

User management  Easily manage your user access  
and permission rights. 

Your services  View all your active services. 

Tracking 

Incidents Submit, review and  
track faults. 

Your requests 
Submit, review and track your request 
to make changes to your products  
and services. 

Planned maintenance 
View all upcoming events and historical 
events for the last 6 months, filter 
through your tickets and export ticket 
details into a CSV file. 

Orders Track progress of your ongoing orders. 

Billing  View details & download bills for all your 
products and services. 

Your quotes  
Easily search by price, create a product 
basket, generate and view quotes in 
one place. 

 

Telstra Connect has 
evolved to what it is today 
and offers simple, fast and 
efficient management of 
your most important IT 
infrastructure – your 
network Telstra Connect 
will keep growing with your 
feedback, so lets build  
it together.  

Simple, integrated and 
easy-to-use self-service  
functionality for transparent 
access to key business 
metrics and information. 
 

You can flexibly manage 
services on-the-go  
with the mobile or  
desktop application. 



\  
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Access the portal 
 
 

          
 
 
Password Reset 

     

You can access Telstra  
Connect via this address:  
https://connectapp.telstra.com/ 
 

If you want to change your 
password or reset it, you can 
do it easily by clicking on the 
‘Reset password’ button on 
the page. 
 
The link for the new 
password will be sent to your 
registered email. 
 
Password reset rules  
to be followed: 
• Password should  

be 10-64  
characters long 

• Include at least one 
uppercase letter 

• Include at least  
one number 

https://connectapp.telstra.com/
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Note: This is only available for admin users. 

User Management 
 
 
 
 
With User management, you can easily manage user access and user permissions anytime 
and anywhere.  
• Onboard new users  
• Manage existing user details and permissions  
• Deactivate users 
 
Create new users 

 
1. From the side menu, select ‘Create new user’ to add an additional user. 
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2. Complete the form with the new user’s details and select ‘Next’. All fields are 
mandatory in this page. 
 

 
 
Note: All fields are mandatory in this page 
 

3. You can choose what type of role and permissions this user can access on Telstra 
Connect for the following features: 

 

 
 

 
 
 

• Multi-factor authentication 
• User management 
• Submit and track  
• Billing 

When the form is complete,  
select ‘Submit’. 
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Manage existing user’s details and permissions 
 

                  
 
Note: This is only available for admin users.          
       
2. Select the user you wish to manage. 

 

 

4. The new user has now been created 
and they will receive an email with 
login details. You have the option  
to close the window or create 
another user. 

1. From the side menu, select 
‘Current users’. 

sundar @example.com 

testuser@example.com 

testUAT@example.com 
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3. You can then edit their details. 
 

 
 
 

Deactivate users 
 

1. You can manage a user’s permissions or deactivate user, in this screen 
 

    
 

123456 

123456789 

242 Exhibition St, Melbourne, Victoria, Australia, 3000 
 

testuser@example.com 
 



  

 
 

 

 

 
 
 
 
 
 
 
 
 
Your services 
 
With Your services, you can view: 
 

• Service location in a map 
• Services list 
• Service details
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Your services 
 

How to view service location in a map 
 
1. On the main dashboard, from ‘Your services’ tile, select ‘View all services’ for the full 

list of services or click on the green dots for a ‘sorted’ view. 
 

    
 

 
2. Hover the mouse on the green pointers in the map to view the service location. 

 

  
 

 
3. Use the +/- sign to maximize or minimize the map view. 

 

   

242 Exhibition St, 
Melbourne, Victoria, 

Australia, 3000 

242 Exhibition St, 
Melbourne, Victoria, 

Australia, 3000 
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4. The full list of services available, can be seen just below the map. 
 

 

 
5. Click on the green dots/ location for a ‘sorted’ view. 
 

  
 
 
 
 

242 Exhibition St, 
Melbourne, Victoria, 

Australia, 3000 

242 Exhibition St, Melbourne, Victoria, Australia, 3000 



  

Registered Telstra®   
 

16 

How to customize Your services view 
 
There are multiple options to customise the Your services view: 
1. Filter    2. Sort    3. Search    4. Account view 

 
1. In the Your services list page, you can use the filter options for detailed views. 

 

   
 
 
2. In the Your services list page, you can customise the view by sorting any of the  

category headings. 
 

