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INTRODUCTION 
BACKGROUND TO THE SELF SERVICE PORTAL 

BACKGROUND 

Hi, welcome to the first edition of the self-service portal handbook.  This section provides the 
background behind the self-service portal.   

WHAT YOU TOLD US 

In building the portal we gathered a lot of feedback from our customers which helped drive 
the design.  Some, but not all, of the frequent feedback or requests were for: 

• faster turnaround times with much higher accuracy & less rework

• a portal where your staff, not just IT managers, can see their tickets

• site managers to be able see all the tickets at a specific location

• faster generation of quotes and orders

• password resets that were simpler and faster

• greater visibility and control of the assets Brennan IT manages for you

• us to create new staff members accurately first time, every time

So, what are the benefits for me? 
The following demonstrates some examples of how these principles will benefit you in a 
tangible way: 

FASTER: Automated requests made through the portal will come with a 30 minute 
SLA for the automated portion of the request (down from 5-day SLA). 

Quotes for Orders requested through the portal will be issued for 
commercial approval within 30minutes (down from weeks). 

Approvals for online orders can be processed in minutes automatically. 

ACCURACY: Automated requests use business rules to deliver things such as new staff 
logins. We guarantee consistency with the business rules and less on 
requests. But this will need help from you establishing the right business 
rules. 

VISIBILITY: Your staff members can now view all their own tickets, any updates and the 
current progress/status of the ticket. 

You will have an online asset register of all your Brennan IT managed 
assets. 

We are introducing real-time visibility of your Brennan IT managed assets 
and their current performance. 

We are providing a full corporate directory, so you can see and correct all 
your staff members, their contact details and who can logon at any time. 
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EASE OF USE: No separate usernames or passwords to remember, logon with your current 
username and password. 

Create orders instantly online with no paperwork, simply request it through 
the portal and then approve it and a fully executable instruction will be 
directly in the engineers inbox. 

Create new users in in one simple step and have them logon 30 minutes 
later. 

Who should use this handbook? 
This handbook is designed for administrators it staff who have maximum privileges in their 
dealings with Brennan IT. It is expected that you have read your staff member handbook 
prior to reading this one. 

Where else can I get help? 
On the portal there is a library of all the tasks and instructions in the handbook, as well as 
other frequently encountered problems. KB0010054 “Search the Knowledge base” shows 
how you can search for instructions on how to use the portal, even if you don’t have a copy 
of this handbook. 
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KB0010062 – ADVANCED - TICKET FILTERING & SEARCHING 

KB0010062: ADVANCED TICKET FILTERING & SEARCHING 

What will this FAQ teach you how to do? This FAQ will show you how to filter for and find 
specific tickets 

What do you need to be able to use this FAQ? This is an advanced FAQ, you should be 
comfortable with all other aspects of the portal 
before using this FAQ. 

You need to have read and be very familiar with 
KB0010052 Finding a ticket and KB0010053 – 
Understanding a Ticket 

When will I need this FAQ? You will need this if you want to filter the display of 
tickets to narrow down to specific tickets, or closed 
tickets. 

Summary of steps The following steps will help you find and refine 
tickets rapidly. It is assumed you are logged onto 
the portal. 

• Understanding the 3 views of
tickets

• Understanding the 3 states of
tickets

• Understanding filters & saving
• Find by ticket type
• Find by requestor / your staff

members
• Find by Brennan IT engineer
• Find by text search
• Find by business unit/contract

Overview 

This section is designed to give you the knowledge to find any ticket you need, even ones 
that have been closed, or to view tickets of a specific type.  

Understanding the 3 views of tickets 

On the site there are 3 main views of tickets. These enforce a global filter preventing you 
from expanding beyond that view.  This allows us to differentiate between different customer 
profiles.  These are explained in the table below: 
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VIEW DETAIL WHO THE VIEW IS FOR 

My 
tickets 

This only displays tickets that have 
been raised by the logged in staff 
member. 

This is the default and only view for your staff members. 

My Site’s 
tickets 

This displays all tickets that have 
been logged at the same location 
that the logged in staff member 
works at. 

