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Telstra Enterprise — Telstra Order Exchange (TOX)
Customer Portal

Change Mobile Plans

Business unit Issue date Document ID
Telstra Enterprise 6/08/2026 CP10
Audience

Enterprise Customers using Telstra Order Exchange (TOX) Customer Portal.
Summary

Whether you need 5G network access, the latest phone or more data, there are many reasons to change
your Telstra mobile plan.

This document provides instructions on how to change your plan for an existing mobile device.

TOX validates the SIM serial number when you order a SIM only plan. The validation check performed
are:

- Is the entered SIM serial 13 digits in length?
- Is the entered SIM serial valid?

What is meant by Valid SIM Serial?

A valid SIM is an available blank SIM that can be used for new activation or reburn enabling you to
proceed with your order.

The table below describes the possible scenarios and the corresponding error messages TOX will
populate in the event there is an error during the SIM validation process:

Scenario Error Message

SIM order is inflight (Pending Delivery) “SIM is not ready for activation”
SIM is not AVAILABLE in SRM “SIM is unavailable in the System”
Incorrect (invalid) SIM number entered “Invalid SIM serial number”

SIM already associated to a service id “SIM has already been used”

Note: These screens have been recorded using the Telstra Admin access. The screens may vary
depending on the assigned role type and user permissions.
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CP10 Change Mobile Plans

Description " Detailed Actions
1 On the Home page, there are 2 e

ways to place an order for T o oo i | RN — o=,

changing plans: e ot e

a) through the Start Order o - o S
menu dropdown Meet the new status prio Dh. ;'/-.

b) through the tiles under o The power of Gemini, supercl’ar,i:.“:f.".x..w.‘ .
Manage Services section -

g ()

In this scenario, click on Start

Order menu and select Change . R —

Plans.

You will then get navigated to Place il trackorders

the product ordering catalogue

page.

2 Or option b, scroll down from the
homepage and click on Change
plan tile.

Manage services

Note: When moving to another LT : ] El

plan, sometimes an early iew andupdateservices eten davics
termination charge (ETC)
applies -

Transfer number Reports. Order dashboard Mobility fleet care raport

Device Enrolment Service

3 Click on the plan type to see

the range of eligible plans. L e T - - ) w @ v
Filtering options as per below: ' n
>
- SeIeCt 5G Or 4G network aS VOICE Mobile Broadband CBS Test Adaptive Enterprise Wireless CBS Test Adaptive Mobile Broadband
desired.
- Choose a plan term to go vorc GEETD
with your device. , Entar the plan nama
O . h I Technology Filter by Duration
- r you can type in the plan
name on the search field.
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CP10 Change Mobile Plans

Step Description " Detailed Actions

4

Choose your plan and click on
Order Now.

New Mobile Plans

Technology
o
(s )
N

Displaying 4 out of 4

Adaptive Mobile Epic
Plan with add-on

Data Allowance
50GB

Maximum Speed
100Mb/s

Voice Allowance

Unlimited

Adaptive Mobile Epic
Plan with lane add-on

Data Allowance
50GB

Maximum Speed
100Mb/s

Voice Allowance

Unlimited

Plan name

‘Q, Enter the plan name I

Filter by Duration

N/ ™
( aw ) 12months )
/N /

Adaptive Mobile Epic
Plan1

Pentest plan

From $74.53 /mth
Data Allowance Data Allowance
150GB Shared Domestic Data 1

Maximum Speed Maximum Speed

Unleashed speed 1

Voice Allowance Voice Allowance

Unlimited domestic calls & 1
messaging

™ d Mobile Smartphone Adf
Mobility 1.0 Plans : Adagtive

asdf

This s related Mobile Smartohone plan.
TestAdaptive Mobility 1.0 Plans : Adaptive
Makile Epic Plan

Order Now

Vs
( Order Now
AN

Ve ) N ’
{ Order Now { Order Now
AN AN

Enter the quantity of plans you
would like to buy.

Notes:

- Maximum order quantity
depends on the unit price of
the item you are ordering:

o More than $0, maximum
order qty is 999

o Ifitis amounting to $0,
maximum order qty is
5000

- Inthe event you enter a
quantity over maximum
order limit, TOX will show
an error message in red
text.

- Choose your Value-Added
Services (VAS) and Add
Ons if there is any.

