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Defining scope of the document 
and helpdesk ticketing solution
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• This document pertains to the Port Level IT Helpdesk.

• IT Helpdesk will handle technical queries related to EBS Application & its infrastructure.

• IT Helpdesk is based on a ticketing and service request system.

• IT Helpdesk tickets can be raised through multiple channels such as:

• SELF SERVICE though EBS Portal

• EMAIL

• IVR helpline

• IT Helpdesk is common application across all ports and is available to users having EBS credentials, i.e. to :

• Port internal users (i.e. employees)

• Port external users (i.e. business partners, clients & suppliers)



Modes of raising tickets
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Identifying different channels for 
raising a helpdesk support ticket
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Modes of raising tickets

Over the 
support 
helpline

EBS portal: Help 
Desk option for 
internal user

EBS portal: 
Grievance option 
for external user

Through an 
email to 
support mail id

Helpdesk 

Ticketing 

Modes
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Raising ticket through E-Mail
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E-Mail ID to write to

Typical information needed
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Raising ticket though Helpline

E-mail ID to write to:

support.dpa@ebsmail.indianpcs.gov.in

Typical information needed

Information needed

System ID / EBS User ID

Previous ticket number (if any)

Accurate fault description & time of identification

If recurring, triggers & occurrence time

Share ATTACHMENTS/SCREENSHOTS/RECORDS as required
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Important Note: 

The sender’s email Id should be registered in the EBS to generate the ticket. Ticket will not be generate if email 
received in support.dpa@ebsmail.indianpcs.gov.in from other than EBS registered email ids.

mailto:support.dpa@ebsmail.indianpcs.gov.in
mailto:support.dpa@ebsmail.indianpcs.gov.in


Raising ticket through Helpline
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Number to call

Typical information needed
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Raising ticket though Helpline

Note: Where ATTACHMENTS/SCREENSHOTS/RECORDS are needed, the tickets may be raised via Grievance/

Helpdesk section of EBS portal or via email to support.dpa@portebs.in

Number to call (Between 09:30Hrs. To 18:30 Hrs. 365 days of year)

+91 – 2836 – 299710 OR +91 – 2836 – 299714

Typical information needed

Information needed

System ID / EBS User ID

Previous ticket number (if any)

Accurate fault description, time of identification , application impacted

If incident is recurring, triggers & occurrence time need to be shared
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Raising ticket through EBS Portal: 

External User, i.e. Business partners
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Screen by screen process flow
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Raising ticket though EBS portal: external user– 1 of 6

User should login using the EBS login page
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Raising ticket though EBS portal: external user– 2 of 6

Post login, the user needs to select the customer type applicable for user.
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Raising ticket though EBS portal: external user– 3 of 6

User should now select General Tab
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Raising ticket though EBS portal: external user– 4 of 6

User to select Grievance Icon inside the General tab
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Raising ticket though EBS portal: external user– 4 of 6

Select Create Grievance to raise a ticket, or Ongoing Check Grievances to track old ticket
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Raising ticket though EBS portal: external user– 5 of 6

User to fill-up 
form with 
details, add 

attachments & 
click submit to 
raise ticket.

After successful 
submission of 
form, an email 
confirming 
opening of the 
ticket is sent to 
the registered 
email id of user.

Company Confidential |  Copyright © 2024 Tech Mahindra. All rights reserved.
18



Disclaimer

The information is to be treated as Tech Mahindra Confidential Information. TechM provides a wide array of presentations and reports, with the contributions of various professionals. 
These presentations and reports may be for information purposes and private circulation only and do not constitute an offer to buy or sell any services mentioned therein. They do not 

purport to be a complete description of the market conditions or developments referred to in the material. While utmost care has been taken in preparing the above, we claim no 
responsibility for their accuracy. We shall not be liable for any direct or indirect losses arising from the use thereof and the viewers are requested to use the information contained herein 
at their own risk. These presentations and reports should not be reproduced, re-circulated, published in any media, website or otherwise, in any form or manner, in part or as a whole, 
without the express consent in writing of TechM or its subsidiaries. Any unauthorized use, disclosure or public dissemination of information contained herein is prohibited. Individual 

situations and local practices and standards may vary, so viewers and others utilizing information contained within a presentation are free to adopt differing standards and approaches as 
they see fit. You may not repackage or sell the presentation. Products and names mentioned in materials or presentations are the property of their respective owners and the mention of 

them does not constitute an endorsement by TechM. Information contained in a presentation hosted or promoted by TechM is provided “as is” without warranty of any kind, either 
expressed or implied, including any warranty of merchantability or fitness for a particular purpose. TechM assumes no liability or responsibility for the contents of a presentation or the 

opinions expressed by the presenters. All expressions of opinion are subject to change without notice.
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