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Activation Team Overview

2. ACCESS THE
ACTIVATION-EA INBOX
AND ENTER THE
OPERATOR'S INITIALS,
FOR EXAMPLE, KOK.

1. CONSULT THE DAILY
ORDER ON OPTISIM,

4. Proceed to the 5. CARRY OUT THE
3. Handle an optisim respective provider's NECESSARY TRACKING
request in Odoo platform to perform the IN THE LINE TRACKING
activation. FILE.

FOR EXAMPLE, ORDER
150352.

7. COMPLETE THE
INFORMATION ON e 8. Solved ticket in Od00 (s
OPTISIM.

6. FILLIN THE
PROVISIONING DATA.

9. PROCESS THE ORDER
ON OPTISIM.

Attention: the migration to the Odoo platform over the next three days will not eliminate the execution of this usual process.
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Ticketing System Activation Team

This presentation will cover the basics in our daily work, with the various scenarios.

Index:

l. Account Login

ll. Help Desk workspace
l1l. How to handle an optisim request in Odoo

IV. How to handle tickets involving external speaker (Sales, Providers, Customers)?

V. Ticket Solved
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l. Logging into our account

Firstly, we need to use the following link to access the login space on our Odoo homepage:

https://crm.iectelecom-group.com/web/login

5 Cmiectelecom-group.com/wetylogin

m% Each team member has a dedicated personal
....... SoEEe.
fwe  oP IEC telecom ’

Account creation and recovery are managed by
our CRM manager, “Hichem Sfayhi”, whose o
email address is:

Password

% - hichem.sfayhi@iec-telecom.com.

Loginas superuser

ot 60080
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By clicking "connect,” you'll be directed to the dashboard. The Help Desk (ticketing system) is denoted by a
red circle in the image below.

Calendar Project Card Contract Details

= O @ =% g

Planning ; Website el earming Email Marketing

L0

Time Off
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Il. Help Desk Workspace

Workspace:

£22 Helpdesk

Overview Tickets

Helpdesk Overview

T Filters = Group By # Favorites

My Tickets My Performance
Tnckets High Pnonty (*i) Urgent (ﬂ*) Today
Avg Open Hours 53:20 00:00 00:00 Avg 7 days

Optisim Orders

B2 activation.test@iec-telecom.com

TICKETS

Activation Global

B3 activation-global@iec-telecom.com

TICKETS

74 SLA Issues 7 Unassigned Tickets

206 Unassigned Tickets

httns://crmiiectelecom-aroun.com/fweh#

Three 3 Queu:

1. The "Optisim Order " queue to handle optisim requests

2. The "Global Activation" queue to manage EA and MEA activations mails.

3. The "Optisim confirmations” to manage input errors.

14 100.00 %
Closed Tickets Success Rate

31 100.00 %

1 100 %

Optisim Confirmation

B9 optisim@iec-telecom.com

TICKETS

168 Unassigned Tickets
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lll. How to handle an optisim request in Odoo

Check "New" tab for new tickets arriving. we can start solving ticket .

2= Helpdesk Overview

Helpdesk Overview / Optisim

CREATE
NevG +

1,739

ORDER: 150315 / Sandstream
Investments (Pty) LTD /
8988169326003477712 / SAFA
#23,218)
activations@safa-telecom.com

ORDER: 150313 / Expeditionstechnik
Dérr GmbH / 8988169326002660730
/ IEC / 200060206 (#23,208)
airtime-ea@iec-telecom. com

Today

WO

ORDER: 150312 / DATAXION /
KITPOO048587 / IEC /
STIME_Caravelle (#23,206)
alnime-ea@lec-telecom.com

Today

Aoy P A
p g gy o

ORDER: 150311 / M/Y FIREBIRD /
KITPO0097462 / IEC (#23,205)

v Filters

Waiting for input

ORDER: 149223 / Expeditionstechnik
Dérr GmbH / 8988169326004525196
/ IEC / 200059513 (#21,385)
alrtime-ea@iec-telecom.com

& Wailing for input

W w

|

(LLY) panjoS

= Group By & Favorites

Cancelled
ORDER: 148760 / WFP DRC /
89882052022059209789 / SAFA
(#20,483)
activations@safa-telecom.com
www o
ORDER: 148759 / WFP DRC /
89882052022059209698 / SAFA
(#20,482)
aclivations@sala-telecom.com
7 Tr vy o