   

 
3. In the Your services list page, using the search feature, you can search for a  

particular service. 
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4. If you have permission to access multiple accounts in Telstra Connect, you can use 
the ‘Company’ dropdown to select any or multiple accounts to view all the services. 

 

    
 

How to download Your services list 
 
1. After you log in to Telstra Connect follow steps to View all Services (Page No.42). 

On the Your Service summary page, select ‘Download summary’ and export the  
csv file. 

 

 
 

 
How to view service details 

 
1. On the main dashboard, from ‘Your services’ tile, select ‘View all services’. 
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2. Select a service, you will be redirected to a service detail page to find more 
information about your services. 

 

 
 
 

3. You can view ‘Incidents’ and ‘Planned maintenance’ tickets’ associate with  
this service. 
 

 
 

 
4. You can access additional reports, through single sign on options on the service 

detail page. “Network and performance report” will be displayed if it is a EPL, EVPL, 
GID, GMNS, ICBS, IPT, IPVPN, IPX or VPLS service while “IP route and domain 
management” will be displayed if it is a GID or IPT service. User guides can be 
accessed through the links below. 

 

 

test sal company 2 

242 Exhibition St, Melbourne, Victoria, Australia, 3000 
 

10000 

test sal company 2 

242 Exhibition St, Melbourne, Victoria, Australia, 3000 
 

10000 



  

Registered Telstra®   
 

19 

a. Network and performance reports 
 
Network and performance reports will allow you to view your network traffic  
reports for your Telstra services, POP to POP reports, and your managed service 
performance on our newly launched reporting platform. The reports can also be 
adjusted as per the time period needed or scheduled to be delivered to your  
email ID. 
 
For more details on how to use network and performance reports please refer to our 
user guide.  
 

 
 

b. IP Prefix and Route Management - Domain Name  
System (DNS) 
 
Your DNS system will allow you to manage your primary, secondary and reverse 
DNS for your Internet services provided by Telstra. 
 
Post clicking on the link you would be redirected to an external site post single  
sign on. 
 
More details can be found in our user guide on how to use the Domain name  
system application. 
 

 
 

c. IP Prefix and Route Management 
 

Your DNS system provides the ability to update, view ,and add IP prefixes for your 
Internet services provided by Telstra. They can be done as a single Request or 
multiple Request. 
 
After clicking on a link, you are redirected via single sign-on to an external site. 
 
More details can be found in our user guide on how to use the Domain name  
system application. 
 

 

https://www.telstrainternational.com/content/dam/shared-component-assets/telstra-
international/global/telstra-connect/telstra_connect_network_and_performance 
_reports_user_guide.pdf 

https://www.telstrainternational.com/content/dam/shared-component-assets/telstra-
international/global/telstra-connect/how-to-guide-for-domain-name-system-dns.pdf 

https://www.telstrainternational.com/content/dam/shared-component-assets/telstra-
international/global/telstra-connect/ip_prefix_and_route_management_user_guide.pdf 

https://www.telstrainternational.com/content/dam/shared-component-assets/telstra-international/global/telstra-connect/telstra_connect_network_and_performance_reports_user_guide.pdf
https://www.telstrainternational.com/content/dam/shared-component-assets/telstra-international/global/telstra-connect/telstra_connect_network_and_performance_reports_user_guide.pdf
https://www.telstrainternational.com/content/dam/shared-component-assets/telstra-international/global/telstra-connect/telstra_connect_network_and_performance_reports_user_guide.pdf
https://www.telstrainternational.com/content/dam/shared-component-assets/telstra-international/global/telstra-connect/how-to-guide-for-domain-name-system-dns.pdf
https://www.telstrainternational.com/content/dam/shared-component-assets/telstra-international/global/telstra-connect/how-to-guide-for-domain-name-system-dns.pdf
https://www.telstrainternational.com/content/dam/shared-component-assets/telstra-international/global/telstra-connect/ip_prefix_and_route_management_user_guide.pdf
https://www.telstrainternational.com/content/dam/shared-component-assets/telstra-international/global/telstra-connect/ip_prefix_and_route_management_user_guide.pdf


  

   
 

 

 
 
 
 
 
 
 
 
 
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
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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’.  
 

