
 

 

Claranet Online | User Guide 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

  

 

Claranet Online  
 

User guide 

 
Document classification: External 

Version: 10.3 

Updated: 03/17 

Author: Vernon King 
 

 

 



Claranet Online | User Guide 

 

  Page | 2 

 

 

 

 

Welcome to the Claranet Online User Guide. At Claranet, we are aware 

that you rely on the services we provide to deliver a great experience to 

you and your customers and Claranet Online is part of that service. 

Claranet Online is a new platform that breaks from traditional web 

design for a more tailored, more relevant portal experience with faster 

access to the information you need. 

Regularly updated with enhancements and valuable new features, 

Claranet Online increases the visibility and control of your IT services. 

You can access self-service tools for your service administration, view 

your product and service portfolio that you have with us using a wide 

range of hosting, network and communication metrics as well as 

requesting upgrades, moves and support through our Service Desk 

module. 

One password provides access to a wealth of online features with 

secure areas for our technical partners, customers and administrators. 

I hope you enjoy finding out more how Claranet Online can help you to 

keep in touch with the services we provide for you and how we can give 

you access to any support you may need, all at the click of a button. 

Thank you for your feedback, your input and your support. Together we 

will continue to develop and strive to deliver more. 

 

Vernon King 

Product Manager – Claranet Online 
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Getting started 
As part of your on-boarding process, when you take your first service with us, the main 

contact in your company will be set up with an account on Claranet Online.  

We will establish the main contact as your Company Administrator and they will have 

the authority to set up additional users and determine their user level and appropriate 

authorisation in accordance with your company requirements. 

 

Company administrator 
When your contact details have been set up into Claranet Online, you will receive an 

email with details as to how you can login to the portal and get started. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

As the Administrator, you first sign in to Claranet Online to add new users or make 

changes. 
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Sign in to Claranet Online 
 

Go to https://online.uk.clara.net 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Once at the login screen, you are asked to add your Email address. This is the same 
as the Username shown on the email you received. You are also asked to add your 
password, which can also be found on the email. 

 

Enter your Email address and your password and click on the 
“Sign in” button 

 

You are presented with your “Home screen”. The screen will be populated with several 

tiles relating to the services that you have with Claranet. A full list can be found in this 

User Guide and they are covered in the individual areas. 

The minimum tile selection will include the facility to add users, adjust their 

authorisation level, raise tickets against the services you have and to check the status 

of any network, communication or hosting services you have. 

The basic level screen where no specific services are indicated can be seen below. 

 

 

 

 

https://online.uk.clara.net/
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Management of Users 
As an administrator for your company, you can add, amend and delete Users from 

within the User Manager module. 

 

Click on the “User Manager” tile 

 

You will access the module and see a list of any Users that have been 

already set up within your company. 
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Adding a new user 
Adding a new user into your company is straightforward. 

 

Click on the “Add new user” button 

 

 

This will display the full screen. 

 

 

 

 

 

 

 

 

 

 

 

Enter the Company (if required) and the email address of the 

new User and click on the “Continue” button 

 

The email address of the new User will be their Username for their future login 

purposes. You will also be asked to complete the relevant sections of the form. 

 

Complete the relevant sections of the form as requested 
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Account information 

 

Complete the account information fields 

 

Mandatory fields are marked with *:  

 

 

 

 

 

 

 

 

 

 

 

Contact information 

 

Complete the contact information fields 

 

Mandatory fields are marked with: * 
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Add an address 

 

Click on the “Add address” button 

 

Complete the address fields 

 

Mandatory fields are marked with: * 
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Once completed, click on the “Add address” button to save 

 

Authentication 

 

Complete the passphrase authentication fields 

 

The “Security Phrase – User” is the phrase that, when quoted, will identify the caller to 

Claranet. 

