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@SBUSINESS

Hello and welcome...

Welcome to Engage. It's great to have the opportunity to work with you.

The world is becoming more complex. You need to extend the reach of your
network, control costs and ensure the security of your business — all while
adopting new ways of working.

We're not claiming that solving such complexities is simple. But now we’re
working together we hope that Engage makes it easier and faster for you to
get what you need. Then you can use the solutions you choose to turn those
everyday complexities into opportunities.

Delve into this user guide whenever you need help on the portal.
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Getting Started

The Engage portal can be accessed from the following URL.:

www.virginmediabusiness.co.uk/engage

Supported browser versions —

Chrome v31 and above
Firefox v25 and above

IE8 and above

Safari (Mac) v6 and above

A shorter, Quick Reference User Guide has been put together too. This can
be located in the ‘My Documents’ section of the Engage Portal, alternatively
click on the following link:

Quick Reference Guide

Once you have launched the site, please follow the on-screen instructions.
Login

At first login, you'll be asked several questions to personalise and secure your
account.

You should have received an email from us containing a username and
password. If not, please contact your system administrator.

Enter the login details provided — as indicated below — then click the “Login”
button. Please note: your username and password are case sensitive.

By logging into and / or by using the Engage portal you accept and agree to
be bound by the Engage Terms of Use (a link to the related document can be
found near the bottom of the page).

Username

TestUser

Passwaord

m Forgot password?
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Initial Login Password Reset

Once you've logged in, you'll be prompted to reset your password. This is
your chance to create a personal password that'’s a little easier to remember.

Password format requirements are as follows:

Minimum of eight characters

At least one digit

One upper case letter

One lower case letter

One of the following special characters “@ #$ % ”

Change Password:

It must be 8 to 20 characters long with at least ocne digit, cne
upper case letter, one lower case letter and one of the following
special characters [@#3%.

Mew password

Coaonfirm new password
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Security settings

We would like you to feel confident that any information you share with us will
be kept safe. We ask you to apply some personal security to your account, so
that only you, and additional users requested by you, can access your
account.

Next you'll be asked to set your security questions and answers. Simply select
your options from the drop down menus and create your personal answers.

You'll then be asked to provide a unique question and answer of your own,
keeping things extra secure.

Make sure you store your answers somewhere safe, as they’ll be used to
confirm your identity if you need to reset your password in the future.

Set Security Questions:

Cluestion 1:

‘What is your favorite food? b

Flease Select

What is the name of your first elementary/primary school?
What is the name of your high school/secondary school?
‘What is your dream car?

‘What is your father's first name?

What is your favorite food?

What was the name of your first pet?

‘What was your favorite toy as a child?

When is your father's birthday?

When is your mother's birthday?
AW S L.

Model Answer 2
Cluestion 3: Please enter a question of your own
What your favourite meal of the day?

ANSWEr 3. Please enter s response to the question you have
chosen

Model Answer 3

m back to Homepage
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Once you've set your security questions, you'll be directed to the Engage
homepage. A message will display, confirming that your security question
changes are complete.

X v’ You have successfully changed your security questions.

Gy
L)g)USINESS

My Accounts  Serviceability My Documents  Orders,

Messages
Hi Chii

u have 0 Hew Messages and 0
d Works Hotices

Also of interest

BP., only you wil see this

You can update your security questions at any time by clicking on My Profile
and then select change my Security Questions.

How to change your password

To change your password, select the change password option under the My
Account tab. You'll now have a view on-screen similar to the box displayed
below. Enter your new password and then re-enter for confirmation.

Remember! Password format requirements are as follows, minimum of eight
characters, at least one digit, one upper case letter, one lower case letter and
one of the following special characters“ @ # $ % ".

Change Password:

It must be 8 to 20 characters long with at least one digit, one
upper case letter, one lower case letter and one of the following
special characters @#35%

New password

Confirm new password

m Password
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Now click “Change Password” to submit change. You'll be redirected to the
homepage, where you'll receive a confirmation message at the top of the
page advising password change has been successful.

Forgot your password?

If you can’t recall your password then at the homepage there is the option to
request a reset.

Username

Password

m < Forgot passw.ord?’

Then enter your username and you’ll be emailed a link to reset your
password.

Forgot Password:

Please enter your username

Username

YourUserlD

m back to Login

The email will take you to a page to answer your security questions and then
you’ll be able to enter a new password.
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Account locked?

After three failed attempts your account will be locked out. To gain access
again, please contact your Engage administrator.

Where possible please request a password reset on a second failed attempt
to login. Otherwise your account will lock on a third failed attempt.

@ Throughout Engage you may see tool tips which offer additional
information or guidelines. Simply mouse over the icon for details.

For example:

% Enter a postcode or keyword to find your site quickly!

Also on the homepage you’'ll see quick links to common areas of the Engage

site:

: ’ ) ¥ ,'T ! Serviceability Check
(VL B8 S T —
My Quotes > . - l

|

My Documents >
. o
Change Password >
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My Account

Good housekeeping

You manage the information that we hold on your organisation, so it's
important to keep the information in this section up-to-date, as it will be used
to automatically populate the order forms. Accurate information will help to
improve service delivery timescales.

LV Serviceability My Documents Orders Quotes Billing lmidents'& R;Eque&‘h

Customer Management

User Management

My VMB Contacts

Change Password

Customer Management

Company information:

Company [nformation Contacts

If you wish to edit your company details:

e Choose “Customer Management”
e Then “Company Information”
e Update the details as appropriate
e Once finished click “Save” at the bottom of the screen
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Contacts:

Account Company Information Contacts

Edit Customer - Contacts

» Contact view

> Billing Contact

Delivery Contact

First Mame* First

Last Mame™ La=t

Emsil* first last@test. com
Cantact Tel" 01234 557830
Contact Mobile OTTTT 123456

* Reqguired Fieldzs

You can store different addresses for billing, delivery and general
correspondence. Account information can be amended by updating the
relevant field/s, then click “Change Contact” when you have finished making
your changes.

Note: All fields marked with an asterisk are mandatory and must be
completed in order to progress.

The functions described in this User Guide apply to most Engage users. The
naming convention we’ve adopted for this type of user is a Standard User.
However, every customer organisation also has at least one Super User who
has additional rights and responsibilities. You'll find more details about these
roles in the User Management tab.
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User Management

By selecting the "User Management” option, those with permissions (Super
Users) can:

Request new users

Review and change an existing user’s details
Adjust roles/permissions

Unlock user accounts

Delete user accounts

VIR TGN Serviceability My Documents Orders GQuotes  Billing !midmts&ﬂeque&tls

Customer Management

User Management
S Jeme

My VMB Contacts

Change Password
Create New User
To create a new user, enter the user’s details in the request new user section.
Ensure you select the Super User or Standard User from the “User Type”

drop down menu. If you do not select a user type you will receive an error
message preventing you from further navigation, until a selection is made.

User Details

Reguest New User

Select Contact
User Details
L==r First Mams® First Lsar Surnams™ Last
Li==r Email® first last t.com Usar Typs o
irst last@test.com | Pleass Select =

User Contact information

Department Billing Job Title Accounts Fayable
Telephons 01234 E5TEE0 Mobile Telephone OTTTT 123458
Office Location UK Office Floor Ground|

* Required Fields

Next you can set the required access levels for the user. You have five
permission options available.
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Tick the “Select All” box to choose all, otherwise tick each one according to
your preference for example:

Raise Incident
View MyBiIll
Edit Requests
Edit my orders
Create quote
Request user

Access Control

Permissions
B select Al

[ manage my details

[am »

[0 Register for My Bil

I View My Bill

To complete the user registration process or update a user, once you have didied Save User you will need to cick Finish to complete the process.

Click “Save User” to submit your request to the administrator. The new user
will receive login details by email.
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Update User Details / Permissions

There may be times when you need to change the information or permissions
that you have given your users.

Alongside the user’s details on the right hand side of the list, click “Edit”. Use
the Search bar to search by name or navigate through the list using the
directional arrows. Make your required changes then select “Save” — the
changes will take immediate effect.

Current Users

Snow| 10 |;|e-r.rles Search: |tester

Name Email Username Status

&

A Tester " ACTIVE
=

B Tester ACTIVE
=

C Tester ACTIVE
=

Charhie Testerson . ACTIVE
=

D Tester ACTIVE
=

E Tester ACTIVE
=

F Tester - ACTIVE
=

& Teshar ACTIVE
=

H Tester ACTIVE
=

: ACTIVE

Showing 1 to 10 of 11 entries {filtered from Z3 total entries) H n - H

Unlock a User Account

To unlock a user account click “Unlock” then select “Finish” — the user
account will now be active.

B7516853 il B irgans LalAde G grewds Co v teat  Tet 013 LOCKED
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My Virgin Media Business Contacts

If you need any direct support, just give us a shout! We know how your
account works and will put you in touch with an account team representative to
gget things moving in the right direction.

CVECTEE TGN Serviceability My Documents Orders Quotes Billing Imidmts.&:ﬁﬁqueﬁ'&

Customer Management

Usar Management

Wy WME Contacts
y W8 Ceontacts

Change Password

Under the Virgin Media Business Contacts section you will find the contact
details for your support functions:

e Service Relationship Manager
e Billing
e Incidents
e Account Manager
e Support
e Orders and Provisioning
My Virgin Media Business Contacts
Service Relationship Manager
Mame: Mame:
Service Relationship Mansger Billing Ciontact
Phone (Landline): Phone (Landline):
Phone (Mobile): Phone (Mobile):
Service Manager Email: Billing Email:
Account Manager
Name: Name:
Fault Management Account Manager
Phone (Landline): Phone (Landline):
Phone (Mobile): Phone (Mobile):
Incident Email: Account Manager Email:
Orders and Provisioning
Name: Name:
Support Management Orders Provisions
Phone (Landline): Phone (Landling):
Phone (Maobile): Phone (Mobile):
Support Email: Orders Email:
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Change Password

To change your password, select “Change Password” under the My Account
tab. A box will display on-screen, similar to that shown in the following screen
shot. Enter your new password and then re-enter for confirmation.

CVIETEEOTNGE I Serviceability My Documents Orders Guotes Billing
Customer Management

User Management

My VMB Contacts

Remember: Password format requirements are as follows:

Minimum of eight characters

At least one digit

One upper case letter

One lower case letter

One of the following special characters “@ #$ % ”

Change Password:

It must be 8 to 20 characters long with at least ocne digit, cne
upper case letter, one lower case letter and one of the following
special characters [@#3%.

Mew password

Confirm new password

Now click “Change Password” to submit your changes. You'll be redirected
to the homepage, where you will receive a confirmation message at the top of
the page, advising that the password change has been successful.
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My Profile

You can update your security questions or user details at any time by clicking
on “My Profile” at the top right hand section on the homepage.

¥ CONTACT uS ? SITEMAP

BUSINESS

My Accounts Serviceability My Documents Orders Quotes Billing Incidents & Requests

My Profile
My Profile
Nams = Fga Laar
Usarmame A
Department = 1
Office Location
Office Floor
Job title *
Email address® Tras @t tes
Telephons
Mobile
Roles. fuger Ui
Usar Typs Lene=a
Role P
Company Tt Aicduss . Bt Maaaty Bus
L =
BFT Customer |0 At
* Required Fields
Change my &ﬂm}r lluﬁﬁans Save
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Messages

Keeping you informed

From time to time we’ll send you information to keep you up-to-date with
what’'s going on and any planned changes that may affect you. When you
login to Engage, you'll see a message notification on the right hand side of the
homepage.

Messages

Hi Chris, You have 0 Mew Messages and 1
New Planned Werks Notices

When you click on the message link, messages will be displayed in list format.

My Messages
My Messages
Snow | 10 |;| entries Search:

Subject Message Status

sxaim ¥
Showing 1 to 10 of 18 entries H n n H

Select the message you would like to read by clicking on the subject field.

My Messages

My recent message

Hi there

https:/'engagetest? systems. private

You can now read the content of your message on-screen. The status of the
message will show as having been read and will be automatically stored for
future reference.

The Planned Works messages function in the same way, please see section
later in this document.
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Serviceability

Are you within easy reach?

The Engage portal has been designed to make doing business easier, faster
and more flexibly. Serviceability checks can now be performed instantly —
saving you valuable time and helping us work together, smarter.

My Accounts LRS- FLTINVE My Documents Orders Guotes  Billing Incidents & Reguests

To verify site serviceability i.e. whether you are on-net or off-net, please enter
the postcodes of each of your sites, to check whether you are within reach.

Enter Post 2 View Connectivity Results 3 Select Address Postcodes 4 View Network Build Requirements

Serviceability

Postcodes NE27 0QF
BR11JQ
IG11BY

Flease wrife or paste your posfcodes in the space provided above - a Maximum of
50 are allowed within any one submission. Postcodes should be enfered
individually on separate lines with no additional characters (@, efc).

Simply type in the postcode(s) — you can check up to 50 postcodes per
search.

Click “Next” to view results of the available connectivity for those postcodes.
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Enter Post Godes View Gonnectivity Res [El Select Address Postcodes 4 View Network Build Requirements

Serviceability - Results

€@ This product is available at this site.

