BTOTS SUPPORT:
TICKETS, PROCESSES,
© AND EXPECTATIONS

Last revised: 10/23/13



OVERVIEW

What is a Support ticket?
What 1s the Support process?

What can you, the BTOTS user, expect from
Support?



WHAT IS A SUPPORT TICKET?

A support ticket 1s:

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.

Welcome About BTOTS Printed Forms

btots

Welcome to the Baby & Toddler Onlint
Tracking System

Login to your account

Email *
The Baby & Toddler Online Tracking System (BTOTS) supports the Utah
Babywatch Early Intervention Program. It provides secure access to child
Password * records for local Early Intervention providers as well as state monitoring and

Forgot your password?
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pme je horg ACCO Do Home Child- | Person/Org- | CSPD- | Tools~ | Report

compliance access.

Learn more about BTOTS

o

Early Intervention Program

Birth To Three Development D0 Q

Messages

Date

Post Date Sco Message
Entered - =

10/21/2013 There are 3 accounts awaiting access. View Accounis




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

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

button; or

Call the BTOTS Helpline number shown at the top of the form to

receive help.

Contact Technical Support

support.
Report Subject”

When did the reported issue occur?

Detailed description of the problem. *

Upload Screenshot(Opticnal)
Choose File Mo file chosen

Fillin the following form to report your issue to BTOTS Support Staff, or you may t

BTOTS Support

+ Retumn

o call 801-584-8222 for tgLhnical

n? Report lssue

Your user account information along
with the issue described above will
be sent to BTOTS Suppaort Staff.

A backup of this issue report will also
be stored on BTOTS server.

System Version: Mozilla/5.0
(Windows NT 6.1, WOWSE4)
AppleWebKit'537. 31 (KHTML like
Gecko) Chrome/26.0.1410.43
Safari’53v7 31

Window Size: 947 X 1903




EXAMPLE OF GOOD SUPPORT
TICKET ENTRY

Good ticket entry because it includes detailed information.

=110

BTOTS Support Request Support Quick Links
Fill in the following form to report your issue to BTOTS Support Staff. This form is secure and is the preferred method of  Phone Support
requesting support. A detailed support requests will assist us in resolving the issue in a timely manner. 801-584-8222
Report Subject* '

P : Show Example | Known System Issues
Error occurs on Contact Tab Review the list of known issues = to
Priority © see if there is a work around

available for your issue.

Medium v
Issue Scenario: What specific folder/wizard were you on when the issue occurred (include Child ID if possible)?* Your System Information
Under the contact tab. Child 1D #: KM123456 System Version: Mozilla/3.0

(Windows NT 6.1, WOW864)
AppleWebKit/537.36 (KHTML like
Gecko) Chrome/30.0.1599.101

~  Safari/537.36
Window Size: 1520 X 758

While under the contact tab | was trying to edit the e-mail for the child mother, and | received the following

i Remote Screen Share
error:

"Error message contact Support” Enter Session ID

4
Choose File |11.png o/ Report Issue
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EXAMPLE OF POOR SUPPORT
TICKET ENTRY

Poor ticket entry because it lacks detailed information.

BTOTS Support

Contact Technical Support

Fill in thia following form to report your issue to BTOTS Support Staff, or you may try to call 807-584-8222 for technical Your user account information along
support. with the issue described above will
Report Subject” be sent lo BTOTS Support Staff.
Transition A backup of this izsue report will also
When did the reported issue occur? be stored on BTOTS server.
32913,

Wi r Svetem Information

System Version: Mozilla/s.0

Detailed description of the problam, * (Windows NT 6.1: WOW64)

Under transition tab will not work. AppleWebKit/S37.31 (KHTML like
Gecko) Chrome/26.0.1470.43
f ™ Safari/537.31

Window Size: 632 X 1268

Upload Screenshot(Optional)
Choose File Mo file chosen = Retum o/ R re—




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.

BTOTS Support

Contact Technical Support

Fill in the following form to report your issue to BTOTS Support Staff, or you may try to call 801-584-8222 for technical

support
Report Subject”

VWhen did the reporied issue ocour?

Detaded descnpbon of the problem.

Ugload Screenshot(Optional)

Choose File No file chosen

#+ Return

Your user account information along
with the issue described above will
be sent o BTOTS Support Stalf

A backup of this issue repor will also
be slored on BTOTS sarver.

System Version: Mozilla’s.0
(Windows NT &.1; WOWEd)
ApplaWebRit'537_ 31 (KHTML fike
Gacko) Chrome26.0.1410.43
Safari537.31

Window Size: 247 X 1803



HOW TO UPLOAD A SCREENSHOT

Find the below information at: : http:/www.take-a-screenshot.org/
mﬂ Mac iPhone, iPod, iPad KDE GMNOME Websites

How do | take a screenshot?

g -
g PrtScn - ; T
- SysRq _ Windows captures the entire screen and copies it to the
P clipboard.

( Where can | find that key?
[ S - —— —

PrtScn SerLk® Pause Look for this group of keys at the upper right of your keyboard.

Sy Break Note: Print Screen (PrtScn) might have been abbreviated

differently on your keyboard.


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

HOW TO UPLOAD A SCREENSHOT
continued...