This view has been created for site or facility managers 
who need to see everything that is happening at a 
specific location. 

My 
Company 
Tickets 

This displays every ticket within the 
company. 

This view is for administrators and it staff who need to 
see everything that is happening company wide. 

This should be the default that administrators use 

The 3 views are shown by the buttons below. To access a view, click the appropriate link.  
The number in blue shows how many open tickets there are that match that view. 

Understanding the 3 states of tickets 

To keep the site as responsive as possible, we default to only showing open or resolved 
tickets, However we support the following display states: 
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STATE DETAIL 

Open Tickets 
(default) 

This only displays ticket that are in the following states: Open, In progress or 
resolved (not completed or closed) 

Tickets closed in last 
30 days 

This displays all tickets that have been closed in the last 30 calendar days. 

All Tickets This displays every ticket ever logged. For large accounts with thousands of 
tickets, this may be slightly slower in performance. 

To control the current view simply make a selection in the state box on the left hand side as highlighted in 
green below: 

Understanding filters and saving 

The site saves your search filter preferences in between sessions.  This is provided for 
convenience, but occasionally it can also cause the ticket list to appear to be empty because 
you haven’t considered what the currently selected filter, and your saved filter will do when 
combined. 

If you find yourself not seeing the tickets you expect, or the ticket count icon shows more 
tickets that you can see on screen - simply click the clear filters list by click the button as 
shown below: 
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Find by ticket type 

There are multiple ticket types supported by the system, these are explained in the table 
below: 

TICKET 
TYPE 

EXPLANATION 

Request These tickets all start with the code REQ. This is where Brennan IT has been requested to perform 
a specific customer task, such as a new user request, or to deploy an application on a device or 
server. 

Incident These tickets all start with the code INC. This denotes that something is not working and Brennan IT 
has either proactively identified it and logged the ticket, or it has been raised by the customer for 
Brennan IT to investigate and fix. 

Change These tickets all start with the code CHG.For customers who have formal change control 
processes, every change will go through a formal scheduling and risk assessment process.  These 
tickets are called Change Tickets 

WAN 
Site 
Line 
Item 
Ticket 

These tickets all start with the code COM.This represents a service at an individual site that is being 
provisioned (rather than a break/fix incident). Every site will have a Line Item Ticket 

WAN 
Site 
Contract 
Ticket 

These tickets all start with the code PRV. This represents an entire project and is a “parent ticket” 
for all the line item tickets. To see the current status of an entire project simply go to the bottom of 
the PRV ticket  and click the underlying contracts as highlighted in green below: 

For customers who are onboarding their networks, this ticket will contain the snapshot summary of 
progress. 

These ticket types are in line with the Service Managed global standard called “ITIL”.  You 
can filter to specific types of ticket using the Type filter box highlighted in green below. Once 
you have clicked this filter, then the tickets will be filter to CHGXXXXX tickets only, as shown 
in blue: 
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Find by requestor / your staff members 

If you want to filter specifically to tickets raised by a particular staff member you need to use 
the Client User filter. 

You can either scroll the list and tick the person directly, or type their name in the search box 
and then tick them.  This is shown in green below where I have typed “Nikita” to filter down to 
Nikita Patel and then checked her (notice how it filters to that staff member as shown in 
blue): 
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Note: This filter will save between sessions, so either remove it afterwards or be prepared to 
clear filters. 

Find by Brennan IT engineer 

If want to see the tickets assigned to a particular Brennan IT engineer then you can filter by 
their check box in the “Assigned to” section of the left hand column as shown below: 

Find by text search 

One of the easiest and fastest ways to filter tickets is to use the search box on the tickets 
page. Simply type some text as shown in the green box below and press return or click the 
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search icon.  It will filter tickets to only show tickets that contain that text. (The example 
below filters to 13 tickets relating to the text SCCM in their title or description). 

Common questions and answers regarding viewing your tickets 

The following section provides common questions raised and their answers regarding 
viewing your tickets: 

COMMON QUESTIONS ANSWERS 

Why are some tickets colour coded? This reflect their priority, so P1 tickets will be red 
and P2 tickets will be yellow. 