 
 

John 
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2. 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. 
 

 
 
 

3. Once you have selected a service, the system will automatically run a proactive 
triage, and any open incidents or planned maintenance events will be displayed. 
 

    
 

    
 

a. 

0000000 

b. 

0000001 
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4. If you continue with the process, fill in the incident form. You can add an  
attachment, if required, and select ‘Submit incident’. 
 

 
 
 

5. 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. 
 

 
 
 

0000001 
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How to track my Incidents 
 

1. You can view your list of incidents 
 

                      
 

                    
 
 

2. Within your account, you will have the ability to access a comprehensive view of both 
open and closed incidents. Additionally, you can export a filtered list of incidents 
based on your specified criteria from the list page below. 
 

 
 
 

3. To view more details, you can select an incident.  
 

 
 
 

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

b. On the main dashboard, 
from ‘Tracking’ tile,  
select ‘Incidents’. 
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4. 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’. 
 

 
 

example4 
example4@example.com 

example1 
example1@example.com 

example3 
example3@example.com 

example2 
example2@example.com 

example5 
example5@example.com 
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5. When an update is made to your Incident, you will receive an email to check the 
enquiry in Telstra Connect. 
 

 
 

6. When the Incident has been resolved or closed, adding new comments will  
be disabled. 
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How to escalate my Incidents 
 

1. If your incident has not been addressed within a reasonable amount of time, 
you have the option to escalate your incident. Before you do so, please review 
all updates from Telstra in the Activity section of the Incident Detail page. 
 

         
 

                               
   
 

2. Click on the “Request an urgent update” button to begin the escalation process. 
 

 
 

 
3. TConnect will display an escalation window. Fill in the required fields. Ensure both 

the escalation reason and additional comments fields are completed. 
 
Note: ‘If any mandatory fields are left blank, an error message will appear, 
prompting you to fill in the missing information. 
 

                         

a. When an incident is newly created, 
the ‘escalation button’ is hidden. 

b. When the incident reaches the 
escalation threshold, a new button 
will become visible on the Incident 
Detail page. 
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4. Provide a detailed reason for the escalation and add any additional comments or 
information relevant to the escalation. Once all fields are correctly filled, submit the 
form to complete the escalation process. 
 

 
 

           

 
 

 
5. Your Incident Escalation is now submitted. You can continue tracking the Incident 

through the Incident ID. An email containing the escalation updates will be sent to 
you and the escalation team and will be given status and any necessary updates. 

a. The “Request an urgent update” 
button will be disabled to 
prevent duplicate submissions. 

b. The activity section will display the 
escalation message, including the 
date when the “Request an urgent 
update” button will be re-enabled 



  

 

 

 
 
 
 
 
 
 
 
 
Your Request 
 
With requests you can: 
 

• Easily raise new service requests via a simple to use web form 
• View and track the progress of all open service requests 
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Your request 
 
How to make a Request 
 

1. There are three ways to create a new Request. 
 
Note: This form may vary based on the type of Request. 

 
a. Through ‘Manage’ from your dashboard 

 

 
 

b. On the Tracking list page, ‘Requests’ tab, select ‘New request’. 
 

 
 

a. On the top panel, select ‘Create’ and select ‘Request’ 
 

 
 
 
 
 
 

John 
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2. A single landing page will appear with all your products and services. 
 

 
 
Note: The screenshot is for illustration only. The Products and Services that 
you will see on your window may vary depending on your subscriptions. 
 
 

3. Select the type of Request and fill out the required information. You can add an 
attachment if required, and select ‘Submit’. 

