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NOTICE

SUNGARD BI-TECH LLC MAKES NO REPRESENTATIONS OR WARRANTIES, ORAL OR WRITTEN, EXPRESS OR IMPLIED,
WITH RESPECT TO THE SYSTEM, SERVICES, SOFTWARE, DOCUMENTATION, OPERATING ENVIRONMENT, ANY OTHER
SOFTWARE OR SERVICES PROVIDED HEREUNDER OR ANY OTHER MATTER ADDRESSED HEREUNDER, AND SUNGARD BI-
TECH LLC EXPLICITLY DISCLAIMSALL OTHER WARRANTIES, EXPRESS OR IMPLIED, INCLUDING THE IMPLIED
WARRANTIES OF TITLE, MERCHANTABILITY AND FITNESS FOR A SPECIFIC PURPOSE. SunGard Bi-Tech LLC shall not beliable
for errors contained herein or for incidental or consequential damages in connection with the furnishing, performance or use of this material.
This documentation is proprietary and confidential information of SunGard Bi-Tech LLC. Copying, reproduction or distribution is strictly
prohibited. All rights reserved.

Copyright © 2007 by
SunGard Bi-Tech LLC
890 Fortress Street

Chico, CA 95973

Should you wish to make acomment, or if you find an error in the text, please contact us viaemail:

doc@bi-tech.com
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1. Introduction

This Quick Start will guide you through the basic steps of using Support Online. Users of the system will be able to quickly access ticket
information from any computer with an Internet connection. Support Online allows clients and staff members to take advantage of this
convenient online ticket management system.

This guide will provide explanations of processes, definitions of terms, and examples.

2. Learning Objectives

When you finish reading this guide you will be able to:

= Get to Support Online

= Login

= Navigate Support Online

= Usethe Knowledge Base

= View tickets

= Add Alerts (Ticket communication tool)
» View and edit contact information
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3. How Do | get to Support Online and login?

1. Go to the following website: www.sungardbi-tech.com

2. Click on the Support link and you will be prompted to login.

SUNGARD

BI-TECH INC.

Home Products Services Supportl Technology Company
| e | '

'-l'
-
v ! {
¥
i Connect to support.bi-tech.com

Products

SOftwa l'e fOI' d - m [FAS for Government

SunGard Bi-Tech provides so i m IFAS for K-12

m IFAS far Non-Profit
Local Gove ent
- R Support New Clients
= K-12 Schools s City of Napa, CA
- 7 *
s Mon-Profit Organizations User name: |ﬂ CLIENT :I s Davenport Community School
. . , District, TA
Since SunGard Bi-Tech's incs password: | #osnnens| ® Shawnes County, KS
designing systems specificall = Richland County, SC
deliver a functional, flexible | » Boulder County, CO
unique demands. : & Fort Wayne Community
[ ok ]| cemsd || schooss, v
SunGard Bi-Tech delivers suf = Lewisville Independent School

L = - — — _ - — [ RSCRI

4, Click on the Client link.
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SUNGARD

BI-TECH 1N«

ISC

pha e By Tall ug what gou think of the nev Sapharnbes §, T3
Sypart Onkne ivtarf aos aoed roaw featuren m
‘Waldoma b8 Fusdand B-Tet's [Surnet Sarsoa B P it
Hersy Cartar harem pape. i this 58 0 leam badag
E — infarmatiom o how to yes the IS0 ppiam.

M le A reiw bl angataad Uiad rRadEce hail Baan
== — relmared to chante. The naw ures it sce
Training wddraiiai paeformands preblamd afd the naed far
nebiid 0 i o ekt ol Gty Rasies the
Eraining rakbesisl ok the left o gel & geick st on
raping Ehe new ayrbam.

5. Enter your Enterprise ID, Contact 1D, and Password. (If you do not know them, please contact your Account Manager).

Pror to accessng mfcnmation held m the Support Onlee system, users must sdentify thereel Enter yoor chent 1d m the Enterprise 1d feld below. Contact the Eey
Camtact af your sbe for Four Ceeeact I and Password. IF you are unable bo access the system, contact the Operal-cis a1 SimnGard Be-Tech bor el at

Eater Your Enterprise's Id, Contact Id and Paseword below

Ertermpnss id |

Contact id |

Password |
Forgot Password?™. T
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Note: If you can't remember your password or need to create one, click the "Forgot Password" checkbox to run the password utility. To begin,
you will be prompted to enter your email address.

