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Important Note for All Participants  

It is important to follow the guidelines below to properly close a Contact Case, send an 
Assistance Required Case, and regularly check My Open Cases in CEC.  

 
 
Contact Case  

If you are recording a contact case, use these steps to close the case properly: 
 

• Click the I Want to field 

• Select Close This Case from the drop-down menu 

 
Assistance Required Case 

To select an Assistance Required Case use these steps 
 

• Click the I Want to field 

• Select Request Assistance from the drop-down menu 

• Complete the necessary fields 

• Click Submit (You must click Submit to send the case to the appropriate 

destination) 

• Provide the commit time to the customer 

• Click X on the case tab to reset your screen 

My Open Cases 
Regularly check the Home screen of your CEC phone console between calls for open 
cases. You will see these in the My Open Cases section.  
 
Any open cases must be evaluated to determine if it can be closed or if you need to use 
the I Want To field to request assistance from centers or functions. 
 
At the end of the day, there should be no open cases in this section.  
 
 
 
 
 
 
 
 
 
 
 
 
If any cases display, follow the instructions above to either close it or request 
assistance. 
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UPS Return Services Exercise 

 
UPS Return Services 
 
Use the appropriate knowledge resources to answer the following questions. 
 

Question Answer 

With this Return Service, a shipper can send 
the return label via email to their consignee. 

 

This Return Service allows shippers to 
create their own labels using UPS 
automated shipping software. The return 
label is then printed at a UPS Service 
Centre and sent to the consignee. The 
consignee is responsible for getting the 
package back to UPS. 

 

With this Return Service, the driver will only 

make one pickup attempt. If it is 
unsuccessful, the driver will leave the return 
label at the pickup location. 

 

This Return Service allows shippers to print 

their own labels using UPS automated 
shipping software. The shipper then sends 
the label to their consignee. The consignee 
is responsible for getting the package back 
to UPS. 

 

With this Return Service, if the final pickup 

attempt is unsuccessful, the driver will take 
the return label back to the service center 
where it will be destroyed. 
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International Package Movement at a Glance 

 
International Tracking 
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Returned Package Activity 

 
International Tracking 
 

Screen Print A 

 

 
 

 
See next page for IVP Exception Detail screen. 
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Screen Print B 

 
 
See next page for IVP Movement screen. 
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Screen Print C 
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Exceptions Activity 

Exceptions 
 

Exception 
Who is 

Calling? 

Scheduled 

Delivery 

Date 

Last 

Scan 

Package 

Location 
Resolution 

Short 

Landed 
Shipper 

Not 

passed 

Less than 

24 hours 

ago 

Origin  

Remote 

Area 
Recipient Passed 

More than 

24 hours 

ago 

Destination  

Auto 

Warehouse 
Shipper 

Not 

passed 

Less than 

24 hours 

ago 

Origin  

Verify 

Goods 
Shipper 

Not 

passed 

Less than 

24 hours 

ago 

Destination  
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Determine the Resolution 

CEC Global Cases 
 

Scenario Resolution  

The shipper is calling because he or she issued a 
Return Service label for the package in another country 
and the driver has not picked up the package 

• The representative has confirmed the driver has not 
made a pickup attempt for the package within the 
committed timeframe 

• Package is located in an Enterprise country other 
than the representative 

Case Type:  

Case Sub Type:  

Incident Location:  

 

The shipper is calling to recover an abandoned 
international package and the package is currently in 
India. 

Case Type:  

Case Sub Type:  

Incident Location:  

The shipper is calling because he or she would like an 
international package returned to his or her location 

• The driver has not delivered the package  

• RTS is available between the two countries 

• The shipper understands that UPS will charge a fee 
for the return transportation charges 

• Package is located in an Enterprise Country other 
than the representative   

Case Type:   

Case Sub Type:   

Incident Location:  

The shipper is calling because he or she assumed the 
consignee would have received the package by now 
and wants to find out where the package is 

• The representative discovers the package is 
bouncing back and forth between international hubs 

• The representative confirms the consignee address 
is correct 

• IVP displays no exceptions scans providing 
additional information  

• Package is located in an Enterprise Country other 

than the representative   

Case Type:   

Case Sub Type:   

Incident Location:  
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Access Point InfoNotice (Canada) 

UPS Access Point – Part 1 (Canada and Mexico) 
 

Front 
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Back 
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Overlay Sticker for Access Point Delivery 
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Access Point InfoNotice (Mexico) 

UPS Access Point – Part 1 (Canada and Mexico) 
 

Front 
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Entering Investigations Exercise (Mexico) 

Continuing the Investigation 
 

Single Package Investigation: 

Step Process 

1  Enter <the pre-tripped tracking number> and click Search. 

2  Click the Enter Investigation button. 

3  Click the Shipper radio button. 

4  Highlight and copy the Day Phone field displayed in the Shipper folder. If not 
available from PLD, obtain it from the shipper. 