ORDER: 147854 / KADO YACHTING /
KITPODO97555 / IEC (#19,004)
airtime-ea@iec-telecom.com

Ity

+

Waiting for external

RE: ORDER: 148136 / CLICKNET
TELEKOMUNIKASYON UYDU
TEKNOLOJILERI SAN. /
8988169771000440900 / SAFA GO
EXEC 25LM (£19,490)

Mustafa Ozdemir

SR N
T gy e g W 4

RE: ORDER: 148136 / CLICKNET
TELEKOMUNIKASYON UYDU
TEKNOLOJILERI SAN. /
8988169771000440900 / SAFA GO
EXEC 25LM (£19,470)

wWYr vy

ORDER: 148136 / CLICKNET
TELEKOMUNIKASYON UYDU
TEKNOLOJILERI SAN. /
8988169771000440900 / SAFA
(#19,465)

aclwal!onsf‘, safa telecom.com

W

ORDER: 148048 / Société de
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Here, we have an overview of a ticket.
The first action to take is to click on "Assigned to me" to take ownership of the ticket and prevent another team
member from taking it instead of you.

HH Helpdesk Overview Tickets A Abderrahmen KNANI

Helpdesk Overview / Optisim
/ ORDER: 150315 / Sandstream Investments (Pty) LTD / 8988169326003477712/ ...

2018 CREATE © Action 1/88 £ »
ASSIGN TO ME G m IN PROGRESS WAITING FOR INPUT CANCELLED WAITING FOR EXTERNAL MORE = Sendmessage Lognote O Schedule activity @0 v Following &°¢
315 Today
Tickets

o Abderrahmen KNANI - 7 minutes ago
L] = Assigned to: Abderrahmen KNANI —

ORDER: 150315 / Sandstream Investments (Pty) LTD /

R0RRT1AAN2ANNRAT7T7712 / SAFA Abriarvatiman KNAMI - o s
SLA ACTIVATION = Assigned to: — Abderrahmen KNANI
Helpdesk Team Optisim First Creation 04/22/2024 12:57:45 activations@safa-telecom.com - & hours ag
Assigned o Created on 04/22/2024 12:57:45 Subject: ORDER: 150315 / Sandstream Investments (Pty) LTD /
8988169326003477712 / SAFA
Scheduled on 04/22/2024
[EXTERNAL]: Please be cautious, this email was generated from outside
Action Effective on 04/22/2024 12:57:45 of our organization. Careful when opening links and attachments.
Buisiness Unit From activation.test@iec-telecom.com
Product Service type Close date
Priority WY Customer activations@safa-telecom.com
. ORDER: 150315
Tags Organization
SANDSTREAM - Sandstream Investments (Pty) LTD requests the
New Related Field Contact Email activations@safa-telecom.com toowing
SLA Deadline Today Phone
Effective: 22-Apr-2024
Duration (min) 0.00 -

CONFIDENTIAL | © IEC Telecom



IEC telecom

Once we have clicked on the "Edit" button, we need to fill in three mandatory fields before clicking on "Save":
1. OPTISIM PRODUCT

2. ACTION
3. BUSINESS UNIT

HH Helpdesk Overview Tickets A Abderrahmen KNANI

Helpdesk Overview / Optisim
/ ORDER: 150315 / Sandstream Investments (Pty) LTD / 8988169326003477712/ ...

EDIT QIS © Action 1/88 € >
ASSIGN TO ME @ IN PROGRESS WAITING FOR INPUT CANCELLED WAITING FOR EXTERNAL MORE = Send message Lognote @ Schedule activity ¥40 v Following &¢
315 Today
Tickets

ORDER: 150315 / Sandstream Investments (Pty) LTD / @ Kesedc Adarmen KRN
8988169326003477712 / SAFA T

m * Assigned to: — Abderrahmen KNANI
Helpdesk Team Optisim First Creation 04/22/2024 12:57:45 activat 1 T e s Ao
igned to Created on 04/22/2024 12:57:45 Subject: ORDER: 150315 / Sandstream Investments (Pty) LTD /
8988169326003477712 / SAFA
Dptisim Product Scheduled on 04/22/2024

