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Let’'s Connect

A guide on how we are available
to support your needs.

In this handbook you will find the
primary information that you'll need
as a Brennan customer.

brennan_

brennan
Hi User, welcome to the

ser, welcome
Service Centre.

There are ne major incident(s) affecting your organisation.

=i

A
Information
Security
1S0 27001
@ saGLosaL

brennanit.com.au


https://www.brennanit.com.au/?utm_source=PDF&utm_medium=brochure&utm_campaign=lets-connect
https://au.linkedin.com/company/brennanit
https://www.youtube.com/user/BrennanIT?app=desktop
https://www.brennanit.com.au/?utm_source=PDF&utm_medium=brochure&utm_campaign=lets-connect
https://www.brennanit.com.au/?utm_source=PDF&utm_medium=brochure&utm_campaign=lets-connect

Login to the Self Service Portal
portal.brennanit.com.au

Service Desk Chat
https://www.brennanit.com.au

Service Desk Email
service.desk@brennanit.com.au

4 Easy Ways To
Access Service Desk

1300 500 000

We've made it simple to get help when you need it.
There's a method that suits every situation.

Here's an overview of the 4 ways you can access IT @ Please note: If something is urgent or is a major
support quickly and efficiently. impacting issue, please PHONE the Service Desk.
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Your Brennan

Self Service Portal

The Self Service Portal is your first point of reference for all of
your support needs. You can use it to:

Log and manage all your tickets.
Automatically create new users.

View all of your Brennan managed assets and services in real-
time.

Reset your password with self-serve SMS.

Track Service Level Agreement (SLA) and Net Promoter Score
(NPS) performance in real time.

View your patching and backup statuses live.
Upgrade virtual machines directly from the portal.

Have complete visibility over your network and devices, with
the real-time management, monitoring and charting platform.
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Welcome to the
Self Service Portal

Log in to view servicedesk tasks, infras
or report and issue

Email address

Password

Login to the Self Service Portal
portal.orennanit.com.au
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Your Brennadn

Service Desk Chat
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Modern Workplace

Modem Workplace

m Access the Chat feature m Enter Your Details and Begin Chat

1. Navigate to Brennan Home Page + Name

2. Clickon - button « Email Address

. Ticket Number (if available)
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Your Brennadn

Service Desk Chat
m Ticket Validation and Chat Flow

If the ticket number is invalid, you will receive
a notification indicating the issue. The chat will

N -

No Agent is available for your queue at the

moment. m Agent Availability and Menu Options

One of ill be with hortly. Q
e A If all agents are currently busy, a message will
appear notifying you of the wait.
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Welcome to the Brennan Service You will be presented with a set of menu options
Please select from the following available to help route your query appropriately
options:

Technical Support

d ®

Network Support

@ Password Reset m C|OSing the Chqt

@ sales & Marketing

The customer can close the chat by clicking on
Pléisse e your inesssge hare and priss the slashed-message-bubble symbol on the top

s € RN right hand corner of the chat window and click
End Chat when asked for confirmation.

Modern Workplace

Powered by OWEND
Powered by
R
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Your Brennan

Support Team
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Service Desk
« First point of contact for technical support, available
24/7/365.

« Certified IT engineers, aiming to resolve most calls
the first time.

« Access an extensive knowledge base and pool of a
wide variety of technical expertise.
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Account Manager

First point of contact for general enquiries, pricing,

billing and support.

Connects you to a team of pre and post-sales

technical resources.

Works with you to develop strategic business
solutions and provide ongoing technology

education.
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When You Need

IT Support

CREATING A TICKET

1. Log aticket — portalbrennanit.com.au
Chat - brennanit.com.au
Email - Service.Desk@brennanit.com.au

Call - If it's a High priority request
Support: 1300 500 000
International: +612 8235 9511

2. We will work with you to define the priority level of your
incident or request.

3. You will receive email alerts on the status of your ticket

RESOLUTION TARGETS FOR SERVICE REQUESTS

SERVICE Location Response Update

REQUEST Performed Target Target

Simple

Remot 60 nds* N/A
Catalogue** Rl seconds /

Remote 30 minutes 4 business hours
Medium Remgte or 30 minutes 1 business day

on-Site

Set due date
. 2 i

Complex Remgte or 8 (e bus[ness days

on-Site ongoing updates

5 business days
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Resolution
Target

First call
resolution (100%)**

4 business hours

3 business days

Dynamic target
as defined by
due date above

SETTING YOUR TICKET PRIORITY

URGENCY

HIGH MEDIUM LOw

INCIDENT
Service affected,
can be tolerated

for short time

Service needs to
be restored ASAP

Impacted services
are not time sensitive

Large: Multiple/

major services MEDIUM
impacted

= Medium:

2 Reduced service

% or non-critical MEDIUM MEDIUM

service affected

Low: Single user

or workaround in MEDIUM MEDIUM
place

RESOLUTION TARGETS FOR INCIDENTS

PRIORITY Response Resolution
LEVEL Commitment Target

30 minutes Hourly 4 hours
30 minutes 2 hours 8 hours
Medium 30 minutes 1 business day 3 business days

