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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 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 

This document should be a useful guide, but if you need more information, then a full version 
of the reference guide is available to view online. Click 'Help' on the top right hand corner of 
the Engage homepage as shown here. 

 

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 correspondence from us containing a username and password. If not, 
please contact  your system administrator. 

Enter the login details provided – as shown – then  click Login.   

Please note that your username and password are  case sensitive.  

Note: By logging into and / or by using the Engage portal you accept and agree to be bound 
by the Engage Terms of Use. 

 

 

 

 

 

file:///C:/Users/h9901049/AppData/Local/Microsoft/Windows/Temporary%20Internet%20Files/Content.Outlook/X45W59TT/www.virginmediabusiness.co.uk/engage


    

Engage Quick Reference Guide, v4.0  Latest update: 04/01/17 
 
Document Owner: Engage Product Owner  PublicPage 4 of 22 

 

Password reset 
 

 

 

Once you’ve logged in, you’ll be prompted to reset  your password. This is your chance to 
create a  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 “ @ # $ % ” 
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Security settings 
 

 

 

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, to keep things extra secure. Store your answers  
somewhere safe, as they’ll be used to confirm your identity if you need to reset your password 
in the future. 

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. 
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Note: For details on Engage supported browsers, please refer to the full reference guide – as 
referred to on page 3.  
 

Navigating around Engage 

 

Your organisation information is held within this section. Please ensure that it’s up to-date as it 
will be used to automatically populate order forms. Accurate information will help to improve 
service delivery timescales. 

Customer management 

To edit your company details, click Next at the bottom of the screen.You can store multiple 
addresses for billing or correspondence. You can also store multiple contacts for general 
correspondence or project queries. Account information can be amended by selecting the 
relevant field, then click Change when you are finished editing, and this will save the 
amendments you have made. 

Note: Fields marked with an asterisk are mandatory and must be completed in order to 
progress. 
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User management 

 

Within this section, Super Users can review and change an existing user’s details and roles, 
and request new users.You can update the user’s profile information, change the user’s role or 
remove the user altogether (all role combinations are allowed). 

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 don’t select a user type you’ll receive an error message preventing you from further 
navigation, until a selection is made.  

Next you can set the required access levels for the user. You have several permission options 
available. Tick the Select All box to choose all or tick each one according to your preference. 
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Click Save User to submit your request to the administrator. The new user will receive login 
details by email. 

 

My Documents 
Keep your documents safe and up-to-date 

This sections holds specific documentation relevant to your services, including product user 
guides, network diagrams, contracts, and the Engage Terms of Use.  

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

We’ll manage the upload of all available documents. However, if you have specific 
requirements for storing other documents, please let your Account or Service Manager know.  

To view documents 
You can access stored documents by either: 

Selecting from the My Documents tab on the tool bar across the top. 

 

OR          

Follow the link at the bottom of the homepage. 

 

Documents may be stored by folder or individually, it’s up to you. 
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Serviceability 

 

The Engage portal makes doing business easier, faster and more flexible. Serviceability 
checks can now be performed instantly, saving you valuable time and helping us work 
together, smarter. 

To verify site serviceability i.e. whether you’re in reach of the network (on net or off net) please 
enter the postcodes of each of your sites. 
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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. 

 

 

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

(a) Virgin Media Business connectivity 

(b) 3rd Party connectivity 

Click Next to continue.         
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Select from the drop down list of full Postal Address(es) for each of your entries, then click 
Next to submit. 

Results will be displayed on-screen, advising if the 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 confirm that your request is complete. The serviceability result includes the 
access types availble at your site(s) so that you know whether broadband, ethernet and SDH 
is available prior to raising a quote. 
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Quotes 

 

 

 

Under the Quotes tab you can select Products from the dropdown list to get quotes. Each 
section details the associated products and will provide guidance on the requirements to 
submit your quote successfully.Below are examples of the selections available for each of the 
connectivity types. 

Site-to-Site(s) 

There are two types of site-to-site quotes: 
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Converting a Quick Quote to a Quote 

If you want to turn a Postcode Quote into an order, you must convert it to a Quote. 

