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  More than 1,500 visitors per day depend on this online 
  support offering for technical information and assistance 
  in managing and maintaining customer networks. 

The easy-to-use interface expedites access to valuable support  
resources including technical documentation, product alerts,  

ticket status/creation, software downloads and more.   

OnLine customer support portal 
Portal highlights 

 
 

The OnLine Customer Support Portal is a primary online support delivery 
channel for maintenance customers and partners globally.  

Product-based navigation makes it quick and easy to 
find the support resources you need! 

Interface 

Navigation 

Visitors 

Portal 
Highlights 

Whether you need to review documentation? check ticket status? open a support request?  
download software?  The OnLine Customer Support Portal makes it easy for you!  
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Technical 
Documentation 

Alerts & Notifications 

Product Downloads 

Troubleshooting 
Information 

Ticket  
Status Checks 

Self-Service  
Ticket Creation & 

Management 

Services Collaboration 

Tools & Utilities 

Video Library 

Training 

CONTACT 
SUPPORT 

Online customer support portal 
Portal content 

 
 

The support portal is a gateway to a wealth of information, support resources & tools.   

ONLINE CUSTOMER SUPPORT PORTAL 

SUPPORT 
REQUESTS 

Support  
Search 

Contact  
Support 

My Account 

PRODUCT 
SUPPORT 

SUPPORT 
RESOURCES 
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Online customer support portal 
Portal access 

Or access the portal directly:    

https://support.alcatel-lucent.com/portal/web/support  

Sign into the portal here:  

https://support.alcatel-lucent.com  

https://support.alcatel-lucent.com/portal/web/support
https://support.alcatel-lucent.com/portal/web/support
https://support.alcatel-lucent.com/portal/web/support
https://support.alcatel-lucent.com/
https://support.alcatel-lucent.com/
https://support.alcatel-lucent.com/
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Online customer support portal 
Product support 

 

 

support 

telephone 

numbers 

 

 

 

 

 

 search 

--- 

contact support 

--- 

my account 

 

 

 

 

 

related site 

resources 

 

 

The portal entry point provides easy access to support information and resources.   

standard header 

--- 

page navigation 

portal news 
product navigation 

options:  

look up renamed  

& merged products  

select a favorite 

product 

filter & select  

a product 
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Product support 
Navigate by product 

Navigation options for accessing product support information: 

To select from ALL PRODUCTS:  

1. Select from All Products or choose Show My Entitled Products  

to shorten the list. 

2. Begin typing to filter & select a product and SUBMIT 

 

 

 

 

 

 

 
   

 

To configure MY PRODUCTS  

 

1. Select > Manage my products  

 

 

2. Your entitled products are displayed.  

    Check one or more favorite(s) and Save 

 

 

 

 

 

 

     

You may edit your selections at any time. 
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Online customer support portal 
Product information and downloads 

product 

information & 

resources 

-- 

available content 

is displayed 

Product results are displayed on the Product Information and Downloads page:  

select release version 

(optional) 

-- 

  opens a combined content page 

content to 

which a user 

is not entitled 

is identified 

with a lock   
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Combined content page includes release-specific results for Documentation,  

Alerts and Downloads.   

Product Information and Downloads 
Filter Information by Release Version (optional) 

technical 

documentation 

alerts & 

notifications 

product 

downloads 
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Product Information & Downloads 
Content Summary 

•  Technical documentation varies by product and may include:   
 - Manuals and Guides  
 - Technical Notes  
 - Release Information 

•  Standard formats available for online viewing are .pdf and .html  

Technical 
Documentation 

• Alerts communicate various product and support issues: 
- Maintenance, Preventive, Informational, Product Change, Product Lifecycle  

• When you register for your online account, you are auto-subscribed to receive Alerts via 
email for products to which you are entitled.   

• You can also query published Alerts from the Alerts home page.   

Alerts & 
Notifications 

• Alcatel-Lucent Electronic Delivery (ALED) is our online platform:   
- Convenient access to software downloads to which you are entitled. 
- Highly secure platform with sophisticated integrity checks. 
- 24x7 availability for emergency fixes and installation.  

• Software Key management is available for some products.       

Product 
Downloads 
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Online customer support portal 
Support requests 

 

warranty 

status 

---  

part search 

 

create and 

manage tickets  

 
active ticket status  

my own & my company’s 

--- 

query by ticket number  

--- 

recently published 

technical content 

  

Perform ticket creation/management functions & related tasks and efficiently check status.   
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      Online ticket creation & management capabilities are available for Technical Support, 
Repair & Exchange and Field Services.  

 

 

Support requests 
Ticket creation/management capabilities  

Ticket Creation 
& Management 

Create and 
submit new 

requests 

Update 
existing 
requests 

Query 
requests 

Run  
quick reports 

Download 
reports 

Subscribe to 
ticket 

notifications 

*  Online ticket creation is available for Severity 2, 3, 4.  

   Service outage tickets (Severity 1) are initiated  

   by phone call to the Global Welcome Center.       
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Online customer support portal 
Support resources 

Access to various other support resources is readily available: 

 

 

 

customized 

document sharing 

-- 

collaboration spaces 

to which the user is 

entitled are displayed 

 

 

 tools & utilities 

--- 

 video library 

 
data drop box 

file exchange 

--- 

support policies 

--- 

training 

resources 
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Online customer support portal 
Header functions 

Portal header functionality is available on all support portal pages:   

Contact  
Support 

My 
Account 

Support 
 Search 

Support  
Portal  
Header 
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Online customer support portal 
Support search 

          A powerful support portal search capability enables you to perform a search across  
 your entitled products and solutions. Results are based on your entitlements.  

find support search  

on all page headers 

results can be refined by 

various criteria and 

areas  

search terms are 

highlighted to show 

document matches.  

--- 

.pdf documents open to 

include a search results list 

with matches highlighted.  

results are 

default-sorted by 

relevance with 

options to sort by 

title or date 

advanced search offers 

additional  refinements 
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Online customer support portal 
Contact Support  

Product technical support and support portal assistance are readily available if needed.  

submission form is displayed 

at bottom of page  

your contact information will be auto-populated 

when contacting the 

Global Welcome Center 

by phone, Contact ID 

facilitates account 

identification 

My Contact ID: 5279811 

technical support 

contacts - phone 

technical support 

contacts - email 
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Online customer support portal  
My account functions 
Review and manage your account:  

• Review and edit your contact information 

• Change your password  

• Change your security question & answer 

My Profile 

• All subscriptions are consolidated on a single page 

• Ease of review and edit to update or unsubscribe 
- Product alerts 
- Documentation alerts 
- CARES ticket status notifications  
- Site news 

Manage 
Subscriptions 

• Review your product entitlements 
- Summary of services purchased 
- Products covered 
- Applicable web content 

 

View 
Entitlements 
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Online customer support portal 
Key Takeaways 

    The OnLine Customer Support Portal is your gateway to valuable support information, 

resources & tools:    
 
 
 
 

 

Whether you need to review documentation? check ticket status? open a support request?  
download software?  The OnLine Customer Support Portal makes it easy for you!  

SUPPORT REQUESTS 
Check ticket status & use web-based ticket creation/management capabilities 24x7.  

SUPPORT RESOURCES 
Find links to customized document sharing spaces, tools & utilities, training and more.  

PRODUCT SUPPORT 
Use product-based navigation to quickly find technical documentation, alerts & 
notifications and product downloads.  