Can I view tickets by SLA? This is handled though our BI dashboards which 
will provide full real-time SLA compliance & 
reporting in a near real-time fashion similar to the 
monthly operational report. 

Can I filter tickets by location? Well we use Kanban project boards with post-it 
notes for portal development, and that post-it note 
fell off and no-one noticed, so it’s coming, just not in 
this release.   

You can use “My Site Tickets” to see all tickets at 
your own site you just can’t select a different site 
currently. 
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KB0010063 – VIEWING YOUR PERSONAL COMPUTER ASSET REGISTER 

KB0010063: VIEWING YOUR PERSONAL COMPUTERS 

What will this article teach you to do? This article shows how you can view and filter your 
Personal Computer assets that are managed by 
Brennan IT. 

What do you need to be able to use this article? You only need to be a nominated customer 
administrator, other than that you only need to be 
able to logon to the portal (using KB0010050 – How 
to log onto the portal). 

When will I need this article? You will want this article if you want to see the 
computers that are registered for Brennan IT 
managed services. 

Summary of steps Logon to the Portal. 

• Choose the Server asset
register.

• Filter or Search to find the
server.

• Understanding the server
context card.

• Understanding the server
detail page.

Overview 

Logon to the Portal 

Follow KB0010050 – How to logon to the Self Service Portal to gain access. 

Choose PC Asset Register 

From the Home Page, provided you are a customer admin you will see your PC Asset 
Register. Click it to go to the PC context cards. 
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Filter or Search to find the PC if required 

You have two options to find the PC you want to see. The first option is to filter by the 
manufacturer as shown in the green box marked 1. Alternatively you can search via a text 
filter using the box marked 2 in green below: 

Understanding the PC context card 

The PC Asset Register lists cards with contextual information on them. Currently they are not 
colour coded, although when warranty expiry is added, they will colour code in line with 
warranty expiry. For the initial launch you can see the following information for each PC: 
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ITEM EXAMPLE 

Machine name WS5CG4510V7P 

Manufacturer’s model Hewlett-Packard Enterprise HP Elitebook 840 G1 

Operating System Windows 10 Enterprise 

Serial Number 5CG4510V7P 

In a future release we will add: Warranty expiry, Patch levels & compliance, applications 
installed, associated Staff member disk usage and performance. 

Understanding the PC Detail page 

If you click on the context card it will take you to the PC detail page. Here you can see all the 
CMDB information relating to that asset as shown below: 

The assigned to tag will denote the user associated with that device. 

Common questions and answers regarding viewing your personal computers 

The following section provides common questions raised and their answers regarding 
viewing your personal computers.: 

COMMON QUESTIONS ANSWERS 
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I cannot find a PC in the list This means that the PC is not registered for 
Managed Services, please contact your Service 
Manager to add PCs that are not listed. 
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KB0010064 – VIEWING YOUR SERVER ASSET REGISTER 

KB0010064: VIEWING YOUR SERVER ASSET REGISTER 

What will this article teach you to do? This article shows how you can view and filter your 
Server assets that are managed by Brennan IT. 

What do you need to be able to use this article? You only need to be a nominated customer 
administrator, other than that you only need to be 
able to logon to the portal (using KB0010050 – How 
to log onto the portal). 

When will I need this article? You will want this article if you want to see the 
computers that are registered for Brennan IT 
managed services. 

Summary of steps Logon to the Portal. 

• Choose the server asset
register.

• Filter or Search to find the
server.

• Understanding the server
context card.

• Understanding the server
detail page.

Overview 

Logon to the Portal 

Follow KB0010050 – How to logon to the Self Service Portal to gain access. 