Home / Plan / Adaptive Mobile Epic Plan 1

Adaptive Mobile Epic Plan 1

Data Allowance
180G Shared Domestic Data

Pricing
Unit Price $ 74.53 /mth

Maximum Speed
Unleashed speed

Tools Start order v

Quantity

Enter number of services required (Maximum 999 per item)

Enter Quantity

Voice Allowance
Unlimited domestic calls & messaging

JohnCPA Customer

" (@) o 7 v
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Step Description " Detailed Actions

CP10 Change Mobile Plans

delstra
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6 You will have the option to buy
devices for your new mobile Adaptive Mobile Epic Plan 1
plans Data Allowance Maximum Speed Voice Allowance
150GB Shared Domestic Data Unleashed speed Unlimited domestic calls & messaging
If you need to keep your own
device and just need a new Pricing
. ‘ , Unit Price $ 74.53 /mth
plan, click on ‘No. plans only’.
Quantity
If you need to pur‘chase a neW Enter number of services required (Maximum 999 per item)
device to go with your new 1
mobile plan, click on ‘Yes. Buy
deVIces,' o Purchase more items?
Do you want to buz devices with your plans?
This will take you to the Devices ( No. p.,,,,.so,.ly)/ Ves. Buy Devicss )
& Accessories page. b b o
In this example we choose:
- No, Plans Only
7 Select your Billing account
from the dropdown. Billng options
+ Billing options
Note: This is the account that N
the order amount will be © silnaeccout
cha rg ed. Billing account
\ B ]
8a | Enter User Details.
Enter User Details
. 1
3 ways to enter user details: on on
a) USG your own user | [ s toupload th user details. You can only upload users up to the number of services needed
information or )
User Details
b) Upload users from file or
c) Add new users =)
No Data Found
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CP10 Change Mobile Plans

Step Description

8b

If you choose option 1, put a tick
on the box, then some of the
fields will automatically be
populated with your details.

Click on the 2 dropdown fields
(mandatory fields) as
highlighted.

For this particular scenario we
will select below details for the
specific field:

e | wantto: Request a new
SIM card

e Please select SIM Card:
TELSTRA POSTPAID SIM

e Populate the Service
Number field

Then, click on Save User
button.

Note: Once Service number
field gets populated, the Early
termination cost (ETC) field will
compute and show the charges /
fees accordingly.

" Detailed Actions

delstra

Enter User Details

toupload h

Use myinformation  OR Upload different users from file OR Add new different users

user details. You can only upload users up to the number of services needed

| '

Enter User Name

JohnCPA Customertest

Enter email (Optional)

Cost center (Optionaly

TestCPAJohn.ZjU3MzIk2005111622@mail telstra-cay

I want to

Please select SIM Card

Service number

Select

Select SIM b

-

Early termination cost (ETC)

@ mportant
The early

ted in this order

only.

P .
( Cancel Save User
N -

8c

If you choose option 2, click in
Upload different user from file
button.

Use the sample list template as
highlighted in yellow. Once
populated with user details, save
the files.

Click on Choose File button to
upload the files.

Once file / template is uploaded,
click on Add to Cart button to
proceed to the next page.

Enter User Details

| 0

Upload users from file

Upload File

Files can be xls and up to 2MB.
N
( ChooseFile )
hN _/

Download sample list 4

User Details

the provided

[] Usemyinformation OR Upload different users from file OR Add new different users

to upload more than 50 user details. You can only upload users up to the number of services needed

No Data Found

Add To Cart
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CP10 Change Mobile Plans

Step Description

" Detailed Actions

delstra

&) | Quantity:1  Unit price: $74.53 /mth
sub total: $ 74.53 /mth
Service number 0478