€3 This product is available but the site you have selected is not serviceable.

Postcode Virgin Media Connectivity 3rd Party Connectivity
SE137EP (%] (/]
BR11JQ (/] (/]
1G118Y (/] (/]

Virgin Media Business will still be able to provide service for postcodes shown with 3rd Party Connectivity, however this will be using a 3rd party

supplier for the connectivity.
Pravious %

Cancel

One of the following two connectivity options will be displayed on-screen:

e Virgin Media Connectivity
o 3" Party Connectivity

Click “Next” to continue.

[l Enter Post Godes View Gonnectivity Results Select Address Pt 4 View Network Build Requirements

Serviceability - Virgin Media Business Connectivity
Please select an address for each post code;

SE137EP * VIRGIN MEDIA STORE UNIT 68 LEWISHAM CENTRE LONDON [ v]
BR11JQ* VIRGIN MOBILE 101 HIGH STREET BROMLEY ~]
IG11BY * Select an Address [v]

* Required Fields

Cancel

Previous

Select from the drop down list of full postal address/es for each of your
entries, then click “Next” to submit.
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Enter Post Codes View Connectivity Results Select Address Posfcodes

Serviceability - Virgin Media Business Connectivity Results Export to CSV

) This product is available at this site.

€3 This product is available but the site you have selected is not serviceable.

Address Postcode Ethermnet Cable Modem Ethernet Lite Broadband WBC
VIRGIN MEDIA STORE UNIT6  SE137EP J d ) Q
8 LEWISHAM CENTRE LOND
OM \irgin Media Civils Required Wirgin Media Civils Required Third Party Tail
VIRGIN MOBILE 101 HIGH 5T BR11JQ & & &) (%]
REET BROMLEY

\irgin Media Site Connected Virgin Media Site Connected Third Party Tail
WVIRGIN MEDIA STORE 112AH IG11BY
IGH ROAD ILFORD

Virgin Media Site Connected Virgin Media Site Connected Third Party Tail Third Party Tail
oo

Results are displayed on-screen, showing if network is readily available for
connection, or whether further work will be required to get you up and running.

Click “Finish” when your search is complete. You'll be redirected to the
homepage and a message will display, confirming that your request is
complete. The serviceability result includes the access types available at the
site so that you know if broadband, ethernet and SDH is available prior to
raising a quote.

v

Seniceability request completed

Export to G5V

At the top right hand corner of the screen there is an option available to export
to CSV format for future reference as per the example below. If this is
required, click “Export to CSV”.

Your document storage options are now displayed:
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File Download

Do you want to open or save this file?

X j Name: VMB_AddressLevel 9102014_14_57.csv
Zi Type: Microsoft Excel Comma Separated Values File, 5...

From: gag 2.

[ Open J[ save ][ Cancel ]

‘a While files from the Intemet can be useful, some files can potentially

_/] ham your computer. If you do not trust the source, do not open or
save this file. What's the risk?

>

Below is an example of the CSV export:

A B C D B [F G H I
1 Address Postcode SDH Ethernet ADSL ADSL2+ Cable Modem Ethernetlite BroadbandFTTC
2 VIRGIN MOBILE 101 HIGH STREET BROMILEY BR1LIQ Yes Yes Yes Yes Yes Yes Access Type not available at this site.
3 VIRGIN MEDIA STORE 112A HIGH ROAD ILFORD IG11BY Yes Yes Yes Yes Yes Yes Access Type not available at this site.
4 |VIRGIN MEDIA STORE UNIT 68 LEWISHAM CENTRE LONDON SE137EP Yes Yes Yes Yes Yes Yes Access Type not available at this site.
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Quotes

Quotes

Point to Point Etherne

WW

In this section you can raise and view quotes for a number of products and
service types. Each section details the associated products, and will provide
guidance on the requirements to submit your quote successfully.

; m Managed Intemet Access | Broadband and Phone

1 Point to Point Postcode Level

All of the sites you've added during the quote and order process are available
in the “My Sites” section. These include:

e Site — a physical location (building or office) used by your organisation
e POI (Points of Interconnect) — “Your POI" is a POI set up especially for
your organisation. The "Telehotel" is a POI that any customer can use

You're able to store details of your company's hubs and key sites. This will
help you to speed up the quote and order process since the information you
have entered will automatically be populated into the order form. Any
information that has been saved and stored for each site can be used and
accessed by all users in your company. It's therefore important to get all the
details right first time.
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Create Quote

Select Create Quote from the Quotes drop down box.

CONTACT US SITE MAP GLOSSARY  HELP > LOG OUT

B>

BUSINESS

My Accounts  Serviceability My Documents Orders |EeITIEEE Billing Incidents & Requests

Create Quote
Point to Point Ethernet
Point to Point Postcode Level
VPN
Managed Internet Access
Broadband and Phone
Saved Quotes
My Sites

Under the Quotes tab you can select from the following:

Point-to-Point Ethernet
Point-to-Point postcode level
VPN

Managed Internet Access
Broadband and phone

Note: To find out more about our products, please refer to the Products &
Configuration section. If there are products you can’t see but you're interested
in, please speak to your Account Manager.
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Site-to-site Quote
Here is an example of how to request a Point-to-Point Ethernet quote:

. 2 Serviceability 3 Configuration 4 Site Configuration 5 Saved Quote(s)

Show helpful info ®

Site Selection

Please select the sites you wish to use to prepare a quote.

* Add 1 A end site
* For a site to site quote, add 1 B end site

* For a site to multi-site quote, add more B end sites

Choose an A End Site:

Choose which type of site to define as site A

I‘-’Q' Existing Point of Interconnect (POI) I

| O Al other sitesraddresses (Non-POIs) |

Current stored POl sites:

Filter:

Test Account 1 - NNE - Your PO A
E14 244 - London Telehouse East - Telehotel Add =
E14 2AA - Telehouse 2 (Adjacent to T1 ) - Telehotel Add =
E14 9FJ - Redbus Interchange London 2 - Telehotel Add =
E14 8GE - London Telecity 2 (Harbour Exch) - Telehotel Add =
E14 9GE - Redbus Interchange London 1 - Telehotel Add = ~

Showing 1 to 22 of 22 entries

—

If you have a POI (Point of Interconnect) you'll be able to select this as you're
A-End, by clicking ‘Add’ next to where it says “Your POI'. All of your POI sites
will be available to select from the list, use the filter box to quickly find the one
you need for your quote.

If you do not have a POI you can search for an A-End by selecting
‘All other sites/addresses’ (Non-POI)’ and entering your postcode and

selecting your address.
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Once you have selected your A-End you will need to select your B-End(s):

A Sites 2 Serviceability 3 Configuration 4 Site Configuration 5 Saved Quote(s)

Show helpful info ®
Site Selection
The A End Site you have selected is:

Address Change Site A

RG279UP - VIRGIN MEDIA 10-14 BARTLEY WOOD BUSINESS
PARK BARTLEY WAY HOOK Change

Site B Selection:
Search for a B end Site

Please enter the full postcode.

|B26 3RZ m

Current stored sites i The B End Sites you have selected are:
B263RZ - Site Address B263RZ - Site Address Remove
; A

Add + X
You can select a max of 50 sites.

B263RZ - Site Address

Add +

B263RZ - Site Address

B263RZ- Site Address S

B263RZ - Site Address
Showing 1 to 14 of 14 entries

Site not found? Please contact your Account Team
-

Enter your postcode and click ‘Search’
Select your B-End(s) by clicking ‘Add’

If you want to prepare a Site to Multi Site quote then simply keep selecting and
adding B-End sites

Once you have both an A-End and a B-End(s) selected click ‘Next’
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The serviceability results for your chosen sites will now be displayed to help
you understand which products are available. Click “Next” to move onto the
next step.

5 Configuration 4 Site Configuration 5 Saved Quote(s)

Service Availability

Please find below details of the products available to select at the sites you have chosen. You may delete sites from the table should you find the
preduct you want is not available. A minimum of two sites should remain in order for you to proceed with the quote.

@ The service is fully available

€3 Service is not available

€3 Service is not available for site to multi-site

Site A Site B Ethernet Extensions Ethemnet Extensions + National Ethernet

BESSEN E14244 €3 More info €3 More info (/]

Please note: Non serviceable sites will not be considered for quote processing.

Cancel Previous

You'll now be able to select the Product for which you wish to prepare a
quote.

The Quote Name field is automatically populated with your company name to
save you time. You can however type over the pre-populated names. It's a
good idea to agree a naming convention so that all quote names follow the
same format. This will make it much easier for all your users to find and identify
saved quotes in the future.

Kl Sttes Serviceability 4 Site Configuration 5 Saved Quote(s)
Select Product * CNat«onal Ethernet [~] >
Quote Mame * TeoT
Contract term * O 1vear

[ 2vears

M 3vears

[ 4vears

5 Years
Billing Frequency * Quarterly [~]
Reporting Advanced Reporting
Edge QoS * Ne [v]
Layer 2 Confrol Protocol * No [v]
Is A End site an existing ENNI? * | yag ﬂ
Specify ENNI bearer bandwidth* | 10 Gbps ﬂ

= Required Fieids

Previous
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Next select the Contract term and Billing Frequency, Edge QoS and Layer
2 Control Protocol options. For POI sites that have an ENNI enabled,
you'll also be asked to select the correct option.

Please then choose “Next” to proceed.

Bl ste= [l Serviceabiity > [E Gonfiguration > [ Site G

5 Sawved Guole(z)

Site Configuration
acssblint (7)

A End Site Configuration

RG2T9UP VIRGIN MEDIA 10-14
BARTLEY WOOD BUSINESS PARK

B End Site Configuration

RG279UP VIRGIN MEDIA 10-14 BARTLEY WOOD BUSINESS PARK BARTLEY WAY
HOOK

BARTLEY WAY HOOK

Select either a default configuration or create your own custom configuration. To proceed
Please note that the A end bearer to quote resulis click Nexi.
bandwidth must be greater than or equal

1o Ihe highest B end Site: bandwidth. Please note; incompatible options are hidden

Default*
Bearer 100 Mbgs w ; :
Handwidth* [~ O] 10 Mbps / 10 Mbps / Alcatel 8 Port
NTU*
AEAEL2E Pt ] [] 10 Mbps / 100 Mbps / Alcatel 8 Port
[ 100 Mbps / 100 Mbps / Alcatel 8 Port
* Required Figlds [ 100 Mbps / 1 Gbps ! Alcatel & Port

*e.g. Circuit Bandwidth 10 Mbps, Bearer Bandwidth 10 Mbps, NTU Alcatel 8 Port

Create Custom Configuration

Cancad Previous
- - (=558

e Configure an A-End by selecting:
Bearer Bandwidth
NTU

e Selecting the bearer and NTU values will reduce the list of available
options for your B-End site making it easier for you to select the correct
options

e Next configure your B-End

e Choose one of the default configurations or create a custom
configuration by clicking on Create Custom Configuration

e Select an A-End and click ‘Apply Configuration’

Owner: Engage Product Owner Engage External User Guide v1.8
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If you have selected multiple sites for your quote then you’ll see these

displayed in a table below the available configurations. Simply select the

configuration you want for each of the sites and either apply the same

configuration to all sites by using the Select All feature or apply to multiple or
single sites by ticking the box next to the site and clicking on Apply

Configuration.

If you do make a mistake, you can select a site or sites using the tick and click
on Remove Configuration.

Site Configuration

A End Site Configuration

Serviceability

Configuration

RG273UP VIRGIN MEDIA 10-14
BARTLEY WOOD BUSINESS PARK

BARTLEY WAY HOOK

Please note that the A end bearer
bandwidth must be greater than or equal
to the sum of the B end Site bandwidths.

Bearer
Bandwidth*

NTU® Flease Select

* Required Fields

Flease Select

[¥]
]

Please click “Next” to proceed.

5 Saved Quote(s)

B End Site Configuration
Select a configuration:

Default™

O 10 Mbps / 10 Mbps / Alcatel 8 Port
O 10 Mbps / 100 Mbps / Alcatel 8 Port
O 100 Mbps / 100 Mbps / Alcatel 8 Port
) 100 Mbps / 1 Gbps / Alcatel 8 Port

C 1 Gbps /1 Gbps / Alcatel § Port

Create Custom Configuration

Postcode Address

RG279UP VIRGIN MEDIA 10-14 BARTLEY WOOD
BUSINESS PARK BARTLEY WAY HOOK

RG273UP VIRGIN MEDIA 10-14 BARTLEY WOOD
BUSINESS PARK BARTLEY WAY HOOK

RG279UP LENOWVO 240 BARTLEY WOOD
BUSINESS PARK BARTLEY WAY HOOK

EAGLE 2 HATCHFORD WAY
BIRMINGHAM

B263RZ

EAGLE TWO HATCHFORD WAY
BIRMINGHAM

B263RZ

Show helpful info ®

*e.g. Circuit Bandwidth 10 Mbps, Bearer Bandwidth 10 Mbps, NTU Alcatel 8 Port

Remove Configuration onfiguratio

B End Configuration

Previous . :

Owner: Engage Product Owner
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[ Site Configuration

Kl Sites H Serviceability [l Configuration

Hide helpful info @

Please ensure that when you place an order for a service based on the Engage "Saved Quote’ that you have double checked that the address you
selected for the "Saved Quote’ is 100% correct. If it isn't and the selected address is incorrect, you need to be aware that:

+ Installation of the service will be attempted at an incorrect site address

= The pricing shown in the "Saved Quote’ is invalid for installation at the correct site address.