Choose PC Asset Register 

From the Home Page, provided you are a customer admin you will see your Server Asset 
Register. Click it to go to the server context cards. 
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Filter or Search to find the server if required 

You have two options to find the server you want to see. The first option is to filter by the 
manufacturer as shown in the green box marked 1. Alternatively you can search via a text 
filter using the box marked 2 in green below: 

Understanding the Server context card 

The Server Asset Register lists cards with contextual information on them. Currently they are 
not colour coded, although when warranty expiry is added, they will colour code in line with 
warranty expiry. For the initial launch you can see the following information for each server: 

ITEM EXAMPLE 

Machine name BRENSYD-ESX01 
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Operating System ESX  (VMWARE) 

CPU 8 Core CPU 

RAM 32GB RAM 

In a future release we will add: Warranty expiry, Patch levels & compliance, applications 
installed, disk usage and performance. 

Understanding the Server Detail page 

If you click on the context card it will take you to the server detail page. Here you can see all 
the CMDB information relating to that asset as shown below: 

Common questions and answers regarding viewing your server asset register 

The following section provides common questions raised and their answers regarding 
viewing your server asset register: 

COMMON QUESTIONS ANSWERS 
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KB0010065 – APPROVING ORDERS/REQUESTS/CHANGES 

KB0010065: APPROVING ORDERS/REQUESTS 

What will this article teach you to do? This article will help to understand your role in 
approvals and when they are needed. 

What do you need to be able to use this article? You will need to be a customer_admin to have 
rights to see approvals and approve them. 

You will need to know how to logon to the portal 
using KB0010050 – How to logon to the portal. 

When will I need this article? You should read this article so you know when an 
approval is needed.   

While requests, orders or changes are pending 
your approval – that process is on complete freeze 
and out of SLA, so it is best to get confident 
regarding approving or rejecting requests promptly 
otherwise windows and targets may get missed. 

Summary of steps: Logon to the portal. 

• View pending approvals.
• View approval detail.
• Approving or rejecting a

request.

Overview 
Traditionally the Brennan IT portals have only accepted requests from Administrators/IT 
managers, even for small requests such as keyboards. Going forward we are allowing those 
customers who wish to, to allow staff members request anything and then they Administrator 
has an approval/rejection on the request rather than forcing the Administrator to enter 
everything. 

If you choose to be setup that way, when a staff member requests anything with a 
commercial implication of more than $200 (the amount is configurable per account) – this will 
trigger an approval from the administrator. Likewise anything that may pose a security risk 
will also trigger an approval. 

However unless you ask to be setup that way, we will retain the “only Administrators can 
enter anything” approach and, because you are an administrator (and therefore pre-
approved for every request), the only thing you will need to approve is a Change Control 
request. 

Logon to the portal 

Follow KB0010050 – How to logon to the portal to gain access. 

View pending approvals 

Whenever you logon, anything that is pending an approval will show on your home page, as 
highlighted in green below: 
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This will lead you to the approval page where all pending approvals are shown in summary: 

From this page you can read the description and price and determine if that is a request you 
will approve or reject. 
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View approval detail 

To see the approval details simply click the request description. This will take you to the 
detail page shown below which has the following areas marked in green: 

1. The detailed description of the requrst (identical to the description in the previous page)
2. The breakdown of all options shown by clicking the options page
3. The option to approve or reject.

Note: If you add a comment to the activity stream it is a message to Brennan IT, not a 
message to the requestor in your company. 

Approving or rejecting a request 

To approve or reject simply click the appropriate button. If you approve the request it will go 
straight to the Brennan IT engineer to execute. If you reject then it will be closed and the 
requestor will be notified that you have rejected that request. 

Note: If you have the mobile application downloaded and configured you can also approve the order by the mobile 
client. 

Note that if you cancel a request, you will receive a pop-up confirmation on screen as 
follows: 
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Common questions and answers regarding approvals 

The following section provides common questions raised and their answers regarding 
approvals: 

COMMON QUESTIONS ANSWERS 

What triggers an approval? The following requests will trigger an approval: 

• Requests with a commercial
implication over $200 that are
not entered by a customer
administrator.

• Requests involving change
control items

• Changes to mobile numbers
(this is a security risk on SMS
password resets)

Why do mobile number changes need an approval? This counters the scenario where someone phones
Brennan IT claiming to be your CEO and asks the
mobile number to be changed to their personal
mobile in order to start a self-service SMS-based
password reset.
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KB0010066 – VIEWING ALL TICKETS AT A SITE 

KB0010066 VIEWING ALL TICKETS AT A SITE 

What will this article teach you how to 
do? 

