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ABBREVIATIONS 

Sl. No. Abbreviation Description 

1 Addl. Additional 

2 CEPT Center for Excellence in Postal Technology 

3 CO Circle Office 

4 DO Divisional Office 

5 EU End User 

6 FAQ Frequently Asked Questions 

7 HO Head Post Office 

8 ID Identification 

9 Info Information   

10 IT Information Technology 

11 JPEG / JPG Joint Photographic Experts Group 

12 KB Kilobyte 

13 L1 Level 1 

14 L2 Level 2 

15 L3 Level 3 

16 L4 Level 4 

17 L5 Level 5 

18 L6 Level 6 

19 OTP One Time Password 

20 PDF Portable Document Format 

21 PO Post Office 

22 RO Regional Office 

23 URL Uniform Resource Locator 

24 Viz. Namely 
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Operational Guide : 

Operational Guide Version 1.0  Dated 27.02.2025 
 
Operational Guide Version 2.0 Dated 29.4.2025 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
DISCLAIMER 
 
The operational procedure provided in this Operational Guide is just an illustration for 
the user for using the Online Establishment portal. If the reader has any doubt in the 
department ruling and guidelines, he/she should refer to the respective manuals and 
volumes only. This Operational Guide should not be cited as Rulings. 
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1 Introduction 
 
This Operational Guide on Support Desk Management for End-users (i.e. Departmental 
Employees) enables the PO End Users to raise tickets for Functional & Technical issues 
faced by them in the various modules being used in the office.  

 
After raising the ticket by the End user, there will be up to 6 different levels for providing 
the resolution to the End User.  A typical 6 level escalation matrix  can be like the one 
which is shown below.   
 

SL 
NO 

Support Desk 
Level 

Office in charge 

1 Level -1 Divisional Office 
2 Level -2 Regional Office 
3 Level -3 Circle Office 
4 Level -4 CEPT L1 Support 
5 Level -5 CEPT L2 Support 
6 Level -6 CEPT L3 Support 

 
 

Depending on the sub module selected at the time of raising ticket,  Support Desk 
Support Levels are pre configured.  For each sub module, Support Desk Support Level 
will be configured with minimum 3 levels and maximum up to 6 levels.  Having all the 3 
levels of CEPT Support is a must for 3 to 6 level configuration. 
 
After the resolution is provided by Support Desk Support user to the ticket ID, End User 
need to confirm ‘Closure Confirmation’ within 48 hours of receipt of resolution remarks 
to close the ticket either by confirming resolution or re-route the ticket back to the 
Support Desk Support user who provided resolution.  Else, the ticket will be closed 
automatically. 
 
Support Desk Support user may seek additional information for better clarity of the 
issue description.   In such case, End User need to furnish the additional information 
sought within 7 days.  Else, the ticket will be closed automatically. 
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2 User Login 
Production / Live URL:  https://prod.cept.gov.in/employeeportal 
 

Training URL:  https://training.cept.gov.in/employeeportal 
 

 
 
After entering URL in the address bar of any recommended web browser, login screen 
as shown above will appear.    
 
Enter Login Details: 

 Login ID: Use your Employee ID. 
 Default Password: Dop@1234 

Enter login credentials and press “Enter” key in the key board or click on “Sign In” 
button. 

 
 
Note: Upon login with default password, user may be prompted to change password.   When 
prompted, user needs to change the password other than default password as per password 
policy and subsequently login with changed password. 



https://prod.cept.gov.in/employeeportal
https://training.cept.gov.in/employeeportal
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Then onwards user can reset password using password reset link available in the login 
page.  
 
Mobile number updation is compulsory for resetting password 
 
 

 
 

After clicking on “Forgot / Reset Password”, user will be prompted to enter Employee 
ID, after entering employee ID, click on “Send OTP” button.   
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After click on “Send OTP” button, OTP will be sent to the registered mobile number of 
the employee.   User need to enter enter OTP and click on “Verify OTP”.   
 

 
 

After the OTP is validated, a flash pop-up as shown will appear and user will be 
prompted to change / reset password. 
 

 
 
User will be prompted to enter new password and re-enter new password. After 
entering them, click on “Change Password” button.  A confirmation pop-up about 
change of password will appear on screen. 
 
 



  

INDIA POST – IT 2.0  Page 9 of 31 
 

Operational Guide  – Support Desk Management - [for End Users (Departmental Employees)] 

3 Support Desk (For End Users) 
 
 

 
 
In Home page,  locate “Support Desk” card and click on it.    User can navigate and 
locate by clicking on page numbers or << or >> button available in the bottom of page.   
 