The “Security Phrase – Claranet” will identify to the User company that it is Claranet 

calling with information regarding their service. 
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Contact preferences 

 

Complete the contact preferences fields 

 

Mandatory fields are marked with: * 

 

Authorisations 

 

Compete the authorisations section 

 

 

This area is broken down into 4 sub-sections with a tick box alongside each option: 

 Orders 

o Access orders Info 

o Installation contact 

o Update orders 
 

 Services 

o Hosted Voice Access 

o Request service upgrades 

o View cancelled services 

o View installed services 
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 Service Desk 

o Change – notify 

o Degraded service – notify 

o Incidents – notify 

o Major incident – notify 

o Online Service Desk (tickets) 

o Planned maintenance – notify 

o Request D.C. access – others 

o Request D.C. access – self 

o Service request (Question) – notify 
 

 Miscellaneous 

o Ability to access Protect and Control services 

o Ability to access Worklife Control Panel 

o Ability to access analogue voice services 

o Ability to access business email 2007 services 

o Ability to access email services 

o Ability to access fax services 

o Ability to view datacentre connectivity services 

o Ability to view firewall - reporting 

o Ability to view hosting - reporting 

o Ability to view network – reporting 

o Ability to view point-to-point connectivity services 

o Access Service Descriptions 

o Access to My Star 

o Allows the User to manage DNS records 

o Allows the User to purchase and manage domain names 

o Sales contact 

o Security contact 

o Transfer domains in/out 

 

Saving all details 

 

Click on the “Update user” button to save your changes; or 

Cancel to leave the section with no changes applied. 
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Managing a user 
The options for managing a User utilise the same sections outlined above in “Adding a 

new User”. Once several Users have been added, they can be seen in a single list. 

 

Click on the “Manage users” button to see a list of current 

Users 

 

 

1. User management functionality 

2. Edit and Delete buttons for each User 

3. Admin User icon 

 

Editing the User 

 

Find the User within the list 

 

Click on the           icon next to the User 

 

Amend any of the fields as described above in “Adding a new 

user” and click on the “Update user” button to save changes 

 

Resetting the password 

 

Find the User within the list 
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Click on the           icon next to the User 

 

Click on the Reset password 

 

 

An email will now be sent to the User with instructions on how to reset their password. 

 

Deleting a user 
 

Find the User within the list 

 

Click on the          icon next to the User 

 

You will be presented with a deletion confirmation screen. 

 

 

Click on the “Delete user” button to confirm the deletion. 

Please note: This action CANNOT be reversed.  

 

The User audit trail 
 

Click on the “User audit trail” button to access the audit trail 

logs for the User 
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1. The User audit trail button 

2. Date and time of the log 

3. The Username of the person triggering the log entry 

4. The module that the event was triggered in 

5. A short description of the action taken 

 

Assume a User 
For Claranet staff to help with service enquiries and for a User with the right 

permissions, it is possible to assume the identity of another User within Claranet 

Online. Whilst assuming the identity of another User, the Claranet support staff will see 

all the modules, functionality and data in the same way as the User themselves. 

 

Click on the “Assume User” to bring up the 

Assume user screen 

 

 

Assume a User by Company 

 

Start typing the Company name into the “Company name” field 

until the desired company appears in the drop down 

 

 

Click on the name of the company and then click on the 

“Find users” button 

This will present you with a list of the Users for that company.  
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Find the User within the list, either by scrolling through the 

pages or using the search facility 

 

Click on “Assume“ that is alongside the User 

 

 

You are taken to the User’s dashboard and you can see from the top right hand corner, 

that the User has been assumed successfully. 

 

 

 

Assume a User by Username 

 

Start typing the Username into the “Username” field until the 

desired person appears in the drop down 

 

This will then display the list of Users that are available, follow the directions above to 

select the User you wish to assume. 
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My Settings 
Once a User is logged on into Claranet Online, they are able to update their own 

information such as a profile picture and contact information details. 

 

Click on the “My Settings” tile to access this area. 

 

 

 

Change your profile picture 
The initial “My settings” screen provides the facility for you to change your profile 

picture. 

 

 

 

Click on the “Browse” button to access your computer to select 

the picture you wish to upload. 

