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Any references to particular designations of countries or territories shall not imply any
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erences to names of specific companies or products (whether or not indicated as registered)
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About this document

About this document

Intended audience

This user guide is intended for staff of the Universal Postal Union (UPU) and postal operators who
want to request assistance on new services, fix issues encountered on existing services, or raise a
request for modification to existing services.

o Important:

* Only the UPU Service Desk Portal can be used to ask for support. Support will not be
provided via email.

e The UPU recommends using Google Chrome when accessing the portal. The portal does not
support Internet Explorer.

How to use this manual

This document describes how to navigate the UPU Service Desk Portal to request a service or report
an incident. For information on:

* service requests, see "Service requests” on page 8.
* incidents, see "Incidents" on page 11.

* submitted tickets, see "Manage submitted incidents and requests" on page 14.

You may not copy, rewrite or redistribute this document in any form. To do so is a violation of inter-
national copyright laws. However, the UPU welcomes your input. For queries or service requests,
you can raise them at https://support.upu.int.
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Introduction

Definition

Service request

A service request is a formal request from a user for something to be delivered. It is raised when a
user requires access to a new UPU service, assistance, or advice on upgrading an existing IT service.
Each request has a unique identifier: RFS_yyyymmdd_nnnn, where:

¢ RFS: Request for Service
* YYYY: year the request was created

e mm: month the request was created

dd: day the request was created

nnNN: number

Incident

An incident is an unplanned interruption of service or reduction in the quality of a service. When
something does not work exactly the way it is meant to be, it causes unplanned interruptions to the
service and creates an incident. UPU Support needs to provide a quick fix that resolves the inter-
ruption and restores the service to its full capacity.

Each incident has a unique identifier: IN_yyyymmdd_nnnn, where:

IN: Incident

YYYY: year the incident was created

mm: month the incident was created

dd: day the incident was created

nNNN: number

Task

A task is an action or a list of actions to be completed by the person responsible for a dedicated activ-
ity.

Log in/out from the UPU Service Desk Portal

1. To log in to the UPU Service Desk Portal, follow the process described in the UPU website:
https://www.upu.int/en/Contact-us/IT-support.
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The system logs you out of the portal automatically after fifteen minutes of inactivity.

Session Expired/Timeout

[us to yser inacteity your 2esaion aspired, Chk the following Bnk to start 2 new session,

The home page

After logging in, the home page is displayed.

(£2) =(SERVICE DESK woe  seeuces  strus (@) (0@ Lb T

SOMETHING IS

BROKEN -

?OMETHING TICKETS

Problems with one of the PTC Services IPS,
POSTNET, IFS, CDS, DPS...% We can help you.

Request service information, inguire about recent
=TC product version and releases, get software
and much more.

You can also view incident reports or answer
questions from the service center.

CHECK STATUS

SUBMIT REQUEST

REPORT INCIDENT

Functions available
HOME From anywhere in the portal, click this
option to bring you back to the home page.
SERVICES lClick this to access the UPU Service Cata-
0g.
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Click this to view the status of all your tick-

STATUS ets (incidents, service, and change
requests).
Click one of these buttons to check the
KX ) / i"/‘o Lho status or validate your service requests,
= ]

incident tickets, or change requests, or view
the dashboard.

EN

The default language interface. Click this
button to change your preferred language.
Languages supported are: English (EN),
French (FR), and Spanish (ES).

You need to log out and log in again to
apply the selected language.

DEMO Customer

Identity of the logged-in user.

Click this button to log out of the applic-
ation.

G

Click this to access or search for news. You
can use the left and right arrows in the
News bar to scroll through the headlines.

Click Feedback if you want to provide
comments or suggestions about the
UPU Service Desk Portal.

Click this button to create a new service
request.

REPORT INCIDENT

Click this button to report a new incident.

Click this button to check the status of your
tickets.




Service requests

Service requests

Service catalog

Click SERVICES in the header to access the service catalog.
The Service catalog is organized into three sections:

1. Catalog of services

2. Categories of services

3. Available services based on the selected category

There are two service catalogs available.

Services Description

Services linked to postal software products
developed by the UPU on behalf of designated

. . operators, postal organizations, and others.
Services for postal operations

‘4 . .
[ For this type of service, an IB staff member can
raise a request for someone else.

Services provided for UPU members and stake-
holders such user registration, circulars, LAHSO,
Services for UPU Members and and others.
Delegates

4 . .
[ For this type of service, an IB staff member can
raise a request for someone else.

