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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 Support Desk Office in charge
NO Level
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 Supportis 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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o
2 UserLogin
Production / Live URL: https://prod.cept.gov.in/employeeportal

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

Welcome User!

G tows et e A

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.

3
Change Password
Enter your New password
Now!!

Change Password

A

5 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.
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Welcome User!

@
o

Enter Your Details to Sign In (. 4 -1

Employee 1D

Enter Employee 1D

Password

Enter Password

Then onwards user can reset password using password reset link available in the login
page.

Mobile number updation is compulsory for resetting password

S

A\ %

Verify Mobile

Enter your User 1D to Verify

Employee ID/User Name

Send OTP

N

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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Verify Mobile

Enter your User ID to Verify

ad 111 1]

Verity OTP

Ressnd OTP in 29 “%conds

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.

Change Password

Enter your New password

Now!!

New Password

Change Password

N

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.
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3 Support Desk (For End Users)

& O Yoty 6 -8

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.

N o

z - Departmoem of Posts “® v B
s ey 04| s e o b e ——]

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.

0 3 ryempns £~
s Degarmentaf s

'_5; sy (ovmncios Soemen dide

i SUPPORTDESL ANAGENET

Tickas Lased L)
o oaryemoy

FAJ's & Dequmentad Schtions

ST tanp S
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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 RaiseTickets (EU)

Department of Pasts

sy lonmncion. Soemen Fhde

SUPPORT DESK MANAGENENT

Tickess Rased U

Click on “Raise Tickets ( EU )” sub card to raise ticket on issues being faced on various
modules.

& 0 wyomeepomona o o 0
g N Departmest of Posts te @
a [ Py S——— cEymyn

SUPPORT DESK TICKET

Rane Ticket*

£
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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.

,@fNote :- 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.

SERVICE DESK TICKET

Ralse Ticket*
bcket Ratsing PostCifios ket rwsed far Office
MysuraHO Myzasu HOD
elert Cmegory® Selecy Mocule®

Selert Sul Madule
Appicationn bt Addhaar v Furcta

Sefect a Ml %

Chaous Bie  No Me chosen

/@5 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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2 SERVICE DESK TICKET
@ Ozen x
Raise Ticket* M . » MI0 + e + . Y
Tickes Ramvng PoarOtfice
Mysiru HO s TN i . B
B v »

elect Caregury®
* vew wro pt

Agplicatons v ompdent Mary
A et Docurent | gt
St wood O '
C 75 tio = Sawt Ducorramd 2peb! THALL SO0 1254
Copture GPS & not tunctionng. g K
. Souy R 20050211 160532 heg

Protlern Deseripitior Soric Ok
v 0 Chwack powrmn an pes PO Nogelataens 2004 n I
Capture GP5 & not functionng.

0 HO & RS Uit ond 10 end testing

i A Rarnatavs Crce Othaid letng 2001 20029 stey

W Neracnh A Mysom D - Propossd Poit 50 Rost mappieg &

Select a fle

T v | et Doourmmenn Lpstt MG
|::> Chastae I No Ele thagen £
Chgwn Cavel

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.

g Note :- Only 1 (one) file either in PDF or in JPEG/JPG file format with file size less than 512 KB
can be attached.

wlect Catmpory® YSTTL R OO St UL Mudide*

Appicatinmg v Aschaw - Forcreral lssue

Sobjece*

Captune GPS s nat furctioning

Problemn Descr ptiom

Capurm GPS Iy nat Aretning

Salect afle
OwoseSe  Tewt Docomert2.pit

Fip sehecied

_0
:>@

= ?

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

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

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

screen

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.