 

As can be seen in the instructions below; any chosen image should be uploaded in the 

appropriate format and within the size restraints. 

 

 

Select your picture from your computer that you wish to add 

and then click “Upload” 
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Once uploaded, you will be shown a screen with the picture uploaded and the option to 

delete. 

 

 

 

Delete your profile picture 

 

Click the “Delete” button as shown in the picture above and 

your picture will be replaced with the default picture 

 

Change your Username 
 

Click on the “Change username” button to display the screen 

with the Username showing 

 

Type in the amended Username and click on the “Change my 

username” button to confirm 
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Update your contact information 
 

Click on the “Contact information” button to amend your 

contact details 

 

 

 

The screen will display the four of the areas found in the “Adding a new user” section. 

However, the “Authorisations” section is only configurable by an administrator and 

therefore does not show. 

 

Once complete, click on the “Update user” button to save the 

changes 

 

Change your password 
 

Click on the “Change password” button to initiate a change 
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Enter your Current password 

 

Enter your New password into the appropriate field and ensure 

that it meets the Password Complexity requirements 

 

If your new password meets the complexity requirements, a green tick will be 

displayed. 

 

Re-enter your New password into the appropriate field 

 

Click on “Change my password” to confirm 

 

 

Select an account 
If your User account is associated with more than one company, you will be able to 

switch between them without having to log out and back in to Claranet Online. 

 

Click on the “Select” button 

 

Click on the drop-down list, select a different company and 

click on “Switch account” 
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Setting a default log-in account 

You can set a default company log in account. 

 

Click on the “Make default account” tick box option.  

 

A tick will display alongside the company name of the default company. 

 

Change your company logo 
 

Click on the “Change company logo” button 

 

This will display the requirements to upload your company logo 

 

 

Browse and select the image you wish to use as your 

company logo and click the “Upload” button 

 

Your logo will now appear on your homepage 

 

 

 



Claranet Online | User Guide 

 

  Page | 24 

 

Service Desk 
The Service Desk module allows you to send support requests to the Claranet Support 

desk. Incidents, Questions and Change Requests can all be created within this 

module. 

 

Click the “Service Desk” tile to open the main 

service desk home page 

 

 

Service desk overview 

 

1. The filter categories for the ticket view 

2. The ticket search facility 

3. The ticket list shows those tickets selected by the filters 

4. The ticket header provides additional information regarding the ticket 

5. The ticket history shows previous updates regarding the ticket 

 

Service tickets 

Create a ticket 

 

Click on the “Create a ticket” button 

 

Choose the appropriate ticket type and category from those in 

the drop-down menus (the options will change as new services come into the portfolio) 
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Depending on the selection made, there will be data fields to complete. Where 

appropriate, text boxes will help to explain the information that is needed. 

Mandatory fields are marked with: * 

 

 

 

Once the fields are complete, click on the “Submit” button to 

register the ticket. 

 

 

 

Updating a ticket 

 

Click on the “Update ticket” button 

 

Enter the update information into the box provided and click 

the “Update” button 
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Viewing outstanding tickets 

Claranet may add new tickets to you when the service levels for a product or service 

falls outside of the metric tolerances. In addition, when a response has been made to 

an existing ticket, it is easy to see that there are items that require your attention. 

The number of responses that require your attention is shown in a number attached to 

the “Service desk” tile. 

 

Click on the “Service desk” tile showing the number of 

outstanding responses/incidents 

 

 

 

This will display a list of the tickets. Those tickets that display the          icon, are 

awaiting a response from you. 

 

Click on the incident in the left hand column in order to 

populate it into the main section on the right of the screen 
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You can then act on the ticket accordingly. 

 

My Services 
You can view a list of the services you have with Claranet from the “My Services” tile. 

 

Click on the “My Services” tile to access this area. 