This article will teach you to view all the tickets at your own location, 
provided you have been given the permission to see them by your site 
administrator. 

What do you need to be able to use 
this article? 

You will need to be registered with the site_admin role for a specific 
location and you will need to know 

KB0010050 - How to log onto the Portal. 

KB0010052 – Finding & updating my Active Tickets 

KB0010062 – Advanced Ticket Searching and Handling 

When will I need this article? Customer Administrators don’t need this article, they should view “My 
company’s tickets”, this is an article specific to a site or facility manager 
who needs to see all the tickets at their site. 

Summary of steps • Logon to the portal
• Click the “My Site tickets”
• View tickets

Logon to the portal 

Follow KB0010050 – How to log on to the Portal to gain access. 

Click the “My Site tickets” 

Click the following highlighted in green to get your site tickets: 

View tickets 

To view a ticket, simply click the ticket number in the card view. You can tell you are on “My 
Site Tickets” from the header shown below: 
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Common questions and answers regarding viewing all tickets at a site 

The following section provides common questions raised and their answers regarding 
viewing all tickets at a site.: 

COMMON QUESTIONS ANSWERS 
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KB0010067 – VIEWING YOUR OFFICE 365 LICENCES 

KB0010067: VIEWING YOUR OFFICE 365 LICENCES 

What will this article teach you to do? You will be able to view the office 365 licences for 
your organisation. 

What do you need to be able to use this article? You need to be able to use KB0010050 – How to 
logon to the portal. 

You need to be a nominated Administrator inside 
your company. 

When will I need this article? When I want to check my licences are enough for 
the new staff members I want to create. 

Summary of Steps • Logon to portal.
• Check Office 365 Licences.

Overview 

Logon to portal 

Follow KB0010050 – How to Logon to the portal to gain access. 

Check Office 365 Licences 

To check your Office 365 licences click the O365 Licences item under the “My Organisation” 
menu, then Office 365 Licenses as shown in green below: 

This will display your current Office365 licences, updated on an hourly basis: 
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Common questions and answers regarding viewing your Office 365 licences 

The following section provides common questions raised and their answers regarding your 
Office 365 licences: 

COMMON QUESTIONS ANSWERS 

How accurate is the list of licences? The data is refreshed every hour. So if you have 
requested new or deleted users, this will not have 
updated in the consumed list. 

Why do I have lots licences I haven’t asked for? Microsoft regularly provide “trial” or “free” licences 
for products they would like customers to adopt 
(such as Microsoft Power BI). 

If there is a particular licence you would like to 
explore or understand further then please contact 
your Service Manager 

What if I want to buy a new licence This will be supported in a future version of the 
portal for now please contact your service manager. 
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KB0010068 – VIEWING YOUR DEPARTMENT, LOCATIONS AND TITLES 

KB0010068 VIEWING YOUR DEPARTMENTS LOCATIONS 
AND TITLES 

What will this article teach you how to do? To support automated User Management, this 
article will teach you how to check the existing 
department, location and titles  

What do you need to be able to use this article? You need to be able to use KB0010050 – How to 
logon to the portal. 

When will I need this article? You will need it to check your departments, 
locations and job titles. 

Summary of Steps Logon to the Portal 

Goto My Organization 

Select Department or Titles or Locations 

[Optional] Export to PDF or CSV 

Logon to portal 

Follow KB0010050 – How to Logon to the portal to gain access. 

Go to My Organization 

From the main menu select the My Organization page as shown in green below: 

Select Department, Location or Title 

From the Menu choose Department, Location or Title.  The following screenshot shows an 
example of departments: 
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Click on an individual department (or title or location) to view the details page: 

You can also search for records using the Keyword Search box, just enter the partial text for 
a name and it will display all matching records. To clear the search click the “All” breadcrumb 
at the top of the list as shown below: 

An example of the location detail page is below: 
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[Optional] Export to PDF, Excel or CSV 

All (non Card) lists support exporting to CSV or PDF or Excel. At the top of each list there is 
a “hamburger” icon to the left of the list title.  Click this as shown below to trigger the export 
menu: 

Select the format and then the file will download to your downloads folder. 