 
 
Alternatively, user can type any key words of card title i.e. either Support or Desk in 
searcher field available.   After typing key characters, only the cards having the key word 
entered in searcher field will be filtered and displayed.  Then user can easily locate and 
click on “Support Desk” card. 
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After clicking on “Support Desk” card, Support Desk Management page with 4 (four) 
sub cards will appear viz., 
 
 

 Raise Tickets (EU) 
 Ticket Raised (EU) 
 Reports & Analytics 
 FAQs & Documented Solutions 
 

3.1 Raise Tickets ( E U ) 
 

 
 
Click on “Raise Tickets ( EU )” sub card to raise ticket on issues being faced on various 
modules. 
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After clicking  on “Raise Tickets ( EU )” sub card, support desk ticket screen will be 
displayed to raise the tickets  
 
By default, ‘Ticket Raising Post Office’ and ‘Ticket raised for Office’ fields will be auto 
filled with the name of the office to which the logged in user is mapped.   In ‘Ticket 
raised for Office’, name of the office can be selected through drop down list, If user 
wishes to raise a ticket on behalf of some other office. 
 
Note :-  If ticket is raised on behalf of some other office, details will be available in the login of 
user who raised the ticket and resolution and other event details will also be routed to the user 
who raised the ticket.   
 
Selection  of Category, Module and Sub Module are mandatory appropriate selection 
can be made using the drop down list in each of these fields. 
 
Enter Subject and Problem Description in the concerned fields. 
 
 

 
 
Note :-  Minimum of 10 characters to be entered  both in ‘Subject’ & ‘Problem Description’ field.  
Else, alert message as shown above will appear. 
 
 
 




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While raising ticket, supporting documents, images can be attached by clicking on 
“Choose File” button in ‘Select a file’ field, browse for the required file / image in the 
local system and click on “Open” button.   However, ticket can be raised without 
attachment also. 
 
Note :-  Only 1 (one) file either in PDF or in JPEG/JPG file format with file size less than 512 KB 
can be attached. 
 

 
 
In case any PDF / JPEG / JPG file is attached successfully, it’s thumbnail image is shown 
below the ‘Select a file’ field.   To remove the attached file, click on “x” mark of the 
thumbnail image of attached file. 
 
To raise a ticket, click on “Raise Ticket” button. 
 


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3.1.1 Warning messages and its reasons in file attachment process while raising 
ticket 

 

 
 

 
 
 
 
 
 
 
Possible warning messages and its reasons in file attachment process while raising of 
Support Desk ticket  by End User in “Raise Ticket (EU)” option are shown below. 
 
Solution : - To avoid such warning messages, try to attach only one file of PDF / JPG / 
JPEG file format having file size less than 512 KB. 
 

 
 
After clicking on “Raise Ticket” button, a unique 10 digit ticket ID will be generated and 
pop-up message as shown above will appear with ticket ID.    Click on “Ok” button to 
close the pop-up message 
 
For Ex :  In above screen shot, ticket ID generated is “TIC4580574” 
 
 

In case file size of prescribed 
file format exceeds  512 KB 
limit, then a flash pop-up 
message as shown will appear 
in the bottom right corner of 
screen 

In case selected file format is 
other than PDF or JPG / JPEG 
then a flash pop-up message as 
shown will appear in the 
bottom right corner of screen 
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Ticket will be routed to the concerned Support Desk Support user as per the pre-configuration 
done for each category, module and sub module.   
 
Details of category, module and sub module wise ticket routing after it is registered is 
shown in Annexure-A 
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3.2 Ticket Raised (EU) 
 
All tickets raised by End User before its closure will be available in Ticket Raised (EU).    
 
List of closed tickets can be viewed in ‘Detailed Report – End User’ by applying status 
for ‘closed’.  (Refer 3.3.2 of this Operational Guide) 
 
Routing details of closed tickets can be fetched by using ‘Ticket Search’ by furnishing 
valid ticket ID.  (Refer 3.3.1 of this Operational Guide) 
 

 
 
Click on “Ticket Raised (EU)” sub card available under “Support Desk” card. 
 

 
 
After clicking on “Ticket Raised (EU)” sub card, page as shown above with tabular 
information with column headers viz., Sl. No., Ticket Number, Category, Module, Sub 
Module, Ticket Raised Office, Subject, Raised on, Current Event will be displayed 
without applying any filter(s).   
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1) Maximum 10 rows per page will be displayed by default.  User can navigate 
between pages by clicking on |<, <, >, >| icons available in bottom right corner of 
page.   

 
2) Provision of searcher is available.   In the searcher field, key characters may be 

entered.   Then as per the key characters entered, data will be filtered and 
displayed.   

