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1. Access to Tickets

It is important to note that the new ticketing system will only allow access to individual
users, and not to generic department or group accounts. Therefore, from now on tickets
cannot be created from generic department or group email addresses, but must be done
from individual accounts.

1.1. Web access

Access the ticket portal through your browser using the following link: https://tickets.
cimne.upc.edu

1.2. New authentication

The ticketing system uses a centralized authentication system (SSO). To log in, use the
Login CIMNE button:

You will be redirected to the SSO authentication page (Keycloak), which looks like this:
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You will need to enter your CIMNE credentials:
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2. Create a ticket

If everything goes well and you have successfully logged in, you will access the home page
of the ticketing system.

2.1. Home page

The new home page that appears after logging in is the following:

On this home screen you will be able to choose between di�erent options.

The �rst 3 options allow you to:
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� Create a new ticket. It will take you to the services page 2.1.

� Request a service. It will redirect you directly to the service request form 2.2.
This form is used to submit any request to Systems that is not an incident. It
includes di�erent categories that you can select to classify your request.

� Report an incident. It will redirect you directly to the incident report form 2.2.
This form is used to submit any request to Systems that is an incident. It includes
di�erent categories that you can select to classify your request depending on the
issue you are experiencing.

The other options allow you to access other system or CIMNE links (see 5):

This is the services page, where you can again choose between di�erent forms to create a
ticket:
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2.2. New forms

The new ticket forms are simpler and more intuitive, and include updated categories and
locations to classify requests.

Form Request a service This form is used to request actions such as modifying per-
missions of shared folders, requesting email accounts or distribution lists, hardware or
software upgrades, VPN credentials, requests related to virtual servers or HPC, among
others.

Form Report an incident With this form you can report incidents related to the
services provided by the Systems department, such as incidents with email, hardware
(PCs, laptops, peripherals, printers, etc.), network and VPN, HPC, security or access
issues, among others.
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The summary of the forms is as follows:

� Form Request a service : to request actions from Systems.

� Form Report an incident : to report incidents to Systems.

2.3. Tickets by email

Tickets can also be created by sending an email to mailto:cau@cimne.upc.edu. We
recommend using this option only occasionally, since the web form is more complete and
allows us to better classify incoming requests.
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3. View tickets

You can view your tickets from the Tickets section, where you can check the status of
your requests and the responses from the Systems department.:
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4. Other services

4.1. Noti�cation emails

You will receive email noti�cations with the status of your tickets, as in the previous
system, but with a more modern and visual format.

4.2. Reservations

The ticketing system also allows viewing equipment reservations. Reservations will be
managed by the Systems department, but they can be consulted from the same ticket
portal:
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5. Useful links

Other useful links from the Systems department or CIMNE that you may �nd interesting.

� Manuals: https://web.cimne.upc.edu/groups/sistemes/

� Webmail: https://webmail.cimne.upc.edu/

� Password change: https://registme.cimne.upc.edu/

� HPC: https://hpc.cimne.upc.edu/

� GitLab: https://gitlab.cimne.upc.edu/

� Intranet: https://intranet.cimne.com/

� Website: https://www.cimne.com/
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