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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.

eSupport

Contact Support Login Now! Don't have a login yet?

Access ta Harris eSupport
is restricted to customers
with a valid support
agreement and an
eSupport Customer 1D,

Email Support
i

call Us

BE6.450.6696 To request a Customner ID,

Passwords are case sensitive. please send an g-mail to
our support department.

eSupport is best viewed using Internet
Explorer 6.x with a screen resolution of
1024x768.

Forgotten your Customer ID or Password?

Enter your email address below to
hawe your login information sent to you.
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2. Enter your user name and password in the login fields.

Password:

Passwords are case sensitive.

3. The eSupport homepage opens.

THARRIS
eSupport

Welcome Karen !
What's New!

- ||ThErE is no recent eSupport news. | ABOUT CALL
t > PRIORITIES
»
se L3
v org's Calls: 0
nt Info 4 Total Open Calls: [
c »
er Graups 4 Bulletins
D Below is a list of recent bulletins posted.  All bulletins can be viewed from the main menu by selecting Downloads >Bulletins .,
||There are no recent bulletins,
pRart
ut
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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.

2 Harris eSupport - Microsoft Internet Explorer
File Edt View Favorites Tools Help

eaack - \ﬁ] lﬂ “_;‘] /-.\JSearch *"LI Favorites @ v’:- ; - ﬁ :‘i E & = 8
v/ Go Links **
" il / N\ N

H-ARRIS ) : Al . eSupport

Site Administrator: No administrator found for your site,

Search the t| arch » Address 48] http://support,harriscomputer, comjmain, asp

Welcome Aaron!
¢hat's New!

Menu "

lfﬂfZl]U!l"FMS users can download the 2007 1099-MISC form and reports here. |I ABOUT CALL
PRIORITIES

Heme

Open Call Summary
Your Calls:
org's Calls:

LOG NEW CALL To log a new support call click this
link.

[oa =

Bulletins

Below is a list of recent bulletins posted. All bulletins can be viewed from the main menu by selecting
Downloads >Bulletins.,

"There are no recent bulletins. ||

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

A http:lisupport. harriscomputer.com - eSupport New Call Wizard - Microsoft Internet Explorer |:||:|D__(|

eSupport New Call Wizard

through the pr

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.

A hitp:Hsupport. harriscomputer.com - eSupport New Call Wizard - Microsoft Internet Explorer |z||:|r5__(

eSupport New Call Wizard

Wihi ould be the primar

Mary Lou Wilbais %

Enter a mor: 3
I would like help adding a new pay code.

need help adding a the pay code as a repeating
entry for a new employee.

|@  Internet
6. Once complete, click Next.

http://support.harriscompu - eSupport New Call Wiz

eSupport New Call Wizard

Thank-you. Your call has been successfully logged.

For your reference your new call number is: 199268

Do you have any attachments you would like to add to your call?

Selecting "No" will clcse this window and return you the the call cetail screen for this call.

e The Wizard assigns a call number which is displayed in red text.
e 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.

| http:f/support. harriscomputer.com - Harris eSupport New Call Wizard - Microsoft Internet Expl... E |

eSupport New Call Wizard

than 3 attachme you can add
n.

attachment 1: |
attachment +2: ||
attachment +3: [

ADD ATTACHMENTS CANCEL

he upload your br ‘
SE THIS WINDDW until y
oth ay

|@ Cone a Internet
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.

=

(@ Harris eSupport New Call Wizard - Windows Internet Explorer

& | http:/fsupport. harriscomputer .com/newcall /step3.asp?PID =DF9452690F 945 264

eSupport New Call Wizard
Call Attachments
- chore checklistiid.pdf uploaded suc fully.

Thank you. Your support call 512130 has been successfully logged.
Call Detail screen for your new call.

