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Descartes Nordic Support – Introduction

• 8 People in the Nordic support team + two open position.

• We use an Incident Management System called Freshservice.

How to contact Descartes support?
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How to use the Freshservice portal?

Create account: https://servicedesk.descartes.com/support/signup

Login to the portal: https://servicedesk.descartes.com/support/login

What benefits is it to use the portal?

- Easily track ticket progress 
- Set priority for tickets you create.
- Keep track of your collegues tickets.
- Easy to use contact form – attach pictures, documents etc.
- Knowledge base – solution might already excist on the portal.
- See notifications – outages, Customs information, planned maintenance etc.
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TARGET RESPONSE & RESOLUTION TIMES 

• Priority can only be set if you use the portal.
All tickets that are sent in by mail will be set to ”low” automatically.

• Set correct priority.
If correct priority is set Descartes support can provide All 
Customers with better services.

Descartes follow up incidents each month in order to see that 
correct priority is used. This to increase our service and to follow 
the service level agreement (SLA).
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When creating a Incident – what to include?

When you locate an issue in the application Descartes want to know about it. The issue can be of various 

things like application-, report-, user related- and/or 3:rd party issue. In order for us to give you the best 

possible service and to solve it within the SLA. We want you to give us as much information that you can 

when you raise a ticket towards support.

Please include following;

• Example reference (declarations id) so we can replicate the issue.
Are the error on several declarations?

• Date/time when you first saw the issue.

• Attach picture (works great if you use portal – even inline images) that shows the error.

• Detailed description of what the issue is.

• Set correct priority for the SLA!

We appreciate if you could take the time to include at least the above things (more if possible). This will help 

us and yourself to solve the potential issue quicker. Even if you need to take a few minutes extra to leave us 

a detailed report. This is much appreciated – in the end, both you as a customer and Descartes saves time 

and work better together!
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Submit a ticket from the portal
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Internal process to solve incident/requests

After customer has raised a ticket. 

1. Raise a ticket through the portal and receive a ticket id instantly. Mail instead? Send to 

servicedesk@descartes.com If critical incident (priority 1) please always call and inform us that you created a critical 

incident. Call: +46406363870 press 2 then % for the product you are using in Descartes (or +800 7866 3390 - Click 3 and then 7). When 

we answer, please give us the ticket id that you have sent in to us. We will immediately look into the issue and solve it ASAP.

2. First line support will check the ticket within 30 minutes (during office hours).
Majority of cases are being solved in this step. But if the case it’s more complex, second line support will look into the issue.

3. If the case has not been solved in second step we will escalate the ticket towards 

Professional services / R&D. When a ticket gets to this step the first priority is to find a workaround for the customer. 

Second is to find a permanent solution to the issue and have it added to the next available release for the application.
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Questions?

Questions?