[EXTERNAL]: Please be cautious, this email was generated from outside

Action Effective on 04/22/2024 12:57:45 of our organization. Careful when g links and
Buisiness Unit From activation test@iec-telecom.com
Product Service type Close date
Priority www Customer activations@safa-telecom.com

ORDER: 150315
Tags Organization

u SANDSTREAM - Sandstream Investments (Pty) LTD requests the

New Related Field Contact Email activations@safa-telecom.com foll

ollowing
SLA Deadline Today

Effective: 22-Apr-2024

Duration (min) 0.00

It's important to complete these fields to avoid any disruption and notification to our security team.
Please adhere to the recommended fields CONFIDENTIAL | © IEC Telecom



IEC telecom

Once all the necessary information has been entered, simply save by clicking on the "Save" button.

Helpdesk

Overview Tickets

A Abderrahmen KNANI

Helpdesk Overview / Optisim
/ ORDER: 150315 / Sandstream Investments (Pty) LTD / 8988169326003477712/ ...

DISCARD
~

1/88 £ >
- m IN PROGRESS WAITING FOR INPUT CANCELLED WAITING FOR EXTERNAL MORE ~ Sendmessage Lognote @ Schedule activity ¥0 +Following &S5
Start typing. = i
Today
Tickets
Abderrahmen KNANI - an hour age

ORDER: 150315 / Sandstream Investments (Pt

@

SLA ACTIVATION

Helpdesk Team
Assigned to
Optisim Product
Action

Buisiness Unit

Product Service type

Priority

Tags

New Related Field
SLA Deadline

- &
o Abderrahmen KNANI (o

Optisim

Activation + Middle East Africa 500 min voucl- @
Activation + recharge -

UAE

www

Contact

Today

First Creation
Created on
Scheduled on
Effective on
From

Close date
Customer
Organization
Email

Phone
Duration (min)

Tvpe

(A
@

04/22/2024 12:57:45
04/22/2024 12:57:45
04/22/2024

04/22/2024 12:57:45

activation.test@iec-telecom.com

activations@safa-telecom.com @

activations@safa-telecom.com

0.00

» Assigned to: — Abderrahmen KNANI

Abderrahmen KNANI - a0 hour ag
* Assigned to: Abderrahmen KNANI —

Abderrahmen KNANI - an hour ago
+ Assigned to: — Abderrahmen KNANI

© v

activations@safa-telecom.com -8 hours ago

Subject: ORDER: 150315 / Sandstream Investments (Pty) LTD /
8988169326003477712 / SAFA

[EXTERNAL]: Please be cautious, this email was generated from outside
of our organization. Careful when op: g links and attac

ORDER: 150315

CANMNCTOCALE Candrtranm Inunrtmante (O8A TN raninsts tha
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After, on the function bar at the top, click on the "In Progress" button.

Helpdesk Overview Tickets A Abderrshmen KNANI|

Helpdesk Overview / Optisim
/ ORDER: 150315 / Sandstream Investments (Pty) LTD / 8988169326003477712 / ...

CREATE © Action 141 < >

~

IN PROGRESS

NEW WAITING FOR INPUT CANCELLED WAITING FOR EXTERNAL MORE Send message Log note @ Schedule activity @0 ~ Following &!
316 Today
Tickets

Abderrahmen KNANI - now
Stage Changed

)

ORDER: 150315 / Sandstream Investments (Pty) LTD /
8988169326003477712 / SAFA

- Stage: New — In progress

Abderrahmen KNANI - 3 minutes
Stage Changed

)

Helpdesk Team optisim First Creation 04/22/2024 12:57:45
- Stage: In progress — New
Assigned to @ Abderranmen KNANI Created on 04/22/2024 12:57:45
Optisim Product Activation + Middle East Africa 500 min Scheduled on 04/22/2024 o Abderranmen KNANI - 17 hours ago
BEERS NG oS A E S Effective on 04/22/2024 12:57:45 o BT LR
Action Activation + recharge Fram activatien.test@lec-telecom.com = Stage: Waiting for external — In progress
Buisiness Unit UAE P
Product Service type Abderrahmen KNANI
Customer activations@safa-telecom.com @ Stage Changed
Priority r Tor or i
omn Organt = Stage: Solved — Waiting for external
- > Emait sctivations@sata-telecom.com