This utility sets up a client to access Support Online. Enter vour Enterprize Id, Contact Id
and email address. & new password will be zenerated and emaitled to the emal address

for that contact as defined n Support Online If problems persistent on gething connected
to Support Online, contact the SunGard Bi-Tech operators at supporti@bi-tech.com.

Enter the Client Id and Contact Id and Email address i the fields below.

Client Id (Required): |SBIHD

Contact Id (Required). |TORYH

Enail (Required): |TH@BLTECH.COM

| Change Passwords |

After clicking the "Change Passwords" button, you will receive an email much like the one below.

Fram: *Helpdesk (Operators)  Sent: Tue 9042007 9:35 AM

Ta:
[t
Subject:  Support Online Info

huur password for logging onto 3upport Online
ha=s been reset to "4VOZA=X".

The password has been sent to the email
addreszs specified. Next time wou access
Support Online use this password to gain
initial access. You'll be prompted to change
vour password at that time. Thanks for using
Support Online.
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4. How Do | Navigate Support Online?

The top section of al screens contains a set of tools that will vary slightly depending on which screen you are viewing. The complete set of
toolsis displayed on the Ticket Details screen and is shown below:

<h&nil Sign Oyl

Eeguery First Previous MNext Last Discarg Record 1 of 76

Explanation of the tools listed above

1. Requery: Thisisasearch function. When it displays as Requery, the view will contain details about the given ticket: contact info, etc. When
it displays as Search, these same files will not be populated until you click Search. Thistool toggles back and forth between Requery
and Search depending upon your current view.

First: This option allows you to go to the first record in the database.
Previous. This option allows you to go to the previous record in the database.
Last: This option allows you to go to the last record in the database.

Discard: Thisallows you to discard the entry you are currently viewing.

o g s~ 0w DN

Help: This feature displays technical information relating to the field you are currently using.
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7. Knowledge: The Knowledge Base takes you to adifferent screen that allows you to perform an in-depth search of the database. Y ou can
enter keywords and select the Source in which to search. See below:

Eeywords: | | Product Eelease EE Zearch
fe

=tep 1: Enter search keywords, of any, and press Tab
=tep 20 Eestrict search to a specific subsystems, of any, and press Tab
=tep 3 Eestrict search to a spectfic release, if any, and press Tab

Step 4 Press the Search button

Eeview the search results and cliclk oot to wiew the detads. TTse the Mext and Previous
actions at the bottom of the search result orid to mowe to the next page.

Follow the instructions on the screen to search the KB records.
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Once you have clicked Search, a new window will open with acomprehensive list of all items associated with your topic. These items will
have a number, arank, and a description. Each itemisalso alink to an HTML file that you can view. See below:

General Entries:

Decumeant Rank Summary

ADDLINFO: CHAMGING STATE TAX RATE OR HOME TAX RATE.. KB Id.. 2831, Create Date:, 10082002 6:17:30 PM
2851 htrn 288 Subsystern:. Mask . Version:. Serice Pack . DB Type: . DE Version . 05 Type: . 05 Version.. Author.. THAM. Last Rievised..

Details:. If your state requires your site to be base on a new state tax rate or home

ADDLINFC: QUICK REFERENCE FOR RUNMMING 102-MISC FORMS. KE Id:. 2932 Create Date: 11782002 24519 P,
2932 htm 128 Subsystern:. 99 Mask . CK92CE Version . NA_ Senice Pack . NA. DB Type: . DB Version:. 05 Type:. OS5 Version:. Author

CHERI. Last Revised:. Details:. Below is a quick reference guide for clients that

ADDLINFC: CLUSTERS AMD ATTRIBUTES FOR PAYROLL CALC CODES IN A CHEATSHEET . KB Id:. 2865, Craate
Za65htm 128 Date . 1002002 3:17:37 PM. Subsystermn:. PY. Mask: . Version:. Senice Pack . DB Type:. NA. DB Version . OS Type:. 05

Version . Author.. DAVIDM. Last Rewised:  Details: . This document lists the most commonly used Cluster

ADDLINFC: COPY TAX TABLES AT YEAR END .. KB K. 2157 Create Date: . 8262002 3:34:10 PM. Subsystern:. PY.
2157 it 128 Mask . NUUTGEC, Version: . MA. Senice Pack . DB Type: . DB Version:. OS5 Type:. O3S Version:. Author . EDI. Last Revised:.