To access a service, select the catalog, and then select the category of services associated to the selec-
ted catalog. All services associated with this category will be displayed. You can display the services

as cards or tables by clicking these two icons "™ " at the top right of the page.

Access to service catalogs depend on one's user rights. The portal displays the message, “You do not
have access to this Catalog” if your profile does not have sufficient rights to access the content of the
selected catalog. For example, the “UPU member and Partner” profile does not have access to the IB
Services catalog.

Search for a service

1. Select the relevant catalog and category.

2. In the Search bar, type a word to search from all entries in the active catalog, for example,
CDS, to look for CDS entries.

3. To clear the search criteria, click the X symbol on the Search bar.




Service requests

4. If no entry in the Service catalog matches your criteria, you can submit a new request by
clicking the Can’t find what you’re looking for? button.

Service requests
Create a request for a postal operations service

Use this section as a reference to submit a service request if you are a postal operator or a UPU cus-

tomer.

1. Click the SUBMIT REQUEST button from the UPU Service Desk Portal home page.

EED
SOMETHING

Request service information,inguire
about recent PTC product version
and releases, get software and much
more.

SUBMIT REQUEST

2. Select the Services for Postal Operations catalog and the relevant category to display the
available services then click the desired service. Alternatively, you can do a search directly
as described in "Search for a service" on the previous page.

3. To find out more information about the service, click the More info button. This displays a
brief description of the service and a link to the document detailing the schedule of charges
delivered to postal operators by the PTC for the current year.

4. Click the New Request button to fill out the request form. The fields in the upper portion
of the form vary depending on the service you select. The fields on the lower part of the
form, starting with the Title field, are the same for all forms, regardless of the service
chosen. Fields marked with an asterisk (*) are mandatory.
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New Service Request

Title *
Description *
B I U & x = A-Ti~ B -2~ = = =E = Wk~ -
> & B B Ood S
Urgency
3 - Low m e

T | o)

4 - : .
[ You can format the description using the formatting tools and enlarge the screen by
clicking the maximization icon. You can also attach a supporting document as necessary.

5. After entering the information, click OK to confirm. You will receive a confirmation email

from noreply@upu.int with the reference of the request. No further action is required from
you.

10



Incidents

Incidents

IB employees can report incidents on behalf of others. External users, such as the staff of postal oper-

ators or UPU customers, are not permitted to do so. They can only report incidents they experience or
are directly involved in.

Create a new incident

1. Log in to the UPU Service Desk Portal.
2. Click the REPORT INCIDENT button from the home page.

A

BRbKEn

Problems with one of the PTC
Services IPS, POSTNET, IFS, CDS,
DPS...7 We can help you.

REPORT INCIDENT

3. Enter details of the incident. Fields marked with an asterisk (*) are mandatory.

New Incident

3

InfoSec Incident [0
Service Categary *

Services for Postal Operations

Requested by @ *

— (%]
Impacted Service @
Title *

Description *

E I U 5 X X A-Ti- M-

il
liil

o -

n camal

Check this box to report an Information Security
incident. The UPU Service Desk Portal notifies the:
InfoSec incident

* Support team to close the incident as soon
as possible

11
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* Security Incident Manager (SIM) to alert
the Information Security Response Team
(SIRT)

Service Category Select the service category from the drop-down list.

If you selected Services for Postal Operations
or Services for UPU Members and Delegates
in the Service Category field, this field is dis-

Requested by played with your name as the default value. If you
are an IB employee reporting an incident on behalf
of someone else, select the name of the person from
the drop-down list.

Select the appropriate service impacted by the
incident from the drop-down list. The options avail-
able in the list are the services for which you are eli-

Impacted Service gible to raise an incident request. This is dependent
on your organization’s license agreement with the
UPU. You can filter the entries of the incident cata-
log by typing text in the Search name field.

Title Type the title of the incident.

Describe the incident in details. You can make use
Description of the available formatting tools and click the max-
imization icon to enlarge the screen.

Assign the incident an urgency level. See "Urgency,

U
reency Impact, and Priority" below.
Select the impact of the incident from the drop-
Impact down list. See "Urgency, Impact, and Priority"
below.
Attachment Attach supporting documents as necessary.
4. Click Ok.

Urgency, Impact, and Priority

An incident's priority is usually determined by assessing its impact and urgency: Urgency is a meas-
ure of how quickly a resolution of the incident is required. Impact is a measure of the extent of the
incident and of the potential damage caused by the incident before it can be resolved.

 Impact: Show stopper, Major or Minor
« Urgency: High, Medium or Low

e Priority: Critical, High, Medium or Low

12
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The priority is calculated accordingly.