5  Click the Shipped From folder. 

6  Click the Edit button to display the Update Contact Information screen. 

7  If a number does not display from PLD, paste the copied number in the Day Phone 
field. Click the OK button to return to the Shipped From folder 

8  Click the Consignee folder. 

9  Click the Edit button. 

• Enter a name in the Contact Name field.  

• Enter a telephone number in the Day Phone field. If a residential customer, ask 
for an evening telephone number 

• Click the OK button to return to the Consignee folder 

10  Click the Continue button at the bottom of the screen. 

11  Enter a number in the Invoice # field. 

12  Obtain other information from the shipper and enter the information into the 
appropriate fields such as Purchase Order # and Package Reference #. 

13  Enter a value in the Value field.  

14  Enter a quantity in the first Total Number of Items field. 

15  Enter a description in the Merchandise Description field. 

16  Click the side bar to see the remaining fields in this section. 

17  Obtain other information from the shipper to enter in the appropriate fields, including 
Part Number, Serial Number, Model, Size, Color, and any distinguishing information. 

18  Indicate if the item is considered personal or had sentimental value in the Personal 
Item field. 

19  Click the Continue button at the bottom of the screen to display the Notification 
Information screen. 

20  Select the notification language. 

21  Verify the inquirer’s information in the Contact Name field. 

22  Enter an e-mail address in the Email Address field. 

23  Click the Continue button to display the Confirmation/Summary screen.  

24  Click the Cancel button on the Confirmation/Summary screen. 

Do NOT submit the Investigation. 

 

Point out the links to the Investigation Input screens displayed in the Work List. 
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Multiple Package Investigation: 

Step Process 

1  Enter <the pre-tripped tracking number> and click Search. 

2  Click the Get Shipment button. 

3  Click the Enter Investigation button. 

4  Select the multiple tracking numbers to be investigated from the Package Select List 
pop-up window. 

5  Click the OK button to display the Shipment Information screen. 

6  Click the Shipper radio button. 

• Verify or obtain phone number 

• If not available from PLD, obtain the day phone number from the shipper. If 
necessary, highlight and copy the Day Phone field displayed in the Shipper folder 
and paste it into the Shipped From folder. 

7  Click the Consignee folder. 

• Verify or obtain Contact Name field and Day Phone number using the Edit button. 
If a residential customer, ask for an evening telephone number. 

8  Click the OK button to return to the Consignee folder. 

9  In the Shipment Information section, verify the number for Total Packages, which 
reflects the total number of packages in the shipment not the total number of 
packages being investigated. 

10  Verify the number of packages in the Packages Received field, which reflects the 
number of packages delivered or returned to the shipper. 

Note: Disregard the Shipment Weight and Shipment Notification fields. 

11  Click the Continue button at the bottom of the screen. 

12  View the tracking number at the top of the screen to determine which package is 
currently open. 

Note: Classifications do not need to be identical for all packages in the shipment. 
However, all packages must be delivered or not delivered so packages share the 
same Investigation Type of Lost Package or Disputed Deliveries. 

13  Complete the fields for the one package such as: Invoice, Purchase Order # and 
Package Reference #, Value. 

14  Enter a quantity in the first Total Number of Items field. 

15  Enter a description in the Merchandise Description field. 

16  Click on the side bar to see the remaining fields in this section. 

17  Obtain other information from the shipper and enter in the appropriate fields such as: 
Part Number, Serial Number, Model, Size, Color, and any other distinguishing 
information. 

18  Indicate if the item is considered personal or has sentimental value in the Personal 
Item field. 

19  Click the Next Package button at the bottom of the screen to display the Package 
Information screen for the next package in the shipment. 

20  Once all the Package Information screens are complete for the selected tracking 
numbers associated with the multiple package Investigation, click the Continue 
button at the bottom of the screen to display the Notification Information screen. 
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Step Process 

21  Select the notification language. 

22  Verify the inquirer’s information in the Contact Name field. 

23  Enter an e-mail address in the Email Address field. 

24  Click the Continue button to display the Confirmation/Summary screen. 

25  Click the Cancel button on the Confirmation/Summary screen.  

Do not submit the Investigation. 

 

Point out the links to the Investigation Input screens displayed in the Work List. 
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Claims Practice 

 
Claims 

Assume that you have searched by Tracking Number and accessed the Claim 

Detail screen. 

 

Claim Detail screen Part 1 
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Claim Detail screen Part 2 
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Notes 
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Parking Lot 
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Additional Resources 


