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OVERVIEW 
 What is a Support ticket? 
 What is the Support process? 
 What can you, the BTOTS user, expect from 

Support? 



WHAT IS A SUPPORT TICKET? 
 A support ticket is: 

 A form you, as a user, can fill out if you encounter a 
problem or have a question; 

 A way for Support to keep track of incoming 
questions and/or problems; 

 A way for the user to get in contact with Support; 
and 

 A way for the user to check on the status of a 
specific support request, problem, etc. 

 



DO I NEED A TICKET? 
 No. If you are more comfortable contacting 

Support over the phone, we will create a ticket 
while we are talking with you (again just so we 
can track questions and problems). 

 



HOW DO I GET TO THE SUPPORT 
LINK TO ASK A QUESTION OR CALL 
SUPPORT? 

 Use the Support link found on the BTOTS home 
page. 

 Call the BTOTS Helpline telephone number 
found on the BTOTS Support page. 
 801-584-8222 

 See the example on the next slide. 



 
To Access Support or Get Help: 
1. Click on the “Support” link if logged off. 
2. Click on the “Support” link while on the page with the issue. 



This screen will appear once you have clicked on the support link. 
There are two options to choose from when you need help: 

 
1. Fill out the form you see below and click the green “Report Issue” 

button; or 
2. Call the BTOTS Helpline number shown at the top of the form to 

receive help. 



EXAMPLE OF GOOD SUPPORT 
TICKET ENTRY 

Good ticket entry because it includes detailed information. 

 
 



EXAMPLE OF POOR SUPPORT 
TICKET ENTRY 

 Poor ticket entry because it lacks detailed information. 

 



SUPPORT TICKET ENTRY: 
UPLOADING A SCREENSHOT 

A great way to give the exact details of the problem is to upload 
a screenshot, as shown below. 



HOW TO UPLOAD A SCREENSHOT 
 Find the below information at: : http://www.take-a-screenshot.org/ 

http://www.take-a-screenshot.org/


HOW TO UPLOAD A SCREENSHOT 
continued… 



ONCE YOU HAVE SAVED THE 
SCREENSHOT 

 Click “choose file” then open the folder where you saved the screenshot, 
select the file, and then click “open.” 

 Support will remove Personally Identifiable Information (PII) from the 
screen shot (this is the only place it is acceptable to have PII). 
 



SUPPORT PROCESS 
 You have filled out the support form and you 

have sent it to Support OR you have called the 
BTOTS Helpline for support. 

 
Next Steps: 
 
 Support now has your question, problem, or idea 

for an upgrade. 
 Please feel free to send suggestions! 



SUPPORT PROCESS continued 

 A notification is sent to Support. 
 Support will send you a notification e-mail 

indicating that we have received your ticket and 
we are working on a solution. Support will send 
another notice when the problem is fixed. 

 Support will read through the problem/question, 
then assign a ticket number and also someone to 
work on the issue. 

 



SUPPORT PROCESS continued 
 If the problem is a bug or system issue, Support 

will notify the developers at MDSC. 
 If it is a question regarding policy or training, 

Support will contact Baby Watch. 
 The support process will be documented and 

tracked via systems called “ZOHO Support” and 
“ZOHO Assist.” 
 



FYI: WHAT ZOHO ALLOWS 
SUPPORT TO DO 
 Zoho Support allows Support to connect with 

multiple people (i.e., Baby Watch, MDSC, users). 
 Zoho Assist allows Support to share a user’s 

screen to physically see the problem or question 
at hand. 

 Zoho will help Support solve issues and the 
information contained within Zoho, other than 
that found on the customer support portal, is for 
Baby Watch use only and will not be available to 
the user. 

 



ZOHO 
continued… 

 Support ticket in Zoho  
 This is the form that 

Support fills out when a 
user sends or calls in a 
support request. 



SAMPLE E-MAIL VERIFICATION  
Dear Jenni Borg, 

 
Welcome to the BTOTS Customer Self Service Portal! 
 
You are invited to access BTOTS Customer Self Service 
Portal. By accessing this portal you can now track your 
requests online. 
 
Your User Name: jenni.borg@mdsc.com 
 
Please click here to accept this invitation. 
 
If you are not the intended recipient of this invititation, 
please contact BTOTS Support at btotshelp@utah.gov. 
 
Thank you, 
 
BTOTS Support 
 

https://support.zoho.com/portal/btots/HomePage.do
https://support.zoho.com/portal/btots/HomePage.do
mailto:jenni.borg@mdsc.com
https://support.zoho.com/portal/btots/PortalLoginPage.do?mode=confirmPassword&servicename=ZohoSupport&serviceurl=https://support.zoho.com/portal/btots/ShowHomePage.do&digest=1c778d1b90943436258b64b8a163256f86aead311a9c13002bfac64774401e3e7808efe1eb26220915d5d758eeb09ac93a8aa852666736d1ea06f6684895c789
mailto:btotshelp@utah.gov


KNOWN ISSUES 
Please review the “Known Systems Issues” to find a fast 
solution to your question. 



WHAT YOU CAN EXPECT FROM 
SUPPORT 
o Timely response to problems, questions, concerns, 

and/or suggestions. 
o An e-mail notifying you that support has received 

your question. 
o A response, as soon as possible, indicating a solution 

has been reached. 
o If a solution will take longer than 24 hours to fix, a 

response will be sent indicating that we are working 
on the problem and will contact you when it is fixed. 

o Live support from 9 a.m.-3 p.m. (telephone and screen 
share) and 9 a.m.-5 p.m. (BTOTS support link or e-
mail).  



WHAT YOU CAN EXPECT FROM 
SUPPORT continued 

o “Known Systems Issues” and FAQ links in BTOTS 
to help you quickly find your own solutions to 
common problems and frequently asked questions. 

o Professionalism in all aspects of support: 
questions, problems, and suggestions. 

o Secure handling of child and family information. 
 



CONTEXT-SPECIFIC HELP USING 
BTOTS FIELD DEFINITIONS  

“Review Errors” messages will pop up if you are required to 
complete data entry before moving on. 



CONTEXT-SPECIFIC HELP USING 
BTOTS FIELD DEFINITIONS 
 Run your cursor over the blue dotted lines to see field definitions, 

instructions, and/or options on specific fields. 



REQUEST SUPPORT WHEN SYSTEM 
ERROR MESSAGES APPEAR 
 Adding a screenshot to your support request will 

be very useful in the situation when an error 
message appears during data entry. 



SUPPORT CONTACT INFORMATION 
 In BTOTS:  

 Complete a support ticket.  
 *THIS METHOD WILL BE THE FASTEST WAY 

TO RECEIVE A RESPONSE FROM SUPPORT.* 
 Call the BTOTS Helpline number:  

 801-584-8222  
 This number can also be found on the “Support” link 

in BTOTS). 
 To maintain system quality and integrity, direct 

calls to Baby Watch staff for assistance will be re-
routed to the BTOTS Helpline and assigned a 
support ticket. 



SECURITY REMINDER! 

 ** DO NOT PUT THE CHILD’S OR FAMILY’S 
PII IN ANY E-MAIL OR SUPPORT 
REQUEST.** 

 
 **PLEASE USE ONLY THE CHILD ID (NO 

CHILD or FAMILY NAMES) ON THE BTOTS 
HELP REQUEST FORM AND IN ALL 
SUPPORT REQUESTS.** 



QUESTIONS/CONCERNS 
 
 Support tickets 
 Support process 
 User expectations of Support 
 PLEASE USE CHILD IDs, NOT CHILD 
NAMES! 
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