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OnLine Customer Support
CARES on the Web

A CARES feature guide for customers who used the “Maintenance Tracking” online 
Service Request (SR) interface from the former Alcatel company. 
Former Alcatel customers in North America will begin using CARES effective July 9, 2007.

July, 2007
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Getting Started -- Key Terminology Differences
Going forward as 
Alcatel-Lucent  

Former Alcatel legacy 
term

Former Lucent legacy 
term

Phone Support Welcome Center Welcome Center Call Center

Web Support** OnLine Customer 
Support (OLCS)

eServices OnLine Customer Support 
(OLCS)

Your Web interface 
for support tickets

CARES Web on OLCS Maintenance Tracking 
on eServices

CARES Web on OLCS

Your support issue Assistance Request (AR) Service Request (SR) Assistance Request (AR)

The underlying 
ticketing platform

CARES/Remedy Vega/Siebel CARES/Remedy

Your business 
arrangement

Service Agreement Agreement Service Agreement

Service Offer name* Technical Support (TS) Technical Support or 
Remote Technical 
Support

Remote Technical 
Support (RTS)

*For a full listing of Service Offers, please see  http://www.lucent.com/wps/portal/services
**Web content for the former Alcatel products will be migrated in phases, starting with CARES.
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Go to http://www.alcatel-lucent.com, click on the “Support” tab.
You will be taken to a landing page with links to the former Alcatel and Lucent 
Support and Training.
Or, you may go directly to http://www.alcatel-lucent.com/wps/portal/support

Getting to the OLCS Web site

Select “Lucent Global Support” to be directed to the former Lucent OnLine Customer 
Support site.

http://www.alcatel-lucent.com/
http://www.alcatel-lucent.com/wps/portal/support


All Rights Reserved © Alcatel-Lucent 20074 | CARES on the Web | July 2007 

OnLine Customer Support (OLCS)

CARES
Use CARES for online access to your issues reported to Alcatel-Lucent

Former Alcatel customers in North America may use CARES effective July 9, 2007

Accessible from OLCS (“My Customer Support” home) on www.alcatel-lucent.com

Use the instructions from slide 1, and then select CARES from the left navigation bar

Or directly at https://cares.support.lucent.com

Provided to customers under their active Service agreements or warranties

Easy to understand 
instructions to use the 
CARES Web interface 
are available online. 

Advance notice of any 
planned maintenance 
will be posted here. 

Convenient 
left nav bar 
access to the 
tasks you 
need to 
perform with 
CARES. 
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OnLine Customer Support (OLCS)

Getting Started:  Request Structure

Understanding the basic structure of your service requests with Alcatel-
Lucent will make it easier for you to find what you need on the Web.

Each service request can be composed of:
AR Header information (always included); and one of the following:
Support content 
Parts Requests content 
Field Services Request content 

AR Header Information This content is always included.  It includes:
•Who made the request
•When the request was made
•The initial service requested
•Which company is receiving the service.

Parts Request content
This content is optional.  It includes:
•The product involved
•The specific part & serial number
•The ship-to address
•The Alcatel-Lucent staff responsible

Field Service Requests
content

This content is optional.  It includes:
•The product involved
•The list of equipment required
•The site location where support is needed
•The Alcatel-Lucent staff responsible

Support content
This content is optional.  It includes:
•The product involved
•The nature of the problem
•Where the problem occurred
•The Alcatel-Lucent staff responsible

•Service:  Technical Support (TS)

•Name:  Assistance Request (AR)

•Format:  1-xxxxxxx or 0-xxxxxxx

•Service:  Repair and Exchange Service (RES)

•Name:  Parts Request (PR)

•Format:  5-xxxxxxx 

•Service:  On-site Technical Support (OTS)

•Name:  Field Service Request (FSR)

•Format:  7-xxxxxxx 

•Used in EMEA region.
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OnLine Customer Support (OLCS)

Display an AR (Check Status)

The easiest way to check status of your request is to type in the 
Assistance Request (AR) number using “Display an AR”.

This is located conveniently on the CARES home page (upper right).  It is 
also located on your OLCS home page (“My customer support”) for 
convenience.

You must enter the AR number, which starts with 1- or 0-.
Entering a PR (5-) or FSR (7-) will display an error message.
If you do not know the AR number, use one of the three query methods explained 

later in this presentation.

