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Telstra Enterprise — Telstra Order Exchange (TOX)
Customer Portal

SIM Replacement

Business unit Issue date Document ID
Telstra Enterprise 6/08/2026 CP09
Audience

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

Summary

In order to use your existing mobile service on a new phone (that uses a different sized SIM or a different
SIM solution), you will need to transfer your number onto a new SIM number.

This document provides instruction on how to transfer your mobile number to a new SIM number (i.e.
SIM Replacement).

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 / available

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:

SIM order is inflight (Pending Delivery) “SIM is not ready for activation”
SIM is unavailable in the network “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”
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CP09 SIM Replacement

Step Description
1a | On the Home page, there are 2
ways to place an order for SIM
Replacement:

a) through the Start Order
menu dropdown

In this scenario, select Replace
SIM as highlighted.

You will then get navigated to
the SIM Replacement page.

delstra

Detailed Actions

& ome sevces Tocking v Toos m v @ ¢
Wobile plans
o == ,
p
Meet the new status plo >
Change plans
The power of Gemini, supercharyww vie « wawse

From AS1090

Place and track orders

1b | b) Scroll down through the
tiles under Manage
Services section and
select Replace SIM as

highlighted.

You will then get navigated to
the SIM Replacement page.

Manage services

View and update services Return deviee Replace SIM Change plan

Reports Order dashboard ¥

lel

Device Enrolment Servica

2 Enter the quantity of mobile
numbers you would like to
move.

Note: You can move up to 999
numbers in the same
transaction.

JohnCPA Customertest

( Home Services Tracking v  Tools v Start order v =1 J0HN -
Q )

Home / SIM Replacement

SIM Replacement

Enter quantity

Enter Quantity

€ Maximum 998 per item

Addtocart

3 Enter User Details.

You can choose either:

a) Upload users from file or
b) Add new users

SIM Replacement

Enter quantity

k |

€ Maximum 999 per item

Enter User Details

a b
Upload different users from file or Add new different users

| [ using the provided I to upload more than 50 user details. You can anly upload users up to the number of services needed
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CP09 SIM Replacement

Step Description
3a | For option a in entering user

Detailed Actions

delstra

details, click in Upload
different user from file button.

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

Click on Choose File button to
upload the files.

Enter User Details

Upload different users from file

Add new different users

[o-

the provided

Upload users from file

Upload File

3 can be xis and up to ZMB

I Choose File I

Download sample list

/
Download sample sim type list #

User Details

o upload more than You can anly upload users up to the RUMbsr of services needed

—
Then, click on Add to Cart .
button to proceed to the next
page.
3b | For option b in entering user
details, click on Add new Enter User Detalls
different users button. Spload ifrent uses e fle °‘
[ using 10 upl detalls. You can only upload users up to the number of services needed
Enter the user details on the
designated fie|ds and se|ect Muhitcmwic:numbn;/ El;:.:\u::rrr:amu/ Enter Email (Optional)
details from the dr0pdown Cost Center lﬂplmniU I want to Please select SIM Card
fields accordingly. ) —_ | [ vecorms

Then click on Save User

button.

3c Once user details have been

added, click on Add To Cart
button to proceed to the next

page.

Enter User Details

Uplzad ditferen:

R T ——

o e i »

User Details
Showing 1-101 1 items

User name Email

Test Wame

Cost center

than 50 user detalls. You can only upload usees up 1o the rumiber of services needed

Remsperpage | 4 v

SIM card SIM serial/type Service Number
Standars sIM TELSTRA )

4 This will add the transaction to

the Shopping cart.

Tracking v Tools @ o ~
« )

At this point, you can “Continue
. 7 . i Clear Cart
shopping” or click on Checkout Shopping Cart (1)
to flnallse the purChase SIM replacement o Payment summary
Continue Shopping -
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CP09 SIM Replacement

Step Description
5 Enter the delivery details
following the prompts.

Notes:

- Populate all the fields
unless marked “optional”.

- Select the address from the
dropdown field, otherwise,
select “Use a different
address”.

Detailed Actions

elstra

Home / Shopping Cart / Checkout

Checkout

| | LY ——— |

Delivery details

JohnCPA Customer
Q@ @a

= Guszorerre)

Ordered by Name of the recipient

| |

Note : A PO BOX addrezs

Select address

Select

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, QLD1SFT SKIFFS, MANLY, OLD, 4179

NSULFISHERIES. RLICKINGRONG .Gl LENRAM NSW 2700
| tnput valu

6 If you choose to use a different
address, you need to search
the address from the
designated field as highlighted.
Then, select the correct
address from the list provided.

If the address is not on the list,
select an address that match
the Suburb, Post Code, and
State.