TICKET REGISTERED SUCCESSFULLY WITH TICKET 1D TIC4580574

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”
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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)

Tomayop g s TR
& Department &f Pasts ne W
¢ - .............. [ amnsaas ]
- Labed — j

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

<0 S ARG g R e S &~ 0
] Degartrsert of Posts te B
Q - N f Lommencns, e F e

RESCLUTION FOR QUTVWRD TICKETS

S Nisibmier  Casgony ana o gt L L Larwt b Sewheran Tew A -y

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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Q | ) (ot )
S\ —
SNo Ticket Numbes Category Modus Sul: Mecule Tichut Ralsed Office </4 Subject @aﬁ an
TICASHOS T4 Appicanorns Aschaar Funcrona Issue Mysaru HO Capmure G=5 I3 not furcoonng 26022025
2 THC2320087 Appications Aschay Funcvony sse Mysuru HD bests sulject 2302225

POS /Bocking @] sttt skun oy at

T Appicatons Functionadl desu v, u 20022025
3 1CI5RS4S Prasn Maoduke L o piniHo atnatatry paisehioy 002:202
PO 1800k v fahitrem sttt couwt :
4 TICA017384 Appscabon S (Bushing funcionat ke MyssruHO SO SN} XS G TY A 2002208
Module aunudwire pausfou
PO /Bock s\ sht T Gt
5 TICS&28669 Appscations O Moy Functional Issie Myssu HO 04 D10 WL ORIV A€ 19.02.2005
Moduke atnatwire ailey
- - POS /Booking v hftrem shiom coumty Ac
: A T Funczional e w ’ 8022005
& TICE050832 ppSCation: Madute unzional luue sary HOD AV AT 1902202
POS /Bock - S sshi Wio 0
’ 1Sty Appileatine Arigasd Funcsnad b Myisiry HO S it SRt osiie Ac 1902208
Mocule 4 avudwdre pauefov
POS /Bocking SO Sh Tt shom comndy 3¢
T A Vumciina § . ’ 5022025
' Ha08e ppcatinn Pz unctisnal beue Myssiru HO sl ehisness 1502242
TICA245504 Apprcatiom Asthsar Funcsonal Jyswe Myuru M D bt vutjeet 18072005
SHT - AStnadr funchiomng e
" nCIDGNT Appicanom Aschaar Funcoonal tvsm Mywrs MO (18072024 for teseng upto 18022025

ovel &

BT L
A

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.

E Favururtes ([CirieF)
& - Sesidution

Ticket rased for Office |::> Selact Category |::> Gedet Wooule |:> Select Sub Module
Mysiru 10 ~ Checse an agrion v Chaocss an optin - Chocae an nphion
:> From date
26-02-200% (] 6-02-2009 (w] n
Q | - | -
\: > Wz ar ]

SNe Ticket Number Catogory Modeln Sub Mosule Ticket Radand Office Sudymct Ralvec on

TICAS80574 Applcarons Aadhaar Funcriong lvsse Mysury <0 Copture GFS ls noe functionng 26022035

.
o

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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|:> Ticket Detalls* -
Tickes Nambtey

Category Name Module Name Subr Modulke

TICASs0s 74 Applcationy Ancihat Furctionrm! bssiuw
flasad By Cirde Rased By Raglon Saed By Divioon Rassaq 8y Offica
Karnataks Cirge Souath Kammataka Reglon Mysuru Dnrsion Mysru KO
Ticker Office Cremated Date Tigket Stanus

Mysuns HO 16-02.202% Weezstaret

Sutyect

Capture GPS 1y not functioning

Desoiption

Capture GPS i3 not funcrionng

|:> Uploaded Documents
e Name Uploaded By Upload Date

TIcessat 4 (AN TR0 End User 220025, 2064
|:> Routing Details %

Sepport Rele Sopport Office Fvent Descrigtion Resolution Remarks Created Date
Bt Uner Mywsu O Reghtared Captuen (S K e functioning 26022025

After clicking on the desired ticket ID, page with ‘Ticket Details’, ‘Uploaded Documents’
(if any) and ‘Routing Details’ will be displayed as shown above.

@ wwvirs *
1 + Dotk s Comp. » >, Pt Wy n

Oepanize ~ Now Tolde

) Home

oo i

W Gater,
M Comprhard Maagrrant Fresertatonm lar 162 2005 ot 4
@ Cnelyive
& Dok Sewa Comprlamts Managenent Pesesition pd! 4
1 FALs on Complaints Manypemont (Usdated) p !
8 Deshrop * i
FALS on Dk Sews Mobde Appiication pit <
LS

L Dowineds #

Fie naens | (SR

Sovw aa e Adabe Acrubiat Dovsmeet {* o) JLES

ON 2

A Hide Folden Sawe Cancet

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

B Pavoures [Ciied)
L Rt

RESOLUTION
ket patsad) fot Offve Lewct Catugry sadet! Mocule St Sk Mo e
Nysuru =0 v Chodose an optan - Onoose an ol L Chiose an aptan -

e To Que.