3) Provision to download the entire data in Excel format is also available by clicking 
on “Download Excel” button.   File in Excel format will be downloaded as per the 
web browser settings.  

 
 

 
User can apply various filters like by Category, Module, Sub Module, From Date, To 
Date by selecting appropriate values in the concerned fields and click on “Fetch” 
button.   Then only those tickets meeting the applied filter criteria will be displayed.  To 
know more about the ticket, click on the desired Ticket ID. 
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After clicking on the desired ticket ID, page with ‘Ticket Details’, ‘Uploaded Documents’ 
(if any) and ‘Routing Details’ will be displayed as shown above. 
 
 

 
 

When clicked on the file name appearing under ‘Uploaded documents’ section, 
uploaded file will be downloaded as per the browser settings. 
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3.2.1 Closure Confirmation received 
 
 

 
 
Click on “Ticket Raised  (EU)” sub card.  Then, page as shown above will be displayed. 
 
In case resolution is provided by Support Desk Support user of any level (L1 through L6), 
End User need to click on the ticket ID for which ‘Current Event’ is shown as ‘Sent for 
resolution confirmation’. 
 

 
 
After clicking on the desired ticket ID, another page opens showing the Ticket details  
and Routing Details with “Closure Confirmation” button.    
 
In Routing Details, resolution provided will be shown under column header ‘Resolution 
Remarks’. 
 
Click on “Closure Confirmation” button. 
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3.2.1.1 Confirm Closure Confirmation 
 
This is in continuation of 3.2.1 
 
End user to view the resolution under the ‘Resolution Remarks’ column header and 
click on “Closure Confirmation” button. 
 
Note : - If closure confirmation is not updated within 48 hours of providing resolution remarks, it 
gets auto closed. 
 
 

 
 
After clicking on “Closure Confirmation” button, a dialogue box as shown above will 
appear seeking closure confirmation as “Are you sure you want to confirm closure?” 
with two buttons viz., “Yes, Confirm” and “No”. 
 
If resolution provided to the End User has resolved the issue,  click on “Yes, Confirm” 
 

 
 

After clicking on “Yes, Confirm” button, a flash pop-up message as displayed above will 
appear and ticket gets closed. 
 
Note : - After updation of event description, ticket will not be available in “Ticket Raised (EU)” 
sub card.    
 
List of closed tickets can be viewed in ‘Detailed Report – End User’ by applying status for 
‘closed’.  (Refer 3.3.2 of this Operational Guide) 
 
Routing details of closed tickets can be fetched by using ‘Ticket Search’ by furnishing valid 
ticket ID.  (Refer 3.3.1 of this Operational Guide) 
 
 
 




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3.2.1.2 Closure confirmation not confirmed 
 
This is in continuation of 3.2.1 
 
End user to view the resolution under the ‘Resolution Remarks’ column header and 
click on “Closure Confirmation” button. 
 
Note : - If closure confirmation is not updated within 48 hours of providing resolution remarks, it 
gets auto closed. 
 
 

 
 
If the resolution provided by Support Desk Support team has not resolved the issue  or 
End User is not ready to accept the resolution provided, End User need to click on “No” 
button.   

 
 

Upon clicking on “No” button, dialogue box as shown above will appear to enter 
remarks and attach any one supporting file (if required – this is optional – if attached, 
file should be in PDF / JPG / JPEG format with file size less than 512 KB) with two buttons 
“Submit” and “Cancel”. 
 
Clicking on “Cancel” will close the dialogue box and redirect to the result of Ticket 
Raised (EU) page. 
 


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Enter suitable remarks and attach file (if required) and click on “Submit” button. 
 

 
 

After clicking on “Submit” button, a flash pop-up message as displayed above will 
appear and the ticket gets re-routed to the Support Desk support user who provided the 
resolution remarks. 

3.2.1.3 Closure confirmation not updated within 48 hours of providing resolution  
 
Note : - If closure confirmation is not updated as discussed in 3.2.1.1 or 3.2.1.2, ticket gets 
auto closed after 48 hours of providing resolution remarks. 
 
3.2.2 Submit Additional Information sought by Support Desk Support user 
 
Support Desk Support user may seek clarification / additional information for better 
clarity of the issue description.   In such case, End User need to furnish the additional 
information sought within 7 days.  Else, the ticket will be closed automatically. 
 

 
 
  In “Ticket Raised”, search and locate Ticket ID for which ‘Clarification required for End 
User’ remarks available under the column header ‘Current Event’ and click on the 
desired ticket ID. 