112002002 Details: . Use NULITGC to copy tax tables & year and. This is

FAULT: AID MODULE UCXS07 TAX FORM CODE DOCUMENTATION ERROR.. KB |1d: 3714, Create Date: . 411872003
214 0m 96 72541 AM. Subsystem:, S5, Mask. . Version,. Semice Fack, DE Typec, DB Version.. O Type:, OS Version: . Author,.

TIMOTHYR. Last Revised . Details:, For the UCX-VALLE Return Type the documentation sa

ADDLINFC: HOWY PAY BASE CONTROL WORKS. KE Id. 2184, Create Diate:. 9402002 12:14:15 PM. Subsystermn:_ PY.
2124 him 96 Mask, Version. Service Pack . DB Type:. NA. DB Version . OS5 Typec, OS5 Version: . Author.. EDK., Last Revised: . 12462002,

Details:, How Fay Base Control Works. Extended Text, Fay base contral i1s set o

ADDLINFO: CUMULATIVE WAGE CALCULATION. KB Id. 2183 Create Date;. 92002 121259 PM. Subsystem:. PY.
2123 htm 80 Mask Version. MA. Serace Pack . DB Type:. DB Version . OS5 Type:. OS5 Version . Author. EDK. Last Revised:

1222002, Details.. We use the cumulative wage method to igure this out-Here is how it works..

FALLT:. IRS REJECTS THE 1095T FILE FOR TAX YEAR 2002, KB Id:.. 3565, Create Date: . 22172003 9:11:46 AM.
565 hm 64  Subsystem:, ARCR. Maskc. ARRESEFT ARRESET. Version:,. TX02, Sendce Paclk:. DE Type:, DB Version:. 05 Type:. 05

Version. Author. MARK. Last Revised . Details:. IRS rejects the 1098T file. T record has imvalid i

FALLT: UMABLE TO USE MOUSE TO ACCESS CERTAIM FIELDS ON POUPPFR WEE BASED SCREEM.. KB Id,, 2885,
ZEEENim 64 Create Date:, 10182002 1:08:21 PM. Subsystem:. PO, Mask , POUPPR. Version:, 721. Senice Pack, NfA, DB Type:, NA.

Problem identified in 7i web based POUPPR screen wiere fields can not be accessed via a mouse click

ADDLINFC: QHIO PERS DOCUMENTATION. KB Id:, 2090, Create Date:, 112002002 11:02:47 AM, Subsystern:, PY, Mask
2900 him 48 NA Versmn Sem n:e Faclk . DE Type:. DE Version:, O5 Type:. OS5 Version . Author,, SARAHE, Last Revised:, Details:, The

B e Hrrniamis tnn momdsie sdemed aimel b meed s
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After clicking on one of the links, a new window will open with the information on that topic displayed. Notice that in this case, thereisa
document attached to thisitem for more information important to the topic. It isalink to afile that will open in a separate window. See

below:
=
KB Id: 2532 Create Dave: 1162002 249:19 PM
Subsvstem: 59 Mask: CEY3CE
Version: A Service Pack: FiA
DE Tvpe: MNA DB Version: MiA
08 Tvpe: NA 8 Version: MiA
Anthor: CHERI Last Bevised: 11672002
Detals:
Belowr 13 a queck reference guide for chents that have already processed 1099-MISC forms through [FAS. This reference s mtended to help you get started this
year.
Extended Text:

1099-MISC
Quick Reference Guide

The purpose of this Quick Reference Guede is to provide chents who have aready processad 1099-MISC farms in IFAS with a quick chack-hst to get
started this year, If more detail information is needed, please refer to the remander of JOP9-MISC Forms Made Easy, Common Code Reference
Marual, Check Managermsent User’s Gurde andfor Bank Reconciliation User’s Guide.