+ You may be liable to pay us in relation to cancellation of your incerrect order and/er our costs incurred in connection with installation works for or
at the incorrect site address

Please contact your Account Team if you can't find the correct site address that you need and provide them with the relevant correct information.
They will add the new correct address into Engage so that you can generate a new quote based on the correct site address.

Saved Quote(s)  See all Saved Quotes

Quote ID ‘ Cwcult giatus  Term Install  Rental oo

Bandwidth Items

TEST-2-34285-001- 8034723  National Test Account 1 - NMNE RG279UP - VIRGIN MEDIA 10- 100 Mbps OK 2yrs £1,80500 £6,534.00
DE1216 Ethernet 14 - 10008961155

WO Order

Return io Home

Click “Select Items” for the quotes you wish to save. There could be more
than one quote listed if you added additional quote configurations. If you have
prepared a site to multisite quote then all B-End sites will be listed in the
column appropriate column.

To view all of your existing Saved Quotes click See all Saved Quotes.

Click “Create Another Quote” to save and start another quote. This will take
you to the first page of the quote journey — Site Selection.

Click “Order” to progress this quote into an order.

Your quote has now been stored in the “Saved Quotes” section.
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MIA/VPN Quote

Here is an example of how to request a MIA or IPVPN quote:

2 Select Access Methods 3 Serviceability 4 Product Configuration 5 Site Configuration 6 Results

Show helpful info ®
Site Selection

Please select the addresses you wish to use to prepare a quote.

Please enter the full postcode

RG27 9UP m

Current stored sites: The sites you have selected are:
RG279UP - Full Site Address RG279UP - Full Site Address

Remove
RG279UP - Full Site Address You can select a max of 50 sites.

Add +

Site not found? Please contact your Account Team

Cancel M

Enter your Postcode and click ‘Search’.
Select your chosen site by clicking ‘Add’.

Once you have all sites selected click ‘Next’.
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Select which access methods you wish to quote for and click “Next” to move
onto the next step.

KA Select Sites 3 Serviceability 4 Product Configuration 3 Site Configuration 6 Results

Show helpful info ®

Please select at least 1 option fo proceed

IPVEN [0 cable Modem ™M ADsiLz+
[ soH [] Broadband FTTC
Ethernst

EVPN [0 Ethernst

For a more accurate serviceability check please enter the phone number for each site - if you do not have this information we will use the
postcode.

Previous

The serviceability results for your chosen sites will now be displayed to help
you understand which products are available Click “Next” to move onto the
next step.

KA Select Sites [ Select Access Methods 4 Product Configuration 5 Site Configuration 6 Results

Service Availability

Please find below details of the products available to select at the sites you have chosen. You may delete sites from the table should you find the
product you want is not available. A minimum of two sites should remain in order for you to proceed with the quote.

@ The service is fully available

€ Service is not available

Sites EVPN IPVEN
Ethernet Cable Modem ADSL2+ Ethernet
RG27IUP @) €3 More info & (/] %

Flease note: Non serviceable sites will not be considered for quote processing.

Now select the Product for which you wish to prepare a quote.
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3 Seniceability 4 Product Configuration 5 Site Configuration & Resculfs

Show helpful infg @

Flesse select at least 1 option to proceed

PN kAl Cable Modem O apsLa+
O soH [0 Eroadband FTTC
EI Ethermnet

EVPH O Ethemet

Far a more accurate senviceability check please enter the phone number for each site - if you do not have this information we will use the
postcode.

MEZT0QF - VIRGIN MEDIA UNIT |:|

2. NETWORK HOUSE NEW

YORK WAY NEW YORK

INDUSTRIAL FARK

MNEWCASTLE UFON TYNE

RG2TOUP - VIRGIM MEDIA 10- :|
14 BARTLEY WOOD BUSINESS

FARK BARTLEY WY HOOH

@ F'reu-inu3 Ii LI" |

The “Quote Name” field is automatically populated with your company name to
save you time. You can however type over the prepopulated names. It's a
good idea to agree a naming convention so that all quote names follow the
same format. This will make it much easier for all your users to find and identify
saved quotes in the future.
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Select Sites > [l Select Access Methods [l Serviceatilty 3 [l Produuct Gonfigtin S Site Configuration & Results
Show helpful info @
CQuote Mame * TEST
Select Contract Tenms * O 1Year
O 2Years
O 3Years
O 4Years
O 5Years
Billing Frequency * Quarteriy ﬂ
Service Type * Flease select [~
Gality OF Service Enabled * Fleaze s=izct [+]
* Required Fields

ez -~ [

Next select the Contract term, Billing Frequency, Service Type and Quality
of Service Enabled.

Please then choose “Next” to proceed.

Select one of the sites in the box and click on Configure Selected Site(s).

Bl Sefect Sitez [ Select Access Methoos 3 [Ell Servicesbitity 3 [l Product Gonfiguration 3 ite Cortfigur § Resulfz

Hold the Ctrl key and select 1o choose multiphe sites. Filter (D’

MEZTDQF VIRGIN MEDIA UNIT Z, NETWORK HOUSE NEW YORK WAY NEW YORK INDUSTRIAL PARK NE
RGZTRUP VIRGIN MEDLA 10-14 BARTLEY WOOD BUSINESS PARK BARTLEY WAY HDOK

m Previous

Configure your site by selecting the Access Circuit from the drop down menu.

Bl Select Sites > [l Select Access Methods [l Serviceabiity  [Ell Product Confiqurstion [ Site Gonfiguish & Results

Show helpful info @

Site configuration - Step 1 of 2
MEZ70GF - VIRGIN MEDIA UNIT 2, NETWORK HOUSE NEW YORK WAY NEW YORK INDUSTRIAL PARK NEWGASTLE UPON..., (being

configured)

Acoess Circuit Cable Modem [+]

Previous Ii :;:.
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Please then choose “Next” to proceed.

Select the Access Bandwidth and Installation Option from the drop down
menu and for this IPVPN example tick Homeworker if required.

Bl Select Sitez > [F] Select Access Methods 3 [E] Servicestifty 3 [l Product Confiquration > [ Site Gonfiguis & Fesulis

Show hel Iirlfo@

Site configuration - Step 2 of 2 - Cable Modem
NEZT0GF - VIRGIN MEDIA UNIT 2, NETWORK HOUSE NEW YORK WAY NEW YORK INDUSTRIAL PARK NEWCASTLE UPON TYNE, (being

configured)

Access Flavour* On net

Access Bandwidth * Fleazs z=lsct ﬂ

Instaliation Option * ﬂ

Selected CPE *

Homeworker d

* Required Fields

oo =
Repeat the process for the remaining sites and when finished, click Next to
continue.
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& Rezuifz

> [H site Go

Select Sites > [ Select Access Methods 3 [Ell Servicesbilty 3 JEl Product Configurstion

¥ VIRGIN MEDIA 10-14 BARTLEY WOOD BUSINESS PARK BARTLEY WAY HOOK RG279UP hide

Aceass Flavour On net

Access Bandwidth 100 Mbps

Circuit Size 30 Mbp=

Selected CPE CISCO1921/KE SKU 10030003
Qo5 Template Required Na

» VIRGIN MEDIA UNIT 2, NETWORK HOUSE NEW YORK WAY NEW YORK INDUSTRIAL PARK NEWCASTLE UPON TYNE NE2T0QF view

=

Based on the information entered, Engage will now generate your quote(s) and
display them in the Results screen.

Bl Select Sitez » [F] Select Access Methods 3 Bl Servicesbilty 3 [l Product Configurstion 3 [ Site: Gonfiguration

GQuote Results See all Saved Quoles

Guote Cuote Circuit Select
Postoode Site 2 Install Rental Product Term Status

Name (1] Bandwidth Items

TEST-3-63775-001- O043350 REZTIUP RGZTAUF - 30 Mbps £300.00 E£5.472.00 VPN 3yrs oK ':3‘

091216 VIRGIN MEDIA 10-

14 - 1D00EIE1155

NE2TOGF NE2TOGF - 30 Mbps
VIRGIN MEDIA
UNIT 2 NETWORK
HOUSE -

47064633

TEST-5-63775-002- S 43 350 RE2TIUP RGZTIUP - 30 Mbps £300.00 £5,165.00 VPN Syrs oK Q
091216 VIRGIN MEDIA 10-
14 - 10008361155

NE2TDGF NE2ZTOGF - 20 Mbps
VIRGIN MEDIA
UNIT 2 NETWORK
HOUSE -
47064633

Retum to Home

Click “Select Items” for the quotes you wish to save (there could be more than
one quote listed if you added additional quote configurations).

Click “Create Another Quote” to save and start on another quote.
Click “Order” to progress this quote into a full order.

Your quote has now been stored in the “Saved Quotes” section.
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Saved Quotes

All saved quotes will be stored automatically for future reference. To view your
saved quotes select “Saved Quotes” from the “Quotes” tab.

CONTACT US SITE MAP  GLOSSAR » LOG OUT

S
BUSINESS

My Accounts Serviceability My Documents Orders EeILICEE Billing Incidents & Requests

Create Quote
Point to Point Ethemet
Point to Point Postcode Level
VPN
Managed Internet Access
Broadband and Phone
Saved Quotes
My Sites

All of your saved quotes will now display in list format, as per example below:
Saved Quotes

Broadbar

Broadband & Phone

Search | | [Please Select [ Date From [ |DateTo [10/10i2014 | H
My Quotes - Data Displaying from 31/08/2014 to 10/10/2014
Snow H 25 50 100 perpage Fiter page: |
Guote Name Quote ID ¥ Bandwidth A Sites Date Raised
USER GLUIDE QUOTE_08681_01 SEENET Leased Line 4X2 Mops RGIToUP BE3EE IT4s1PeninG 10102014
EVIPN SLA CHECK_06520_002 SE61656 Ehermel VPN 40 Mips BA3SE R7TS1153 G014
TESTINH_46165_01 SEE1EZS Mational Enemet 1o E149GE B258ET SOTAS1KIngaricA,  3RM2014
TESTING_ 44202 01 SEE1EZ4 Mational Enemet 1 G0 E149GE B258ET SOTASTKIngaRricks, 032014
1750 RETEST! 29385 0 04 3861563 Emermet Edenslons 10 Mps SA35E SA35E R7511839 a4
1750 RETEST! 32297 0 03 5361562 Ememet Edenslons 100 Mops SA35E SA35E 7511589 a4
1750 RETEST! 85152 0 561551 Eemel Edenslons 10 Gops SA3SE SA35E R7T51183 014
1750 RETEST! 45084 0 @2 5361580 Enemed Edenslons 1 Gbps SA35E SA35E R7511839 a4
WE PO O75STe 01 SEE1EE0 Matlonal Ehemed ZMops REZTOUP REITOUP 30T451RogersC T4
EE PLUS POI_31658 01 S561Z7a (20 Ememet Edenslons 6 MOps REZTOUP REZTOUP 30745 1RogersC T4

+
IOB OB

Showing Page 1 of 9

ulck Quotes ars Ebellsd R
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You can search for a quote (that has been created within the last 90 days) by
product, quote name, quote ID, A or B-End postcode, username or quick
quote.

Search | [ Plesss Select [+] Date From | Date To [10102018 | H

Enter the information about the quote in the search field, and click “Search”.

The quotes will then be filtered accordingly, making it easier and faster for you
to find the required quote.

Click on the Quote Id displayed in red font to select the quote.

Quote Hame Guote ID ¥ A Sites Date Raised
USER GUIDE QUOTE. 06691_M1 Leasad Line 42 Wiops RGP SEESE FT4s1PerminG 10102014
EViPN SLA CHECK 05820 002 Ememet VPN 40 Wiops SEESE Rrsii1sa8 oaMaRI14
TESTINH_45163 01 Natlorzl Ememet 1 Gops E148GE BZSEET FTeSikingatrices 0ANO2014
TESTINH_44002 01 National ERemet 1 Gips E149CE E25EET TS 1KInpatrickA 08MQ014
1750 RETEST! 29385 0 04 Enemel Edenslons 10 Mibps S935E SE3EE 7511888 03102014
1750 RETEST! 3227 0 03 Ememet Edenslons 100 Mops SEIEE SA3EE Rrs11888 0EM02014
1750 RETEST! 85152 0.0 Ememst Edensions 10 Gops BEEEE SEEEE Rri11888 EM02014
1750 RETEST! 45084 0 02 Ememel Edenslons 1 Gops SEIEE SEGSE Rrs1i18E8 0E102014
ME PO0_OrSme 0 SE1ZE0 Natioral Elemet 2 MIops REIMaLe REZTIUP TS 1RogersC araand
EE PLUS POI_316850 01 ST (00} Ememet Edenclons € MIps REITILR REITILR ITis1RogersC o014

&

This will then display the selected quote:

Quote Details - USER GUIDE QUOTE_06691_01

Product Name : Lezszed Line
Quote D : 5852032
Diate Raised : 11072014
A Site B Site
Sitzname hometown test 2 Sitename WVirgin Sheffield
Address VIRGIN MEDIA 10-14 BARTLEY WOOD Address VIRGIN MEDIA EVOLUTION HOUSE 1
BUSINESS PARK BARTLEY WAY HOOK CHIPPINGHAM STREET SHEFFIELD
Postocode RGZITSUFP Postocode 5935E
Circuit Connectivity BTW FPPC Circuit Connectivity BTW PPC
Configuration
Circuit Bandwidth Install Rental Product Term
4302 Wi £19.200.00 E£25 602 00 Leased Line 5

I ey

From here you can “Edit”, “Query Quote” or “Create Order”.
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Edit — will take you through the above steps and allow you to make
amendments.