Helpdesk Overview - A Abderrahmen KNANI

Helpdesk Overview / Optisim | a
TFiters  mGroupBy  Favorites @
New + In progress + Waiting for input + - Cancelled -+ Waiting for external +
1.807 1 2 3 7
1=

ORDER: 150414 / PT Satkom Mega ORDER: 150315 / Sandstream ORDER: 150399 / ICRC PTT / R ORDER: 148760 / WFP DRC / problame dans la plans demandé

Perkasa / 898709923416985274 / Investments (Pty) LTD / 300315060314510 / IEC / YAOQ = 89882052022059209789 / SAFA (#23,342)

DEVOR (#23,355) 8988169326003477712 / SAFA (#23,332) = (#20,483) B .

ACTIVATIONS@devortech.com (#23,218) airtime-ea@iec-telecom.com activations@safa-telecom.com

Today activations@safa-telecom.com = waiting for input o o o o more detalls required about the order

¥ Y v i progrete. Today 25698 (#23.335)

R g A g g o Ur i [ -] ORDER: 148759 / WFP DRC / 7 Yo ¥

ORDER: 150405 / PREMIERE 89882052022059209698 / SAFA

URGENGE INT PREPAID / ORDER: 149223 / Expeditionstechnik (#20.,482) MSISDN 2533 (#23,334)

89882052022059040127 / IEC / SDN Dizr GmbH 7 89831E9IZ500452 5196 activations@safa-telecom.com 7 ¥ v

(#23.343) / 1IEC / 200059513 (#21.385) +r o P =

St e a@iIes-tele ot Gom alrtime-ca@lec-telecom.com a RE: ORDER: 148136 / CLICKNET

Today & e Yor inews ORDER: 147854 / KADO YACHTING / TELEKOMUNIKASYON UYDU

O “r ¥y Y KITPOOO97555 / IEC (#19,004) TEKNOLOJILERI SAN. /

alrume-ea@iec-telecom.com 8988169771000440900 / SAFA GO

test External Communication v o v EXEC 25LM (#19,490)

(#23,347) Mustafa Ozdemir

Today rwr vw

e Y Y

RE: ORDER: 148136 / CLICKNET

ORDER: 150404 / INTIMIS YACHTING TELEKOMUNIKASYON UYDU

BY / KITPODOB9673 / IEC (#23,340) TEKNOLOJILERI SAN. /

airtime-ea@iec-telecom.com 8988169771000440900 / SAFA GO

Today EXEC 25LM (#19,470)

CONFIDENTIAL | © IEC Telecom
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Helpdesk Overview / Optisim

/ ORDER: 150315 / Sandstream Investments (Pty) LTD / 8988169326003477712 / ...

ORDER: 150315 / Sandstream Investments (Pty) LTD /

8988169326003477712 / SAFA

Helpdesk Team Optisim

Assigned to @ Abderrahmen KNANI

Activation + Middle East Africa 500 min
12 months

Optisim Product

voucher
Action Activation + recharge

Buisiness Unit UAE

Helpdesk

First Creation
Created on
Scheduled on

Effective on

From

© Action

04/22/2024 12:57:45
04/22/2024 12:57:45
04/22/2024

D4/22/2024 12:57:45

activation.test@lec-t

WAITING FOR EXTERNAL

MORE ~

Solved

@
[ AJ
L AJ

lecom.com

Send message

After completing the standard activation procedures, we mark the ticket as “Solved."

Lognote  © Schedule activity

Today

Abderrahmen KNANI - 4 mimses s
Stage Changed

= Stage: In progress — Waiting for input

Abderrahmen KNANI
Stage Changed

= Stage: Waiting for input =s In progre

Abderrahmen KNANI - & mimses age
Stage Changed

= Stage: In progress — Waiting for input

81789 < >

«0  Following &

Helpdesk Overview / Optisim

REATE

New +
1,738

In progress

ORDER: 150313 / Expeditionstechnik
Darr GmbH / 8988169326002660730
/ IEC / 200060206 (#23,208)