Common questions and answers regarding viewing your departments, locations and 
job titles 

The following section provides common questions raised and their answers regarding your 
department, locations and titles: 

COMMON QUESTIONS ANSWERS 

What if I want to create a new department, location 
or job title? 

To allow the automation business rules to work 
effectively, when you create a new department, 
location or title, we need to understand if there 
needs to be any new business rules, distribution 
groups for the new departments, locations and 
titles. 

As such to create a new one, log a ticket with 
Helpdesk and your service manager or engineer 
will discuss any additional automation rules with 
you.  

The October release will bring the capability to edit 
these through the Service Catalogue. 

What if I notice a mistake with an existing 
department, location or job title? 

At this stage you need to Log an Issue to get it 
fixed, in a future release we will enable direct 
editing via the portal. 
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KB0010069 – VIEWING YOUR CLOUD VMS 

KB0010069 VIEWING YOUR DEPARTMENTS LOCATIONS 
AND TITLES 

What will this article teach you how to do? This article will teach you how to view and modify 
your cloud VMs.  To modify a Cloud VM triggers a 
contract variation, which depending upon who 
requests it, may trigger the requirement for 
approvals. 

What do you need to be able to use this article? You need to be able to use KB0010050 – How to 
logon to the portal. 

You also need to have Virtual machines contracted 
on the Brenan Cloud 

When will I need this article? You will need this article whenever you wish to 
modify the disk, RAM or CPU for an existing Cloud 
VM. 

Summary of Steps Logon to the Portal 

Go to cloud inventory 

[Optional] Filter the list to the correct VM 

Select the VM 

View the VM Details 

Logon to portal 

Follow KB0010050 – How to Logon to the portal to gain access. 

Go to cloud inventory 

From the main menu select Cloud VMs as shown below 

From the Subsequent Menu Choose Cloud Servers: 
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This will display all your cloud VMs as shown below 

[Optional] Filter the list to the correct VM 

To filter the list, firstly click the filter icon as highlighted in green below 
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The filter conditions box will appear. You can select any field to filter on, in this case we have 
chosen to filter where the VM Name contains the text BIT.  

You can add multiple filter conditions by clicking “New Criteria” button 

Once all filters have been specified – click the “Run” button highlighted in green. 

Note: when finished Searching just click the “all” in the breadcrumbs beneath the filter icon to 
remove the filters. 

Select the VM 

To view the details of the VM simply click its row in the table, this will take you to the VM 
details tab as shown below. 
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The fields in this table are explained below: 

FIELD EXPLAINATION 

Account This is the Brennan name for your cloud Account it is read only 

VM Name This is the name of the VM in VMWARE VCentre. 

Server Name This is the operating system level name for the server. 

CPUs The number of virtual CPUs available to this virtual machine 

Memory The total provisioned memory in Megabytes, so 2048 equals 2GB and 8192 is 
8GB 
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Num Disks This is the number of VMWARE partitions/VMDK files – this does not specifically 
map 1:1 with operating system level drives. 

Disk Size This is the total amount of GB across disks available to that VM. 

Note that RDM disks will not show in this total 

Note Also that shared partitions (for clusters) will show the disk amount on each 
of the Virtual Machines in the cluster. 

Operating System The operating system if known. For CPU and RAM to be addable without a 
reboot, you need at least Windows 2008 R2 or Redhat 6 or higher.. 

For virtual appliances or rare forms of linux, this may state “Unknown” 

Backup Policy This lists any Brennan-managed backup on the device.  The backup types are 
explained in the notes field at the bottom of the page. 

DR in the Cloud Specifies if Brennan-managed DR in the Cloud is setup for this VM. 

Disks This section lists the disk partitions available to the o/s with the capacity and the 
storage tier. Storage tiers are explained in the notes section at the bottom of the 
page. 