Query Quote — takes you to the following screen so that you can contact us:

Query Quote
Send Query
Order/Quote 1D S8G20A2
Confirm your email = first. lasti@test.com
Copy another ussr on replies

reblem typs © Pricing Cuery E

Froblem description This is a gqueny with a -:Lata.|

5871 remaining

* Reguired Fieldsz

The populated details will then be sent to the relevant team and you'll receive
the following confirmation:
Thank You
“our message has been sent someone will look at your request and contact you as socon as possible.
Create Order — please see the order section on how to progress the quote to
an order.
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Create Postcode Level Quote

CONTACTUS  SITE MAP GLOSSARY  HELP > LOG OuT

o

BUSINESS

My Accounts  Serviceability My Documents Orders EMIMCEM Billing Incidents & Requests

Create Quote
Point to Point Ethemet
Point to Point Postcode Level
VPN
Managed Intemnet Access
Broadband and Phone
Saved Quotes
My Sites

From the “Quotes” tab select “Point to Point Postcode level” as shown above,

then:
e Choose a quote name
e Select required contract term
e Choose Billing Frequency
e Select product option

Click “Next” to proceed.

2 Posicodes 4 Zawve Quofes

Choose quate name: | User Guide Indicative Cuote
& Quote Name “%  Entar in guote Lina

Contract term: E 1 vear O 2vYears E 3vYears
E 4vears H 5vYears

Biling Frequency = | Cuarterty E“

Product: [ National Ethemet =l

e
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Now enter:

e A & B-End bearer requirements
e Specify circuit bandwidths required for each or all circuits

Click “Next” to proceed.

Quote Name Product Product Configuration 3 Posicodes 4 Sawve Quotes

A end bearers ~ ¥ Specified % 10 Mbps 100 Mbps
individualhy
1 Gbps
B end bearers Specified 10 Mbps Z' 100 Mbps
individualhy
1 Gbps
Circuit bs t & Al the same % Specified
individualhy
Choose Bandwidth 10 Mbps |;|

* Required Fields

Enter the required postcodes.

Now click “Next” to proceed.

Quote MName Product Product Configuration / Postoodes 4 Zave Quores
A End Post Code B End Post Code Circuit Bandwidth: A end bearer: B End Bearer:
- - 10 Mbps 10 Mbps 10 Mbps
S835E RG2ZTSUP
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GQuaote Name Product ; Product Configuration
_~

Quote Nam A End B End A End B End Circuit i
[ PostCode  PostCode Bearer Bearer Bandwidth et et 5 = e S
dl  SEaGEE REZTOUP 10 Wiops 10 Mips 10 Wi £ £3,165.00 Natioral Eem 5 oK

Then click “Finish” to add to your saved quotes page and you'll see the
confirmation at the top of the next screen.

v

Your quote(s) have been saved.
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Convert a Postcode Level Quote to a Full Quote

If you want to turn a Postcode Level Quote into an order, you must first
convert it into a Full Quote. Select “Saved Quotes” from the “Quotes” tab.

CONTACT US SITE MAP

e

> LOG OUT

BUSINESS

My Accounts Serviceability My Documents Orders EeILICEE Billing Incidents & Requests

Create Quote
Point to Point Ethemet
Point to Point Postcode Level
VPN
Managed Internet Access
Broadband and Phone
Saved Quotes
My Sites

All postcode level quotes are flagged as “(PL)” so they can be easily
identified.

To convert your postcode level quote, select the quote by clicking the Quote
ID:

Saved Quotes

Broadband & Phone

Search Euserguide Quote name IZ| Date From Date To |0311/2014

My Quotes - Data Displaying from 05/08/2014 to 03/11/2014
Show 25 50 100 per page Filter page:
Quote Name Quote IDW Product Bandwidth A Sites B Sites User name Date Raised
IPVPN USERGUIDE TEST2_59409_001 5863899 IPVPN 10 Mbps OTeS Iripatnck  22/10/2014

10 Mbps

[ L L
NATION ETHERNET USERGUIDE PL QUOTE{ 5863766 (PL) ) nationalEthernet 1 Gbps KT13844 WESLA ST4SIKnpatnck 2111012014
_60748_0003_01 - A

Any information you specified when creating the postcode level quote, will be
pre-populated.
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At the bottom of the page, click “Convert to Full Quote”.

Quote Details - USER GUIDE INDICATIVE QUOTE_74638_0Q01_01

Product Name : National Ethernet
Cuote 1D : 5862114
Date Raised: 10/10/2014
A Site B Site
Sitename 19198015615935E1412940801147 Sitename Test Account 1-NNE
Address R K MOTORS 228 CHIPPINGHAM STREET Address VIRGIN MEDIA 10-14 BARTLEY WOQOD
SHEFFIELD BUSINESS PARK BARTLEY WAY HOOK
Postcode $93SE FPostcode RG279UP
Circuit Connectivity Virgin Media Civils Required Circuit Connectivity Virgin Media Site Connected
Bearer Bandwidth 10 Mbps Bearer Bandwidth 10 Mbps
Configuration
Circuit Bandwidth Install Rental Product Term
10 Mbps £0 £3,165.00 National Ethernet

Query Quote

Back ' Convertto Full Quote '

Now follow the normal Create a Quote process steps to proceed to
completion.
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Orders

Let's get down to business

Raise Orders

Here we look at how you can raise an order from a saved quote. Remember,
if you wish to convert a postcode level quote to an order, it has to be
converted to a full quote, and then saved before progressing to order stage.

Select Quotes from the homepage tool bar tab at the top of the page.

CONTACT US SITE MAP GLOSSARY  HELP » LOG OUT

BUSINESS

My Accounts Serviceability My Documents Orders EeILICEE Billing Incidents & Requests

Create Quote
Point to Point Ethermnet
Point to Point Postcode Level
VPN
Managed Internet Access
Broadband and Phone
Saved Quotes
My Sites

Now select “Saved Quotes” from the drop down list.

You'll find a list of your “Saved Quotes” populated on-screen.

Owner: Engage Product Owner Engage External User Guide v1.8 Page 45 of 97
Latest Update: 10.12.16 Public



@SBUSINESS

Either Filter in the tool bar at the top, or scroll through the list until you locate
the quote you would like to convert to an order and click Quote ID. For this
example we have used a National Ethernet order.

Search | National Ethernet IZ| Product IZ| Date From Date To | 15/10/2014
My Quotes - Data Displaying from 17/07/2014 to 15/10/2014

Show 25 50 100 per page Filter page:

Quote Name Quote IDW Product Bandwidth A Sites B Sites User name Date Raised

NE CONWVERT TO FULL QUOTE_41848_01 5862399 National Ethernet 2 Mbps B100H BS0BAD R7511889 1310:2014

ME QQ_87821_0005_01 5862398 (QQ) National Ethernet 2 Mbps B100HJ B908AD R7511889 1311012014

ME QQ_59719_0004_01 5862397 (QQ) National Ethernet 2 Mbps B100HJ BY08AD R7511889 1311012014

ME QQ_22120_00Q03_01 5862396 (QQ) National Ethernet 2 Mbps B100HJ B90SAD R7511889 1311012014

ME QQ_57826_0002_01 5862395 (QQ) National Ethernet 2 Mbps B100HJ BY0SAD R7511889 1311012014

ME Q.Q_00089_00Q01_01 5862394 (0Q) National Ethernet 2 Mbps B100HJ BY0SAD R7511889 1311012014

USER GUIDE INDICATIVE QUOTE_74638 0 5862114 (QQ) National Ethernet 10 Mbps S935E RGZTSUP 307451PerrinC 101072014

Qo1_o1

TESTINH_46163_01 5861625 National Ethernet 1 Gbps E148GE B258ET 307451Kirkpatrick  08/10/2014
A

TESTINH_44802_01 5861624 National Ethernet 1 Gbps E148GE B258ET 307451Kirkpatrick  08/10/2014
A

ME POI_07576_01 5861280 National Ethernet 2 Mbps RG273UP RG273UP 307451RogersC  07/10/2014

OB B0O D Eem

Showing Page 1 of 7
Quick Quotes are labelled GG

Once you have selected a quote you'll move to the quote details screen.

Review the details then select “Create Order” to progress.

Quote Details - NE CONVERT TO FULL QUOTE_41848_01

Product Name Mational Ethernet
Quote 1D : 5862399
Date Raised: 131042014
A Site B Site

Sitename 23 Sitename B90BAD

Address UMIT 4B SMALL HEATH BUSINESS PARK Address BAXTER STORY THE ORACLE BUILDING,

TALBOT WAY BIRMINGHAM ORACLE DRIVE BLYTHE VALLEY PARK
SHIRLEY SOLIHULL
Postcode B100H
st g s : g s 2 Postcode BO0EAD
Circuit Connectivity Virgin Media Civils Required
: Circuit Connectivity Virgin Media Site Connected
Bearer Bandwidth 10 Mbps
Bearer Bandwidth 100 Mbps

Configuration
Circuit Bandwidth Install Rental Product Term
2 Mbps 0 £4,995.00 National Ethernet 5

£
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The first screen in the order process is Virgin Media Business’ Terms and
Conditions. Please read these carefully before accepting.

Terms and Gong 2 Customer Details 3 Service 4 Gircuit 5 Associated Orders/Notes 5 Order Details
Terms and Conditions
Address Name Test Customer 1 Billing Address
Billing Address 2680
Town Hook
Postcode RG27 9UP
Country UK
Product Ethemet Extensions

Ts&Cs * Virgin Media Business Limited standard terms and conditions which have been provided to you TEST shall apply
to this Order and the subsequent Contract.

* Please note that the Service You order may require Us to undertake installation work which may affect the
delivery time and/or Charges.

* Please note that if the Order Form You submit contains incorrect data this may cause delay and/for additional
cost for which You will be responsible.

= Subject to Virgin Media Business Limited order acceptance.

= Subject to Survey.

= Prices are subject to VAT.

[0 Tick to accept

Click here for My Documents

* Required Fields

e

Check the “Tick to accept” box if you're happy to accept the terms and
conditions. You may also need to update the billing address — if so click
“Change Address”.

You can click the ‘Save’ button at any stage during the create order process
and your progress will be saved. This can be picked up at any point in the
saved orders page.

Click “Next” to progress to the customer details screen.

,.-""’. Customer Details 3 Senace 4 | Cincut 3 Associated Orders/Notes & Order Detals
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Check that the prepopulated details are correct, and then enter your PO and
account number. A PO number is mandatory. You will not be able to progress
without entering these details.

To make amendments to correspondence/billing addresses or contacts, select
the “Change” option at the bottom of each entry.

Then click “Next” to proceed.

Customer Details
Customer Name * Test Account 1 - Partner Markets Bus Customer PO Number * 12345
Partners -CP

Company Reg No 30745 Customer Account Mumber ** 29999 B
BPT Quote Reference 5862399

Correspondence Address Correspondence Contact

Address Name TestAddress Contact Name First Last

Address 1 Telephone 01234 567890

Town / City Town Mobile 07777 123456

Postcode AB12CD Email first.last@test.com

Count . . _—
”’

“* Mote: Please confirm your existing Virgin Media Business account number to be used for this crder
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» | Customer Details

Gircuit 3 Associafed Orders/Mofes 6 Order Detzils

The service screen requires you to add details of your Order Type, Delivery
Date and CRM reference number, as per the example below. Please note that
you can locate the CRM reference on your original quote.

Click “Next” to proceed.

Customer Details

Service

Service * Mational Ethernet
Order Date 15/10/2014

Accept Early Delivery * Yes

Qos Classification * Dotlp
Performance Reporting Advanced Reporting

* Required Fields

Confirm if you would be happy to accept early delivery

Confirm order type (new, upgrade, downgrade, move or amend)
Enter CRM reference number

Enter VLAN Tagging Scheme if applicable

5 Associated Orders/Notes 6 Order Details
Order Type New E
Senvice Required Date ** 26/11/2014

Customer CRM Ref Mo * ( CRM1234 )
WVLAN Tagging Scheme * ( C-VLAN12345 ,\ ) ,

Is QoS needed ? Mo

* The date will give an indication for your requirements. However, Virgin Media Business work to standard target lead times, please contact us for
details. The delivery date will be confirmed following acceptance of the completed Order Form and will be subject to survey

Mote: if this is an amendment to an existing service, please provide circuit number(s)/reference/telephone number(s) in the 'Additional Information'

section.