ORDER: 150312 / DATAXION /
KITP00048587 / IEC /
STIME Caravelle (#23,206)

airtime-ca@iec-telocom.com

Today

rtr oy

ORDER: 150311 / M/Y FIREBIRD /
KITPO0097462 / IEC (#23,205)
alrtime-eagblec-telecom.com

Today

i W W

ORDER: 150310 / EDUCO MALI /
89862052020057062317 / IEC / Mali
(#23,204)

airtime

¥ Filters

Waiting for input

ORDER: 149223 / Expeditionstechnik
Darr GmbH /7 8988169326004525196
/7 IEC / 200059513 (#21,385)

alrtime
* Waiting for input
g g & 4

> telecom

= Group By w Favorites

Solved <

ORDER: 150122 / MEDECINS DU
MONDE FRANCE /
89882052022059190138 / IEC /
PALESTINE (#22,879)

airtime
= Waiting lor input

rYr Q

ORDER: JiS03N8 / Sandstream
Investments (Pty) LTD /
8988169326003477712 / SAFA
(#23,218)
activations{dsafa-telecom.com
- Waiting for input

T

Piec-telecom com

ORDER: 148839 / POCHON /
MISTERM / IEC (#20,626)
alrtime-ea@iec-telecom com

* o

ORDER: 148573 7 Expeditionstechnik
Darr GmbH / 8988169326004213280
/ IEC / 200059522 (#20,197)

wr

+ Cancelled

ORDER: 148760 / WFP DRC /

89882052022059209789 / SAFA
(#20,483)
activation

rYrer o

ORDER: 148759 / WFP DRC /1
89882052022059209698 / SAFA
(#20,482)
activations@safa-telecom.com

°r vr Yy [~ ]

ORDER: 147854 / KADO YACHTING /
KITP00097555 / IEC (#19,004)
airtime

afa-telecom com

Diec-telecom com

ryr vy

Waiting for external

RE: ORDER: 148136 / C
TELEKOMUNIKASYON
TEKNOLOJILERI SAN. /
898816977100044090
EXEC 25LM (#19,490)

Mustafs Ozdemir

Y

RE: ORDER: 148136/ C
TELEKOMUNIKASYON
TEKNOLOJILERI SAN. /
898816977100044090
EXEC 25LM (#19,470)
T W

ORDER: 148136 / CLICI
TELEKOMUNIKASYON
TEKNOLOJILERI SAN. /
898816977100044090
(#19,465)
activations@safa-telec

o Yr

NONED: 1TARNAR f Qi T
.

CONFIDENTIAL
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IV. How to handle tickets involving external speaker (Sales, Providers,
Customers)?

This mean that our activation team should contact a provider to solve the issue with the SIM card.
For example: Activation problem on “spnet”.
The steps to follow:

1- Ticket creation: you must return to the dashboard, access the Global activation tab and create a ticket

fii Helpdesk Owniew Tickets

i Helpdesk ~ Oveniew  Tickes 80 () A Abderrahmen KNAN
Helpdesk Overview
S ——— Helpdesk Qverview / Activation Global | q
CREATE vFilters  =Group By Favorites nED
My Tickets 3 : 0 : 0 My Performance D‘ 0.00
Tickets High Priority (i) Urgent (drirk) Taday Closed Tickets SuccessF New(-l) $ Inpmqress + Waitingforinpul + =
SLA Falled | ::_: | ﬂ ] 5: 1 Dally Target 1 100% ?
1 I = J ¢
TEST (£23360) testl (413361) 3
SURUSTECH SURUSTECH 3
Optisim thd # Witng fornpt -
2 activation test@iec-telecom com {2 i\? {2

TICKETS 1825 SLA Issues

1705 Unassigned Tickets

2 Unassigned Tickets
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2- Name the ticket with an index linked to the parent ticket (ex: ORDER: 150315/8988169326003477712
/activation problem on spnet) "and fill in the mandatory fields”

HH He|pdesk Overview Tickets B, € A Abderrahmen KNANI

Helpdesk Overview / Activation Global / New

ST\ DISCARD

NEW(1) IN PROGRESS MORE = | Send message Lognote O Schedule activity %0 Follow &0

Today

-<ORDER: 150315/8988169326003477712 /acti\ Q@ o

Creating a new record...