Note to former Alcatel customers: this function will work on your new issues created in CARES or issues in-progress 
that are migrated to CARES. And, as your new issues are created and managed in CARES through closure, you will be 
able to look up closed ARs from here.  It will not however find closed SRs from Vega/Maintenance Tracking.  
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After entering your AR number, this detail view will appear.

Common or shared  
information, that applies 
against all Services 
delivered, is displayed 
first.  We refer to this as 
the AR Header.

OnLine Customer Support (OLCS)

Detail View of an AR

If there are multiple services delivered against an AR (such as TS, RES, 
and OTS), the TS service details will appear as a default.

There are many more data fields 
on the RTS AR detail view than will 
“fit” in the screen shot.  Please 
refer to the back-up slides for a full 
view of all the data fields that are 
available to you on your AR.
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OnLine Customer Support (OLCS)

Drilling Down to PRs and FSRs

To drill down, locate the “Services Delivered” section under the Header information.

Click on the PR or FSR number (hyperlinked in red) to drill down to its detail.

There are many more data 
fields on the RES PRs, and 
OTS FSRs, detail view than 
will “fit” in a screen shot.  
Please refer to the back-up 
slides for a full view of all the 
data fields that are available to 
you on your PR or FSR.
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OnLine Customer Support (OLCS)

Linkage to Other Content

You will see a “More > “ link next to the Service agreement 
fields.

Selecting this will link you to the details of your service 
agreement.  You can also access this directly, via “My 
Profile > Customer Support > View Support Entitlements”

You will see a “More > “ link next to the Product field.
Selecting this will link you to the other available online 

content for that product, on the Product Summary page.
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OnLine Customer Support (OLCS)

Finding Your ARs (Queries)

There are four ways to query your requests.
The last three are useful if you don’t know the AR number to look up, or if you want to run a 
report based on a set of filtered criteria.

Method
Ease & 
Flexibility Characteristics

Drill-Down 
to Details?

Search by 
Service?

Download 
Reports?

Display an AR Very 
simple

Must know AR number Yes No No

Quick Reports Simple Standard, pre-defined 
queries

Yes Yes Yes

Find an AR Moderate
Can filter search based on 
8 attributes.  Has field 
search and text search.

Yes Yes Yes

Advanced Query Most 
robust

Can filter search based on 
31 attributes.  

Yes Yes Yes

Additional attributes have been added to both Find an AR and Advanced Query.
Quick Reports will typically display faster.
Choose the method that’s right for your circumstance.

Note to former Alcatel customers: these query and report functions will work on your new issues created in 
CARES or issues in-progress that are migrated to CARES. And, as your new issues are created and managed in 
CARES through closure, you will be able to query/report on closed ARs from here.  However closed SRs from 
Vega/Maintenance Tracking will not be included in the queries/reports.
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There are 
numerous pre-
formatted 
online Quick 
Reports to 
choose from

OnLine Customer Support (OLCS)

AR Quick Reports

First, choose the type of request you are interested in:
Support Services (TS) 14 report options
Repair and Exchange Services 7 report options
On-Site Technical Support 7 report options

You can select a report for any ARs that you (personally) opened; or for companies under 
whose service agreements you are authorized for service.
Choose your sort options and hit “Go”
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Search or filter on 8 fields
Search by any combination of 

service
Search by text string, and by product.

Note to former Alcatel customers:  You will be able to search for your closed SRs on the 
Vega/Maintenance Tracking platform using this Text Search interface under “Find an AR”.

Field Search

Text Search

OnLine Customer Support (OLCS)

Find an AR
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The Advanced Query function allows 
you to focus in on a subset of your ARs 
by using any combination of 31 filtering 
criteria, for a high degree of 
customization.
Filter categories include:

Contact
Service
Reference
Classification
Product
Product Location
Solution
Dates
Durations

Use the data sorting, filtering, and 
graphing capabilities of Excel for 
almost infinite flexibility in 
manipulating your report on your own 
desktop.

OnLine Customer Support (OLCS)

AR Advanced Query
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OnLine Customer Support (OLCS)

Query Results

Your queries from any of these methods will return a simplified results 
screen like this:

You can drill down by clicking on the Request number.  Often this gives the user 
the immediate information they are seeking.
If a detailed record is needed for desktop records or analysis, the user may pull 
the full detail into a report.  
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OnLine Customer Support (OLCS)

Query Results - Drilldown

If you click on any AR in the query results list, you’ll be taken into the 
details of that record.