Cancel

Owner: Engage Product Owner
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Now you’ll be presented with the A End site details screen requesting further
details.

Enter all mandatory information to proceed.

National Ethernet Site Details

Service Presentation Required dard Ethernet Physical Interface

AEng* Ploasa selact E]] AEnd* 10/100Mbit's RJ45Mb [+]

A End Installation Address

Address UNIT 4B Floor * | |
SMALL HEATH BUSINESS PARK Room* | |
TALBOT WAY Rack* | |
Town BIRMINGHAM Contact First Name * I |
Country Contact Last Name * I J
Postcode B100HJ Phone * | |
Email * | |

Does this property have any existing Virgin Media Business senvices (excluding xDSL)? ** New =

Installation Details

A End Bearer Bandwidth 10 Mbps
Network Status Virgin Media Civils Required
NTU Alcatel 8 Port

Which port number should the Service be added to? If none requested Virgin Media
Business will select the next appropriate.

L d/Managing Agent Ci Details

Are you the owner of this property * Please select E]I

Additional Info

Please provide details of any site specific information that Virgin Media Business should be aware of. **

Circuit details (A1to B1)

6000 remaining

* Required Fields

**Note: if NO' should Virgin Media Business senices not exist at the installation address it may be necessary to carry out cabling work into the building. Please
complete a way leave questionnaire to identify the most appropriate procedure and to help ensure the efficient installation of the service. Once the additional
information has been received and assessed we can determine an appropriate installation date.

@
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We want to reduce any potential order delays as much as possible. One way
of doing this is processing our wayleaves quicker. In order to do this, we very
often need the specific information about the landlord managing agent from
our customers.

The mandatory questions below are presented on the ‘Circuit’ tab of orders
for all products.

Are you the leaseholder/owner of this property? If you select Yes, then no
further information is required.

If you select No then a second mandatory question is presented allowing the
landlord details to be entered as this will help to speed up your order.

Landlord/Managing Agent Contact Details

Are you the owner of this property * No |Z|
How many years are left of your lease? 125
Do you have authority to make changes internally to your building, including routing cabling? | ygg E
Are you willing and able to provide a copy of your lease? Yes E
Is the property a listed building? Yes E
Do you have the Landlord/Managing Agent contact details? * Yes E
Contact First Name * First Contact Last Name * Last
Email * first last@test.com Phone * 01234 567890
Motes and comments
More details here |
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Then add any additional site information.
Additional Info

G000 remaining
Click “Next” to proceed.

You'll be presented with the site details screen again. But this time it's
requesting further details on the B-End site.

Enter all mandatory information to proceed.

Now you will have the A&B-End sites summary screen. Click “Next” to
proceed.

Customer Details Service 5 Associated Orders/Notes 6 Order Details

» A-END 23 B100HJ

¥ B-END B908AD B90SAD

Senvice Presentation Required VLAN

Ethernet Physical Interface 10/100Mbit's RJ45Mb

Cancel Previous

Add any further details that will help to progress your order. Click “Next” to
proceed.
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iated CrdersMotes 6 Order Detals

000 remaining

Plesse provide details of any site specific information that Virngin Medis Business should be aware of . =~

00D remaining

== hpte: nothing entered in this box shall vary any provision of the Framework Masier Sendces Agreement applicable fo this Crder, which shall prevail.

Previous
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> [H Customer Detals > [fJ Senvice > [ Grewit » [B] Associated Ordersbtes I Crer Details

The Order Details screen provides the full order form content and financial

results:
e Section 1 — Customer Details
e Section 2 — Service
e Section 3 — Circuit Details
e Section 4 — Additional Information
e Section 5 — Associated Orders
e Section 6 — Notes and Comments
e Section 7 — Billing Requirements

Section 7:Billing requirements

itemisation Total Installation Charges(£) TR:tnatla?g:;ng{a Purchased Bandwidth
B100HJ =-> BIDGAD £0 £1,248.75 2 Mbps

QoS Charges £0 £0

Reporting Charges £0 £0

Total Charges £0 £1,248.75

Total Annual Rental Charge £4,995.00

Invoiced in advance as specified:  Quarterly Minimum contract period: 5

Previous Submit Order

If all is ok, click “Submit Order”. Your order will be stored under the Saved
Orders tab.

Cancel
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Saved Orders

My Accounts  Serviceability My Documents [ilII& M Quotes Billing Incidents & Requests

sved Crder
ved Urders

All saved orders will be stored automatically for future reference. To view your
saved orders select “Saved Orders” from the “Orders” drop down menu, as
per the above.

All of your saved orders will be displayed in two tabs:
e Order Tracker
e Orders

In the order tracker tab you can view your Work in Progress (WIP) orders or
filter to specific delivery stages to give you the latest updates and progress of
your order(s).

Saved Orders Export WIP Order Tracker

Order Track

Search | Order Status

Submitted
In Planning

In Delivery

My Order Tracker
Show 25 50 100 per page Filter page:
Engage = CAL A End B End Order Last
Date W Order Detail ID CRMID Product Order T
Reference Postcode Postcode L Status Updated

15/09/2016 O 5910196-1290311 National E14 284 CV11 4AL New Submitted
Ethemet site/service

15/08/2016 0 905243-1280256 Managed B25 8ET New Submitted
Intemet Access site/service

15/09/2016 O 905249-1280255 National C\V3 6BP CV3 6BP New Submitted
Ethemet site/service

In the orders tab you can search for an order by:

Submitted

All WIP

In Planning

Completed

Awaiting Customer Approval
Cancelled

Rejected
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e In Delivery
e Pending Submission

Enter the information you hold about the order in the Filter page field and click
“Search”.

The orders will then be filtered accordingly, making it easier and faster for you

to find the order required for review. Click on the Order ID displayed in red to
select the order.

Saved Orders Export List Of Orders [l Export Order Tracker

Order Tracker

Search | Order Status [>] A [v] Date From |07/09/2016 Date To |06/12/2016 %
My Orders Displaying from 07/09/2016 to 06/12/2016
Show 25 50 100 perpage Filter page:
Engage A End B End
Date D OrderID CRMID Product P oteads Posteode Order Type Order Status Last Updated
29/10v2016 16:59 9022982 111 Mational Ethernet  S935E 594P5 Mew site/zervice Awaiting 06/12/2016 11:31
Customer
Approval
3102016 10:21 9024355 IPVPN S935E Mew site/zervice Awaiting 06/12/2016 11:31
Customer
Approval
302016 12236 9024537 IPVPN B436LU Mew site/zervice Awaiting 061272016 11:31
Customer
Approval

For orders which have been saved during the order process stage, the status
will show as ‘Pending Submission’.

For orders which have been completed on your behalf by your Account
Manager, the order status will show as ‘Awaiting Customer Approval’.
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Order Tracking

From the “Saved Orders” screen you can view the progress of the orders
you've placed with Virgin Media Business.

Select the order you would like to view the progress of by clicking on the

Order ID.
Saved Orders
Search FPlezz= Sslect |;| Date From 31:’0&-’2—3?4 | Date Te  [1V1V2D14 m H

My Orders Displaying from 31/08/2014 to 10/10/2014

Snow ! 25 50 100 perpage Fitter page:
A End B End
Date Engage IO Order ID CRM ID Product Posteod Postood Order Type Order Status
Processing S3EMET TOESTS CRM123456 Leased Line RGZroue SEESE MNew shelsendos Sumimed
Processing S3E1TEE TOETST 234587 Maraged intemed SA3EEE MNew shefsendoe Sunmimed
Anoess
Prosessing S35ez19 TETIE 45678 Mamaged imemet SE9GSE New shalsenace Suomimed

Ammmne

Click on the Order Details tab. Here you'll be provided with an in-depth
overview of the current status of your order.

Order Summary Order Details
Order Summary
Engage 1D: EB62032 Order 1D: TOIETE
Address: Test Address 2 Diate: 10102014
?awn Product: Leszad Lins
AB1ZCD Order name: USER GUIDE QUOTE_08831_01
User name: 07451 PerrinC

A End Site Details

B End Site Details

Postoode:

Bearer Bandwidth:

RG2TIUP
4X2 Mbps

Postocode:

Bearer Bandwidth:

Circuit Bandwidth:

Itemisation
RG2T9UP <= S935E

Total Charges

Total Annual Rental Charge £25,602.00

Inwoiced in advance as specified:

Total Installation Charges{£)
£19,200.00

£18,200.00

Quarterhy

5938E
4%2 Mbps
4X2 Mbps

Total Guarterly
Rental Charge [E)

£5,400.50

£6,400.50

Minimum contract peried:

Purchased Bandwidth

42 Mbps

View full Order detais

Owner: Engage Product Owner
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These include:

e Order Detail ID — this is our 12 digit FORCE reference. This needs to
be added to all correspondence

e Progress bar — this displays a high level overview of the current order
process

e Status Update —thisis the current RAG status (red/amber/green)

e Order Update/Additional Information - This is more detail on the
status of the order. E.g. Wayleave in progress. Awaiting response from
the solicitor

e Expedite Process Invoked — this confirms if you have selected the
paid expedite option

e Order Status - This will display the overall status of the order

e Planned Install Date — this is the date the order should be installed

e Confirmed Install Date date — this is the date your order was installed
(only populated on completed orders)

e Product — this will display the product you have ordered

e Customer Contact — the main customer contact

e Bearer Bandwidth — the overall size of the circuit

e Circuit Bandwidth — the circuit speed you're ordering

e Your Order Contact at Virgin Media Business — this is the person

who is currently managing your order

e A-End Customer Contact Details — this contains the A-End address,
site contact name, telephone number and email address

e B-End Customer Contact Details — this contains the B-End address,
site contact name, telephone number and email address

e Updates — this part of the portal will contain all KCI emails (Keep
Customer Informed) that have been sent to you. This includes all the
milestone KCI mails along with ad hoc KCI emails

¥ Order Detail ID® - 724002-871297 Status Update - GREEN Planned Install Date -
‘ | |
Order Adnowledged In Flannin a In Delivery Order Delivered
Status Update & GREEN Order Update We're progressing your order
Expedite Process Invoked @ No
Order Status Submitted Planned Install Date
Product National Ethernet Customer Contact
Bearer Bandwidth 1Gbps Circuit Bandwidth & 1Gbps
Your Order Contact at Virgin Media Business System Administrator (SYSTEM)
A End Customer Contact Details:
AEnd Address
Name Telophone
Email
B End Customer Contact Details:
B End Address
Hame Tetephone
Email
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Ceases

We understand that changes happen in any business so we’ve provided you
with the facility to make changes to your service online.

Under the Orders tab select “Cease”.

My Accounts  Serviceability My Documents JENGIIEM Quotes Billing Incidents & Requests

Saved Orders

Ceass

The first screen provides you with details of the conditions you're agreeing to
when requesting a cease via Engage.

Once you have read the note and if you're happy to proceed click “Next”.

F'.Ls-.i-.:-'e Mote 2 Customer Info 2 Eenvice 4 Product 3 Product info £ General info

Please note

¥ You must cbserve the servicelcircuit cancellation minimum notice reguirements set out in the contract under which we provide the servicalicircuit to be ceased to
you.

b If the effective cease date you are requesting is earlier than the earliest cesse date dictsted by the minimum notice requirement you will be charged for the
servicaicircuit in full up to the end of that minimum notice peniced.

If the effective cease date you are requesting is prior to the expiny of the foced minimum period for the service/circuit you may be lisble to pay cancellstion
charges andior earhy termination charges.

b We will treat the cease instruction you give us via the Engage portal a5 written notice given to us under the contract under which we provide the service/circuit to
be cassad to you.

e =

Please check the prepopulated details are correct and enter an additional
email address that you would like us to include in any correspondence.
Click “Next” to proceed.

3 Senvice 4 Product 3 Product Info 6 General Info

Customer Info

Business name: Ties Agmune ¥ Pamer Waeses b Contact first name™: Fgs

byrwry LB
Contact kst name: L Contact telephone™: a1 384 SETRHS
Contact email™; Erit s sie CC email:
Sector: bsrass Parves Service Manager: | P —
Account Manager: cayo Pepig

* Reguired Fields
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4 Product 5 Product info € Genersl Info

Serviee®: Diats |;|

Please Sslect

* Reguired Fislds

\oice

In the Service screen you'll need to advise of the type of service that you
require ceasing.

e Data
e \Voice

Click “Next” to proceed.

Fiea=s Moie Customer Info /} Zervce T =t 5 Product lnfo £ General info

Product Info

Product

* Reguired Fislds

Ethemnst Extensions |;|

Select the product against which the request is being raised.
Click “Next” to proceed.

Fiease Note  » [Bl Customer info Zervice B FProduct B General Info
_ 4

Product Info

Bandwidth™ F Circuit Ref™ ABC1ZL

A-End postoode™ 51 1AB B-End postoode” 52 2CD

First nam=" First Last name” Last

Telephone number® 01234 557830 E-mail™ first. Issti@test com
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The product info screen requires you to provide additional product and site
information. (The fields in this screen are specific to the product you have
selected). Enter all the mandatory information, for example:

Bandwidth

Circuit Ref

A and B-End postcodes
Any off-net element
Site contact details

Click “Next” to proceed.

