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How to contact Harris School Solutions 
Harris School Solutions is committed to providing its customers with reliable products and excellent customer 
support. If you have any questions, please contact us by using the toll-free support line, by email, or by entering 
your question through eSupport on the website. 

Please remember to notify us of any changes to your email addresses or contact people within your office. 

Logon to eSupport: http://support.harriscomputer.com 
Toll-free: 866.450.6696 
Email: support@harriscomputer.com 
Toll-free forms information: 800.259.8222 x223 

Overview 
This document provides an introduction to the features of eSupport with instructions for the most commonly 
used features including: entering a service call, checking the status of a call, using the KnowledgeBase, 
downloading documents and updates, and maintaining your account profile. 

Not all divisions use all eSupport features, but most are included in this document. 

Benefits of using eSupport to open an issue include increased clarity in issue descriptions, the ability to upload 
attachments to issues, and immediate notification to support personnel when an issue is updated. 

In addition, eSupport provides much background information on using the software through KnowledgeBase 
articles, instruction downloads, and user forums. 

Note: You will need to allow all popups from the eSupport website to fully use it features. 

Log onto to eSupport 
If you do not have login information, email support@harriscomputer.com, and it will be provided. 

1. Enter http://support.harriscomputer.com in the address field of your internet browser, and you’ll see this 
window. 
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2. Enter your user name and password in the login fields.  
 

 
3. The eSupport homepage opens. 
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Calls 

Create a support call 
1. Once you have successfully logged in, click LOG NEW CALL or select Calls, then Log New Call from the left 

sidebar menu. 
 

 
This action will launch the eSupport New Call Wizard.  
Note: You need to allow all popups from this site. 
 

 
2. Click the radio button for either software or hardware.  

3. Select the software package from the pull-down menu.  

4.  (Optional) Enter the version you are using.  
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5. Click the Next button. Use this window to enter the details of the issue — primary contact, priority, brief 
summary, and detailed description. Note: See the Appendix for a description of call priorities. 
 

 
6. Once complete, click Next. 

 

 
 The Wizard assigns a call number which is displayed in red text. 
 The Wizard also provides the option of attaching appropriate documents such as reports and 

screenshots. 
7. If you don’t have an attachment to add, click No, and skip to step 11. 

If you have an attachment to add that will help with resolving the call, continue with step 8. 
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8. Click the Yes button. This window opens. 
 

 
9. Click the Browse button(s) to locate the file(s) to attach.  

10. Click the Add Attachments button. Please DO NOT close this window until you have been notified that the 
update is complete — even if it looks like your browser has stopped responding for a few moments. Once 
the attachments are uploaded successfully, you’ll see the following message. 
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The Call Detail window opens after the call is logged and any attachments are uploaded.  
 

 
 
Your call is now logged and will appear in the appropriate division’s support queue. You will also receive an 
email containing the details listed above. 

You may also print a copy of your call. 

  

Print the call details 
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Check the status of a call  
1. From the left sidebar, click Calls, then Search Calls. You’ll see the following window. 

 

 
2. Click the radio button for the type of search you want — by Call Number, by Status, or by Date & Status. 

3. Enter the requested information, and click Search. The search results for each type of search are 
illustrated below. 
 
Search by Call Number 

 
 
Search by Status 

 
 
Search by Date & Status 
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4. Click Details... and the current status of your call is displayed.  
 

 
 
You can print this page. 
If the call is closed, you can re-open it here by clicking Add New Event / Re-Open Call. 

  

Print the call details 
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KnowledgeBase 
We are in the process of adding frequently asked questions to our KnowledgeBase. The FAQ section will 
provide an online resource to look up answers to many of your questions. 

We are also working to add articles to the KnowledgeBase, so be sure to check back often to see what is 
available. 

In the left sidebar click on KnowledgeBase to see the KnowledgeBase menu.  
 

 

Search the KnowledgeBase  
1. Click on Search in the KnowledgeBase menu. 

 

 
 
Note: If Support provides an article number, use Search by Article # for the fastest results. Enter just the 
numeric characters not the # symbol. 

2. To search by product, click the down arrow to display the list of products. 
 

 
3.  (Optional) Enter a word or phrase in the search phrase field. Entry can be in mixed case or lower case, and 

quotation marks are not necessary. 

4. Click the Search! button.  
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Review the most recent articles  
1. Click on Recent Articles in the KnowledgeBase menu. The list opens. 

 

 
2. Click More… to view the selected article. 

Submit a suggestion for an article  
1. Click on Submit Article Suggestion from the KnowledgeBase menu. 

 

 
2. Select a product from the KnowledgeBase Book pull-down menu. 

3. Enter a brief summary and a more complete description. 

4. Click the Add Suggestion button.  
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Downloads 
Items that may be available for download are: bulletins, documents, files, software updates, and newsletters. 
These instructions cover documents and files. 

Download documents 
1. From the left sidebar, click on Downloads to see the Downloads menu.  