 

 

 

Filters and searching 
 

Click on the “Installed” or “Cancelled” button to filter the 

selection of services  
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You can also enter text into the search box to find your 

particular service 

 

 

Upgrade your service 
Having found the service you are looking to upgrade 

 

Click on the tick box on the right hand side of the entry within 

the table to select the service 

 

 

Click on the “Enquire about upgrade” button at the top of the 

screen 

 

Complete the form provided and click the “Submit request” 

button 
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Networks 
The Networks module allows you to see the current situation of your network services. 

 

Click on the “Networks” tile to access this area 

 

 

 

The default screen shows a map view. The information relating to your circuits is 

brought together from a variety of databases and displayed on map. If you have a 

substantial number of networks, this may take a long time to show all the connection 

states.  
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Map view 
Whilst this information is loading, it’s progress can be measured using the progress bar 

at the top of the screen. 

 

When zoomed out networks will be grouped together. Green indicates that the lines are 

currently connected, whereas red signals there is a problem with the line. The map 

view may not show all Ethernet circuits and it is best to refer to the Table view for a 

comprehensive list. No 3G or 4G services are shown on the map. 

In addition to the overall map, a summary of the circuits is displayed in a table below 

the map. 

 

 

Viewing individual circuit details 

 

Zoom into the map to the appropriate circuit and hold your 

mouse over the Network icon 

 

Current circuit information will be displayed in a pop out box alongside the circuit icon. 
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More detailed information can be found by clicking on the “More info” button at the 

bottom of the circuit details. 

 

 

Selecting the type of networks to view 

 

Click on the buttons within the selection panel at the top of the 

map 

 

 

 

Table view 
 

Click on “Table view” to see this area 

 

 

 

 

This presents you with details of each available circuit. The list can be sorted by 

selecting the heading at the top of each column. 

 

More detailed information can be found by clicking on the “View” button alongside each 

circuit. 
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Detailed network information 
 

Click on the “More info” button when on the Map view, or the 

“View” button when on the Table view 

 

You will be presented with the network information screen, showing the connection 

status and the usage graphs for your selected network. 

The graphs can display the metrics across four time options: 

 1 day 

 1 week 

 1 month 

 3 months. 

 

Click on the time options to change your view of the data 

 

 

 

The interval between polling the data differs across the time periods to ensure that the 

graph displays a realistic representation of your data usage without distortion by very 

short term anomalies. 
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Click on the legend to select and deselect any of the individual 

metrics that you wish to display 

 

Click on the “Export” icon to download a copy of the chart 

 

The download options include: 

 PNG image 

 JPEG image 

 PDF document 

 SVG vector image 

 

Rollover the graph to display specific details for each of the 

metrics displayed at the point selected 

 

 

 

Select an individual range from the graph indicator to show a 

specific date range 
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Download usage and Upload usage 

Showing the input and output bandwidth across the four time periods. 

 

 

Inbound protocol 

This measures the inbound traffic across the circuit and displays the top 10 most used 

protocols. The two most common protocols are internet driven (http and https). The 

information also displays the port number. 
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Outbound protocol 

This measures the outbound traffic across the circuit and displays the top 10 most used 

protocols. The information also displays the port number. 

 

 

Hosting 
The Hosting module allows you to see the current situation of your hosting services. 

 

Click on the “Hosting” tile to access this area 

 

 

 

There are many areas of value within the Hosting section of Claranet Online ranging 

from specific performance metrics to allowing you create aliases for your servers. 

 

Server administration 
Once in the Hosting module, the list of your servers is displayed. In this section you can 

edit the server name to one which may be more relevant to you, you can reboot the 

server itself or you can view further details of the various performance metrics. 

 

Locating your server 

The list displays 10 servers by default with a search facility to help locate the one you 

need. 
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Enter the detail to search for. As you type, the list will modify to show the 

relevant entries 

 

 

 

Editing a server alias 

 

Click on “edit” beneath the server that you wish to rename, 

type in the new alias and click on “Update alias” 
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Viewing the server details 

 

Click on “View” against the server that you wish to view 

 

This will display the basic details of the server and specific information relating to 

 Service Desk 

 Logs 

 Storage 

 Memory 

 Processor 

 Network 

 Uptime 

 

In addition, you can raise tickets from within the Service Desk module. These areas are 

explained in more detail in the Server information and Service Desk sections. 