Select the quote from the My Saved Quotes. All quick quotes are flagged as YES so they can 
be easily identified.  

To convert the quote, click Convert to Full Quote. 
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Orders 

You can proceed directly to order stage from a completed quote. Selecting the order option at 
the Finish screen, will take you directly to the Terms & Conditions (T &Cs) screen. Follow each 
step to submit your quote. 

To view your saved orders, select Saved Orders from the drop down menu. All saved orders 
will display in list format.  

 

 

 

You can search for an order by Date, Engage ID, Order ID, CRM ID, Product, Postcode, order 
type and order status. Enter the information you know about the order and click Search. The 
orders will then be filtered accordingly, making it easier for you to find the order you require. 
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Order Tracking 

From the Saved Orders screen you can view the progress of all your Virgin Media Business 
orders...  

Select the order you would like to view the progress of and click on the Order Details tab. 
Here you will will be provided with an in-depth overview of the current status of your order.                                                            
This will include :                                                                 

 Progress Bar 

 Order Status 

 Contact Details 

 Address Details 
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Ceases 

Under the Orders tab you can select Cease and  make changes to your service online. 

 
 
Each section details the information required and provides guidance on the requirements to 
submit your request successfully.  

 

 

Billing 
 

Working smarter 

We have been improving our communications channels, to save you time. 

If you have a My Bill 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 My Bill option and you’ll be 
automatically redirected to the My Bill home page as shown below.  
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Note: Single Sign On is only available to My Bill account users. 
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Incidents and Requests 

Engage now offers customers the facility to create incidents and request in the event of a 
fault, or to log a change requirement. You can do this by accessing the new Incidents & 
Requests tab as shown. 
 

 
 
 
In this area, you can raise and track their status. Here's a quick summary of the features:  

 Raise Incident - should the worst happen, you can log a fault with us by raising an 
incident for that particular service  

 View Incidents - search, view and update existing incidents  

 Raise Requests - raise a request for a minor change to your service 

 View Requests - search, view and update existing requests 

 Planned Works - view planned works that may have an impact on your data services 
with us 

 

Select Raise Incident from the Incidents & Requests tab at the right hand side of the home 
page, then enter the details required to complete.  

 

 

View incidents 
 
Here you can view the incidents that you have created. 
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Raise Requests 
 
Not only are you now able to log faults, you can also log a number of small changes, subject 
to the conditions below: 

 The change has no cost impact 

 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 

 Does not require any change to your current design 

 

 
 
View Requests 
 
You’ll have the facility to view the requests that have been created.  
 

 
 

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. 
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Planned Works 
 
You now have the facility to view planned works that may be affecting your Virgin Media 
Business service. 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 listed for each Engage user, rather than for each customer. 
 

 
 
Only Planned Works relevant to you will be displayed and the following details will be 
displayed by clicking View: 

 Planned Works Summary 

 Change ID 

 Sites Affected 

 Scheduled Start Date and Time 

 Scheduled End Date and Time 

 Expected Planned Works Duration 

 Status 
 
You’ll also receive a message about any Planned Works that may affect you. The message 
indication will appear in Messages on the home page. 
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Messages 
 
Keeping you informed 

To ensure that we communicate effectively, from time to time we’ll send you information to 
keep you up-to-date with what’s going on or about 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.  

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

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

 
 
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.  
 
If your preference is to Delete the message, simply select that option from the list, and the 

message will be removed. 
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Contact us? 

If you need to get in touch, select Contact us on the right hand menu. 

If you follow Get in touch from the link on the homepage, it will direct you to a page where 
your administrator has populated all of the members of your account teams’ contact details for 
your reference. 

 

OR                             

Select Contact us from the right hand side of the top tool bar to send us an email.  

 
 

Further help 
 
This document should be a useful guide, but if you need more information, then a full version 
of the reference guide is available to view online. Click 'Help' on the top right hand corner of 
the Engage homepage as shown here. 
 

 

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