SN Thohet Mumber Cntegery Medue Sub Motuk Ticket Aaised OMice Sutypect Natset on Current tvent
B05 oskh M [t sfewn o3 krafe o
) TICH 41583 Anpbcarony ooy Funcsonal lose Mymini K SOV SRSV SV O DMV o V702 2025 S mrerat
Mo aoutatre pestee
AOS Bosk iy SO [ s G v
R TICHA 2248 Peuhcanons 5 v Funcsone Issue Mysini Ko SOV [¥ibume shovey 03 \ 102 262% b steeed
POS 1Bosh M 0N | AT S
n TICTIO apbcatons o ctpade Funcponal lsae My Ko 40 J Wi S OBbA! R S bl Sect tor rpazeati
Vode acudatry pasles
2 ELN el o e o
s - o Foresonad Iy »wa 702 X028 Sere n 2
b TICA249565 ok canons Madde s o0l e Mywiru KO <5 AR\ 1702 2028 Sere har resodan
TICIS84184 Aookcarons Pis/mIsNg Funcsonal lssve Mesini KO S0 i P ORRIWIN & 1702 2028 Sere for resclet)
Modh ye »oudwtiy povseles

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’.

Routing Details

Support Suls Seppect Offics Cvent Descrgtian |::> Mmalution RBemarks Created Dats
LY Suepert Mysuru Onison Samt for ~mm:)n(mh~a.on% Nescleed 1022005
End User My SO Regitered N hodires e saoudnanomms . Rewrsh v fa 17022025

w

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.

/QS Note : - If closure confirmation is not updated within 48 hours of providing resolution remarks, it

gets auto closed.

Are you sure you wane te confirm closure? <:|

al

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”

X

o Ticket event recorded successfully

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.

Ao you sure you wark te canfirm closure? <:|

ol

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.
|£;> Homarks*

Sedect a fie |Optinnal)

|:j> Chogee File No file chozen

o

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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Closure Confirmation

- Remarks®

‘ Iszue not resoheerd

Select a Me (Optanal)

Chastns il  No file chosen

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

X

Q Ticket event recorded successfully

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

2$ 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.

B rwensntinn jarien)
F
RESOLUTION
el e for ON du o bt b 8
Mypsure kO - Chacse an optan - Choase an eplon Chosse én cplion
From dare To datn
neasas i vowe v || s
: et oo
he Ticket Number Cateyory Medule Sub Meduie Thcket Raised Office Subject OJ Ratsed oo |::>c|nnmeml
- POS Mo ng - . .| ~ w) AUV Bhen Sauwy & 20223028 r -
TICKMASES <:Lrhlr-\ . s Funmnonst hiese y——r it 17022988 ClstiScarnn re

&

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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Q> Routing Details
Support Rode Suppert Office Fvent Description Resolutzon Remarks Created Date
L1 Suppoey Mysug Drasion Clarificatons requeed from End User please provide informaton an 28-02-2005
End User Mysuru MO Resakition not scoepted No remarks 27-02-2025
L1 Support Mysuru Division Sent for resolution confirmation Resolved 17-02-2025
End User Mysuru MO Hegstered sy hoainsivan;sdoudnoremms jbpwrub v pu 17-02-2025

Submit Additional IMormatan

%

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.

Additional Information Alert

Remorks®

Sedect & Fie (Optionsl)

Chooss Fls N fle chosen

|

i

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

Additional Information Alert

MOD00M inloemation 1ougie i fumished Bevowin 20005 win reguired e atacmed

Plwass cesotuw (he anon ot e earfes

Sebect 2 e |Opoonal)
> Ehooos Fie  Test Dongment ] pt

Fike sateced Tes Docomens-Z gt
2SS

Loy

g

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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o

X

Q Ticket event recorded successfully

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

Department of Posts 0w W

Minstry of Communications, Government of Indis [ skceve. sareew v |
Home  Bag Manogerwot  Bank Modube  Uooking Solution  Budget Module  Complaint Managemenre  Othery &
gtal creatons acrass 20+ catepories. Nominate yourself o your favorne oeas