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After clicking on the desired ticket ID page showing the ticket details will be shown.  
Under ‘Routing Details’ section, End User will find “Submit Additional Information” 
button.   Click on this button.   
 

 
After clicking on “Submit Additional Information” button, a dialogue box as shown 
above will appear.   
 

 
 

Enter additional information sought by the Support Desk Support user in ‘Remarks’ 
field.   If required attach file (this is optional).   If file attached, End User to ensure that, 
only one file of PDF or JPEG / JPG format with file size less than 512 KB is attached.   
Click on “Submit” button.  Clicking on “Cancel” button will re-direct to Ticket Raised 
page. 
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After clicking on “Submit” button, a flash pop-up message as shown above will appear 
and the ticket will be re-routed to the Support Desk Support user who sought Additional 
Information. 
 

3.3 Report & Analytics 
 

 
 
Click on “Reports & Analytics” sub card available under “Support Desk” card. 
 

 
 
After clicking on “Reports & Analytics” sub card, following 2 (two) options will be 
available in side panel for selection. 
 

 Ticket Search 
 Detailed Report – End User 
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3.3.1 Ticket Search 
 

 
 
Click on “Ticket Search” option under “Reports & Analytics” sub card.  
 
 

 
 
After clicking on “Ticket Search” option, page as shown above will appear with option to 
enter Ticket ID in ‘Ticket ID’ field.    
 
Enter the complete Ticket ID with prefix as generated at the time of raising ticket and 
click on “Search” button. 
 

 
 
In case only the ticket number in numeric (i.e. without prefix such as TIC)  is entered 
and clicked on “Search” button, flash pop-up as shown above will appear.   
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In case valid/invalid ticket number with prefix in lowercase (i.e. ‘tic’ instead of ‘TIC’) is 
entered and clicked on “Search” button, then also flash pop-up as shown above will 
appear.   
 
Note : - Complete ticket ID with prefix only in uppercase need to be entered to search and 
fetch details of ticket 
 

 
 
After entering valid ticket ID and clicked on “Search” button, ‘Ticket Details’, ‘Uploaded 
Documents’ (if any) and ‘Routing Details’ will be displayed as shown above. 
 
 
 
 
 
 





  

INDIA POST – IT 2.0  Page 26 of 31 
 

Operational Guide  – Support Desk Management - [for End Users (Departmental Employees)] 

3.3.2 Detailed Report – End User 
 

 
 
Click on “Detailed Report – End User” option under “Reports & Analytics” sub card,  
 

 
 
 
After clicking on “Detailed Report – End User” option, detailed report page as shown 
above will appear.   
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User can apply various filters for the required report depending on category, module 
and sub module, status.   Select Outward Tickets in ‘Select List Type’ field .  Select 
From date and To Date.  Click on “Fetch” button.  Selection of list type and date range is 
mandatory. 
 
Note : -  Selected date range should not exceed 30 days. 
 
 

 
 
 

1) Maximum 10 rows per page will be displayed by default.  User can navigate 
between pages by clicking on |<, <, >, >| icons available in bottom right corner of 
page.   

 
 

2) Provision to download the entire data in Excel format is also available by clicking 
on “Download Excel” button.   File in Excel format will be downloaded as per the 
web browser settings 
 


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Provision of searcher is available.   In the searcher field, key characters may be entered.   
Then as per the key characters entered, data will be filtered and displayed 
 

3.4 FAQ’s & Documented Solutions 
 
 

 
 
Click on “FAQ’s & Documented Solutions” sub card under “Support Desk” card. 
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After clicking on “FAQ’s & Documented Solutions” sub card, page as shown above will 
appear.  
 

 
 
After selecting Category and Module from the drop down list in the concerned fields, 
page as shown above will appear. 
 
In this page, three (3) tabs are available viz.,   
 

 Frequently Asked Questions,  
 Operational Guides and  
 Rulings   

 
If CEPT Admin of Support Desk has uploaded any documents like FAQ, Operational 
Guides and Rulings related to the category and module, the same will be displayed 
under the concerned tabs for reference by user. 
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End user is always advised to refer to these documents before raising ticket to any 
issue, since after referring to the documented solution, end user may get resolution in 
such documents.   But, even after referring to such documents, end user still wishes to 
raise ticket, it can be done by using ‘Raise ticket (EU)’ sub card option.  (Detailed 
procedure of raising a ticket by end user has been described in 3.1 of this Operational 
Guide) 
 
 
 
 
 
 
 
 
  


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4 Flow Chart  
 

 

Support Desk  
(DO/RO/CO/CEPT) 

Re-Route to the 
Support Desk user who 

Sought Additional 
Information   

Re-Route to the 
Support Desk user who 

provided resolution   