Helpdesk Team Activation Global ~ (4  First Creation
=dhssigned to o Abderrahmen KNANI ~ (& Created on
=JAction Activation + recharge - Scheduled on
= Buisiness Unit UAE]| - Effective on

Product Service type UAE From

Priority O Kl g Close date

Tags Customer

New Related Field Organization

Customer Name

Email

Phone

Duration (min) 0.00

Type

Vsat/Lband -

Provisionning Status -
(vsat) >

CONFIDENTIAL | © IEC Telecom
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3. Click on the function bar and then on the "Waiting for input" button.

Helpdesk Overview / Activation Global

/ ORDER: 150315/8988169326003477712 /activation problem on spnet (#23387)

| EDIT ‘ CREATE

@ Action

NEW(1) IN PROGRESS WAITING FOR INPUT MORE

/

ORDER: 150315/8988169326003477712 /activation problem

on spnet

Helpdesk Team Activation Global
Assigned to o Abderrahmen KNANI
Action Activation + recharge
Buisiness Unit UAE

Product Service type

Priority
Tags Waiting for input
New Related Field Contact

First Creation
Created on
Scheduled on
Effective on
From

Close date
Customer
Organization
Customer Name
Email

Phone
Duration (min)

Type

04/23/2024 19:06:26

activation.meal@iec-telecom.com

0.00

0/2 <€ >

Send message Lognote @ Schedule activity Q¥0 v Following &1

Today
Abderrahmen KNANI -now
® Stage Changed
» Stage: New(1) = Waiting for input
Abderrahmen KNANI - now
® Dear Madam/Sir,
Your request ORDER: 150315/8988169326003477712 /activation problem

on spnet has been received and is being reviewed by our Activation Global
team. The reference of your ticket is 23387.

To add additional comments, reply to this email.
Thank you,

Activation Global Team.

A Abderrahmen KNANI - now
® Ticket created

CONFIDENTIAL | © IEC Telecom
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4. Send the desired message to the target recipient by clicking on "Follow," adding it, and then clicking on
"Send a Message."

Helpdesk Overview / Activation Global
/ ORDER: 150315/8988169326003477712 /activation problem on spnet (#23387)

EDIT CREATE < Action
NEW(1) IN PROGRESS MORE — Send message Log note  © Schedule activity

Today

s age

ORDER: 150315/8988169326003477712 /activation problem @ oA o

Stage Changed

= Stage: New(1) — Waiting for input
Helpdesk Team Activation Global First Creation
Assigned to @ Abderrahmen KNANI Created on 04/23/2024 19:06:26 e Abderrahmen KNANI - = minute ago
Action Activation + recharge Schidulad on ® Dear Madarm/Siy,
Buisiness Unit UAE Effective on Your request ORDER: 150315/8988169326003477712 /activation problem

on spnet has been received and is being reviewed by our Activation Global

Product Service type
team. The reference of your ticket is 23387.

Priority ¥ Yr vr

Close date
Tags Waiting for input View the ticket

Customaer

From activation.meal@iec-telecom.com

New Related Field Contact Org zation To add additional comments, reply to this email.
Customer Name Thank you,
Email
Activation Global Team.
Phone
Abderrahmen KNANI - aminute ago
Duration (min) 0.00 ® Ticket created
Type
Recipients tied =
Send Email Jaime Fernandez Gutiérrez <jaime fernandez@iberconsa com=
Message Tier 2 support <tier2support@iridium.com=>
Create "tier ‘77712 /activation

Create and Edit

ADD FOLLOWERS CANCEL
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#2 Helpdesk Overview Tickets A Abderrahmen KNANI

Helpdesk Overview / Activation Global
/ ORDER: 150315/8988169326003477712 /activation problem on spnet (#23387)

D/INN CREATE % Action 0/2 € >

NEW(1) IN PROGRESS WAITING FOR INPUT MORE = og note @ Schedule activity ¥0 v Following &2

To: Followers of "ORDER: 150315/8988169326003477712 /activation problem on spnet (#23387)"

ORDER: 150315/8988169326003477712 /activation problem (A
on spnet

Can you please help to activate the sim 8988169326003477712 .