Please click here to close this window and return the

=) Ok
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The Call Detail window opens after the call is logged and any attachments are uploaded.

eSupport

Menu
H
LoG ME L

»

b »
K. & »
[ »

t In »
o 3
u »
R

pport

ort Call Detail

Printable ¥ersion 2 g

Print the call details

Support Gall # 366317

Gurrent Status: New

Opened For: Mary Lou Wilbois
Opened On: 2/24/2008 4:29:33 FM

Last Recorded Activity: 2/24/2008 4:29:33 PM
Product: Fund Accounting 2

Currently Assigned To: .DataTeam Call Queue

Call Summary
Aadding a new pay code

Event History

Priority: Low

Opened By: Mary Lou Wilbois (via eSupport)

Installed Yersion:
Reported ¥ersion: 1009b

Call Attachments: 0

Total Time Spent on Call: 0.05 hours

Added By: CLIENTELENET

Summary:
adding & new pay code
Details:

Add Date: 2/24/2008 4:29:33 FM
Status: New

I would like help adding a new paycode. I also need help adding a pay code as a repeating entry for a new employee

Add New Event / Close Call

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.

eSupport User’s Guide
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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.

Call Search

Advanced Call Search

Home

LOG NEW CALL What type of search do you wish to perform?

Leg New Call by Call Number by Status by Date & Status
Leamn Call Priorities

Open Calls

Search Calls

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 Call Number

Please enter & Call Humber:

Search Resul

Call # ed

Opened By
Sheree Mills

368523 |02/29/08 Details...

Mew Search

Search by Status

Call Search

Search By Status

Select the status:

O all open Calls @ Al Closed Calls

Product Filter: [ All Products ~

Search Results:
Call # Opened Opened By 5 SUmmmary 1

d W n

0z/28/08|Sheree Mills  |Closed| 12¥e Questions ahout how to attach & document to |y ooy b etails..,

e-support call E—

03/03/08|Sheres Mills _[Closed|Issus with a PO | |petails...
03/03/08|Sheres Mills |Closed|Issus with PO's b1009

Jelalnieds)

Jogeal

J68667 Details...

Search by Date & Status

Call Search

Search By Date & Status

Calls opened betwsen: [05/01/200 |2 and (0572772009 | T

O That are currently Open @ That are currently Closed O all calls (Open & Closed)
Product Filter: [ all Products v

Search Results:

I Dpene ] B Su 1ary
512130  |05/25/09 heree Mills  |Closed  |Picturss for Documentation [ [petails...

Hew Search
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4. Click Details... and the current status of your call is displayed.

eSupport

ort Gall Detail

" Menu Brintable ¥Yersion 3 < Prlnt the Ca” deta"S
MEW LL Support Call # 366317 Current Status: Closed
» Opened For: Mary Lou wilbais Priority: Low
T; : Opened On: 2/24/2008 4:29:33 PM Opened By: Mary Lou Wilbois (via eSupport)
] Last Recorded Activity: 2/24/2008 4:44:21 PM
. . Praduct: Fund Accsunting 2 Installed Version:
. ' Currently Assigned To: Jeannie McClure Call Attachments: 0
te call Summary Total Time Spent on Call: 0,10 hours
Adding a new pay code
upport

Event History

Added By: CLIENTELENET Add Date: z/24/2005 4:29:33 PM
Status: New

Summary:

adding a new pay code

Details:

I would like help adding a new paycode. I also need help adding a pay code as a repeating entry for a new employee

Add New Event [/ RE-DEEI call

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

Menu

Horme

What's New!

There is no re

Bulletins

Search the KnowledgeBase

1. Click on Search in the KnowledgeBase menu.

Search KnowledgeBase

select the area you wish to search:
[ Al v
Enter a search phrase:

Searchl

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.

Search KnowledgeBase

Select the area vou wish to search:
LA iv
DataTeam_&s_Fro A

DataTeam_DataBridge

DataTeam_eReqs

DataTeam_FA2
DataTeam_FAlZ
DataTeam_HRZ
DataTeam_Lunch

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.

eSupport

Added KnowledgeBase Articles

Recent KnowledgeBase Articles

geBase Articles that have been added within the last 30 days.

