
New National Office Support Desk

User guide

BD Feb. 2022 v0.3IT Cooperation



European Patent Office

▪ Purpose of this service:

− to inform EPO about problems occurring at EPO IT services, 

− to raise questions about EPO IT services or applications,

− to request a service.

▪ Why changing?

− the underlying workflow management software migrated from iET to ServiceNow

− a good opportunity to re-design for a more useful and user-friendly service
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National Office Support Desk: accessible in 1-click

via Single Access Portal: 

epn.epo.org



European Patent Office 4

The new National Office Support Desk

Powerful search engine Access to Knowledge Base

Submit an Issue

See the list of outages & maintenances

Dashboard

See my list of issues
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Checking the current status of IT systems

• There is a constant monitoring of outages and disruptions

• Users are provided here with more information about maintenance work and current status of the IT systems 

• Do not hesitate to consult/refresh this page at a regular basis for an update
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The Knowledge Base: a source of information and solutions

Articles are categorized

Search engine to retrieve articles of interest
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Example of an Knowledge Article

Before filing a ticket: please consult the Knowledge Base: the solution is probably already in there!

For example: “How can I reset my password?”

Several ways of accessing the knowledge Base



European Patent Office 8

Creating a ticket for an application issue

To create a ticket for an application: 

- select the right category of application to speed-up the search of an expert!
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Select the type of ticket

To submit an enquiry, a ticket has to be logged in one of the 4 possible categories:

Click on one of them to reach a customized ticket authoring page.
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A ticket is submitted: what now?

Messaging service on your issue

Key data on your Ticket

History of your issue resolution process
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Filing an issue: example of an Application Issue

1. Choose a Category

2. The user in need

3. What’s happening?

4. Give us some details!

5. Be sure NOT to include

confidential data

6. Do you have a snapshot of the issue or any document which might help?

7. Submit the Issue



European Patent Office

Questions?

Please contact: 

The team behind the National Office Support Desk 

(nos@epo.org)