Helpdesk Team Activation Global First Creation

Assigned to ° Abderrahmen KNANI Created on 04/23/2024 19:06:26 m

Action Activation + recharge Scheduled on

Buisiness Unit UAE Effective on . N u
Product Service type From activation.meal@iec-telecom.com m

Priority if? W Close date

Tags Customer A

Today

New Related Field Contact )
Organization

Abderrahmen KNANI - 4 minutes ago
Customer Name A
® Stage Changed

Email
o » Stage: New(1) — Waiting for input
Phone
Duration (min) 0.00 Abderrahmen KNANI - 4 minutes ago
® Dear Madam/Sir,
Type = =

CONFIDENTIAL | © IEC Telecom
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5. Return to the original ticket in the OPTISIM tab, leave a note about the opening of the external ticket, and
change the ticket status to "Waiting for Input."

Helpdesk

Overview Tickets

A Abderrahmen KNANI

Helpdesk Overview / Optisim
/ ORDER: 150315 / Sandstream Investments (Pty) LTD / 8988169326003477712 / ...

2] Ig CREATE

@ Action
NEW IN PROGRESS WAITING FOR INPUT CANCELLED WAITING FOR EXTERNAL MORE
316
Tickets

ORDER: 150315 / Sandstream Investments (Pty) LTD /
8988169326003477712 / SAFA

SLA ACTIVATION

Helpdesk Team
Assigned to

Optisim Product

Action

Buisiness Unit
Product Service type
Priority

Tags

New Related Field

Optisim
@ Abderrahmen KNANI

Activation + Middle East Africa 500 min

voucher - 12 months
Activation + recharge

UAE

vy fr v
{Inprogress

Contact

First Creation 04/22/2024 12:57:45

Created on 04/22/2024 12:57:45

Scheduled on 04/22/2024

Effective on 04/22/2024 12:57:45

From activation.test@iec-telecom.com
Close date

Customer activations@safa-telecom.com

Organization

Email activations@safa-telecom.com
Phone
Duration (min) 467.67

81/94 £ >

Send message = Lognote = O Schedule activity “0 v Following &5

Waiting for response from Spnet

Ticket: ORDER: 150315/8988169326003477712 /activation problem on
spnet)

A

Today

Abderrahmen KNANI - 33 minutes ago
Stage Changed

>

s Stage: New — In progress

Abderrahmen KNANI - 25 minutes ago
Stage Changed

(7]

= Stage: In progress — New

o Abderrahmen KNANI - 17 hours ago
- @ Stage Changed -
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6. Keep both tickets marked as “waiting for input” until the issue is solved.

Helpdesk Overview Tickets ( A Abderrahmen KNANI

Helpdesk Overview / Optisim
/ ORDER: 150315 / Sandstream Investments (Pty) LTD / 8988169326003477712 / ...

|b]i@ CREATE , @Action 81/94 £ >
NEW IN PROGRESS WAITING FOR INPUT CANCELLED WAITING FOR EXTERNAL MORE ~ Send message Lognote © Schedule activity {20 <~ Following &S5
316 Today
Tickets

Abderrahmen KNANI -now
Stage Changed

>

ORDER: 150315 / Sandstream Investments (Pty) LTD /

8988169326003477712 / SAFA

* Stage: In progress — Waiting for input

Abderrahmen KNANI -row
Waiting for response from Spnet

>

Helpdesk Team Optisim First Creation 04/22/2024 12:57:45
Ticket: ORDER: 150315/8988169326003477712 /activation problem on
Assigned to o Abderrahmen KNANI Created on 04/22/2024 12:57:45 spnet) B
Optisim Product Activation + Middle East Africa 500 min Scheduled on 04/22/2024
Abderrahmen KNANI - 35 minutes ago
voucher - 12 months J . )
Effective on 04/22/2024 12:57:45 e Stage Changed
Action Activation + recharge — .
From activation.test@iec-telecom.com T A S
Buisiness Unit UAE egehe il

Close date

Product Service 1y
TRglickSeRvice Ype Customer activations@safa-telecom.com Abderrahmen KNANI -37 minutes ago
Priority b e e . @® Stage Changed
Organization
Tags 1+ [{==71 Waiting for input . :
9 Email activations@safa-telecom.com Stage: In progress — New
New Related Field Contact o
hone
Abderrahmen KNANI - 17 hours ago
Duration (min) 467.67 - @ Stage Changed 3
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All closed tickets must be followed by an "Optisim" process; actions completed on the respective platforms of
the Provider should follow the usual processing procedure.