IW1172014

125 ull or partisl cesse” Full E!

Reason for cease™ Upgrade of Service |;|

=nt= MNone

251 remaining

* Required Fields

The General Info screen requires you to provide further information to assist
us in processing your request. Enter all mandatory information to proceed:

Billing account number your service is billed under

Cease date

Rental amount

Full or partial cease

Reason for the cease (leaving, upgrade, downgrade, relocation, site
closure, other)

e Any additional comments to support your request

Click “Finish” to submit your request.

v

Cease request successful
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Incidents & Requests
Raise Incidents

If you have an incident with your in-life service you can log, update and track
the fault through to resolution on Engage.

This is found under Raise Incident or View Incidents in the new Incidents &
Requests tab.

My Accounts Serviceability My Documents Orders Guotes Billing Incidents&Requests-

Raise Incident
View Incidents
Faiss Reguest
View Requests
Planned Works

Click “Raise Incident” under the Incidents & Requests tab as per the above.

Incidents & Requests

Raise Incident View Incidents Raise Request View Requests Planned Works

This is the area where you and your colleges can raise and track incidents and minor change requests for your voice and data
products

» Raise incident - facility to create incidents for services you have with Virgin Media Business in the event of a fault

» View incidents - facility to search, view and update incidents that have already been logged with additional details

» Raise requests - facility to raise a request for a minor change

» View Requests - facility to search, view and update requests that have already been logged with additional details

» View Planned Works - facility to view planned works that may be affecting your services with Virgin Media
Business

Now select from the drop down list or enter the contact name. Alternatively,
enter your Virgin Media Business representative’s contact name. Then click
“Next” to proceed.
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2 Reference 3  Site

a3

sarch 4 Sifes 5 | Products 8 lssue Type 7 Questions

Raise Incident - Contacts
Flease raise an Incident for any problems with your service. For everything else raise a Reguest.

Contact Mame = Incident Management -
Liehirt I P
e e

By o
LT T

Slipt Bl

m

P Wariitael

L EESy Wt
Tl [ rrprpin © et

e

1

You'll now be redirected to the raise incident reference screen. The contact
details entered will be automatically populated. Here you're prompted to enter
your own optional reference to help track the ticket.

3 Site Search 4 Sites 5  Products B I!ssue Type 7 Guestions

Raise Incident - Reference

First Name Incident

Last Mame Management

Email Addrass Sty et 06 8

Telephone Mumber 01245574848

Mobile Numbsr

My Reference YourRefarznce :

Next you'll be taken to the “Site Search” screen to search for the site you wish
to log a ticket against.

. Reference / . Sife Search 4 Ziles 5 Products 6 Issue Type 7 Guestions

Raise Incident - Site Search

Search Typs™ Post Code E

Search Term™ RG2TSUF @

Search on one of the following criteria:

e Account Number
e Circuit Reference
e STD Telephone Number
e Postcode
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e Serial Number
e Site Name

Note: You must enter a minimum of three characters.

Then click “Search” to proceed.
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From the Sites screen choose the site affected from the drop down menu.
Then click “Next” to proceed to next step.

/:}- H site Ssarch / Sites 9 Products B Issue Type 7 GQuestions

Raise Incident - Sites
For some sites there will be more results than we can show you.
If your specific site is not visible below you might like to narrow you search settings by clicking here

Select Site * LONDON E

Now from the Products screen select the product required.
Note: Only products relevant to the site selected will be available.

Coniacts Reference /:}- H site Ssarch Sites H Froducis B | Issue Type 7 Questions
H _

Raise Incident - Products
For some sites there will be more results than we can show you.
If your specific product is not visible below you might like to narrow you search settings by clicking here

Froduct Name = IPVPN - CALDDS 18592 |;|

Your specific product is now visible. If you have multiple products select the
relevant one from the drop down menu. Then again click “Next” to proceed.

The next step is to select the type of issue you're experiencing from the Issue
Type screen.

> B Feference /:23- Site Search /':23- Sites H Froducts B !=sue Typ= 7 Guestions

Raise Incident - [ssue Type

Issue Type = Packet Loss El

For your site "LONDON" and product selection "IPVYPN - CAL0051692" you have the following open incidents.

Incident 10 Created On Entered By My Ref Description View

FORMTTST A0 11249 TRIEY, Karina FEEE et tetency m
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Select from the drop down list the option which best describes the issue
you’re experiencing:

Erroring, Latency, Jitter
Intermittent connection
No connection

Packet Loss

Routing Issues

Other Issues

Then again click “Next” to proceed.

Note: If you currently have open incidents raised, they’ll be displayed on-
screen below the issue type option.

Any further information required will be requested in the following screen.

Raise Incident - Questions

FPlease answer these questions to help us better understand what the issue is. You will need to answer each question before you are able to proceed.

‘When did you first notice the problem? About 05:30 t{:r:ay'.|

382 Remaining

* Reguired Fislds, plesze enfer more than 2 charsclfers
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Once you have made your selections, please click “Next Question” and
complete until all questions have been answered. You can then proceed by
clicking the “Finish” button.

> H site S=arch

Raise Incident - Questions

Flease answer these guestions to help us better understand what the issue is. You will need to answer each guestion before you are able to proceed.

]

‘When did you first notice the problem?*

Onhy happens when raining.

374 Remaining

* Reguired Fisids, plessze enter more than 2 charsciers

You'll then get a confirmation notice that the incident has been created.

v

Thank you, your ticket number is FO03z 98. We have logged your issue and a member of our team will contact you shortly about this.
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View Incidents

You now have the facility to view the incidents that have been created.

My Accounts  Serviceability My Documents Orders @Quotes Billing In{:idents&ﬂequests-

Raize Incident
View Incidents
Raiz= Reguest
View Reguests

Planned Works

View Incidents

Search | Please Select |;| Date From | 02/089/2014 Date To |13/10/:2014

Incident History Displaying from 02/09/2014 to 13/10/2014
Incident 1D Site Product Created On Entered By My Ref Description Status !
FOEEI1555 LONDON PPN 13102014 11205 T451PemrinC MyfeM23d rhenmiment commection Open

The following incident details will be displayed to the user as part of the
incident view:

Incident ID

Site

Product

Created on date

Entered by

Customer incident reference

Short description

Incident status i.e. open/closed

I — this means the ticket was triggered by an alarm

You'll also be able to click on each column to sort the results by this field and
export a CSV file that will show all incidents by clicking “Export CSV”.

View Incidents

Search | Please Select |;| Date From | 02/089/2014 Date To |13/10/:2014

Incident History Displaying from 02/09/2014 to 13/10/2014
Incident 1D Site Product Created On Entered By My Ref Description Status !
FO03Z31388 LONDON PVPN 13102014 11205 JT451PaminC MyRam234 miermiiiznt commeciion Opan
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The following incident details will be displayed when you select to view the
incident details, by clicking on the Incident ID:

e Public incident notes

e Entered on (date)

e Entered by (name)

Edit Incident

Detailed information about Incident FO03231596 - Status: Open

)
Note

Entered On Entered By
‘When did you first notice the problem?
Abeoart 05:30 today.

1210/2014 AT451PerminG
/g 11:03
|= the issue happening st this site onby? |f not, plesse tell us sbout the other =i @

If you see “More” this can be clicked to show further detail.

You can also “Add Note” if required (then enter details and “Save Note”).
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Search Incident

This search will look for incidents that you have raised against the services
you have with us. Under the new Incidents & Requests section select View
Incidents, then enter your search criteria.

The following search criteria can be entered as part of the incident search:

Site — any text can be entered

Incident Number — any text can be entered

Post code — any text can be entered

Product — any text can be entered

My Reference — any text can be entered

Status — option of Open or Closed

Date From, Date To — you can select dates from a calendar and it's
not possible to select a date in the future. The system will not allow
you to select more than 6 months’ worth of data

Note: You'll also have the option to export the search results to a file by
clicking “Export CSV” at the top of the page.

View Incidents

Search My Reference |;| Date From |02/0v2014 Date To  |[13/110:2014

Incident History Displaying from 02/09/2014 to 13/10/2014
Incident 1D Site Product Created On Entered By My Ref Description Status !
FO03231598 LONDON PPN 13102014 11203 JIT451PerminG: hyRET 254 MAEMTIRENt COnmecEion Open

Similar to the navigation process shown in above examples, please follow the
steps required to successfully search for logged incidents:

e Enter the search criteria and click “Search” for the incident. The search
is defaulted to the last 40 days, but you're able to change this

e You may search for your sites using:
- Site Name
- Postcode
- Circuit Reference (for example: CALxxx, ENxxx, etc)
- Line Number
- Account Number (voice only)
- Serial Number

e Please enter at least 3 characters when searching for your site. The
more specific your search term, the quicker you'll find what you're
looking for
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Update Incident
You'll have the facility to update incidents that have already been logged.

The following details can be completed as part of the incident update:

e Note
e Incident update recorded date
¢ Incident update entered by (name)

Note: You'll not be able to update a closed incident.
The below captures the steps required to successfully update incidents:

Navigate to Incidents & Requests and select “View Incidents”
Select the incident you wish to update and click “Add Note”
Enter the details you wish to add to the incident

Select “Save Note”

The system successfully stores the incident information

Edit Incident

Defailed information about Incident FO003231598 - Status: Open

New details added here|

Note Entered Cn Entered By
12/10:2014 30T451PerminC

103
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Raise Request

My Accounts  Serviceability My Documents ©Orders ©Quotes Billing LTSRN [TT:-3-14-3 B

Raise Incident
View Incidents
l3ize Reques
View Requests
Planned Warks

Not only are you now able to log faults, you can also log a number of small
changes, subject to the below conditions:

The change has no cost impacts

Requires no Virgin Media Business on-site resource
Has no impact on other customers

Does not cause disruption to service

Can be completed during normal business hours
Takes no longer than 15 minutes

Does not require any change to your current design

This is found in the new Incidents & Requests area by selecting “Raise
Request”.

It can also be accessed from the View Requests section.
The following steps are required to log a request:

e Enter the contact name for the ticket you're about to log

e You're now presented with your contact details and will now be asked if
you have a reference you would like to associate with the ticket

e You'll then be asked to search for the site you wish to log a request
against

e Select the product

e The short description is set to New Request (you are unable to change
this)

Brence /:ZZ:- Site Search B site H Froduci= H i=5ue Tipe 7 Guestions
_ V.

Issue Type = MNew request
P
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¢ You'll be asked one mandatory question: “Describe what you would like
to change? Add as much information as possible to help us resolve this
request.” You can enter between 2 and 400 characters. Then click
“Finish”

Raise Request - Questions

Please provide more information about your request. You will need to answer each question before you are able to proceed.

Edit Answer

Example: Please change to 3 dynamic IP.

351 Remaining

* Required Fields, please enfer more than 2 charsefers

e The system successfully stores the incident information and presents a
reference and unique identifying reference for your request. Which
appears at the top of the screen in a message, as per below:

v

Thank you, your ticket number is FO032 99, We have logged your issue and a member of our team will contact you shortly about this.
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View Request

My Accounts Serviceability My Documents Orders Guotes Billing LT -0 [T]:-3-14-3 -

Raize Incident
View Incidents
Raize Reguest
“iew Heguests

Flanned Works

You'll have the facility to view the requests that have been created. This is
found in the new Incidents & Requests section of Engage, under View
Requests.

The following details will be displayed as part of the request view:

Request ID
Site
Product
Created on
Entered by
My Ref
Description
Status

Note: You'll be able to export these details to a spreadsheet by clicking on
“Export CSV” at the top of the page. You'll also be able to click on each of
these column titles to sort their results by this field.

View Requests

Search | Please Select |;| Date From | 02/0572014 Date Te | 13/1072014

Request History Displaying from 02/09/2014 to 13/10/2014
Request 10 Site Product Created On Entered By My Ref Description Status
FOXEI 1599 LONDON PVPN 13102014 1215 T4 1PerminC MyRegquestizs New reguest Cpen

The following incident details will be displayed when you select to view the
incident details by clicking on the Request ID:

e Public request notes
e Entered on (date)
e Entered by (name)
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Edit Request

Detailed information about Request FO03231593 - Status: Open
Request Note Entered On Entered By

hone numbsr and name of the site contact. 131002014 307451 PeminC

12:15

Search Request

You'll be able to search for requests that have been raised against the
services you have with Virgin Media Business.

The following search criteria can be entered as part of the request search:

Site

Request Number

Postcode

Product

My Reference

Status

Date From, Date To — you can select dates from a calendar and it's
not possible to select a date in the future. The system will not allow
you to select more than 6 months’ worth of data

Note: You'll also have the option to export the search results to a file by
clicking “Export CSV” at the top of the page.

Follow these steps to successfully search for logged requests:
Navigate to Incidents & Requests and select “View Requests”.

Enter your search criteria and select to search for the request. The default
search is for 40 days’ worth of requests, but you can amend this.

The system will retrieve the details of the request(s).
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Update Request
You have the facility to update requests that have already been logged.