1. Read and apply anmy changes described in the section ‘What's New for 2002° of 1099-MISC Forms Made Easy.

2. Modify the year on the common code CKS9 FILEINFD in NUUPCD. The current tax year should be defined in Numerc value (1) field as
"2,002,00000". If more detal is needed, please reference the Cormmmon Code Beferance Manual,

3. Review common code CK99 TRECINFO, Particularly note if the Contact person for 1099-MISC has changed this year. Associated Descnption
{1) and {2) contain the Contact PE 1D and Contact Address Code. The PE 10s are defined in PEUPPE. If more detad is needed, please
reference the Cormmon Cogde Reference Manual andyor Person Entity User's Guude.

4. verify your data. Bun the 1099-MISC report to see who is qualifying for a 1099-MI5C. if your checks are recorded in the CK database, then
use CK9SCE; if you use BK database then run BKIFCE,

3. Run o test print of about & 10989-MISC forms to venfy that the abgnment and page breaks are correct. Please plan this early so that if there
are any prnting problems there is sufficient time to troubleshoot and get the forms printing successfully. The process to use for CK is
CEO9CC; for BK it is BKSBCC, =l
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Once you have logged in, the first screen you will see will be:

Created | Receivad Via: |
From Errterprils; GENERIC From Contact Id: [MANAGER
Ticket Status: | E| *Prioity. [ 2]
Account Name: [ 3 iy AL e
Product: Subsys Func
Assigned |— Assigned |—
Enterprise: Contact Close Date: |
‘Proble-ml
SUmmary.
=
*Problem
Details:
|
=
Resolution:
|
Legacy Task Onginal Incident
Howrs: Due Date

Page 13 of 27
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Menu: Thislink allows you to toggle back and forth to hide or show the menu on the left side of the main window. The screen shot above has

the Menu hidden. The following page shows a screen shot with the Menu displayed.

arch Helf (0[]

Hewars |

Legacy Task | Original Incident i

Dize Date: i

Ticket Id: | Created: | Received Via |
From # From Contact
Enterprise Id: 12 nER | IMANAGER
Ticket Status: | E| *Pricrity. [ 2]
= Found in HFS Current HFS
Account Name: ] T el
Froduct | Subsys | Fune:
Assigned — Assigned ——
Enterprise Contact Close Date: |
*Froblem |
Sumimary’
|
*Froblem
Dratails
L]
|
Resalution
L]
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NOTE: If you have logged in as a User, not a Manager, your menu options will be:
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5. Menu Options Explained

1. Ticket Review: Thisscreen will allow you to see all of the states associated with a given ticket. These states are items such as: Awaiting
Call Back, Open, Closed, Task in Development, etc. From this screen you can hide or show all of these ticket options by using the
checkbox feature and then clicking on Show All or Clear All, or you can remove one item at atime by clicking the checkbox associated
with the item to be hidden and clicking Remove. See the image below:

;F_'fffi‘f_”i; "From Contact o —
. Woadiad
Awaibna Call o o Closed (C) Closed Oig C’«Eaecl Qi Inactive Task oo
O Back(OCk ¢ 2l O e CEd(COBY I Task(COTk I (NACTIVER ¢ (VOID}
e B R B Rame
E Spec's
Advanced to 1;‘:;:’_'%'3 Advanced to Contract Task gzg;:ed E;iﬂft P bsing Elrgp?;?g
CRskCT:  Ciappry D BAICBE O {CONMACT: C (specrecwy © prespecy T 1R, T woerer)
e L Erarion b o] B [ p Barmws
" Client
Task |nn T Emﬁjpmerﬁ Open Defact Client Testing ;aﬂslhﬂlinne L E;z:tTest Rejacts EEE?;HPIM
- Dovelop i F (OPEN) F (CLMTTEST) r ™ Task HEe
!"I\\":-':lE"'ril "INDEVH] T ] Eamorys I-DOF:E:I [CLNTPA@%:‘ {CLMNTREL I'FIML'N:"F.F'R‘I
e Bamoe Lames Lo = Ramowe Bamovs Hais Bamowe
O Assignad Rajactad to Neads P Rejectod 1o Task Passas Task
F [CAASSN) r Dery r Reapproval I QA (QAREJ) I QA - Released
g [REJDEW) (FMREAFFR) 2 [QAFASS) [RELEASED)
ey Eamone P Femoye Ramaoe Resrrive
HFS HFS HFS HFS HFS
Linassigned Scheduled Assigned Inprograss r Completad
[HFSLINASH) (HFSSCHDY ~  (HFSASSN) {HFSINPR) HFSCOMPY
e Rt e Tce Famicns Rermiwes
T Diays Ol 30 Drarys Oid 90 Days Oid 120 Days Ol
O ST Lo C B e C B e O | e SiARyes 1]
Shiow All Claar All
] ] _'j:J