 

 
 

Note: The screenshot is for illustration only. The from may vary depending on 
your subscriptions.
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4. When the Request is submitted successfully, you can track it through the  
ticket ID. You will receive an email when the case is created. 
 

 
 
How to track my Requests 
 

1. Select ‘Requests’ from the Tracking tile in the main dashboard. 
 

 
 
 

2. A list of your Requests will appear grouped under ‘Open’ and ‘Closed’ tab. 
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3. Select a Request to view more details.  
 

 
 

 
4. You can view more details on this page. In the ‘Updates’ section, you can view  

or add comments. 
 

 
 

 
5. When the Request has been resolved or closed, it will move to the closed tab 

 

 
 
 
 
 
 
 



  

 

 

 
 
 
 
 
 
 
 
 
Planned Maintenance 

 
With Planned maintenance you can: 
 

• View all upcoming events and historical events for the last 6 months 
• Filter through your tickets 
• Export ticket details into a CSV file 
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Planned maintenance 
 
How to track and view all Planned maintenance events 
 

1. There are two ways by which you can access Planned maintenance events:  
a) via Tracking tile or b) via Planned maintenance tile. 

 

                     
 

                     
 
 
 
 
 
 
 
 
 
 
 

a. On the main dashboard, under 
‘Tracking’ tile, select ‘Planned 
maintenance’. Now you will 
see the details of all the 
Planned maintenance events 
for your managed accounts. 

b. On the main dashboard, under 
‘Planned maintenance’ tile,  
you will see a high level 
snapshot of upcoming, in 
progress and completed 
maintenance events. Select 
‘Track events’ and now you will 
see the details of all the 
Planned maintenance events 
for your managed accounts. 
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2. You can view a list of Planned maintenance events organized by Telstra and  
your company. 
 

 
 

 
3. How to view details for specific Planned maintenance ticket or view impacted service 

list by a Planned maintenance. 
 

 
 
 

 

Test Account 

Test Account 

 
One can click on 
the specific ticket 
ID (PN12XXX)  
to go to the 
respective  
detailed page. 

 
Detailed page will 
have additional 
details about the 
change, including 
the service/s 
impacted, a 
detailed 
description,  
and the  
change timelines. 
 

 
If your Planned 
maintenance has 
been completed, 
one can also view 
the completion 
summary as 
updated by  
our Planned 
maintenance  
team. 

 
Print the  
summary  
of the change 
using the  
quick link. 
 
 

a b c d 
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How to customize Planned maintenance event view 
 
There are multiple options to customise the Planned maintenance events view: 
1. Filter    2. Sort    3. Search    4. Account view. 
 

1. In the Planned maintenance list page, you can use any of the pre built status filters: 
Upcoming / In progress / Completed / Cancelled or the filter option for detailed views. 

 

 
 
 

2. In the Planned maintenance list page, you can customise the view by sorting any of 
the category headings: Ticket ID / Status / Planned start / Planned end. 
 

 
 
 
 

Test Account 

 

Test Account 
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3. In the Planned maintenance list page, you can search for a particular event, using 
the Ticket ID. 

 

 
 
 

4. If you have permission to access multiple accounts in Telstra Connect, you can use 
the ‘Company’ dropdown’ to select any or multiple accounts to view the Planned 
maintenance events. 

 

 
 
How to download Planned maintenance events list 
 

1. After you log in to Telstra Connect follow steps to view all Planned maintenance 
events (Page no. 32). On the Planned maintenance summary page, select the  
‘three dots’ to ‘Export data’ and download the csv file. You can also apply filters  
and then export. 

 

 
 
 
 

 

Test Account 

Test Account 

Test Account 

Test Sal Account 
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How to track and view all Planned maintenance events 
 

1. There are two ways by which you can create Planned maintenance events:  
a) via ‘Tracking’ page or b) via ‘Planned maintenance’ tile 

 
a. On the ‘Tracking’ page, from ‘Planned maintenance’ tab, select ‘Create event’. 