The following details can be completed as part of the request update:

e Free text note
e Request update recorded date

Follow the steps below to successfully update requests:

e Navigate to Incidents & Requests and select “View Requests”

e Select the request you wish to update

e System will prompt you to enter the details you wish to add to the
request

e Enter the request update details

e Select to save the note

¢ The system successfully stores the request information

Edit Request

Detailed information about Request F003231589 - Status: Open

Save Request

Request Note Entered On Entered By

hone number and name of the site contact. 1510/2014 20T451PerrinC

12:1

Flease qutline the scoess times and prefersd access days. | site . More
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Planned Works

You now have the facility to view planned works that may affect your Virgin
Media Business services. This appears under the new Planned Works tab
under Incidents & Requests. Any unread messages will appear in purple,
whilst read messaged will be in black. This is for each Engage user, rather
than each customer.

» C00565323

¥ C00565322

Customer Impact There will be a degradation/loss of senice Status Scheduled
during the scheduled timeframe whilstthe
required maintenance work is completed.

Scheduled start datefime 02/11/2014 00:00 Scheduled end dateftime 02/11/2014 05:00

Impacted Circuits*
Circuit Reference A End Site Name A End Post Code B End Site Name B End Post Code Product Name
CAL0114377 TEST ACCOUNT CF1 7TWW National Ethernet

* Data products only

Only Planned Outages relevant to you will be displayed and the following
details will be displayed to them upon clicking “View”:

Change ID

Customer Impact / Planned Works Summary
Status

Scheduled Start Date and Time

Scheduled End Date and Time

Sites Affected

» C00565323

¥ C00565322

Customer Impact There will be a degradation/loss of senice Status Scheduled
during the scheduled timeframe whilstthe
required maintenance work is completed.

Scheduled start dateftime 02/11/2014 00:00 Scheduled end dateftime 02/11/2014 05:00

Impacted Circuits*
Circuit Reference A End Site Name A End Post Code B End Site Name B End Post Code Product Name
CAL0114377 TEST ACCOUNT CF1 7TWW National Ethernet

* Data products only

You'll also receive a message about any Planned Works that may affect you.
The message indication will appear under Messages on the homepage.
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Messages

Hi Chris, You have 0 New Messages and 2
Hew Planned Works Notices

Follow the steps below to successfully view planned outages:

e Navigate to Incidents & Requests and select “Planned Works”
e The system displays any outages that relate to your services

Alternatively

e Click on New Planned Works Notice from the homepage
e The system displays any outages that relate to your services
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My Documents
Keep it safe and up-to-date

This area holds specific documents relevant to your services, such as product
user guides, network diagrams, the Framework Master Services Agreement
(MSA) between us and the Engage Terms of Use.

Please make sure you always refer to the documents in this section, rather
than locally saved versions, as we update these documents regularly.

We'll take care of uploading all available documents. However, if you have
any specific requirements for storing any other documents, please let your
Account or Service Manager know.

To view documents

You can access your stored documents by selecting the My Documents tab
on the tool bar across the top.

My Accounts  Serviceability JEIUEYLIST T3 Orders GQuotes Billing Incidents & Hequea;l.s

Documents may be stored by folder or individually, whatever your preference.

My Documents
You Are Here » Document Store
Folder Type Folder Name i Sl

o Agreements 1
o Contract a 2
o Engage Tems of Use 1
o Seniice Descriptions z
o T&Cs by Sendce 10
e Test 1
i testng 0 1
o User Guldes (i 1

Documentys)

File Type Document Name Publish Date Version
- m:ase';;? Cescription - Ehemet Extenslo  Mon Sap 1500000000 BST 2014 100
: Customer Senece Description ME and EE+ Mon Sep 150000000 BST 2014 100
= Engage Tems of Usewl Mon Sep 15 0000000 BET 2014 100
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Sign up to MyBiIll

Working smarter

E:(%\}@ ? HﬂIIE 2 MY PROFILE

" BUSINESS

My Accounts Serviceability My Documents Orders GQuotes =TT

Incidents & Requests

My il

Billing Eilling Help

" - — Billing Video
[ e s e sl

If you have a My Bill account you can set up 550. 1t means you will be able to acoess your account from the
Engage portal without hawving to use 3 separate login. You can view, print and queny your bills all in one place. In
time, we hope to centralise all the functions to make things as efficient a5 possible.

Billing address nilsnisns. tslukdsn@virginmedis. co.uk

If you have a MyBIll account, you can set up the Single Sign On feature. This
means that you'll be able to access your account from the Engage portal,
without having to use a separate login. You can view, print and query your
bills all in one place. In time, we hope to centralise all the functions to make
things as efficient as possible.

Click on the Billing tab at the top of the homepage. Now select the “MyBill”
option and you’ll be automatically redirected to the MyBill homepage as
shown below.

Note: This option is only available to users who currently have a MyBill
account. If you don’t currently have a MyBiIll account, then click on the link
below to register.

http://www.virginmediabusiness.co.uk/Customer-area/Billing-Portal-
Reqistration/

My Bill [~ ]

W~ My bill

media
business LMl Register | About Us

Owner: Engage Product Owner Engage External User Guide v1.8 Page 80 of 97
Latest Update: 10.12.16 Public



@SBUSINESS

Contact Us

To send us an email Click on “Contact Us” from the right hand side of the top
tool bar or in the bottom right hand corner of the homepage, and make your
preferred selection from the options available.

v
EITE MAF 7 GLOSSARY > HELR

@@ > mous » MY PROFILE » LOG ouT
BUSINESS

My Accounts Serviceability My Documents Orders Quotes Billing Incidents & Requests

Select the query type in the ‘How can we help’ drop down box.

Pricing Query

Product Query

Competitor Price Review
Change of Existing Service
Portal Feedback

Bulk Site Request

Raise A Complaint
General Feedback

Next enter Order/Quote ID — this will help us deal with your query efficiently.
Please check the pre-populated contact details are correct.

Enter any additional email address that you’d like us to include in any
correspondence.

Under “More Information” please provide as much detail as possible, as this
prevents continuous call backs that may hold up your enquiry.

Contact us
Contact us
Haow can we help General fesdhack [l
Order/Cuote/Account 1D {If ABC123
applicable)
Name = First Last
Confirm your email = First.Last@test.com

Confirm your telephone number *  (ng234 567880
CC Email

Merz Information = Enter your comments here.

En e
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Product Configuration

Available quote types

Product configuration is required during the quote and the order stage.
During the quote stage the level of configuration is dependent on the quote
type.

Standard Address Postcode

E\Imicnul Ethernet
EE
EE+

Standard quotes require the least configuration since it's using the most
common configurations when calculating the quotes. Standard quotes are only
available for National Ethernet, Ethernet Extensions+, Ethernet Extensions,
Leased Lines and Managed Internet Access. All standard quotes are
calculated in the background to allow you to perform other tasks while the
guote is being calculated. You can select if you want to be notified or not when
the quote is available to view in the saved quotes section.

Address quotes are the most accurate quote type since it allows you to select
the exact site, bearer, bandwidth and required NTU/CPE.

Postcode quotes are only to be used when the exact address is not known, or
when an indicative price for multiple sites is required. Postcode level quotes do
not take dig distance or required civils into account. All postcode level quotes
must be converted to address level quotes prior to being ordered. This quote
type allows you to enter your configuration details into a table. You can add
multiple A-End and B-End with the same or different configuration options.
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During the order stage, a final set of configuration is required to ensure that we
have all the necessary information to deliver the service you need when you
need it.

The information below is required during the order stage for all products:

e Customer PO number — this is a required field and should reflect your
internal PO reference

e Customer Account Number — select the account number that should be
used for the specific order. This can be selected from the dropdown
menu. Additional account numbers can be added in the Customer
Management section

e Order Type — you need to confirm the correct order type. The available
options are “New”, “Upgrade”, “Downgrade”, “Move” or “Amend”

e Service Required Date — the earliest delivery date is showing by
default, please change the date if you require delivery at a later date

e Accept Early Delivery — the default option is “Yes”. If you're unable to
accept an early delivery please change this to “No”

e Customer CRM Ref Number — this field is your internal CRM reference
number. You're able to search for an order with this number, as well as
the reference number provided by Engage and Virgin Media Business

e Confirm the A-End and B-End installation details such as:

0 The exact location in the building including floor, room and rack
details

o Site contact details including full name, telephone number and
email

e Confirm for both the A-End and B-End if sites have any existing Virgin
Media Business service. The options to select from are “Existing”, “Not
Sure” and “New”

e Confirm for both the A-End and B-End if you're the owner of the
property. The options are “Yes” or “No”

e For the sites where you're not the owner you'll need to confirm the
landlord/managing agent contact details and the information listed
below:

0 Number of years left on the lease

o If you have the authority to manage any changes internally to
the building, including routing cabling

o If you're willing to provide a copy of your lease

o If the property is a listed building

o Confirm if you have the landlord managing agent’s contact
details

o The landlord/managing agent contact details should include full
name, telephone number and email address

e Any additional comments that will help to deliver the service such as
access, specific service hours etc
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National Ethernet and Ethernet Extensions+

Address level quotes

For this quote type you will need to specify the following:

e Exact address for both the A-End and B-End
e Quote name — this has to be unique for each quote
e Contract term — you can select one or multiple options with the
minimum term being 1 year and the maximum 5 years
e Billing frequency — your default billing frequency will be pre-selected for
you, but you can change this if required. The options are “Monthly”,
“Quarterly” or “Annually”
e QoS — confirm if the circuit requires QoS or not
e Layer 2 Control Protocol — confirm if the circuits required layer 2
control protocol or not
e A-End and B-End bearer, the options are 10 Mbps, 100 Mbps and
1Gbps
e A-End and B-End NTU — the options are:
0 Alcatel 8 Port — select this NTU if you require no more than 8
circuits in the future at this site
0 Alcatel 24 Port — select this NTU if you'll order multiple circuits to
this site in the future
0 Alcatel Hardened — select this NTU if the circuit is delivered in a
room that is not in a controlled environment
0 Alcatel High Bandwidth
0 Existing — select this option if you already have an NTU with
spare ports at the site
e Network delivery for both the A-End and the B-End. The options are
“No Preference”, “On-net” or “Third Party tail”. If you select “No
preference” the quote will provide you with the best possible price,
whether this is using the last mile access from Virgin Media Business
or one of our trusted network suppliers
¢ QoS template — if you require QoS please select one of the following
templates:
o Classic — historical National Ethernet settings with a single data
class, therefore no differential QoS is supported

o Complex Data Environments — for advanced data environments
with different identified application types

o Converged Applications — mixed simple data and voice
environments

o Multi-Media Application — voice and video centric environments
with simple data

o0 Advanced Environments — next generation application aware
environments, with managed CPE control elements covering
voice, video and mixed data applications
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e The required circuit bandwidth — you can select one or multiple options
with the available bandwidths between 2Mbps up to 1Gbps

Postcode level quotes
The following information is required for this quote type:

e Quote name — this has to be unique for each quote. You can select to
specify this as a default value or individually in the quote table

e Contract term — you can select one or multiple options with the
minimum term being 1 year and the maximum 5 years

e Billing frequency — your default billing frequency will be pre-selected for
you, but you can change this if required. The options are “Monthly”,
Quarterly* or “Annually”

e Product
e A-End and B-End bearer — the options are 10Mbps, 100Mbps and
1Gbps

e The required circuit bandwidth — you can select one or multiple options
with the available bandwidths between 2Mbps up to 1Gbps
¢ Single or multiple postcodes for the A-End(s) and B-End(s)

Order stage

During the order stage in Engage you’ll need to define/confirm the following
configurations in addition to the standard questions that are asked for all
products during the order stage:

e VLAN Tagging Scheme — in this section you need to highlight if you
require a C_VLAN tag or not

e Service Presentation for both the A-End and B-End — select between
Port or VLAN presentation

e Standard Ethernet Physical Interface — the circuit will be presented with
either RJ45 Copper interface for 10/100Mbps service or 1000Mbps
fibre (singlemode 1310nm or Multimode 850nm) LC for 1000Mbps as
standard. A Copper, RJ45 presentation of 2000Mbps is available on
request

e You'll need to specify the port the service should be added to. For the
B-End site you'll need to specify if Layer 2 Control Protocol tunnelling is
required or not

e Layer 2 Control Protocol Tunnelling — to provide a completely
transparent Ethernet transport service, layer 2 control frame tunnelling
(CFT) is used. This enables any frame that is passed to the VM NTU
from your network to be forwarded between your sites. The options
include:

¢ On (standard set) as per the table below for site-to-site
e Off (discard everything)
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e Bespoke (as agreed with pre-sales)
e Not applicable (not port-to-port)
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Ethernet Extensions
Address level quotes
For this quote type you will need to specify the following:

e Exact address for both the A-End and B-End
e Quote name — this has to be unique for each quote
e Contract term — you can select one or multiple options with the
minimum term being 1 year and the maximum 5 years
e Billing frequency — your default billing frequency will be pre-selected,
but you can change this if required. The options are “Monthly”,
“Quarterly” or “Annually”
e The required circuit bandwidth — there are only 4 available options,
10Mbps, 100Mbps, 1Gbps and 10Gbps
e A-End and B-End NTU, the options are dependent on the circuit
bandwidth:
0 Existing — select this option if you already have an NTU with
spare ports at the site
o For 10/100Mbps the options are single or multi-port EDX 100
0 For 1Gbps the options are single or multiport EDX 1006 for the
A-End and a single Port EDX 1002 for the B-End
o0 For 10Gbps the options are Multi port TM 301 or Single Port TM
102