Common questions and answers regarding viewing your cloud VMs 

The following section provides common questions raised and their answers regarding this 
topic: 

COMMON QUESTIONS ANSWERS 

What does it mean when the portal shows 
“Unknown” under Operating System? 

This usually means that the system is a virtual 
appliance/ does not have VMWARE tools installed. 

How can I tell which disk the G Drive on my 
machine is? 

VMWARE does not map between the O/s level 
drive mappings and the hardware partitions.  

If you cannot tell with confidence what a specific 
drive letter is, add a text note and specify the drive 
letter there. 
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KB0010070 – UPGRADING A CLOUD VM 

KB0010070 VIEWING YOUR CLOUD VMS 

What will this article teach you how to do? This article will teach you how to upgrade the CPU, 
RAM or Disk on an existing cloud VM.   

To modify a Cloud VM triggers a contract variation, 
which depending upon who requests it, may trigger 
the requirement for an approval. 

What do you need to be able to use this article? You need to be able to use KB0010050 – How to 
logon to the portal. 

You also need to have Virtual machines contracted 
on the Brenan Cloud. 

When will I need this article? You will need this article whenever you wish to 
modify the disk, RAM or CPU for an existing Cloud 
VM. 

Summary of Steps Logon to the Portal 

Select the VM 

Click to upgrade the VM 

Make Changes to RAM, Disk and CPU. 

Confirm the price & Submit the order. 

Logon to portal 

Follow KB0010050 – How to Logon to the portal to gain access. 

Select the VM 

Use KB0010069 to go to the VM details page. 

Click to upgrade the VM: 

Click the Upgrade VM button highlighted in Green below: 

Alternatively on the main VM list page you can click the upgrade button directly next to the 
VM name. 
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Make Changes to RAM , Disk and CPU 

The Modify VM Page will display. 

To Add RAM and/or CPU: 

• There are 2 input boxes for RAM and CPU, underneath each is a blue label stating
how many they have currently.

• Enter the additional CPU and/or RAM required as highlighted in Green below.

• Note that when you tab out of that field, it will update the label with the incremental
pricing for the option you have made.

In the example above, the additional 2 vCPUs attracts and incremental $35.40 charge; the 
additional 4GB of RAM attracts an incremental of $89.33. 

To Modify Size of an existing disk 

The next section lists all existing VMWARE disks and their Tier of performance. To expand  
an existing disk simply add the amount of GB next to the disk as highlighted in green below. 

Once again when you leave that box it will show the incremental pricing for the storage in the 
label below.  Note that if you increase the storage the backup and DR in the cloud charges 
will also increase (highlighted in green at the bottom of the page) 
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To add a new Disk: 

To add a new disk simply select the performance tier of the disk (tiers are explained in the 
Legend) and the size in GB as highlighted in green below.  

If you want to add multiple disks, you can click “add another disk”. 

Note: You only ever need 1 disk of each tier of performance.  There is zero benefit in trying 
to have 1 disk per drive letter in the operating system or even per partition in the operating 
system. 

Note: That adding additional disks will update the Backup & DR pricing to include changes to 
both existing and new additional disks. 
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Confirm the price and submit the order 

At the bottom of the page is a notes page where you can add additional instructions (such as 
specifying the drive letter you want expanded).. A Summary of the total incremental pricing is 
also displayed. 

To progress the order click: the Order Now button. 

This will create both an approved Brennan Variation Order and also an Order that you can 
track online via the portal. 

Common questions and answers regarding viewing your cloud VMs 

The following section provides common questions raised and their answers regarding this 
topic: 

COMMON QUESTIONS ANSWERS 

What if I want to create a VM? This is scheduled for the October release 

Why is Backup / DR in the cloud increase 
when I increase the disk? 

Backup and DR replication both work on disk space, so if you 
increase the disk space, both the backup and DR in the 
Cloud will increase in cost accordingly. 

Can I have an odd number of vCPUs You may have a VM with a single vCPU but beyond that 

Can I modify the VMs without a reboot? If you have a supported o/s you can hot-add RAM, CPU and 
disk which means you don’t have to reboot. 