 

 
 
 

b. On the main dashboard, from ‘Planned maintenance’ tile, select ‘Create event’.  
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2. Fill out the details and select ‘Submit event’. 
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3. Your Planned maintenance event has now been submitted. You can track the  
event through the event number and you will also receive an email when the  
case is created. 
 

 
 
 
How to subscribe or unsubscribe for Planned and emergency maintenance 
email notifications 

 
1. Navigate to Your Profile > Notifications Tab 

 

 
 
 

2. Turn on/off the ‘Planned and emergency maintenance notifications’ toggle button to 
subscribe/unsubscribe for Planned maintenance events email notifications. 
 

 
 
 



  

   
 

 

 
 
 
 
 
 
 
 
 
Your orders 
 
With orders, you can track a range of your products and services that you 
order from today onwards. 
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Orders 
 
How to track and view my order 
 

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

 
 
 

2. You will see a list of your orders with details. You can search for an order in the 
search bar and filter by status and product. 
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3. To change the columns that are displayed in your table of orders by clicking ‘Select 
columns’, checking the boxes and hitting ‘Apply’.  

 

 
 
 
4. Select an order to view more details. 
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5. You can view more details on the ‘Order Tracking’ page including product details, 
order summary and product progress. 
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How do I view my orders by location 
 

1. On the ‘Tracking’ tile, under the ‘Orders’ tab, select ‘Location summary’ tab. 
 

 
 

 
2. A list of your orders will appear grouped by location with an overview of product, 

service ID, type, product status, site address, product estimated, product completed, 
billing, order number, secondary reference, customer and customer ID. Click the 
drop down arrow to view the orders with that address. You can search for an  
order in the search bar and filter by status or product. 
 

 
 
 

 
 
 
 

242 Exhibition St, Melbourne, 
Victoria, Australia, 3000- 30/F, 1 
Clear Road,  
Wan Chai, Hong Kong 

242 Exhibition St, 
Melbourne, Victoria, 
Australia, 3000- 30/F, 
1 Clear Road,  
Wan Chai, Hong Kong 
 

00000 
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3. To change the columns that are displayed in your table of orders by clicking ‘Select 
columns’, checking the boxes and hitting ‘Apply’. 

 

 
 
 
How do I download a summary of my orders 
 

1. Select ‘Download summary’ to view and select between: 
• All orders (CSV) 
• All orders (PDF) 
• Advanced options 
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2. By selecting advanced options, you have the option to save the file in CSV or PDF, 
export specific columns and include only the search and filtered results only. Hit 
‘Download’ once you have selected your options. 
 

 
 

 
 
 
How to accept my order 
 

1. After receiving an email requesting your acceptance, navigate to the respective 
order’s detail page, select ‘View our test results and other documents’ to view and 
download attachments. 

 

 
 

2. Select ‘Accept’ to confirm order acceptance. 
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c. Or select ‘Do not accept’ to decline the order acceptance if there’s any issue, you will 
be required to fill out the order enquiry form. Select ‘View Enquiry’ to view the details 
or add additional comments, you can select ‘Accept’ when the issue is resolved. 

 

 
 
 
How to raise an order enquiry 
 

1. On the ‘Tracking’ tile, under the ‘Orders’ tab, select ‘Order summary’. Select the 
order you wish to raise an enquiry about and you will be redirected to the detail page 
 

 
 

 
2. Select ‘Order enquiry’. This will open a new prepopulated enquiry form. 
 

 
 

9000000 
200 Park Road - 200 Park Road 

242 Exhibition St, Melbourne, Victoria, 
Australia, 3000 

242 Exhibition St, Melbourne, Victoria, 
Australia, 3000 
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3. Fill out the details and select ‘Submit enquiry’. 
 

 
 

 
 

john@example.com 

John 
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4. Your enquiry has now been submitted. You can track the enquiry by selecting the 
enquiry number or clicking ‘Track enquiries’.  

 
 

 
 

 
5. A confirmation email will be sent to the corresponding email address and copied to 

the additional email (optional).  
 