- 30 minutes 2 business days 5 business days

*Grade of Service (GoS) Target of 90% in 60 secs
** Catalogue items agreed through Transition/Onboarding
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If You Need

Extra Support

If you believe your IT issue requires critical help or is affecting your wider team, you
can report the ticket to the Major Incident Management (MIM) Team who will treat
the issue as an emergency. To report a MIM:

+ Call Brennan on 1300 500 000 and declare the Major Incident

- The Service Desk will engage the Major Incident Management (MIM) team to
begin the emergency process, which involves relevant Brennan teams analyzing
the incident, as well as management staff coordinating communications. You will
receive regular updates on the progress of the issue

« Following the resolution of the major incident, upon request, the MIM team will
initiate a Post-Incident Report and any related Root Cause Analysis

Note: MIM is only to be used for Critical or High issues and is not available for
out-of-scope residential grade services.
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If You Want To Expedite Or Escalate A
Non-Emergency Ticket

If your service levels fall short of your expectations, we want to know
about it so we can address the issue promptly.

« To expedite or escalate an existing ticket, please either Call
Brennan at 1300 500 000 or email escalations@brennanit.com.au

« The Duty Manager will be involved to expedite the escalation
process and oversee the ticket with a heightened focus and
urgency, collaborating with internal teams to ensure an
exceptional outcome

Note: The Duty Manager function is available only during Australian
business hours. Any escalations or expedite requests received after
hours will be addressed at the start of the next business hour.
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Provisioning, Processing

and Improving

Service Provisioning Process
At the start of the provisioning process, our Service Delivery Team will contact you to
confirm the technical order details and manage delivery, testing and Project Handover.

Project Management

For larger and more technically complex projects, a Project Manager will be assigned to
collaborate with the Service Delivery Team for comprehensive end-to-end provisioning
management.

Billing Process
Your billing details are specified in your contract. If you have billing-related questions,
please reach out to your Account Manager.

Cancellation Process [ Service Termination and Cancellation /
Requesting Service

To enquire about or confirm a service cancellation, please email us at:
cancellations@brennanit.com.au

Performance & Maintenance

To continually enhance and expand our core IT capabilities, we carry out regular upgrades
and maintenance. Our team will perform maintenance work on Tuesdays and Thursdays
between 9:00pm and 11:00pm (AET). If there is an emergency need to initiate work outside
of these hours, every effort will be made to minimise disruption during core service hours. If
your services are expected to be impacted, you will receive advance notification.

Service Outages

Unfortunately, unexpected faults can occasionally impact you. In such cases, we will notify
nominated contacts through SMS and/or emaiil. Following such incidents, we can provide
incident reports that detail major breaches of your SLA, including an explanation of the
issue, how it was resolved, and any necessary actions to prevent recurrence
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Feedback

We prioritise close collaboration with our clients to promptly
address any service issues.

To facilitate this, we have established effective communication
channels for you to provide feedback on our performance while
working together. Your input is invaluable and enables Brennan to
continually enhance the quality of our services.

1. Ticket Survey — When tickets are closed, the client contact will
receive a confirmation email with a link to provide feedback on their
experience.

2. Pulse Survey - To ensure we continuously gauge your satisfaction
with our services, we'll include your organization’s primary contact
in our quarterly ‘Pulse’ Survey. You can opt-out at any time, but we
greatly value your feedback and will always follow up if you have
any concerns.

3. Complaints - If our services still do not meet your expectations,
please submit a formal complaint in writing to:
service.complaints@brennanit.com.au.

We commit to addressing all complaints within 10 working days.

Should you plan to conduct works that may impact services provided by Brennan,
a ticket should be raised for the affected site(s) with the Brennan Service Desk.

brennon_ brennanit.com.au in }


https://www.brennanit.com.au/?utm_source=PDF&utm_medium=brochure&utm_campaign=lets-connect
https://au.linkedin.com/company/brennanit
https://www.youtube.com/user/BrennanIT?app=desktop
https://www.brennanit.com.au/?utm_source=PDF&utm_medium=brochure&utm_campaign=lets-connect
mailto:service.complaints%40brennanit.com.au?subject=

Delivering true
performance

Brennan believes that how technology is delivered is every bit as
important as what technology is used.

We focus on creating real and relevant value for customers and their

end users by designing, procuring, maintaining, and delivering
technology systems that are right-fit to their specific needs and priorities,
and always reflect their true interests.

This approach is backed by Brennan'’s True Performance System —

a way of working engineered to get us closer to our customers and
deliver better outcomes based on their real experience of technology.
From digital transformation to managed services, all underpinned by true
security, Brennan helps organisations make technology work, every day.

Speak to us today

brennanit.com.au

1300 500 000
sayhello@brennanit.com.au

FIND US HERE
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