User support for HR systems such as Capital HR, LMS and WITS is managed by the HR Systems Support

USER GUIDE

(non-HR users)

Submitting HR Systems Support Requests

(HRSS) Team within the HR Systems, Analytics and Information Division (HR SAID). Requests for
assistance with these systems are submitted via the online HRSS form on the OHR website:
https://intrahr.od.nih.gov/wits/index.htm

Accessing the HRSS Form

From the HR Requests Page, click on “Initiate New Request” and select Need Help? to access the

HRSA form:
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Important Motice About Access Requests

The HF. Eequests Page is only compatible with Intemet Explorer (IE) versions 7 or § and
Mozilla Firefox versions 3.5 and higher.

If you experience technical difficulties with this page. please submit an HR. Systems Support Request.

hrss .20V

If this is not possible due to system issues, please contact the HR Systems Support Team via email at

Completing the HRSS Form

On the Ticket Information tab, you will need to complete the following information about yourself
(the “User”) and information about the issue you are having:
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https://intrahr.od.nih.gov/wits/index.htm

Ticket Information

SECTION 1 - Ticket Information

* Required Fields

Ticket #

Status™

Full Name of User™
User Phone#

(no dashes)

Total Number of Users Affected

System™

Description of Issue or Request

Add Attachment

Date Initiated 06/16/2014 08:59 AM

Pending Priority Code™
Samantha Lubel User Email® samantha lubel@nih.gol
3015948242 Organization™ \ v
L i~
| Issue Category™
Note: Do NOT enter SSN information in this area or attach any documents containing such information to this request.

Save Ticket | | Submit Ticket

e Full Name of User: This field will be populated from your NIH login.

e User Email: This field will be populated from your NIH login. You may enter additional email
addresses in this field, separated by a semi-colon, if needed.

e User Phone #: This field will be populated from your NIH login.

Note: It is important to provide the best way to reach you in the event that the HRSS
Team needs to contact you to troubleshoot your issue. You may edit these fields to
provide alternate contact information if needed (to list a home number, personal email,

etc).

e Organization: Select your organization. If you work in an Institute or Center, select ‘IC User.’

IC: Select your Institute or Center.

Total Number of Users Affected: Enter the number of users affected by the issue you are
reporting. If it only affects you, enter ‘1.’

System: Select the system that you need assistance with.

Issue Category: Select the issue category that best describes your issue — if none fit, select
“Other — Specify in description.”

Description of Issue or Request: Enter a description of the specific problem, issue or request.
Give as much detail as possible and attach a screenshot of any error messages you are
receiving, if applicable. The more descriptive you are, the quicker our HRSS Team will be able

to assist you.

Attaching Documents

You can attach any necessary documents to your request by using “Add Attachment” icon at the bottom

of the page:
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Add Atktachment

After clicking the attachment icon, click the “Browse” button and select the file you would like to attach:

Add Attachment

File Name

Attachments

Delete?

[E

Please click the Browse button to add attachment

Browse... |

r

(Note: If you da not ses s ‘Brovse’ button next to your attachment enabled, the file is already sttached, and can be removed by clicking the ‘Delete’ checkbox st the end of the row. You can attach up to 5 files. *.msg, *doc, *pdf,
*.tur, *xls formats are the acceptable file formats.)

Choose File to Upload
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[
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%__]Mv Documents 1KE Shortcut 471210
EME SOL Query Bnalvzer 1KE shortcut 5/8/210
@]Submitting HR. Systems Suppa... 597 KB Microsoft Office Wao...  2/18):
HE_]Submitting HR. Systems Acces... 745 KB Microsoft Office Wao...  2/18):
@]Passwords.doc 29KB  Microsoft Office Wa...  2/2[2(

Cap HR error me e image. ... 22KB Microsoft Office Wo,.. 2/18):
Jﬂ~$hmitting HR. Syskems Supp!\ 1 KB Microsoft Office Wo,.,  2/18)
@WiTS schedule For graph.mpp 852 KB  Microsoft Office Pro,..  2/9/20
@TMWSB.mpp Z,115KE Microsoft Office Pro,..  Z/16):
630 TimeInTimeCut s 14 KB Microsoft Cffice Exc..,

Araen

e
»

LY - A:::I._ Eham

Open I
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File narme: Il:ap HF eror meszage image. doc j
File= af type: I.t'l'n.II Files [".7] j

Cancel |
]

The name of your attached document and its path will appear.

Add Attachment

File Name

| Attachments

Delete?

Cap HR error message image.doc

[

||C:\DocumemsandSeﬂings\vergel\Des Browse.. |

r

{Note: If you do not see 3 'Browse' button next to your attachment enabled, the file is already attached, and can be removed by clicking the 'Delete’ checkbox at the end of the row. You can attach up to 5 files. * msg, *.doc, * pdf,

* txt, * xls formats are the accaptable file formats.)

Saving / Submitting Your HRSS Request
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At any time during this process, you may click the Save Request button to save the information for
submission at a later date.

. Submit Request |

After you save, you will receive a pop-up notice confirming that the form has been saved and stating
the WITS transaction number.

HR Systems Support Request Saved

Your HR Systems Support Request has been saved, and assigned # 9438 as the ticket
number.

You may retrieve this ticket from the "View My Drafis" section of this page for further
completion and/or final submission.

The HR. Systems Support team is available to assist you from 8:00am to 4:30pm (EST)
Monday through Friday. The office is closed on all Federal Holidays.

o]

When you are ready to send your information to the HR Systems Support Team, you may submit your
request by clicking the Submit Request button.

Save Request |< Submit Request |>

After the request has been submitted, you will receive a pop-up notice confirming that your request was
sent and stating the WITS transaction number. You should reference this number when contacting HR
Systems Support.