 

Test Account 
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How to track my order enquiries 
 

1. On the ‘Tracking’ page, select ‘Support enquiries’ to view the list of enquiries. 
 

 
 
 

Note: If the field ‘Assigned to’ is Telstra, it means Telstra is handling the case. 
If it says ‘Customer’, it means there’s a pending action on you. 
 
 

2. To view more details, you can select the enquiry 
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3. In the activity section, you will be able to see updates from Telstra and add 
comments and attachments to communicate with the team. 
 
Note: ‘Telstra attachments’ are uploaded by the Telstra team. Attachments 
uploaded by yourself will be under ‘Your attachments’. 
 

 
 
 
 
 
 
 

00677593 

Test Account 

test@example.com 
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4. When an update is made to your enquiry, you will receive an email to check the 
enquiry in Telstra Connect. 
 

 
 

 
5. When the enquiry is complete, the status will be changed to ‘Closed’ and new 

comments will be disabled.  
 

 

John@example.com 

00677593 

Test Account 

Test Account 



 

 

 

 
 
 
 
 
 
 
 
 
Billing 
 
With Billing you can: 

 
• Download bills for all your products and services 
• Access the past 13 months of invoices, see when they were issued  

and the total amount due 
• Raise and track billing enquiries for invoices, credit and debit notes 
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Billing 
 
How to view invoices and credit / debit notes 
 

1. On the main dashboard, from the ‘Billing’ tile, select ‘View invoices’. 
 

 
 
 

a. Select ‘Invoices’ tab. A list of your invoices will appear including invoice date, 
payment due date, currency, amount (excl Tax), tax and total amount. 

 

 
 
 

b. Select ‘Credit/Debit notes’ tab. A list of all your credit and debit notes will appear with 
a reference number, issued date, note type, currency, amount  (excl Tax), tax and 
total amount. 

 

 
 
 
 

Company: test sal company 2 BP-0001111 

BP-0001111 



  

Registered Telstra®   
 

57 

Note: If you have multiple companies or billing accounts, select them in 
the top right corner (if applicable).  

 

 
 
 
How to download invoices and credit / debit notes 
 

Note: All downloaded files will be in the local download folder in your PC 
 
1. To download a single invoice, select ‘Invoices’ tab (highlighted in orange), select the 

‘three dots’ in the right column and choose PDF or CSV format. To download a single 
credit/debit notes (highlighted in blue), select the ‘Credit/debit notes’ tab before 
selecting the ‘three dots’ in the right column.  
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2. To download multiple invoices, select ‘Invoices’ tab (highlighted in orange), select 
‘Download’, choose the format and select the ‘Invoices’ (up to 20). Select ‘Continue’. 
To download multiple credit/debit notes, select the ‘Credit/debit notes’ tab 
(highlighted in blue) before selecting the three dots in the right column. 

 
 

 
 

 
 
 

3. To download an invoice summary, select ‘Invoices’ tab (highlighted in orange), select 
‘Download’ and select ‘Summary’.To download a credit/debit notes summary, select 
the ‘Credit/debit notes’ tab (highlighted in blue) before selecting ‘Download’. 

 

 
 
 

 Note: If you have multiple companies or billing accounts, select them in the 
top right corner (if applicable). 
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How to raise a billing / invoice / credit / debit note enquiry 
 

1. Select ‘View invoices’ from the Billing tile in the main dashboard. 
 

 
 
 

2. To raise an ‘Invoice enquiry’ select ‘Invoices’ tab (highlighted in orange), select the 
‘three dots’ from the right column and select ‘Invoice enquiry’. 

 

 
 
 

3. To raise an ‘Credit/debit note enquiry’, select ‘Credit/debit notes’ tab (highlighted  
in blue), select the ‘three dots’ from the right column and select ‘Credit/debit  
notes enquiry’.  
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4. To raise an ‘Enquiry’ directly, select ‘Billing’, select ‘Enquiries’ tab, select ‘New 
enquiry’. Choose relevant category, you will be redirected to a form.  
 