 

Rebooting a server 

You can request a serve reboot at anytime from within the portal. 
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Click on the            icon against the server you wish to reboot 

 

Complete the Reboot server request form and click on 

“Reboot” 

 

 

 

Server maintenance 

Service Desk 

The area relating to raising tickets, whether they are Incidents, Questions or Change 

requests is covered in more detail in the Service Desk module. However, you can raise 

tickets from within the Server details area. 

 

Click on the appropriate ticket type from the selection  

 

 

When selected, the request form is pre-completed with the details of the server you are 

raising the ticket from. 
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Further details for ticketing can be found in the Service Desk module. 

 

Logs 

Expanding the Logs section will display details relating to the 

 Reboot Log 

 Backup Log 

 Patch Log. 
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Server performance 

Viewing the metrics 

You will be presented with a graphical representation of the performance metrics 

across several areas. And the information can be displayed across four time options: 

 1 day 

 1 week 

 1 month 

 3 months. 

 

Click on the time options to change your view of the data 

 

 

 

The interval between polling the data differs across the time periods to ensure that the 

graph displays a realistic representation of your data usage without distortion by very 

short term anomalies. 

 

Click on the legend to select and deselect any of the individual 

metrics that you wish to display 

 

Click on the “Export” icon to download a copy of the chart 
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The download options include: 

 PNG image 

 JPEG image 

 PDF document 

 SVG vector image 

 

Rollover the graph to display specific details for each of the 

metrics displayed at the point selected 

 

 

Select an individual range from the graph indicator to show a 

specific date range 

 

 

Storage 

This displays the storage utilisation of what storage has been allocated and used for 

the server selected. 
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Underneath each of the storage graphs, further information can be found relating to 

expected usage in the near future. 

 

 

 

Memory 

This displays the physical memory usage for the server. 

 

 

Processor 

This displays the processor utilisation information for the server. 
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Network 

This displays the network utilisation information for the server. 

 

 

Uptime 

This displays the uptime of the selected server against the SLA, represented by the red 

dotted line. If the downtime has breached the threshold, then any downtime is 

displayed in red on the graph. 
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Domains 
The Domains module allows you to register and manage your domains all from one 

place. 

 

Click on the “Domains” tile to access this area 

 

 

 

Register domains 
 

Click on the “Register domains” button 

 

 

 

Enter the domain name you wish to search for and click the 

“Search” button 

 

This will display a list of all domains and show if they are available to purchase or not. If 

they can be purchased, the price is shown alongside with the relevant term displayed. 

 

Click on the button on the right-of the domain name you wish 

to order and click on the “Register selected domains” button 
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This will display the registration screen. 

 

Complete the registrant details, including all the required 

fields. 

 

 

 

Read and acknowledge the Terms and Conditions by clicking 

the appropriate tick box and then click “Place order” 
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Once your order has been passed through you will be presented with the order 

confirmation screen. 

 

 

 

Manage domains 
 

Click on the “Manage domains” button and search for the 

domain or click on the “Manage” button alongside 

 

 

 

Edit the renewal status 

 

Click on the “Edit renewal status” of the domain name to select 

the renewal option you would like and click “Update” 
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Edit the registrant details 

 

Click on the “Edit registrant details”, amend the fields and click 

the “Update” button 

 

 

 

Transfer domains 

 

Click on the “Transfer domains” button 
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Select to either Transfer In or Transfer Away a domain name 

 

Complete the required fields and click on the “Request 

transfer” button 

 

 

 

Activate Transfer in 

 

Click on the “Activate transfer-in” button 
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Complete the fields and click on the “Activate transfer” button 

 

 

 

 

Domain Name Servers 
The DNS module allows you to manage all your DNS records from a single place. 