View users

8d | If you choose option 3, click on
Add new different users Enter User Detals
button [[] Usemyinformation OR OR
. | o It is recommended using the provided sample spreadsheet to upload more than 50 user details. You can only upload users up to the number of services needed
Enter the user details on the
deSig nated fleldS and Select Enter User Name Enter email (Optional) Cost center (Optionaly
details from the dropdown fields -~ \ \ ]
according|y_ I want to Please select SIM Card Service number
i . i Select — . select SIM e Y 'S ]
For this particular scenario we o o1y
will select below details for the ‘
specific field:
© Important .
° I Want to: Request a new The early termination charges quoted in this order are an estimation only.
SIM card (v -
AN J
e Please select SIM Card:
TELSTRA POSTPAID SIM
Then, click Save User button.
Note: Once Service number
field gets populated, the Early
termination cost (ETC) field will
compute and show the charges /
fees accordingly.
9 Once user details have been
saved, click on Add to Cart User Details
button.
Basic search
Search user details
Search ‘ Search x
Showing 1-1of 1items Items per page ‘ 4 - |
< > Jump to page ‘T| of 1
10 | This will add the transaction to
. ) ) o JohnCPA Customer
the ShOpplng cart i Home Services Tracking v  Tools v A= jOHN w v
Home / Cart
At this point, you can “Continue
shopping” or click on Checkout Shopping Cart (1 o
to ﬂnallse the purChase Adaptive Mobile Epic Plan 1 or Payment summary

Total outright cost $000

Total redemptions

$0.00

$7453

Continue Shopping )
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CP10 Change Mobile Plans e'Stra

Step Description " Detailed Actions

1 Enter the delivery details
following the prompts. & oo sonices Tacking [y Tols © ? @5

PA Customer

= @esroreme)

Home / Shopping.Cart / Checkout

Notes:
. hecke
- Populate all the fields unless Checkont
marked “optional”. “ O o e T ‘

Delivery details

- Select the address from the
dropdown field, otherwise,
select “Use a different I |
address” [

Ordered by Name of the recipient

Select address

Select P l

Use a different address —
23 Main Street, Pyrmont, New South Wales, 2009
GRAFTON BREWERY,, STORAGE AREAS, GRAFTON, NSW, 2460

NSW POLICE, COOPER ST, COOTAMUNDRA, NSW, 2590

MORETON BAY TRAILER BOAT CLUB, QLD18FT SKIFFS, MANLY, QLD, 4179

NSW FISHERIES RUCKINGRONG RN_GILLENRAK NSW 2700
|"inout valu

12 | If you choose to use a different
address, you need to search the S

address from the designated Setect adrss
field as highlighted. Then, select e

the correct address from the list o \
provided. 778 Gabrtla St
LN

178 GABRIEL STREET, CLOVERDALE WA 6105

If the address is not On the IiSt, GABRIEL GARDENS 132 GABRIEL STREET,
select an address that match the B SS——
SUburb7 POSt COde7 and State' 11 GABRIELLA STREET, BELLAMACK NT 0832
10 GABRIELLA STREET, BELLAMACK NT 0832
In this example, we choose the s S
1st record from the dropdown — ' : o
list.
13 | Once you select an address
record, click on the pencil icon to e et sti

modify the address details selectadvess

Use a different address

Search address

Enter address

Address

178 GABRIEL ST, CLOVERDALE WA 6105

Add to my address book
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CP10 Change Mobile Plans

Step Description
14 | You can now modify Address

the correct details.

previous step.

" Detailed Actions

delstra

Line 1 and 2 as highlighted with

Note: City / Suburb, State and
Post Code cannot be edited. If
this is incorrect, go back to the

Delivery address

Nete : A PO BOX address is not a valid delivery address
Select address

Use a different address

Search address

Enter address

Address line 1 Address line 2 (optional)

178 GABRIEL ST

City / Suburb

CLOVERDALE

State Post code

WA 6105

Add to my address book

you have option to add this

on the box as highlighted.

Scroll down to continue

15 | Once you modify the address,

record in the company address
book / profile by putting a tick

populating the remaining fields.

Delivery address
Nota : A PO BOX addrass s not a valid dslivery address

Select address

Use a different address

Search address
Enter address

Address line 1 Address line 2 (optional)
778 GABRIEL ST

State Post code

WA 6105

™ Add to my address book

City / Suburb

CLOVERDALE

Customer based Purchase
Order Number, use the

When a special character is

be shown: Cannot contain &,
commas, quotes (‘or “).

Nno error message.

16 | In the event, you need to add a

Purchase order number (optional) Cost center reference (optional)

&

\ I

Cannot contain & commas, quotes (*or ")

designated field as highlighted.

entered into this field, which is
not acceptable in the backend
system, an error message will

Enter customer email address to receive completion letter

Completion letter will be sent to your email address. To send additional natifications, type one or L ades

separated by commas.