Priority Urgency
High Medium Low
Impact Show stopper Critical High Medium
Major High Medium Low
Minor Medium Low Low

13




Manage submitted incidents and requests

Manage submitted incidents and requests

The STATUS page allows you to find and track submitted incidents and requests, see all tickets

awaiting confirmation, and view a dashboard showing all incidents and requests submitted within
the last 12 months in the form of graphs.

1. Click STATUS in the header section of the home page. The INCIDENTS AND
SERVICES REQUESTS screen appears by default.

(53) = SERVICE DESK

INCIDENTS AND SERVICE REQUESTS

2. Click the relevant tab to display:

¢ all incidents and service requests regardless of status

* all tickets awaiting confirmation

* the dashboard showing incidents and requests submitted over 12 months in a graph form

El The referenced time zone in the request/incident is set to Bern, Switzerland's time zone,

the Central European Time (CET).

Update the details of a service or request

You can update your submitted incident or request at any time while it is still in the “In progress”
status.

1. Find requests by using the available filters or by entering your criteria in the search field.

INCIDENTS AND SERVICE REQUESTS

14



Manage submitted incidents and requests

The UPU Service Desk Portal displays results that correspond to your search criteria.

INCIDENTS AND SERVICE REQUESTS

INCIDENTS AND SERVICE REQUESTS CONFIRMATION TICKET RESOLUTION DASHBOARD.

] v Fosc| it sy | i rgrs| sov -

eaich by, Nunber, Category, T, Descrption n

2. Click on the ticket number to access the details of the request. The Details screen is dis-
played:

Parcel Compendium

Status
Closed

1571372023 092401 15/13m3 083401 SendEmai

R —— o

Senagmsi 20C senvi Desk

The page displays information on the:
* status of the request/incident
* history or the actions that have been performed on the request/incident
* actions that can be performed on the request/incident

3. Click the Update ticket button to open a window in which you can make changes to the
ticket description or insert documents.

15



Manage submitted incidents and requests

Update

+ADD DOCUMENT

3. To view details of an entry, click the relevant Search icon with a cross ﬁ in the Comment
column. To close the details, click the X icon.

BT o e

Started on completed on Action Group in charge Comment
':]50(]-32\023 10:09:17 050472023 10:08:17 Send Email 2L5 - IE Internal IT ﬁ'
X

From: noreply@upu.int

To: vpu.support@upu.int

Cc:

Subject: [Ticket IN_20230405_0003] - New incident reported for VILLAIOS nannette (DCTP - Directorate of Postal Technology Centre)

4. To view details of any problems (corrections or code fixes to be made) linked to the
request/incident, click the Fix Release Info tab. This section contains the release inform-

ation about the potential fix.

History Attachments Fix Release Info

No data

5. To access the uploaded files, click the Attachments tab. You can open the existing file by
clicking on the document name.

History Fix Relzase Info

Mo document found for this request

16



Manage submitted incidents and requests

Close a request/incident

You can close your request/incident at any time although it is still in the In Progress status.
1. Open the relevant request/incident.
2. Click the Close ticket button.

3. Enter the reason for closing in the Close text box.

Close

Duplicate request |

4. Click Send to confirm closing, otherwise, click Cancel. Once transmitted, a new entry is
added in the History tab.

E As long as the request/incident is being processed, the support team can ask you to per-

form certain tasks relating to the approval or resolution of the request/incident. You can

access the details of the request/incident by clicking on the Edit icon.

17
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Notifications

While your request/incident is processed, the UPU Service Desk Portal sends a notification:
» with the reference of the request/incident as soon as you submit it
* when the request/incident is assigned to the support team/support team member

* to request an action (i.e. approval) or information (i.e. log files)

18
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News

UPU can communicate information to its end users through the UPU Service Desk Portal. You can

access a history of all published news or view the active news using the News bar.

Access the news history
1. In the Home page, click News in the News bar.

Implementation of PTC Cloud Process

News |

To scroll through the list of published news, click the back and forward arrows .

2. Click in the news box to access the full text.

Implementation of PTC Cloud Process

What is implemented in ITSM:

Ability for the portal users (customers) to request information specific to Cloud Migration
This option is available for all the services for which PTC offers Cloud services (IPS,CDS,DPS...)

3. To go back to the full list of news, click the Back arrow.

Access the active news
The last five news are displayed one by one at a regular frequency.
1. Click on the title of the active news to access the full text.

2. Click X to close the window.

19
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