 

 
2. Click on Documentation, and select a division, family and category. The document list opens. 

 

 
3. Click on the Download link for the document you want. 
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Download files 
1. From the left sidebar, click on Downloads to see the Downloads menu.  

 

 
2. Click on Downloads, and this window opens. 

 

 
3. You may search the downloads by Product Family or by Tracker Number, or scroll through the list of 

Newest Downloads. 
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4. To search by product family, select a product family from the pull-down menu, and click the Next button. 
This window opens. 
 

 
5. Select a category from the pull-down menu, and click the Show Downloads button. The download list for 

that category opens. 
 

 
6. Click the More link for the file you want to download. The Download Detail page opens. 

 

 
7. Click DOWNLOAD NOW. Depending on the type of file, the options will be to view, run, or save the file. 
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Account Info 
Items on this menu allow you to update your account information, change your password, see a list of the 
products linked to your organization, and change contact information for the personnel at your site. 

Maintain your account information 
1. From the left sidebar, select Account Info, then Your Profile 

 

 
2. When you’re finished making changes, click the Update Profile! button. 
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Change your password 
1. From the left sidebar, select Account Info, then Change Your eSupport Password. 

 

 
2. Enter the new password, and verify it by entering it again. 

3. Click the Change Password! button. 

Review your product listing 
This window allows you to review products linked to your organization, support contract status and version 
information. 

1. From the left sidebar, select Account Info, then Product Listing. 
 

 
2. Click the Update link to change the installed version and installation date for a product. The Update 

Product Information page opens. 



eSupport User’s Guide 5.27.09 Page 18 of 23 

 

 
3. Change the version number and installation date. 

4. Click Update! 

Update site contact information 
Only site administrators have access to update the contact information for personnel at their organization. 

1. From the left sidebar, select Account Info, then Manage Site Contacts.  
 

 
2. Click on the View link to the left of any individual for whom you would like to update contact information. 
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Discussion Forums 
The Discussion Forums are an excellent way to share hints, tips & tricks with other customers using similar 
products. 

From the left sidebar, select Other, then Discussion Forums, and a new window will open. 

If you are a first time visitor, you will need to register by clicking on the Register icon in the top right hand 
corner of the screen. 

 
Once you have registered, you will be able to view all the posts in the Forums, ask questions, and/or post new 
topics and information. 

To access one of the topics, click on one of the blue links on the left hand side. See the illustration of the forum 
window on the next page. 
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To participate in the forum, click on the Post Reply button to the top right of the screen. A reply window opens. 

 
Type your message in the Message field, and click the Post Reply button. 

Post Reply button 
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User Groups 
Currently there are user groups for NorthStar, Cayenta, Spectrum and GEMS. 

The web page for each regional group typically contains contact info, dates for the next meetings, and 
documents from previous meetings. 

From the left sidebar, select User Groups, then your division, and then your group. 

 

Reporting 
Clicking Reporting in the left sidebar opens the following page. 

 
This feature gives you the ability to display calls logged by employee, product, call priority, or nature, for a 
specified time period. The results may be displayed in a pie chart or table of columns. 
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Corporate Site 
Clicking Corporate Site in the left sidebar opens the Harris Computer Systems website in a new browser 
window. 

From there you can access all Harris divisions and any websites maintained by companies within the divisions. 

Contact Support 
Clicking Contact Support opens a page containing the phone, fax, and email information for Harris Support. 

Logout 
Click the Logout link in the left sidebar to log out of eSupport. 

 
You’ll be taken to a page from which you can login again if you wish. 
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Appendix: Call Priorities 
In an effort to assign our resources to incoming calls as effectively as possible, Harris has identified three types 
of call priorities, 1, 2 & 3. A Priority 1 call is deemed by our support staff to be an Urgent or High Priority call, 
Priority 2 is classified as a Medium Priority and Priority 3 is deemed to be a Low Priority.  The criteria used to 
establish guidelines for these calls are as follows: 

Priority 1 – High  

 System Down (Hardware, Operating System, Database, Application) 
 Inability to process Payroll checks 
 Inability to process Accounts Payable checks 
 Inability to process bills 
 Program errors without workarounds 
 Incorrect calculation errors impacting a majority of records 
 Aborted postings or error messages preventing data integration and update 
 Performance issues of a severe nature impacting critical processes 
 Hand-held interface issues preventing billing 

Priority 2 - Medium  

 System errors that have workarounds 
 Calculation errors impacting a minority of records 
 Report calculation issues 
 Printer related issues (related to interfaces with our software and not the printer itself) 
 Security issues 
 Hand-held issues not preventing billing 
 Performance issues not impacting critical processes 
 Usability issues 
 Workstation connectivity issues (WS specific) 

Priority 3 - Low  

 Report formatting issues 
 Training questions, how to, or implementing new processes 
 Aesthetic issues 
 Issues with workarounds for large majority of accounts 
 Recommendations for enhancements on system changes 
 Questions on documentation 