How do | take a screenshot of a single window?

hold
down

[ Alt _
PritSen
and SysRq —
press

Windows captures only the currently active window and copies it
to the clipboard.

| guess it’s in the clipboard now. How can | paste it into a document or something?

hold
down

Ctrl V
and _
press

Windows pastes the screenshot (that is in the clipboard) into a
document or image you are currently editing.



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 1s acceptable to have PII).

BTOTS Support

Contact Technical Support

Fill in the following form to report your issue to BTOTS Support Staff, or you may try to call 801-584-8222 for technical Your user account information along

Suppor. with the issue described above will

o - T 1
Report Subject = B | = Support Staff
Transition \-:"Q B Desidop -4 : 2|k issue report will also
When did the reported issue occur? Coamrine = M Rokhar = @ IJOTS server.
32813, PE——

B Desdop [ Prodie MO
4 Downloads m‘

55 Regent Places : : : Mozita/5.0
Detailed description of the problem. * b SiyDvive Lty et T 1; WOWé4)
Under transition tab will not work. — - 731 (KHTML like
e we 5.0.1410.43
sic
Bl Paotures Suppon_PowerPoint ETOTS
o e . o 632 X 1269
B roian x Lk =
Upload Screenshot(Optional) File rame: Screershot Example v | Fikes .

Choose File Mo file chosen el —_—




SUPPORT PROCESS

You have filled out the support form and you

have sent 1t 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 1s 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 1s a bug or system issue, Support
will notify the developers at MDSC.

If it 1s 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
“Z0HO 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 1ssues 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.



Add Request

Coniact Hars

Z0OHO

continued...

Support ticket in Zoho

This 1s the form that
Support fills out when a
user sends or calls in a
support request.

B s Uate 4 25X | EANE S|ISEIE Hy @ - 25 ¥ -

Ll



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.

BTOTS Support

BTOTS Support Request Support Quick Links
Fill in the following form to report your issue to BTOTS Support Staff. This form is secure and is the preferred method of Phone Support
requesting support. A detailed support requests will assist us in resolving the issue in a timely manner. 801-584-8222

Report Subject™ | Show Example

Known System Issues
Review the list of known iss
se : round available

Priority @
for your Issue.

--Un-prioritized--

Issue Scenario: What specific folder/wizard were you on when the issue occurred (include Child 1D if possible)?* Your System Information

System Version: Mozillasa.0
(Windows NT 6.1, WOW64)
AppleWebKit/d37 .36 (KHTML like
Gecko) Chrome/30.0.1599. 101

»  Safari/537.36

_ L ) Window Size: 1727 X 861
Issue Description: Detailed description of the problem and resulting outcome of the error. ®

Remote Screen Share

Enter Session ID

)

Upload Screenshot (optional)

Choose File | Mo file chosen o/ Report Issue
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WHAT YOU CAN EXPECT FROM
SUPPORT

Timely response to problems, questions, concerns,
and/or suggestions.

An e-mail notifying you that support has received
your question.

A response, as soon as possible, indicating a solution
has been reached.

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 1s fixed.

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

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

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

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.
M@hmtmmmng—pmmFram x QY =@ x

€« > C [Dbtots.mdsc.com/ChiId/Fo\der/lndex/ffd6299f—1765—4f92—a367—3218662b7683tiCOSF S:?,W

New COSF ? X
Date Determined: = 10/21/2013 E [ Transferred COSF 0 Consecutive Months of Serice

1. Positive Social

1shi g 1
= For positive social relationships, doe: ever function in ways that would be

would be considered age-appropriate es (O MNo
You must resalve the following errors before you can continue.

@ The Social Score field is required t OYes OMNo
(D The Knowledge Score field is required

@ The Meeds Score field is reguired.

Jerors .~ Back to Form
= For acquiring knowledge and skillz, does Hatncia ever function in ways
that would be considered age-appropriate? () ¥es (' No

O Mo




CONTEXT-SPECIFIC HELP USING
BTOTS FIELD DEFINITIONS

o Run your cursor over the blue dotted lines to see field definitions,
mstructions, and/or options on specific fields.

DV120862 Patricia Frankfoot ~ UnderlFsP

I A e Dol e AP S A A R P . R T Y [RETTU DR S |

Date Determined: * 10/21/2013 [ ["] Transferred COSF 3 Consecutive Months of Service
1. Positive Social Relationships COSF Note
Score:* =
e Score: The COSF score can be entered manually

or generated automatically by using the decision
Rationals tree option. Note: the automatically generated

COSF score can be overridden using professional
judgment, if the raters believe the COSF score

does not accurately reflect the child’s functioning. ' Cancel |




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.

Enter Referral Information

Error seving child referral. Mew child has not been added to the system

Transachon Faled

fnner EXpeption. mal value i column T3 WEpanic”® wolahes nal-nul consiraint

Stack Frace: af Mirensan Dara. DEConnecion EndTransschion] i CPneciswtrisean D i K UFramewonio VIrihean . Dara\DBConnechon. c5ine
170

& Damain. Vewilfode's Cnsd Mewleaierralhiooel SaveMooelSiatalvcihonary mopelsiaie) i

B TOTSWedCodetrunkDoman I ewiiodesICRiT e Referalooe! C5 ne 1397

Enter the referral date, concemns, and notes for the child balow

Referral Information Transfer from another El Program
Referral Data ™

Q232013

il

Receved By "



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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