I have submitted an order but it states 
“Pending approval”. 

This simply means that it will require a specific approval. 

Can I add Backup or DR in the Cloud to 
an existing VM? 

This is scheduled for a future release, currently the only way 
to add DR in the cloud or backup is to log a ticket via 
ServiceNow. 

Can I reduce the RAM, CPU or disk? This is a far more complex transaction and needs to be 
lodged manually. It will usually require a reboot and 
sometimes a discussion with your client manager, depending 
upon your contract. 
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KB0010071 – UNDERSTANDING PORTAL ORDERS 

KB0010071 UNDERSTANDING PORTAL ORDERS 

What will this article teach you how to do? This will cover the topic of orders through the portal 
and also how to cancel them,. 

Approving orders is handled under KB0010065 

What do you need to be able to use this article? You need to be able to use KB0010050 – How to 
logon to the portal. 

You also need to have Virtual machines contracted 
on the Brenan Cloud. 

When will I need this article? You will need this article whenever you wish to 
modify the disk, RAM or CPU for an existing Cloud 
VM. 

Summary of Steps Logon to the Portal 

Click the Order Icon to view all orders 

View the order details 

Check the Activity History 

Logon to portal 

Follow KB0010050 – How to Logon to the portal to gain access. 

Click the order icon to view all orders 

The Orders Icon is visible to administrators in the main menu, as highlighted in green below: 

Clicking that will take you to the orders list as shown below: 

Note that the default view is to show all orders, however you can filter to just open orders; 
delivered orders; or cancelled orders [note: VM and customer names have been removed 
from the screenshot: 
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Note if it is valid to cancel an order – a cancel button will appear next to that order. 

View the order details: 

The following screenshot appears when you click on an order, in this example it is a Cloud 
Server. 
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The Key order fields are as follows: 

FIELD PURPOSE 

Order Number This provides a unique order number for the order. It will also be the contract 
variation number and will appear in the Brennan Bill as a reference. 

Account This confirms the account it has been ordered under. 

Short Description A Summary of the Order 

Requested For This is who has requested the order, as with any standard ticket all updates will go 
to them. 

Opened By In some circumstances, Brennan will create an order on a customer’s behalf, the 
entered by field tells you who actually entered the order in the portal. 

Open Date The date the order was raised 

Approval Will state one of: 

Approved 

RequestedApproval (if the order is pending customer approval) 
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Order Items This section will list each item within the order. In this scenario (Cloud VM) – it will 
be a single item per order, however in a future release this will be expanded to 
support multiple items per order. 

Order Details This is the details for the specific order item selected 

Order Notes The Notes/free text field from a specific order item 

Order Item tracking This tracks the current status of this order item. The status and their meanings is 
below: 

• Awaiting Approval: This is pending a customer admin to approve the
Order

• Approved: This confirms that the order has been approved

• Pending Provisioning: This means the order is in the engineers’ or
automation queue and is in progress

• Delivered, Pending Billing: This means the item has been delivered and is
in UAT for you to sign off. Once UAT is completed, it will be billed.

• Completed:  This denotes that the billing has been added and will show on
the next Brennan bill.

Item Price Details This simply breaks down the components in the item pricing so it is clear.  

Note that Cloud VMs have many pricing components – most order items will have 1 
or 2 pricing components. 

Check the Activity History: 

As with any ticket, it is possible to see the entire history beneath the order page.  You can 
also post an update to an order as you would any ticket by entering text within “Type your 
message here” box and clicking the send button. 

The ticket history will update with your comment and that will be sent to the engineer. 
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Common questions and answers regarding understanding portal orders 

The following section provides common questions raised and their answers regarding this 
topic: 

COMMON QUESTIONS ANSWERS 

I don’t have Cloud VMs – will I need this? At the moment the only orderable items are cloud VMs 
however very quickly we will be adding many more orderable 
items to the portal. 

When can I cancel an order through the 
portal? 

Cancelling orders can be done at any stage prior to the 
provisioning of that product. Note that as automation expands 
– some things such as new users will provision in under 10
minutes.