Input Value

Comments (optionaly

c v field is for your ternal use only.

d shipping will not have visibility on this content

Note: All other characters are
acceptable as long as there is

email notifications and

address in TOX records.

17 Customer email address field

can be used if you need to send

completion letter to other email
address aside from your email

Purchase order number (optional) Cost center reference (optional)

Enter customer email address to receive completion letter

Completion letter will b sent to your email address. To send additional notifications, type one or more email addresses, separated by commas.

Input Value

Comments (optional)

Commentary fieldis for your organisation's internal use only. Activation and shipping will not have visibility on this content
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CP10 Change Mobile Plans

Step Description

18

Comments field is for your
organisation’s internal use only.
Activation and shipping will not
have visibility on this content.

" Detailed Actions

elstra

Purchase order number (optional)

Cost center reference (optional)

Enter customer email address to receive completion letter

Completion letter will be sent to your email address. To send additional notifications, type ane or more emai

Input Value

Comments (optionaly

Commentary field is for your organisation'’s intemal use only. Activation and shipping will not have visibility on this content

19

Scroll down to Checkout
Summary section.

Once all fields are populated,
click on Confirm Order button
to submit the order.

Note: While your order is getting
submitted, a processing icon
will appear inside the Confirm
Order button.

‘ Home Tracking ~  Tools v Start order

Home / Cart / Checkout / Checkout summary

Checkout Summary

— Adaptive Mobile Epic Plan 1

Quantity:1

@ .. JohncPACustomer
i v
v @
5

Payment summary
Total outright cost $000
Total redemptions $000
Total monthly cost $7453

*Free deiivery. All prices are GST inclusive.

( Cancel Order )

20

Once order has been submitted,
the Order Confirmation page
will display.

Click the My Orders button to
navigate to the My Orders page
in TOX.

( Home Services Tracking v  Tools v Start order

Heme / Cart / Checkout / Checkout summary / Order confirmation

Order Confirmation

Thank you For Your Order - TOX 0

‘Vour order hiss been subimitted. Please check my orders for the status of this order

Help Privacy and terms

Enterpriss suppart A

Cheek for outages 7
Our Customer Terms A
Your detaits 21

Privacy statemant 7

Accoptable use policy A

Telstra Order Exchange tarms and condtions A

Crltical Information Summaries (CIS) 71

JohnCPA Customartest

=1 @ o ~

<
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CP10 Change Mobile Plans

Step Description " Detailed Actions

21 | The customer who is the
recipient of the ordered items

will also receive an Order {
Confirmation email with a
Summary Of the Order details Request submitted We’re working on it Completed

(-] O @]

Note: This is only when order

was submitted successfully. We've received your order

Hi 1,

Here are your order details

Order Exchange Reference Number: TBAPO
Order Date: 31 July 2025

Ordered By: ~Ci— =
Organisation: N
Delivery Address: § N ACT 2617
Customer PO Number: in
22 | Once the order has been
dispatched, you will receive a
Dispatch Notification. <
Note: The email will
automatically be sent to the We've dispatched your order
Primary Admin of that CIDN and
any other email added to the i
Order Notification field in the
CheCkOUt screen. Your delivery is on the way and we're expecting it to arrive at your nominated address

soon!

Telstra Order Exchange Reference Number

TBAPO:

Track your delivery

You can track your delivery here.

If you can't see it right now, don't worry, it may take a few hours to become available.

‘What if you're not available?
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CP10 Change Mobile Plans

Step Description " Detailed Actions

23 | Once order delivery has been
completed, the customer
(recipient of the package) will (
receive an Order Completion
email with Order Completion
Letter as an attachment which Request submitted Woe're working on it Completed
provides details of the order. o (/] (]

Note: Charges are triggered
after the delivery is successful
and charges appear on the
customer’s account when the
order status is completed.

We've completed your order

Hi TestSS,

Thanks for ordering online with Telstra Order Exchange. We're pleased to let you
know that your order TOXBAI has been completed, and your
products/services are now ready to use.

‘We've attached the details of your order.
You can also view your order details by clicking on My Orders from the Telstra
Order Exchange homepage.

If you need any further information or support, please contact your Service
Delivery Team on 132 253,

Thanks,
Your Telstra team

***and of process / steps***
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