HR Systems Support Request Submitted

Thank you for submitting an HR. Systems Support Request. Your request has been
assigned # 0440. as the ticket number. Please reference this ticket number with any
inquires.

Please note: you may confirm yvour submission and track the status of vour request from
the "View Submitted Requests" section of this page.

The HR. Systems Support Team is available to assist you from 8:00a to 4:30p (EST),
Monday thorugh Friday. The office is closed on all Federal holidays.

oK

Reviewing Your Submissions and Drafts
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You may return to the page to view your draft forms as well as requests that you have submitted by
clicking either “View My Drafts” or “View Submitted Requests.”
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View My Drafts

By clicking on View My Drafts, you will be able to view a list of requests that you have initiated
but have not yet submitted.

Welcome: Terrye Verge
-
|E Return to Main Menu

View My Drafts
(HR Systems Support Requests)
Select HR Request: j Export My Drafis to: B
Ticket Issue Issue System Emplovee Last Status Contacts Guide Delete
# Iype Category (s) Updated
System Capital Terrve Feb 13
Modify 9438 HRSS Iesues Verze 2011 DEAFT "'& = X
(EHEF) = 2:25PM
Page 1l of 1

You may click on Modify to open the draft, update it and either save it again or submit it. You
can also export this list to Excel or Word by clicking the Excel or Word icons.

View Submitted Requests

By clicking on View Submitted Requests, you will be able to view a list of requests that you have
submitted.
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Welcome: Terrye Verge

) .
Return to Main Menu

View Submitted Requests
(HR Systems Support Requests)

Select HR Request: j |Se|e+:t Statusj Export My Submitted Requests to: B b |

Ticket Issue Issue System FEmplovee Last Status Assigned View Contacts

# Tvpe Category (s) Updated Category More
HHS
Careers HHS Terrve Feb 18
0428 HESS (USAS)- Careers Verse 2m1 PENDING I« -P'ﬁ
Selection (USAS) g 2:40PM
Manager
Svstem Capital Terrve Feb 18
0438 HESS Issues HE Verse mi PENDING I -"ﬁ
(EHEF) = 237TPM

You may click on the “View More” icon {0 view additional information:
Powered by

WS

Date Last Updated: Feb 18 2011 2:37PM
Ticket #: 9438

Customer: Terrye Verge
System(s): Capital HR (EHRP)

Assigned Category:

System Issues - Attempting to approve Cap HR Job Req
Problem Description: #12345, but recieving the attached error message when
clicking 'Approve!'
Hi Terrye, We are working on your issue and will let you

Comments: know when it has been fixed. Thanks, HRSS Team

Final Resolution:

Close Window

You can export this list to Excel or Word by clicking the Excel or Word icons. After you have submitted
a request, you will not be able to edit it.

Next Steps — After Your Request Has Been Submitted

You may be contacted by the HR Systems Support Team via email throughout the process.
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If the HR Systems Support Team needs additional information from you to troubleshoot your issue, you
will receive a follow up email that you will need to respond to:

From: HR. Systems Support {NIHfOD)

To: Verge, Terrye (NIH/OD) [E]

Co

Subject: Response Requested - Follow up to HR Systems Support Ticket

| Message | IE_I]DWiTSSystemAttachmentsWiTSFiIeUpIoadsHR559438Cap HR. error message image.doc (22 KE)

The status of vour request for support for Capital HR (EHRP), #9438 is as follows:
Problem: Attempting to approve Cap HR Job Req #12345, but recieving the attached error message when clicking 'Approve'

Please respond to the following: Hi Terrye, What type of Job Req is it that you are trying to approve? We see that vou have X YZ access. Thanks, HRSS Team

Thank vou.

If they cannot immediately resolve your issue, the Team may also send you an informational email with
the status of your request:

From: HR. Systems Support (NIH/OD)

To: Verge, Terrye (NIH/OD) [E]

Cc

Subject: Information Only - Follow up to HR Systems Support Ticket

The status of vour request for support for Capital HRE (EHRP), #9438 is as follows:
Problem: Attempting to approve Cap HR Job Req #12345, but recieving the attached error message when clicking 'Approve'

Comments: Hi Terrve, We are working on vour issue and will let vou know when it has been fixed. Thanks, HRSS Team

You will also receive a final email confirmation when your issue has been resolved.

From: HR. Systems Support (MIHfOD) Sent: Fri 2/18/2011 3:3;
To: Verge, Terrye (NIH/OD) [E]

Co

Subject: Resolution of HR Systems Support ticket number 9435

| Message | 'I_‘-’I_]DWiTSSystemAt'tachmentsWiTSFi\eUpIoadsHRSSS438Cap HR. error message image.doc (22 KB)

Your issue / problem with Capital HR. (EHRP), as referenced in HR. Systems Support ticket #9438, has been resolved as follows:

Problem: Attempting to approve Cap HR Job Req #12345, but recieving the attached error message when clicking 'Approve'

Resolution: Hi Terrye, We have identified and fixed the svstem bug that was causing your issue. You are able to approve this action now. Thanks, HRSS Team

Please take a few moments to provide feedback on our service by completing a brief on-line customer service survey. Your participation in this survey is voluntary and all information that vou

provide will be kept confidential and anonymous. The survey results will help HRSS better address customer needs and facilitate continuous improvement. This survey does not record user

data and should not be used to reopen a ticket. If the issue has not been resolved to your satisfaction, please submit an HR Systems Support ticket via hrsvstemssupport/@od.nih gov. Thank
vou in advance for your feedback

Click here to take the survey

If vou have difficulty accessing the survey. please contact NITH HR Systems Support at hrsvstemssupport(@od.nih gov.
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