[ cavourites (e
¢ wesite D

o ot Departerent of Posts arganized an aeractive wirkshop on “Stress Manayemernt & Workplace” 3t Dok

SERVICE DESK MANAGEMENT

Raise Tickets (EU) Outward Tickets {(EU)
Parrony of 1w Tubess (L DS L]

FAQ's & Documented
e Solutions
N ]

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

Reports G

L Pichet Saanh Jirresa
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

Reports e

Detaied Repon

"
e Enduser

Ticket Seprch

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

Department of Posts

Mingzry of Communications, Gowernment of Indl

tome  Bag Management  Bank Module  Booking Sofution  Budget Module  Complaint Memagemers  Others v

Ehawan, New Dehi, a5 a pan of the Gender Sudget imftative of DOP Sacored Stmg’”s Crafted wath the eszence and essentials of the holy Eacth, Wotes Sandal, Gold andt the spiric of Shid Rae'

s =

After clicking on “Ticket Search” option, page as shown above will appear with option to
enter Ticket ID in ‘Ticket ID’ field.

Track your Ticket here

Enter the complete Ticket ID with prefix as generated at the time of raising ticket and
click on “Search” button.

.

Track your Ticket here

[N TP W -

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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Favourmies (CtrieF)
Track your Ticket here

Ticket 104
) noasensrs %
W Ml Gurcilires ! -

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.

»@S Note : - Complete ticket ID with prefix only in uppercase need to be entered to search and
fetch details of ticket

|:> Track your Ticket here
Tcam ID*
daiimide
Tieket Nutnbe Catogiry Name Mocule Nama Sty Muchly
TICA520574 Applicatiors Ascihaar Functional lssoe
Sutyect
Capture GPS & not lurctioning
I:>Up!owod Documents
wres Uyt
Uploaded  Upload
File Narma pes Dite
2035,
JAMMML | Bt i V1344
L]
Protdnm Description
Capture GPS i not functioning
> Routing Details
Sepport Role Support OMce Evens Description Resslution Remarks Created Date
Eod User MyssuHO Regexered Caprure GPS is not funcronng 6022025

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.
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3.3.2 Detailed Report - End User

Reports (<)

g Deiakes Report
Enalher

2

% Ticket Search

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

ﬁ' E Department of Posts e MW

d& Minttry of Commmaarécations, Government of Incia

Home  Bag Mansgement  Bank Modwle  Booking Salution  Budget Module  Complant Management  Others v

Mahe s On his 12500 Daeth anniversary e BParths Duk parys tnbute to the freodom Rglie ssd Nightingale of Indu’ Sarcfies Naldu on ber Birth anniversary. She was the estodiment of stre

DETAILED REPORT
MouniHo o Cheose an opbon Chates s option - Choose an opbion
Choose an upi - Choase an opuon - -y (m} td-rrem-yyyy

After clicking on “Detailed Report — End User” option, detailed report page as shown
above will appear.

a Favourites (C1orFy
; DETAILED REPORT
L;,\nru " ‘r" ‘ Chooss an aption Chooss 40 opton Chooms #n opbon
Outward 1.;‘,.. v Chooze an option v 01-02.2025 (] 26.02.2025 (]

Trwre i n0 FeCones Lo display
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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.

/Qf Note : - Selected date range should not exceed 30 days.