In this example, we choose the

Delivery address
Note : A PO BOX address s not a valid delivery address

Select address.

Use a different address

1st record from the dropdown

Search address \
778 Gabriela Straet
LY

178 GABRIEL STREET, CLOVERDALE WA 6105

GABRIEL GARDENS 132 GABRIEL STREET,
CLOVERDALE WA 6105

Cost center reference (optional)
12 GABRIELLA STREET, BELLAMACK NT 0832

11 GABRIELLA STREET, BELLAMACK NT 0832

10 GABRIELLA STREET, BELLAMACK NT 0832

Input Value

dresses, separated by commas.

list.

7 Once you select an address
record, click on the pencil icon
to modify the address details

Delivery address
Mote : A PO BOX address ks not a valid dalivery address
Select address

Use a different address
Search address
Enter address

Address

178 GABRIEL ST, CLOVERDALE WA 6105

Add to my address book
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delstra

CP09 SIM Replacement

Step Description Detailed Actions

8 You can now modify Address ——
Line 1 and 2 as highlighted with ot i
the correct details. Select sddess

Use a different address

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

R Address line 1 Address line 2 (optional) City / Suburb
preVIous Step' 178 GABRIEL ST CLOVERDALE
State Post code
WA 6105

Add ta my address book

9 Once you modify the address, _

you have option to add this sty e

record in the company address Select address

book / profile by putting a tick Use a ifternt adiess -
on the box as highlighted.

Search address

Enter address

Scroll down to continue

. . . . Address line 1 Address line 2 (optional) City / Suburb
populating the remaining fields. I cLoveRonE
State Post code
WA 6105

™ Add to my address book

10 | Inthe event, you need to add a
customer based Purchase Purchase order number (optional) Cost center reference (optional)
Order Number, use the — ¥ \
designated field as highlighted.

Enter customer email address to receive completion letter

When a special character is Completionette il be sent o your emal. adless. Tosend additonal notifications, typone o e emall acessss, separated by comma
entered into this field, which is e el ]
not acceptable in the backend

system, an error message will ' ety A i o et i

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

Note: All other characters are
acceptable as long as there is
no error message.

11 Customer email address field
can be used if you need to
send email notifications and
completion letter to other email

address aside from your email et eson s ne v st s sy o
address in TOX records.

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

Input Value ‘

Comments (optional)

Commentary field is i internal use only. Activation and shipping will not have visi this content
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CP09 SIM Replacement

Step Description Detailed Actions

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

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 one or more email addresses, separated by commas.

Input Value ‘

Comments (optional)

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

13 | Scroll down to Checkout
Summary section. Checkout Summary

Payment summary

Once all fields are populated, . S replacement e 3000
click on Confirm Order button il

to submit the order. /

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

14 | Once order has been S
submitted, the Order [ JESE——— n o= -

Confirmation page W|” dISplay Heme / Garl / Checkout / Checkout summary / Order confirmation

Click the My Orders button to Order Confirmation
navigate to the My Orders page Thanik you For Your Order - TOX o
in TOX. o e e e st g v st e @

Cantinue Shopping —

Help Privacy and terms
Enterprise support A Talstra Order Exchange terms and conditions A
Checkfor outoges 1 Crliea Information Summaries (CI5) 7

Our Customes Terms A1
Yeur detaits 7
Privacy statement 71

Accaptabis se policy A
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CP09 SIM Replacement

Step Description

Detailed Actions

delstra

dispatched, you will receive a
Dispatch Notification.

Note: The email will
automatically be sent to the
Primary Admin of that CIDN
and any other email added to
the Order Notification field in
the checkout screen.

Hi!

soon!

We've dispatched your order

Telstra Order Exchange Reference Number
TBAPO:
Track your delivery

You can track your delivery here.

‘What if you're not available?

15 | The customer who is the
recipient of the ordered items
will 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 ),
Here are your order details
Order Exchange Reference Number: TBAPO
Order Date: 31 July 2025
Ordered By: -
Organisation; | N
Delivery Address: § N ACT 2617
Customer PO Number: n
16 | Once the order has been

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

Your delivery is on the way and we're expecting it to arrive at your nominated address

REGISTERED TELSTRA®

TELSTRA ENTERPRISE — TELSTRA ORDER EXCHANGE (TOX) CUSTOMER PORTAL

PRINTED 6/08/2026 10:13 AM | FINAL

Page 7/8




CP09 SIM Replacement

Step Description

17

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
provides details of the order.

Note: This SIM ordering
scenario above is when a
customer chooses a physical
SIM, therefore delivery of an
order is part of the process.
SIM replacement will take place
once SIM card is delivered to
the customer.

Detailed Actions

delstra

<

Request submitted We're working on it Completed

] ] o

We've completed your order

Hi TestS5,

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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