Summary added On

10/14/08
10/17/08
10/21/08
10/22/08

Cayenta User MT2 receiving error in PO - no menu access 10 ootk v

Below are the Knowled

KnowledgeBase

Cayenta

Cayenta

Cayenta

Cayenta

2. Click More... to view the selected article.

Submit a suggestion for an article

1. Click on Submit Article Suggestion from the KnowledgeBase menu.

eSupport

Submit KnowledgeBase Article Su

LOG ME LL
2l N KnowledgeBase Article Suggestion
T 4 Complete the following form to submit a suggestion for our knowledgebase,
e 3
D 2 KnowledgeBase Book: | DataTearn_FAZ v
Y Y Summary: |
" : Description:

ort

Add Suggestion

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

Iltems 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.

i 5 N
Menu

Home

eSupport

Documentation

Documentation

Division:

Family: [Fund Accounting2 (FAZ) b
Categary:

Search Results
Title
2009 Changes to KPERS Ernployer Contribution for Retirees

e Date File Type

beoior oot Download
07/01/08______|.pdf _____ [Download
10/13/08 ____ |pdf ___ [Download
0s/z2/05 _____|.pdf ____ [Download
05/12/05 _____Lps—  [Download
Maintenance Software Agreement loséze7d@  |pdf  [Download
Mew Tier for KPERS instructions REYISED 05/20/09 _— losfzt/ms |pdi |Download
Revised Federal Incorne Tax Tables February, 2009 _—  |ozteasns |pdf  |Download
Setting Up KPERS Employer Contribution fe+Fetirees  [07A&08  |pdf  |Download

2009 KS Budget Document Report Instructions for FAZ

403(b} Export Option Price Quote

Iowa advance Balance Sheet and Accrual Registration Form

IPERS Rate Change July 1, 2009

rear End Budget and Payroll workshop Registration Form 05/21/09 .pdf Download

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.

nnie

Downloads

LOG HE LL

N eSupport Downloads
T 4 wielcorne to the eSupport Downloads areal
[t »
o} » Search by Product Famil

unit Inf » . -

. Select the Product Farmily: |Product Farnily... v|
u ps »
R ing racker Quick Search

Enter a Tracker number to search for: |:|
upport

Lo

Newest Downloads
Below are downloads that have been added to eSupport within the |ast 30 days,

Product

D ipti Release
Family EEERLLEL Date
Saﬁt?;:a T19331 - Add Inst Meter Extended aAttributes to Inst Meter Console 5/25/2008 More...
Cayenta T18929 - Service Order Console -- allow entry of Serial Number Added Meter Serial Number field to Asset 5/25/2009 "
Utilities Tab of Service Order console, ore...

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.

ort Downloads

Downloads - Search by Product Family

Category: [View Al v

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

eSupport

ort Downloads

L L
» Downloads - Search by Product Family
T 3
K =} 13
Info 3
o 3
u 3
R
Available Downloads for studentSphere > All Downloads {2 items found)
‘Descriptiun |Re|ease Date ‘ VersioanrefRequisite Uersion‘ |
Le Student Records File Transfers for Windows 95, WINTRAN.ZIP, 991K 3/10/2009 MA More...

Downloads

eSupport Downloads

Download Detail

Description: Postal Modes Update Feb, 16 to Mar, 15, 2007 LETTER=S (NS & or higher)
Yersion: N/A

Pre-Requisite Yersion: MN/A

Release Date: 2/15/2007

Release Motes: There are no release notes currently available for this download,
Estimated Download Size: 3317460

DOWNLOAD NOW

Alwaps remember fo complete g full backup of your spplication/database prior o installing updates!

7. Click DOWNLOAD NOW. Depending on the type of file, the options will be to view, run, or save the file.

eSupport User’s Guide 5.27.09 Page 15 of 23



Account Info

Iltems 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

User Profile for Karen Stewart

Your Profile

Organization Information: DataTeamn Systems
4911 Legends Drive
Lawrence, KS 66049

Account Manager: Unknown

eSupport Site Administrator: Jeannie McClure

User Group!

Title:

Role: Mo Roleis) setup. Edit Roles
Ermail Address: kstewart@harriscomputer.com

Primary Phone: 866 450 6696

Alternate Phone:
Fax:

Mobile Phone:

From tirne to time Harris Support will send emails to our customers about about our products and services.
Flease let us know if you would like to receive these emails by selecting from below,

|YesJ I would like to receive support mailings. vl

Other Settings:

Send notification support calls have been updated: |Yes, send update notifications. R

preferred Method of Communication: O gmail O phane  OFax O Mail

Update 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.

ort Password

Change Password

Cornplete the fallowing form to change your passward,

Current password: |.....] |

Mew password: | |

Verify New passward: | |

Change

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.