Postcode level quotes
The following information is required for this quote type:

e Quote name — this has to be unique for each quote. You can select to
specify this as a default value or individually in the quote table

e Contract term — you can select one or multiple options with the
minimum term being 1 year and the maximum 5 years

e Billing frequency — your default billing frequency will be pre-selected,
but you can change this if required. The options are “Monthly”,
“Quarterly” or “Annually”

e Product
e A-End and B-End bearer, the options are 10Mbps, 100Mbps and
1Gbps

e The required circuit bandwidth — you can select one or multiple options
with the available bandwidths between 2Mbps up to 1Gbps
¢ Single or multiple postcodes for the A-End(s) and B-End(s)
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Order stage

During the Engage order stage, you'll need to define/confirm the following
configurations in addition to the standard questions that are asked for all
products during the order stage:

e Standard Ethernet Physical interface — this is dependent on the
bandwidth you’re ordering. The circuit will be presented with either
RJ45 Copper interface for 10/100Mbps service or 1000Mbps fibre
(singlemode 1310nm or Multimode 850nm) LC for 1000Mbps as
standard for 1Gbps and 10Gbps services. For both the A-End and B-
End you'll need to select if the service is using an Existing NTU or
requires a new NTU

e You'll need to specify the port the service should be added to
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Leased Lines
Address level quotes
For this quote type you will need to specify the following:

e Exact address for both the A-End and B-End

¢ Quote name — this has to be unique for each quote

e Contract term — you can select one or multiple options with the
minimum term being 1 year and the maximum 5 years

e Billing frequency — your default billing frequency will be pre-selected,
but you can change this if required. The options are “Monthly”,
“Quarterly” or “Annually”

e Network delivery for both the A-End and the B-End. The options are
“No Preference”, “On-net” or “Third Party tail”. If you select “No
preference” the quote will provide you with the best possible price,
whether this is using the last mile access from Virgin Media Business
or one of our trusted network suppliers

e The required circuit bandwidth — you can select one or multiple options
with the available bandwidths being 2Mbps, 2x2Mbps, 3x2Mbps or
4x2Mbps

Postcode level quotes
The following information is required for this quote type:

e Quote name — this has to be unique for each quote. You can select to
specify this as a default value or individually in the quote table

e Contract term — you can select one or multiple options with the
minimum term being 1 year and the maximum 5 years

e Billing frequency — your default billing frequency will be pre-selected,
but you can change this if required. The options are “Monthly”,
“Quarterly” or “Annually”

e Product

e The required circuit bandwidth — you can select one or multiple options
with the available bandwidths being 2Mbps, 2x2Mbps, 3x2Mbps or
4x2Mbps. You can select to specify this as a default value or
individually in the quote table

¢ Single or multiple postcodes for the A-End(s) and B-End(s)

Order stage
During the Engage order stage, you'll need to define/confirm the following

configurations in addition to the standard questions that are asked for all
products during the order stage:
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e Service Presentation — you'll need to select the service presentation
you need for this circuit for both the A-End and the B-End

e (G.703is an ITU-T standard for transmitting voice or data over digital
carriers such as T1 and E1. G.703 provides specifications for pulse
code modulation (PCM). G.703 is either transported over 75 ohm co-
axial cable terminated in BNC or Type 43 connectors or 120 ohm
twisted pair cables terminated in RJ48C jacks. The choice is carrier
and region dependant

e X.21is an interface specification for differential communications
introduced in the mid-1970s by the ITU-T. The Signal Element Timing,
or clock, is provided by the carrier and is responsible for correct
clocking of the data. X.21 is primarily used in Europe and Japan
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Managed Internet Access
Address level quotes
For this quote type you will need to specify the following:

e Exact address for all sites included in the quote

e Quote name — this has to be unique for each quote

e Contract term — you can select one or multiple options with the
minimum term being 1 year and the maximum 5 years

e Billing frequency — your default billing frequency will be pre-selected,
but you can change this if required. The options are “Monthly”,
“Quarterly” or “Annually”

e Network delivery for all sites. The options are “No Preference”, “On-
net” or “Third Party tail”. If you select “No preference” the quote will
provide you with the best possible price, whether this is using the last
mile access from Virgin Media Business or one of our trusted network
suppliers

e Access and circuit bandwidths

e Core Management level, the options are “Full — With router” or Partial —
No router”

e Secure MIA Firewall — the options are “ No, we’ll secure it ourselves
“or “ Quick start”

e If Quick start is selected, the following security features can be
selected:

o0 BGP — Border Gateway Protocol (BGP) is the protocol which is

used to make core routing decisions on the Internet. It involves a

table of IP networks or "prefixes" which designate network

reachability among autonomous systems (AS)

Threat Prevention

URL Web filtering

Extended Wildfire

Customer CPE — select between a one box (combined firewall

and router) or a two box solution

© O O0Oo

Order stage

During the Engage order stage, you'll need to define/confirm the following
configurations in addition to the standard questions that are asked for all
products during the order stage:

e Description — you can include a description for your requirement here

e LAN presentation — the option available is dependent on the bandwidth
selected

e Do you have an existing AS Number? — Autonomous System (AS) is a
collection of connected Internet Protocol (IP) routing prefixes under the
control of one or more network operators that presents a common,
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clearly defined routing policy to the Internet. AS numbers are assigned
in blocks by the Internet Assigned Numbers Authority (IANA) to
Regional Internet Registries (RIRS). If you select “yes” you'll need to
provide us with the existing AS number that you'd like to use

¢ Do you have existing Provider Independent (PIl) Address space? —
provider-independent addresses offer end-users the opportunity to
change service providers without renumbering their networks and use
multiple access providers in a multi-homed configuration. If you select
“yes”, you’ll need to provide us with the existing Pl address space that
you intend to use with this service

e Do you want us to provide IP addresses for use with this service? — an
Internet Protocol address (IP address) is a numerical label assigned to
each device (e.g. computer, printer) participating in a computer network
that uses the Internet Protocol for communication. An IP address
serves two principal functions: host or network interface identification
and location addressing. If you'd like us to provide the IP address you
need to let us know how many IP addresses you require. If you have
existing IP addresses that you intend to use with this service, please let
us know who owns these addresses
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IPVPN

Quote stage

IPVPN can be configured with a number of access types — Ethernet, Ethernet
lite, SDH, Cable Modem, Broadband FTTC, ADSL2+ and ADSL.

IPVPN uses Multi Protocol Label Switching (MPLS) to deliver extremely high
levels of security and traffic performance. MPLS places information into
packets and labels them according to one of eight different classes of service
(three for broadband), as specified by you. Each class has an assigned
committed bandwidth and is delivered across the network in accordance with
the Service Level Agreement for that class of traffic.

e Real Time 1 & 2 — a minimum bandwidth together with minimum loss,
delay and jitter needs to be provided. Real Time traffic in excess of that
specified by you will be policed i.e. dropped, to guarantee service
quality for voice/video calls already established. Within the customer
domain, a Call Admission Control method, and some form of bandwidth
reservation protocol is also desirable for control of the voice traffic

e RealTime 1 — traffic sent in excess of the contracted rate is discarded.
The maximum amount of RealTime 1 bandwidth is 75% of the
provisioned bandwidth or 50% if the access circuit is 10/100/1000Mbps

e Application 1-4 — the maximum amount of bandwidth that can be
ordered per application class is equivalent to the available bandwidth.
The minimum amount of in-contract application 1-4 bandwidth that can
be ordered is 10% of provisioned bandwidth with the minimum for any
individual class being 10Kbps or 1%, whichever is higher

e Customer Control — this is intended for signalling and control data in
support of your multimedia voice and video transactions. It's separately
specified from the RealTime 1 & 2 classes to ensure that existing calls
are not adversely impacted by the bandwidth needed to support
signalling traffic

e Standard — standard class is designed for business applications that
have no specific performance requirement. Such traffic typically
consists of email, intranet / internet HTTP traffic and FTP. The
minimum bandwidth available for this class is 10 Kbps or 5% of the
provisioned bandwidth, whichever is higher.Standard class traffic can
use 100% of the provisioned bandwidth if no other traffic is being
transmitted at the same time
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You'll need to specify the following information during the quote stage:

e Exact address for all sites included in the quote

e Access type

¢ Phone numbers to the sites to improve the accuracy of the
serviceability check for Ethernet lite, Broadband FTTC and ADSL2+

e Quote name — this has to be unique for each quote

e Contract term — you can select one or multiple options with the
minimum term being 1 year and the maximum 5 years

e Billing frequency — your default billing frequency will be pre-selected,
but you can change this if required. The options are “Monthly”,
“Quarterly” or “Annually”

e Service type — select Managed or Unmanaged

e Quality Of Service enabled — select Yes or No

e Select the access type required for each site — you can only select the
access type that is available at the site

e Access flavour for all sites — the options are “No Preference”, “On-net”
or “Third Party tail”. If you select “No preference” your quote will
provide you with the best possible price, whether this is using the last
mile access from Virgin Media Business or one of our trusted network
suppliers

e Access bandwidth and port size — the options will differ based on the
access type selected

e Select the CPE—, the options will differ based on the access type
selected

e Select the required QoS template

Order stage

During the order stage for IPVPN the following configuration options will need
to be selected:

e Select the network topology — there are two options (Hub and Spoke or
Full Mesh)

e Physical Interface — select the available options from a dropdown list

e Class of Service configuration — provide detail prioritisation as a
percentage for the selection you made during the quote stage
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Ethernet VPN

Quote stage

EVPN can be configured with two different access types Ethernet and
Ethernet lite.

You'll need to specify the following information during the quote stage:

e Exact address for all sites included in the quote

e Access type

¢ Phone numbers to the sites to improve the accuracy of the
serviceability check for Ethernet lite

e Quote name — this has to be unique for each quote

e Contract term — you can select one or multiple options with the
minimum term being 1 year and the maximum 5 years

e Billing frequency — your default billing frequency will be pre-selected,
but you can change this if required. The options are “Monthly”,
“Quarterly” or “Annually”

e Quality Of Service enabled — select Yes or No

e Layer 2 Control Protocol — select Yes or No

e Select the access type required for each site — you can only select the
access type that is available at the site

e Access flavour for all sites. The options are “No Preference”, “On-net”
or “Third Party tail”. If you select “No preference” your quote will
provide you with the best possible price, whether this is using the last
mile access from Virgin Media Business or one of our trusted network
suppliers

e Access bandwidth and port size, the options will differ based on the
access type selected

e Selectthe NTU

e Select the required QoS template form the following options:

o Complex data environments — for advanced data environments
with different identified application types

o Converged applications — mixed simple data and voice
environments

o Multi-Media application — voice and video centric environments
with simple data

0 Advanced environments — next generation application aware
environments, with managed CPE control elements covering
voice, video and mixed data applications

e If you selected Ethernet lite as the access type you'll also need to
define the contention ratio, select between dedicated and shared
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Order stage

During the Engage order stage, you'll need to define/confirm the following
configurations in addition to the standard questions that are asked for all
products during the order stage:

e Service Presentation for both the A-End and B-End — select between
Port or VLAN presentation

e Layer 2 control protocol — select the required protocol from the
dropdown menu

e Standard Ethernet Physical Interface — the circuit will be presented with
either RJ45 Copper interface for 10/100Mbps service or 1000Mbps
fibre (singlemode 1310nm or Multimode 850nm) LC for 1000Mbps as
standard. A Copper, RJ45 presentation of 2000Mbps is available on
request

e You'll also need to specify the port the service should be added to
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Broadband and Phone

Quote stage
You'll need to specify the following information during the quote stage:

e Exact address for all sites included in the quote

e For a more accurate serviceability check please enter the phone
number for each site

e Select product — the selection will apply to all of the sites in your quote
and the options are broadband or broadband and phone

e Select the term — the minimum term is 2 years and the maximum term
is 5 years

e The billing frequency is 1 month and it cannot be changed due to
usage charges

e For each site you'll need to select the required bandwidth from the
dropdown menu showing all available options

e Select your requirements for Static IP from the dropdown menu if this
option is available for the bandwidth you selected

e Select the install option from the dropdown menu

e Select the care level from the dropdown menu

e Select the number of phone lines required at the site, minimum is 1 and
maximum is 10

e Select any additional phone features that you require

Order stage

e You'll need to confirm that your PCs meet the minimum specification
required

e Confirm the telephone number of the line to be billed with the Business
Broadband bundle

e Confirm if you have an existing broadband service to transfer — select
yes or no from the dropdown menu

e If yes, you need to provide the MAC code and expiry date and the
phone number

e You also need to confirm if you have an existing phone line to transfer
in. If so, please select yes from the dropdown menu

e If you have a phone line to transfer, you also need to confirm the
existing phone line provider, the phone number and if a number port is
required
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