2. LongList: Thisscreen displays the information seen above in the same format, but instead of the display being according to the contact,
the information is displayed by Enterprise. See below:
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NOTE: If you have logged in as aregular user (not a manager), you will only be able to view your own tickets.

"From Entarprise e
W EEME =
Awiaiting Call Open
)] Closed (C) Clesed Old Bid Closad Old Task
O B?CE}E’:F r Barmns r Blarmon r [COE). Ranme D (COTY B
Inactiva Task Advanced o
Voided Task Task Approwed Advanced to Bid
O R ooy Remove ™ PN T (aper) Remore © (CB) Remove
Praspac PM Spac's Being Bid baing
Conlract Task Spec’s Recened
I (COMTRACTE I (SPECRECV) I FP?@SPEQ D 5] il
R Barmove [ ] [ /|
R Fmowe Eemove
Bid Sent Bid Rejectad Bid Acceptad Tl:'ﬂf?'\;:}.lﬁmﬂﬁ Devadopment on
T [EDSENT) r [BIDREN r [pBDACCPT] T woev I Hold (INDEVH]
Eﬁm”ﬁ EﬂITSZ""“ BT Mm&
Bernione
Open Defect Chent Testing Task Done no Clent Test Pass C“:;‘ Rejects
r (OPEN) r (CLNTTEST).  © SBIGA(DONE) © (CLNTPASS) © (ZPlo-
Remove Ramove Remove Fremone E:_J‘mgﬁ.ﬁ = !
Meads PM Ienindts P
QA Unassigned QA Assigned Riegactod to Dev
il ek r (QAUNASSNY I (QAASSNE I (REJDEV) [ Pleepproeal
{FMUNAFFR) Ram (PMREAPPR)
Remove e e Esmove Bemove Remowe
Rujected to OA Task Passes QA Task Released HFS Lnassigned  HFS Scheduled
C (QAREJ) T [QAPASS) T [RELEASEDE I© [HFSUMASHNE I (HFSSCHD)
Ramave B Biafmwe Fernove B
HFS Assigned HF5 Inprogress HFS Complated L
I [HFSASSH) r [HFSIER) r [HESCONP)
Bemgve Bemove Bameve
= 7 Days Oid - 30DaysOld - 90DaysOd - 120Days OWd -
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Key Contacts: Thisview displays the Key Contacts for agiven Enterprise. Key contact is the person able to see all tickets for the site (no
restrictions). Non-key contact users only see the tickets they have initiated. There two types of Key Contacts. Primary Key Contact -
thisis usually one person at the site. This person usually will have even greater abilitiesin that they can view contact info and compete
defining a contact as a primary key contact. They need to have a security class of "Manager” on the contact information screen.
Alternative Key contact - thisis usually agroup of persons. They see all tickets for the site, but not the contact information. The
security class on the contact info screen is"User". The clients can not see what their security classis, but they can tell by the number of
items they see on the menu list (refer to the menu list shown on page 9). See below:

GENERIC MANAGER ACTIVE FPREARY 2002002

SEHD JONNESE ACTWVE M 1202002
SEHD SANDY INACTIVE M 2ME2003

Note: Call the help desk to add anew client. Y ou will not be able to add a new entry without help desk assistance.