You’ll find navigational aids at the top of each AR detail.  These only 
appear when you accessed the AR from a longer query list.  

Click for Help any time.

If you do a simple “Display an AR”, the navigational elements (such as 
next and last) do not appear in the header.  They are only to assist with 
navigating through query list results.

You can navigate through the query 
list without returning to it, by using 
“first, previous, next or last”.
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Once you have a Query results list, you can download it your desktop.

2.  Select Save 

3.  Save in a folder on your own computer, and choose 
your own file name.  The initial download will be a .csv file.

4.  Once you have opened the .csv file in an application 
such as Microsoft Excel, you can format, process, or 
create graphs, and “Save As” into an .xls format file. 

OnLine Customer Support (OLCS)

Downloading Reports

The “Download AR report” text replaces the floppy disk 
icon.  The functionality remains the same.

1.  Click here

Because the needs of our customers are varied, 
this approach gives you the ultimate flexibility 
to use the data according to your own business 
requirements.
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You have flexibility to set your Report format 
preferences online.
Choose which of the available data (50 fields) you 
want to be available on your Quick Reports, and in 
what order. 

In this example, the AR Number will be in 
column 1 of your .csv / .xls file.  You may reset 
the defaults at any time.   

Tips for setting your Report preferences:
The number of columns selected directly impacts 
download speed.  If speed is a concern, consider 
setting only 10 or 20 fields instead of the full 50, 
for routine work.
If you select Short Description or Current Summary 
(defaults to columns 6 and 7), you may wish to 
display those at the end, for ease of formatting 
column width in your spreadsheet.
Use caution if you select the Investigation log (it is 
not a pre-set default).  This will result in a 
noticeably longer processing time.
If you filter your queries precisely, you’ll avoid 
huge downloads of extraneous information.
Currently, there is a limit of 1000 ARs per 
download.

OnLine Customer Support (OLCS)

Report Preferences
…
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Create and submit ARs 
online via the CARES 
interface, 24x7.  

Put  the problem 
description in your ‘own 
words’, at your 
convenience! 

Intuitive, easy to 
use AR entry 
template. 

Many of the 
product and 
location fields will 
dynamically 
generate based on 
your and your 
company’s stored 
profile. 

Online Help is 
available. 

ARs will be routed to the correct workgroup based 
on product and country, and will be responded to 
per your support agreement.

Response may be up to 15 minutes longer 
when submitted through the Web. 

Usage of the Web is most common for Priority 3 & 
4 ARs.

Please note – customers should not enter 
service outage ARs/Priority 1’s via the Web.  

OnLine Customer Support (OLCS)

Create an AR
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Basic Field Mapping
Former eTracking (Vega) fields

•CARES Web fields on OLCS

•Requestor Last Name, Requestor First Name
•Organisation calling

•Phone #
•None

•Summary
•Intervention Nature

•External Reference #

•Customer Severity

•Product

•Product Release

•None

•None

•Account

•Country

•State/Prov Code
•City

•Site

•None

•None

•External Notes
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OnLine Customer Support (OLCS)

Update an AR

A customer may update four fields on their own ARs via the Web.

First, locate your AR.  Click on “Update”.

A new screen will appear.  Enter your updates into the appropriate field and click 
“Submit”.  
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OnLine Customer Support (OLCS)

Upload an Attachment

Attachments can only be added to an existing, non-closed AR.

Locate the AR via “Display an AR” or one of the other Query methods.

Click on “Upload an attachment” and follow the on-screen instructions.

You must be the Contact on the AR, or be associated with the Workgroup on the 
AR, to be allowed to add an Attachment to it.

Any type of file is allowed. 

Files cannot be exact multiples of 
8192 bytes.  If yours is, modify it 
slightly so that it is not an exact 
multiple.

Enter the file name or browse 
your desktop to select the 
file.

Click “Upload”

An acknowledgement will display on the screen.
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OnLine Customer Support (OLCS)

Viewing Your Attachments 

Once you have uploaded an attachment, you can locate them under the “Attachments” section 
of the AR. Multiple Attachments are allowed.  

Click on the identifier to view the file details. 
Download the Attachment by 

clicking here.

Attachments are normally saved 
for 3 months after AR closure.  If 
you require longer than this, please 
tell your support engineer.  

If the Attachment was deleted, 
the date of deletion will be 
populated, and the “Download this 
file” link will not appear.
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OnLine Customer Support (OLCS)

Review / Close an AR

ARs that are in the Resolved state can be reviewed / closed online, by the customer 
who opened the AR.