It is crucial to ensure that we have clicked on the "Solved" button and that the ticket is correctly categorized
under the "Solved" tab on the dashboard.

B Helpdesk

Helpdesk Overview / Optisim
ORDER: 150315/ Sandstream Investments (Pty) LTD / 8988169326003477712 .

Helpdesk Overview / Optism Q

o o UL Thes =GBy aFavertes BEO
. NS LD WREs Lognote O Schedul W v - = .
s 8 ¢ inprogess b Waltngleiopt + s Q¢ Coneled + Watingloretemal
=== B 1 ;
@f Todsy
. ORDER 150313/ Expedtonstechnk ORDER MSI23/ Epedtonsechnk. 0RO 190122/ MEDECINS DU ORDER: 146760  WFP DRC RE ORDER 148136/
:”‘";“’"m . D GrabH / BSAR1493080026607%0 Dim Gt BSUNESTIONSISI MONDE FRANCE BRSNS | SAFA TEEKOMUNIKASYON
. S s 006008 421200 01200085511 (421389 RSN (oAt TEOOLOLER SN
ORDER' 15031 5 / Sands"eam |nveStments (PIY) I'TD l o Stage I pogrees = Waltng o ot hme eagec telecom T artmeeagiec Jplecom com PALESTINE (F22879) achrasonsd£a's tekecom tom BRES1E3TTI00084000
89881 6932600347771 2 l SAFA Today # g e deon n Gie 0 Dy
Add bedrdtg i for it Mugtaly Oodeni
Avdesatonia EANN - st s st OROER: 1759, WP DRC A
0 Siage Changed ORDER: 150312 DATAXION / BSRR0STOLNHNNG | AR
HepleskTeam O Firs Creaion g KTPOOOMSSHT /G (r20am) RE ORDER 148136/
Assinedto M) Kocemahmen KNANI Created on STIVE Caravelie (£23.206) KUONSE I Betm Lon TI[OIAH(}STM
B B o KTRROUTSSS G 13000 X
J 7955/ EC (#1 A
Action Activaton + rcharge o Qe oo | " ' HRX
= From acivabon estGiectekoomcom S pugess Watog ORDER 150111 / WY FREBRD | it tdeomeon
Bl L TR/ B 2 - e bdh ORER 136 L0
Abdetrzhmen KNAND £ e arimesagiectseomeon SN TELEROMUNEASYON
o ' MSTERM IEC [520.606)
Custome axtiionsgsdsomon 0 SageCharged T - TENLCALER SAN
Bk y anmeaficEmon o
Pty HUN ) b ST
- o Sage New - npugress o 3y 0 (£18465)
Tags Wating for rput — i ) P
Enail acabonsgsafeeoon.com ORDER 150310 EDUCOMALL e s
NewheedFld ot ) e T - At
Abdenzimen Inndsap - D GmbH | 33681 65306004013280 T
SUA Deadline Todzy 0 Siage Changed L A frm m
Doy 00 srsssier o o S e
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After integrating Odoo into our workflow, we aim to:

- Reduce tasks, improve quality and minimize errors.
- Centralize all email activations (EA-MEA) in a single tool.

- Traceability and monitoring guaranteed 100%

- In three queues:

- The "Order Optisim" queue to handle optisim requests.
- The "Global Activation" queue to manage EA and MEA activations mails.

-The "Optisim confirmations” to manage input errors.
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1. Handle an optisim request in Odoo

2. Proceed to the respective provider's platform to perform the activation.

3. Carry out the necessary tracking in the line tracking file.

4. FILL IN THE PROVISIONING DATA.

5. COMPLETE THE INFORMATION ON OPTISIM AND PROCESS

6. Solved in Odoo
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In conclusion

Considering continuous optimization of the activation process, we aim to reduce workload.
This reduction contributes to greater stability and overall quality improvement.

To achieve this, a review of the remaining 6 modules is necessary to further automate the process.
Eliminate manual entries outside of tools that provide intelligent traceability.

By implementing these adjustments, we can realize these ideas and significantly enhance the team's
activation process.

IEC lclecom
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WE KEEP YOU CONNECTED BEYOND LIMITS

#satelliteitup | iec-telecom.com