3. Contact Details: This screen allows you to view and edit Key Contact information. Y ou will be able to view and edit phone, fax, and e-
mail information for your Key Contacts. To add new contacts you must call the help desk at 1.800.851.4800.

leod Lagst Accepd Discasd Halp Kpowledgs
*Contact Id: |MARAGER *Status: [Betve Centazt ]

Ihddie Last
% T
|L—L-'-I - Mams | Hame | andgar
Force Password  Communicalion =
"Pas sl r I laphong =)
Password | Changs Praferance; | T opren
..

leez 22 yahag. com
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When you click on the Edit link to edit a Phone Listing, you will see the following:

Mewy Halp Fhane L
Action Phona Typ Murnber
ca'_m——
A Accept Discard Help
'Fhone Type: m "MNumber W Ext |7
Edit HOME S30-879- 2057
Edit VOICE S30-879-2857

From the view shown above, you can select the Phone Types, change the phone number, and add an extension. When you have made the
necessary changes, click Accept. This same action is used for editing e-mail addresses too (under the e-mail section).

4. Contact List: Thisview alowsyou to view alist of Contacts, and to select an individual Contact to view the details of. When you click on
the Select link next to a given Contact, a new window opens that displays the Contact Details as shown previously. See below for the
Contact List view:

M amss | Ganenc Tesl"s

Err'r-rr-r 5% a GENERIC

Gelart ALTIVE GERERK [ IO Calin A1
Select ACTVE MANAGER Goenenc Manager
peltiian | ACTIVE USER Gengne M Changs
Selact ACTVE  |USER2 Geneng Uge?

Seles INACTIVE | ABC test
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5. Accounts: (Visible only when logged in as a Manager) The Accounts view displays details about al existing Accounts, including software
information, and contact information. This view alows you to edit information too. See below:

*Enterprise it [GENERIC

*Account Mame: [TEST *Status: [Actwe =]
"Last Reviewsd 30006 cecm P
*Accourt Type: [Tes System = *Diatabase Type: [ieenixsx 7]
=
Comments

COMPLETE
COMPLETE
COMPLETE

When you click on Edit next to a software product listed for the Account, aview displays with details about the product. Y ou can make
changesto thisinformation and click Accept to keep the edits. See below:

clid Entry Diate Prioduct Varsiof Stanis Comments
Ecit Defete e2t2003 22855 PM

*Enterprise k. [SENERIC "Last Reviewed. B2402003 2 28:55 PW
*Product [CO0 - Repont Winter =] *Version: [ 7220 =
*SA80Us | Completely Installed |
=
Comments

=

Edit Delete |esmoz4ssmpm | iFas 72I0 COMPLETE

Edif Detete |6m2003 81645 AM | IFMX 5 COMPLETE
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6. AccountsListing: Thisdisplaysall of the Accountswithin a given Enterprise. It allows you to select from the Account List to view
Account details as seen above. See the image below for the Accounts Listing view:

7. Ticket Details: The Ticket Details view alows you to see all information associated with a given ticket. The top section of thisview
displaysinformation such as: Ticket ID, Status, Priority, and Problem Details. This section of this view is shown below:

Tichet Id IEH-HE Created [/52002 81555 AM Receved Via IP‘hu:-ne -I
From Ii From Contact
GEMERIC |MM:AJC—EQ
Entarprise Id Id
Ticket Status: |G - Closed Incident E *Friority: [1 =]
= Found in HFS I_ Current HFS
Account Name: [ ] Vergion Vergion
Product IHFS Subsy: [PC Func IA_LL
Assigned Eapr— Assigned Eegeer—— : Tor e
Enterprise SHIHD Contact QBE Cloge Date; (1222002 5:01:0
"Prablem
SO frest ticke
et ticket [ |
*Prablem
Dratails
]|
[hurik ticket cloging out =
Resolution
L |
Legacy Task | Onginal Incident [%
Howurs: | Due Date
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The view that follows the Detailed view isthe Alert Listing. Thisisacomprehensive list of all Alerts associated with a given ticket. It displays
the Alert ID, Entry Date, Enterprise, Contact, method of communication, and Notes. If you wish to add an attachment to the list, reply
to the ticket email WITHOUT MAKING ANY CHANGES TO THE SUBJECT LINE.