B IR0 LTV -
.
' - T4 ' )
Ny HO - (hates an oy Tesrme av apts Paxre 4t gt
rem o de
Ourwitrd Tievets Chotme an symcn a3 20 (=] a0 0
s Feher Nurvher Carwgary Maata b Sl Mata Fnat Rasad Offas Metyuiz Nakwd on “‘6‘;"—
1 oo sppaiatiorn Astrar Fastrnned tmse Myau MO Captarn GFS & wot funethwnng 0q2 239 Tagamrer
TCIR0? Spptistirn Artrar Fenttarud s Mo Vot Cpes
T e Q ) 1 P (e s
TICEE 1 Appiiatem ’ [y Myusu nd 2 e bogsmree
Mo e areate prrrhe
L ~r, Mssony B e Lt cenmte
. EaiTiae Apphiaian ber s hve WM ' A L] Sopmve
" Mocide 8 ercentn pesrte v
00, Mooy ) Tt 1A et
Ty [e— - G My WY 1 e
w Moeise b esceate pasaten v
- T = R Boaxcny e e T 8 ssamte & R e
maen . 0 v e T
o) Mecide - escowta pasrie v
oiess Appedat b ’ ' w, o ' "
Yo eatior Y i 1 M e
fredatonn prartri o e . .
. TICH006 spphiatie by ame s [aSra—_ Mywan MO 10 2123 Yoz
A6 Fehiatioen i catrzad Limse i o d e esnrer
PRGN Apphiatorn Astras Funtsnad ls Myns HO Vot 18ad 2628 Sagamres
T A Ty
1 Ty L) - Pamiiamnd Wi Mysru MG (1ea2 Jtes )y 184 rgmmen

T

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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m Favpuraes (Cerl+F)

v Rsolution
DETAILED REPORT
Tickot raised far Office select Cotegory Selact Module Seloct Sub Moduls
Mysuru HO v Choose an option v Chacse an option v Choose an ppton v
Select ListType* Select Status From date* To date*
Outward Tickets v Choose an opbion v 01.02-2025 (=] 26-02-2025 (]
fe
2 1349 xi[ Dewricorcsy ) [ Dowiiosa gece |
>

.No Category Module Sab Medule M! Raised Office Subject

POS Booking vy SRy sikers oaimty o

R 681529 A # . [
|:> TICI5H1549 Applications Module unctional Issue Mysuru HO soudwire paueley
> z e :
2 :> TICAAD1 549 Applicatians POS-Booking Functional Tssue Mysiiri HO Lot
Module aouuwre pauefey

.

Provision of searcher is available. Inthe 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

' g Department of Posts e M

& = Ministey of Communications, Goverament of India m

Crafied with (he ssseroe ant

Favourtes (Ciri+F)
¢ Senice Desk

Raise Tickets (EU) Outward Tickets (EU)

Ratsing of new Ticksts Tkt faustngBesreutae

FAQ's & Documented
Solutions

Sasrch RebngarSoktonm

Click on “FAQ’s & Documented Solutions” sub card under “Support Desk” card.
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D2 Department of Posts o W
& = Minsstry of Communications, Government af India TS

‘Home  BagManagement  BarkMadule  BookingSolition  BudgetModule  Complaint Management  Othars

an inmeractive workshop on “Stress Management at Workplace™ at Dak Bhawan, New Dothi, a5 a pan ¢

[a Favouns ccl(.m F|
S

Download FAQ & Ruling Documents

Select Criteria

Seloct Categary* Sefect Madute

Choose an option - Choose an option v

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

* Z Department of Posts R
& Sl Ministry of Communications, Government of India [ icoere, vEEw . ]

‘Home lﬂm Bank Module  Booking Sokutian wm Ww Others

Explare the glabal celebrats i Prabbu ShriRam, unveded by our Hor'bie PM Marend i through & unigus collection of internast

. Farvmurtes (Ctrief)
- ) tresrl | ¥

Select Criteria

Select Category™ Setect Moduie*
|:> Applications C> Asdhaar v
Frequently Asked Questions  [Z) Operational Guldes [#] Rukings

No Dats available ﬁ @ @
I e T

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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25 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

Has an issue?

v
[ End User (E.U)}

Login to portal and raise ticket

Ticket ID

Support Desk
(DO/RO/CO/CEPT)

I I
rovides resolution Spspenid
or seek Addl. Info Ticket
from End User \ )
[ End User (E.V) J o Re-Route to the
=« Support Desk user who

/ N
/

Sought Additional
Information

Addltlonal N

If Addl. Info - :
Info  Automatic closure
sought —{ of ticket J

NOT provided Addl. Info sought’\ after 7 days

Confirm Closure Confirmation Ticket
Closed

,':‘c‘::‘s‘:f:é::‘ frmatio r';Futomatic closure
of ticket

,\ after 48 hours

If Resolution

Resolution

Re-Route to the
Support Desk user who
provided resolution

suitable
Remarks

Resolution remark not resolved
the issue / not accepted
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