 

Click on the “DNS” tile to access the module 

 

 

 

DNS records 

Search for the domain as before and click on “Manage” button 

to update the DNS record for that domain 
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Add a DNS record 

 

Click on the “Add DNS record” button 

 

Complete the required fields and click on the “Add new DNS 

record” button 
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Edit a DNS record 

 

Click on the “Edit” button” next to the DNS record 

 

 

 

Complete the required fields and click on the “Save DNS 

record” button 

 

 

 

Delete a DNS record 

 

Click on the “Delete” button” next to the DNS record 
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Click on the “Delete” button to confirm the deletion 

 

 

 

Name servers 
 

Click on the “Name servers” button  

 

Edit a name server record 

 

Update the name server fields and click on the “Update name 

servers” button 
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Sub-domains 
 

Click on the “Sub-domains” button  

 

Add a name server record 

 

Click on the “Add sub-domain” button 

 

Enter the sub-domain and click on the “Add” button 

 

 

 

The new sub-domain will now be added to the list.  

 

Click the “Manage” button to update the DNS settings for the 

subdomain 
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Service Descriptions 
The Service Descriptions module provides you with access to the latest versions of the 

service descriptions in a downloadable format 

 

Click on the “Service Description” tile to access 

this module 

 

 

The service descriptions are separated into categories, which can be filtered using the 

buttons on the left of the screen. 

 

 

Click on the “Download” button of the service description to 

download a .pdf version of the document 

 

Click on the “Summary” button (where applicable) for a 

shortened 2-sided document of the service 

 

Notifications 
From time to time, Claranet will send out announcements to users. These will appear in 

the Notifications module. 

 

Click on the “Notifications” tile to access this 

module 
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Click on the options to change your view of the notifications 

 

 

 

You can also enter a search term to find an individual 

notification 

 

 

MyStar access 
 

Click on the “MyStar Access” tile to open the 

module 

 

 

This will provide you with access to a number of MyStar features: 
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Worklife and IM 
From here you can manage all your Worklife and IM services 

 

Click on the “Worklife and IM” tile to access the module 

 

 

 

 

Click on the appropriate section to manage your email and IM accounts 

 

 

 

Portal Help 
The Portal Help module provides you with access to online guides and overviews. In 

addition, you can send feedback and suggestions to the Claranet Online team. 

 

Click on the “Portal Help” tile to access the module 
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Portal Guides 
 

Click on the “Portal guides” button to access a number of the 

available guides  

 

 

 

Permissions 
 

Click on the “Permissions” button to view details of the portal 

administrators in your company 

 

 

 

Feedback 
 

Click on the “Feedback” button to access the feedback form 

 

Complete the form and select the nature of feedback and click the “Submit” 

button 
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The nature of feedback options available are: 

 Service 

 Support 

 Product 

 Portal 

 Other 

 

My Orders 
 

Click on the “My Orders” tile to access this module 

 

 

 

 

This shows a list of all the orders received. 

 

Click on the        sign to the left of the order number to expand 

the order and see the details 
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Hosted Voice 
 

Click on the “Hosted voice” tile to access this 

module 

 

 

 

Click on the appropriate button to access the specific areas 
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Firewalls 
 

Click on the “Firewalls” tile to access this module 

 

 

 

The screen shows a list of the firewalls available 

 

 

Click on the “Name” of the firewall to access the specific information 

 

 

 

Click on the links to the various “Statistics” metrics for more details 

 

These include the ability to view:  

 Interfaces 

 Traffic 

 Hardware Statistics 

 Archives 
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Statistics 

View Interfaces 

This displays the interfaces on the firewall, graphing the send and receive rates 

through each port individually. Each graph can be displayed for the following time 

intervals: 

 Day 

 Week 

 Month 

 Year 

 

 

 

View Traffic 

 

 

Click on the individual path for further details of the traffic.  

 

This is displayed by: 

 Destination address 

 Source address 

 Port 
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View Hardware 

This area is currently not available. 
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View Archives 

 

Click on the individual “Archive Report” to download and view 

the archive logs 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