eSupport

Product Summar

mehll Product Listing
G N ALL The following is a list of the applications that your organization h;ls installed, The list .\nc\udes the version that you have installed {according to our
records), your current contract status and the most current version that we have available for release.
13
Tra 3
Kn ] L Product Installed ¥ersion Contract Status Current Yersion

» AAPro Active Update
nt X Applicant Tracking Active Update
b Budget Builder Active Update
ups 13 eRequisitions Active Update
ting Fund Accounting 2 Active Update
rati Human Resources Active __Wr update
i Remote Site Classic Active Update

Mo hardware products were found for your arganization, !

Wetian is incorrect, please contact our Support Department via email or call us at (666)-450-6696,

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
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Menu

Home Update Product Information

Update Product Information

Use the form below to update the version number and the date that it was installed,

Product Description: AAFro

Part Number: AAM-DT

Installed ¥Yersion: |2.14 bag |

Installed On: 2/22/2008 | (MM/DDATY

[uronre: I Reser Fow |

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.

H-ARRIS E QY eSupport
Manage Site Contacts
Menu
" Manage Site Contacts
L ALL This page allows you edit contact information (narne, title, phone nurnber and email address) for people within your organization, You can also de-activate a contact should they
leave your organization,
»
” s Please note that only active contacts within your organization will be displayed in the list below,
: ! Last Nome _[First Nome Tt Jerail [P
B Li |wiew Abdullahi sabdullshi@harriscomputer.com 613 226-5511x2153
urt » g om
» \Wiew Bassett 613 226-5511
u »
: \Wiew Bender 613 226-5511
\yiew Biondo 613 226-5511
t
T \Wiew Bolden 613 226-5511
ut
Wiew Boulay 613 226-5511
\iew Brending 613 226-5511

> : :
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.

TH-ARRIS

@ Farum Home

% Wew Posts f DeAnswered Topics [E5

2 FaG é:'SEar:h @ Calendar Register QﬁLngm

The time now is 3155pm )
vou last visited Today at 1:09pm Quick Lagin | Stewart sease

Forum Topics Posts Last Post

NorthStar (PUBS

=, Account Information

= 51 272

K:,d Account Information 13 May 2009 at 2:45pm
-, Billing & Bill Prints

%d Billing & Bill Prints 83 333 01 May 2009 at 1:00pm
=, CaFe

&56 CARe 32 115 05 March 2005 at 1:45pm
= Cashiering (PAP, Lockboy, Credit Card) - 150
S Cashiering (PAP, Lockbox, Credit Card) 15 May 2009 at 10:d8am
- Credit Control 8 Motices a0 122
S Credit Contral & Motices 12 May 2009 at 2:57pm
£ Database
5 Database 1 31 02 October 2008 2t 3:11pm
-, Deregulation

%d Deregulation 113 771 13 May 2009 at 4:53pm

Once you have registered, you will be ableo 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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'f’ R R , S @Admin QJHiddenTﬂDi:s ?:L—ancﬁvetnpics &Memheﬂist zjtalendar @Seaﬂ:h g)JHeln
- @Jprivate Messenger @Seﬂings ajmguut[

0% Bal. T fer Card Bad Credit Card
Vs, MasterCard, AMEK & Dlscover.  We Have 2 Mastarcard for You -Appl Post Reply button
ags

Garmpare Offers & Apply Online, Now and Get Your Sard in 3 Day:

Ads by Google
Account Information
&3 Harris eSupport Forums : NorthStar (PUBS) : Account Information &dm‘n

[] Topie: balance transfers @n&i reply @[lewtoplc
Oldest Post First |+

@ Topic: balance transfers
Posted: 02 January 2007 at 3:16am Tquote) (Sireply

£ question has come up regarding how other utilities handle balance transfers when a customer has |eft the utility and then moves back on to your utility service. \We have custaomers who
leave us with a large outstanding bill and when they come back to our service, we try to collect, (At this time, we are not doing any collection procedures ourselves or outsourcing to a 3rd
Jained: 11 Octeber 2006 Party collection agency). Usually we try to collect the balance up front, but oceasionally based on the amount owed, we will give them & weeks or so to make arrangements to pay the
balance. any pointers on how we can do this process efficiently?