From F'-'-|‘_"| Communicated Alert Mot
Enterpnse; Contact via
2133259 (12272002 | SBIHD ROBERT |ISC Nutification of ticket closune, last communication follows, Junk ticket
B:01:28 chsing out
P
2118181 [ 111/2002 | SBIHD ROBERT |ISC Hello Generic Manager, In researching the ticket | have found a knowledge
3:50:54 bege antry that addressas the problem identified. Y ou will find & hink
P bibow that takes you dwectly 10 that entry. Please le me knaw if the

inforrration in the knowledge base endry is unclear of in need of
chirification. Thanks

2063198 (9202002 | GEMERIC | MANAGER | ISC how it going?
426045
Pid
20786870 (9142002 | SBIHD ROBERT | EmMan test
1:43:55
=]
2076570 (9572002 | SBIHD ROBERT |EMAIL test of alert
4:31:54
P
76327 952002 | SBIHD ROBERT |ISC Hello Generic Manager, In researching the ticket | have found a knowledge
12:56:52 bese antry that addressas the problem identified. You will find & link
P bebow that takes you dwectly 10 that entry. Please lel me knaw if the

inforrreation in the knowledge base endry is unclear of in need of
clirification. Thanks

2076232 992002 | SBIHD ROBERT |ISC Hello Generic Manager, In researching the ticket | have found a knowledge
11:18:33 bese entry that addresses the problem idendified. You will find a link
A bebow that takes you dwectly 1o that entry. Please let me know if the

informnation in the knowledge base entry i unclear or in need of
chrifiesion, Thanks

205061 |BA002 | SBIHD ROBEART | EMANL fest
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The next view, listed under the Alerts Listing section, is the Attachment List. Thisview liststhe Ticket ID, the Date the file was attached, afile
description, and alink to the attached file. When you click on the link for an attachment, you will be able to view thefilein anew

window. See below:

Attachmeant List

X418 FR2002 91008 AM Copy of Email
203418 7/5/2002 50527 AM alest
A3418 7/5/2002 853 40 AM alost 17 MMNER JP
8. New Task or Problem

If you have a new ticket request or a problem to report, complete the following form and send it to SunGard Bi-Tech viaemail or fax.

Y ou may complete thisform and return it viaemail or fax it to SunGard Bi-Tech. Include any supporting information such as screen prints, tail
sheets, error messages etc. The email address is support@sungardbi-tech.com. The fax number is 530-891-4816. The Help Desk phone

number is 1-800-851-4800.
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Client Name/Enterprise ID

User Name/Contact

Phone Number

Fax Number

Email Address

Product Line — Reflection, Insight or 7i Web
screens.

IFAS Account — Test, Production,
Development, etc

Data Base — Oracle, Informix
Test or Production?

Version & Service Pack — Example: 7.6.3

Sub System — Example: AP, AR, NU, GL, PO,
PY, HR, SY, SI, EN, EO, etc.

Priority Level — 1=System down, 2=Critical,
3=Important, 4=Inconvenient,
5=Documentation

***REQUIRED

Brief Description:

(Attach any screen prints, error messages,
tail sheetsor reports)

Page 24 of 27
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6. Access and View a Ticket

1. GototheTicket Details screen.

Ticket Details =100 Cui
Halp Enowdedos

Record 1 of i1
Created: [FN92003 10539 PM Recenved Via |Emanl |

3. After finding the Ticket you're looking for, the fields will populate with any information available for this ticket.
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7. View and Edit Contact Information

NOTE: Thisoption isonly available to those logged in as Managers.
1. Click on the Contact Detailslink.

2. Enter the Enterprise ID, or use the Search function. Once you have done so, the following type details will display:
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*Entarprice ld: [GENERC *Contact id [MAaNAGER "Status: |Acis Contact ¥
(v
*First M:h:llel Last
arme MNams Mame

B |Manager

Prefarance

Fac ~ s
"Passwond | r E‘;:ngHLEW'DTd L omrmung dhtlﬂlm

leez 2 yahoo. com

3. You may edit existing contact information by clicking on the Edit link next to the entry you wish to modify. Y ou may also add new contact
information (such as a new phone number or e-mail address) by clicking on the New link.

4. After making your edits, click the Accept (or Discard to delete the entry) link to save the changes.
If you have questions, please contact your SunGard Bi-Tech Account Manager or the Help Desk Operators.
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