TS customers are routinely 
granted Read, Create, and 
Update permissions on their 
CARES Web accounts.

Additional permissions are 
needed on your CARES account 
to Close/Review.
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OnLine Customer Support (OLCS)

Subscribing for AR Notifications

The CARES Web Interface has features to make it easy for the user to stay informed 
about the progress of their ARs. 

Access directly from CARES page Or, access from”My profile”
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Subscribe to receive AR Notifications, or 
choose to receive none at all. 

Specify additional email addresses within 
their company to be copied on notifications. 

Specify the type of notification -- email or 
text messaging (text pagers) -- or select both. 

Specify the conditions upon which to receive 
email such as: 

Receive notifications when the AR state changes to 
Created, Resolved, Closed, or Pending Customer Action

Receive notifications any time a Lucent engineer 
modifies the Investigation text field 

Receive notifications any time the Short Description, 
Current Summary, Description or Resolution text fields is 
modified. 
Note: The first option will result in the fewest emails to 
the customer; the last option will generate the most 
email.

Select or cancel the AR detail attachment. 

To subscribe, unsubscribe or change their 
subscription to AR Notifications, customers with 
CARES logins should login 
(https://cares.support.lucent.com), and select 
"AR notifications" preferences. 

With our flexible AR Notification subscriptions CARES web users can:

OnLine Customer Support (OLCS)

AR Notifications, cont.

https://cares.support.lucent.com/
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OnLine Customer Support (OLCS)

Sample of the AR Notifications

Email Version Text Pager ‘Short’ Version
From: Lucent Technical Support 
[CARESemail@<?>.lucent.com]
To: Tom McNamara [tmnamara@customer.com]
Subject: Lucent AR 1-0123456

Tom McNamara,

This is to let you know that AR 1-0123456 was opened on 
19 Nov 2001, 16:00 GMT [created from WI-0023455 
submitted via the CARES web interface]. You are listed 
as the contact for this AR.

| AR:              1-0123456
| Product:         5ESS
| Description:     DOES NOT KNOW VERSION. Call stalker 
911, 
|                  ALI & ANI screen are blank, nothing 
|                  coming up. Console #3 Site Woodbridge
|                  Police Dept
| Status:          Assigned.
| Current Summary: Columbia ticket #206662 Stacy took 
call.

A snapshot of the AR as of 8 Mar 2002, 17:00 GMT is 
attached.  For a real-time view of this AR over the 
Internet, log in to CARES:

From: Lucent [CARESemail@<?>.lucent.com]
To: 6149463952@messaging.sprintpcs.com
Subject: Lucent AR 1-0123456

Update: New.
Descr: DOES NOT KNOW VERSION. Call stalker 
911, ALI & ANI screen are blank, nothing 
coming up. Console #3 Site Woodbridge
Police Dept

https://cares.support.lucent.com/login/arrival.cfm

For other questions, please call your local Lucent 
support office. Phone numbers for support offices can be 
found at http://www.lucent.com/contact/

Lucent Technologies

https://cares.support.lucent.com/login/arrival.cfm
http://www.lucent.com/contact/
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In addition to Report preferences 
and subscription preferences for AR 
Notifications, customers may adjust 
settings for their CARES User 
interface.

For example, if your company 
purchased many products from 
Lucent, but you work on only one, 
you may wish to default your AR 
queries to that product. You can also easily change your date format here.

OnLine Customer Support (OLCS)

Other User Preferences 
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OnLine Customer Support (OLCS)

Help 

Need Help with CARES Web or other OLCS features?
From the U.S.:  1 (866) 582-3688, prompt 7.

From outside the U.S.:  1 (630) 218-7688.

Via email:  olcshelp@alcatel-lucent.com, or with the site’s Contact Us form.

Use this OLCS help desk number for OLCS access problems, registration 
questions, password resets, navigation questions, and questions on features and 
functionality.   

mailto:olcshelp@alcatel-lucent.com
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www.alcatel-lucent.com
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OnLine Customer Support (OLCS)

Back-up:  AR Header fields for all services

This is the common information on the AR that is shared by all request types: 
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OnLine Customer Support (OLCS)

Back-up:  Fields for support
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OnLine Customer Support (OLCS)

Back-up:  Fields for repair
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OnLine Customer Support (OLCS)

Back-up:  Fields for on-site support

Used by EMEA region.
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