Lacation: United States

Online Status: Offline Also, if a customer moves from one address to another on our service, we move their current balance, our ssytem is set up so that it takes quite a while for the new invoice to catch up with
Pasts: 7

Cathy Ellis
Accounting Supervisor
arrville Utlities, OH

Save on Balance Transfers 0% APR Balance Transfers

Get Blue from American Express® and 0% far 12 months or 3,9% far Iife.

get a low balance transfer rate, Cornpare & Apply, Instant Decision.

Ads by Gooale
\Hedit | [Mdelete) ./ hide ) E3move == 1P: 12.168.92.247

BeckyF @ Pasted: 02 January 2007 at 1:07pm uolo: i
Sauore) Sropty)
= g Like you, often how we handle it depends on the amount due. We will either collect up frant or create a payment arrangement. Also, we transfer balances between accounts when a

customer transfers their service

Jained: 02 Saptember within our territory.

2003

Loeation: United Stakes  ANOther option is to write the halance off of the final account and add it to the new account via Miscellaneous Billing.  That way the system takes care of adding the charge ta the new
Online Status: OFfline account each month and also adjusts the full amount in the event the new account gets finaled. The City of LaGrange, GA handles some (if not all) payment arrangements this way.
Pasts: 307 Contact person is Patrick Bowie, pbowie@lagrange.net

Becky
"?ldit il delete] (/7 hide | [E3 move =HL= 1P: 216.45.35.10

To participate in the forum, click on the Post Reply button to the top right of the screen. A reply window opens.

2 Post Reply - Microsoft Internet Explorer

Ele Edt Wew Favortes Took Help &y
Q- © RGO frron @ B2 8 LJE B
iddress | ] hitp: ffsupport, harriscomputer.com{Forum/new_reply_Form, asp?TID=5178FN=18TR=3 v| Go | Links ?
Y7 - 2 v [searchweb + fhUpgradetiowt = [} 4 @ | e + @My vahoo! ~ a@Personals ~ (3 shopping + ol Games + o3 Music + £ answers - [k Signin
— x ~
3 RRIS &Aamn [lHidden Topics Hljactive Topice [EMambarist " ealendar @Se:r{h @Q)jneip =
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Post Reply
&3 Harris eSupport Forums : NorthStar (PUBS) : Account Information : Post Reply
{5} Topic: balance transfers
Edit Post
Message: [
Emoticans
[N TR
=
RS
@8 ®
B9
xDO
hable Forum Codes to format post
how Signature [ Email Notify me of Replies
[ PostReply ][ PreviewPost |[ ClearForm
Topic: balance transfars =
Posted: 03 January 2007 at 7i41lam By Annette Kunder
Hi Cathy
e will try to collect it all up front when they come back however will do 3 payment arrangement if need D
We however, do collections. We do small daims and lien when possible. If we get a small claim judgment we gl do a state tax garnishment as well. Only if we are unable to lien or serve for small claims will we
send to a ard party for collsction
v

B oore B @ e

Type your message in the Message field, and click the 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.

Menu

Horne

What's Mew!

642972009

4f29f2009

Bulletins
ar b . .
Below is a list of re

There are no rec

ayenta Pk

Contact Support

Logaout

Reporting

Clicking Reporting in the left sidebar opens the following page.

Reporting

Summary Reports

Mumber of Calls Logged By:

lz‘ Emplayee - Displays the nurmber of calls logged for each employee in your organization.

lz‘ Product - Displays the number of calls logged for each product.

lz‘ Friority - Displays the number of calls logged for each call priority.

E Mature - Displays the number of calls logged for each call nature.

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.

TH-ARRIS

eSupport

B
iy
il

Welcome Karen !

What's New!

ABOUT CALL
PRIDRITIES

Open Call Summary

Tour Calls: of
org's Calls: 0l

“Ther’e is no recent eSupport news, |

Total Open Calls: 0of

Bulletins

Below is a list of recent bulletins posted.  All bulletins can be viewed from the main menu by selecting Downloads=Bulletins,

[[There are no recent bulletins.

You'll be taken to a page from which you can login again if you wish.

eSupport

Thank you for using Harris eSupport!

To login again click here.
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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 I — 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
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