 
 
 

5. A pre-populated support enquiry form will open. Complete the form and select 
‘Submit enquiry’. 
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6. Your enquiry has now been submitted. Track the enquiry by selecting the enquiry 
number or selecting ‘Track billing enquiries’. 

 

 
 
 

7. A confirmation email will be sent to the corresponding email address and copied to 
the additional email (optional). 
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How to track my billing enquiries? 
 

1. On the main dashboard, from the ‘Billing’ tile, select ‘Billing enquiries’. 
 

 
 
 

2. Select ‘Enquiries’ tab to view the full list of your enquiries. 
 
Note: ‘On hold’ status refers to a pending action from you as the customer.  
 

 
 

3. Select the case ID you would like to view further information for. 
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4. You will be redirected to the Billing enquiry detail page. In the activity section you  
can view updates from Telstra, add comments and attachments to communicate  
with the team. 
 
Note: ‘Telstra attachments’ are uploaded by the Telstra team.  
Attachments uploaded by yourself will be under ‘Your attachments’.  
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5. When an update is made to your enquiry, you will receive an email to check the 
enquiry in Telstra Connect. 
When the enquiry is complete, the status will be changed to ‘Closed’ and new 
comments will be disabled. 
 
Note: If you want to reject your enquiry, you can communicate this to the 
Telstra team in the comments of the enquiry. Comments will be disabled and 
you will receive an email to confirm this.  
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Note: If you have multiple companies or billing accounts, select them in 
the top right corner (if applicable). 
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Your Quote 
 
With Your Quotes you can: 

 
• Easily search by price 
• Create a product basket 
• Generate and view quotes in one place 
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Your Quote 
 
How to create a Quote 
 

1. On the main dashboard, from the ‘Your quote’ tile, select ‘Request quotes’ to connect 
to the IPS portal to view pricing information, request discounts, and generate 
customer-ready price quotes. 

 

 
 
 

2. Enter details in the fields mentioned to configure the solution. Select ‘Get Prices’. 
 

 
 

3. Select ‘Proceed’ to generate quote 
 



  

Registered Telstra®   
 

68 

How to view and edit my quote 
 

1. On the main dashboard, from the ‘Your quote’ tile, select ‘View all’ to connect to the 
IPS portal to view or edit baskets. 
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How to download my quote 
 

1. How to view and download my quote 
 

 
 
 

2. Download quote 
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Support 
 
How to reach out to your Telstra representative 
 

1. On the main dashboard, from the menu, select ‘Your account team’. 
 

 

 
 
 

2. You will see the Telstra contact assigned to your account, who can help you with any 
enquiries regarding your products and services. 
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How to raise a support enquiry 
 

1. Navigate to the dashboard and click the “Help” button located at the top right corner 
of the page. 

 

 
 

 
2. Select “Submit an enquiry” 

 

 
 

 
3. Select the relevant category and follow the prompts to submit your request. 
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How to report a fault or bug concerning Telstra Connect 
 

1. To report a bug or fault concerning Telstra Connect, after selecting Support and 
“Submit an enquiry”, select the “Report a bug” option. 

 

 
 

 
2. Under the question “What specifically do you need help with?”, choose the radio 

button for “I want to report an error on using T-Connect” and then click “Next”. 
 
 

 
 
 

3. You will be directed to the Report an Error page.  
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4. Select the relevant option from the list, add additional context, and click “Submit”.  
 

 
 
 

5. An “Error report sent” message with a ticket ID will appear, indicating that your ticket 
has been successfully submitted. 
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6. Upon submission, the status of your enquiry will be displayed on the tracking page. 
 

 
 

 
 

 
 
 
 
 
 
 
 
Sign in to Telstra Connect: https://connectapp.telstra.com/ 
 
If you have any questions or feedback, please contact your Telstra International 
representative. 
 
https://www.telstrainternational.com/en/telstra-connect 

https://connectapp.telstra.com/
https://www.telstrainternational.com/en/telstra-connect
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