
 

© 2021 AT&T Intellectual Property. All rights reserved. AT&T and the Globe logo are registered trademarks of AT&T Intellectual Property. 

CALNET: AT&T Trouble Ticket Reporting Tool (TTRT): User guide 

CALNET: AT&T Trouble Ticket Reporting 
Tool (TTRT): User guide 
Version 1.0 

  



 

 
© 2021 AT&T Intellectual Property. All rights reserved. AT&T and the Globe logo are registered trademarks of AT&T Intellectual Property. Page 2 

CALNET: AT&T Trouble Ticket Reporting Tool 

 

User guide 

What is AT&T Trouble Ticket Reporting Tool? 
 

The Trouble Ticket Reporting Tool (TTRT) is a cloud-based application on the 

ServiceNow platform which provides 24x7x365 online access to customer trouble 
tickets.  Customers can view, create, and update their tickets in near real-time.  To 
access TTRT, users first log into Business Center. 

 

What is AT&T Business Center®? 
 

AT&T Business Center® is a single unified web-based portal used to access support 
applications for AT&T Services.  It provides easy access to tools and information to 
enable registered users to manage their agency’s network infrastructure more 

efficiently. 
 

Accessing AT&T Business Center 
 

AT&T Business Center can be accessed using the following link using Internet 
Explorer, Firefox, Chrome or Safari: https://businesscenter.att.com 

 
To have an account created, contact your agency’s administrator.  If no 

administrator exists, contact your AT&T Account Manager. 
 

When your account is created, a password is provided via email.  If either the email 

address or password is forgotten, click the corresponding link beneath the login 
fields and the requested information will be emailed to you. 
 

 
 

Enter your email address and password and select Log in. 
 

https://businesscenter.att.com/
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AT&T Business Center dashboard 
 

 
 

The AT&T Business Center home dashboard displays registered applications and 
access to the AT&T Business Center Chat Live feature. 

 

AT&T Business Center dashboard at a glance 
 
1. Manage: View the company profile. 

2. Portals: Search and / or access different Business Center portals. 
3. Messages: View system notifications and access notification settings. 
4. Profile: Switch to another active profile. 
5. Help: Access the help categories. 

6. Board name: Display the name of the active Business Center portal. 
7. Guided help: Provide guided help to various topics. 
8. Manage boards: Add or remove widgets from the main dashboard. 

9. Chat icon: Access the “Chat live” support. 
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Optional: Board name default is set to Untitled board, however, users may select the 

Edit icon and modify the board name and click Save. 
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Trouble Ticket Reporting Tool 
 

Click on the Trouble Ticket Reporting Tool link to access the Trouble Ticket Reporting 

Tool homepage. 
 

 

 
 

Trouble Ticket Reporting Tool homepage 
 
Note:  Users will have access to view all agency associated tickets. 

 

 
 

1. CALNET logo. 

2. Return to Business Center: Returns to main dashboard. 
3. Knowledge Base: Provides documentation for reference and help topics. 
4. Ticket Dashboard: Return to View all tickets dashboard. 

5. Username: Displays the name of the logged-in user. 
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The View all Tickets page displays all tickets for an agency and enables users to 
access ticket details and search for specific tickets by a variety of ticket attributes.  

 

 
 

Notes: 
Default display is set to display 100 tickets per page. Users can change the 
setting to 200 or 300 tickets per page. 

 
Users can access the complete trouble ticket historical data for 13 months after 
the trouble ticket has been closed. 

 
Tickets can be sorted alphabetically by clicking the column headings with two arrows 
 

 

 
 

Tickets can be filtered using the inline filtering boxes below each column heading by: 

 

• Status  

• Ticket #  

• Customer Code  

• Customer Name  

• Service Type  

• Service ID  

• Ticket Open Date  

• Restore Date 

• Ticket Closed Date 

• Outage Duration 

• SCC Minutes 

• Unavailable Time 
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Users can export a list of all tickets or searched-on tickets (up to 13 months) in Excel 
format by clicking on the Actions drop down box and selecting Export as Excel.  

 

 
 
 

TTRT View Screen 
 

To view a ticket, click on the ticket number. 

 

 
 
The details on the View Ticket Screen are divided into five sections: 
 

• Ticket Summary 

• Service Information 

• Additional Information 

• Restoral Activity Performed 

• Stop Clock Condition (SCC) 
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Ticket Summary 
 

 
 

• Ticket # 

• Status 

• Service ID 

• Outage Cause 

• SCC Minutes 

• Ticket Open Date and Time 

• Ticket Closed Date and Time 

• Restore Date 

• Outage Duration (HH:MM:SS) 
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Service Information 
 

 
 

• Service Type 

• Service Address 1 

• Service Address 2 

• Service City 

• Service State 

• Service Zip Code 
 

Additional Information 
 

 
 

• Reported Trouble 

• Customer Contact 

• Customer Contact Info 

• Customer Name 

• Customer Code 
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 Restoral Activity Performed 
 

 
 

• Date/Time 

• User Name 

• Comments 
 

Stop Clock Condition (SCC) 
 

 
 

• SCC 

• Start Time 

• End Time 

• SCC Minutes 
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Creating a ticket 
 

To create a new trouble ticket, select Create ticket. 
 

 
 
 

The Create Ticket page is displayed. 
 

 
 
Complete the required information: 

 

• Does the equipment have power? 

• Asset Type 

• Service ID 
 

Select Continue. 
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Enter the following required information in the provided boxes: 

 

• Severity 

• Reported Trouble 

• Trouble Type Code 

• Offered Estimated Time 
 

 
 

• First Name 

• Last Name  

• Contact Hours From: 

• Phone 

• Contact Hours To: 
 

Reported By information will be pre-populated with the name and phone number of 

the individual creating the ticket. 
 
Enter Contact Hours in a 24-hour format (HH:MM).  Example: 5pm is entered as 

17:00. 
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• Name 

• Email 

• Phone Number 
 
Contact Information will be pre-populated with the name, phone number and email 

address of the individual creating the ticket. If the local contact information is 
different from the submitter, enter that contact’s information. 
 

 
 

Indicate how the user would like to be notified with ticket updates. Users can 
choose text, email, or both by selecting the appropriate check box. 
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• Location Contact Name 

• Location Contact Phone 

• Service Address 1 

• Service Address 2 (optional) 

• Service City 

• Service State 

• Service Zip Code 

• Authorize Dispatch 
 
Account Information and Service Information will be pre-populated based on the 

individual creating the ticket.  If the location requiring service is different than the 
populated field, enter the correct information.  User must select if dispatch is 
authorized. 

 

 
 

• Location Access Hours 

• Authorize Test 
 

Enter the required information and select Submit.  The ticket will be created and 
accessible on the View all Tickets screen. 
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Training 
 

For questions not covered in this user guide, or to request live training on AT&T 

Trouble Ticket Reporting Tool (TTRT), please visit the AT&T CALNET Training website 
or email CalnetTraining@att.com. 

http://www.attcalnettraining.com/
mailto:CalnetTraining@att.com

