21 July 2023

Adding Supporting Documents to PPC Help Tickets

Introduction

Important
Information

This guide provides the procedures for inserting or attaching supporting
documents to a PPC Trouble (Help) Ticket.

e To better assist everyone, the following information must be included

in a trouble ticket:

—EMPLID

—What the error message is (what are you trying to fix?) — BAH,
responsibility pay etc.

—What you are attempting to change, update, and/or enter — dates, zip
codes, etc.

e Screen shots are EXTREMELY helpful. Screen shots give the
technician or programmer a better picture of which component you are
in and the error that you are getting. Take a screen shot of the page
you are on and a screen shot of the error message as well (see the
NOTE below). Providing detailed information with the screen shots
will help to resolve tickets at a much faster pace and ultimately get your
members paid quicker. Also, see Step 8 for other information regarding
slow ticket resolutions.

e Some pay transactions require screenshots, such as OCONUS COLA,
BAH and CONUS COLA corrections.

NOTE: If the required screen shots are NOT included in the Trouble
Ticket along with a detailed explanation of what the P&A or SPO is
trying to accomplish and what the error message states, the ticket will be
closed and returned to the P&A or SPO to await the required screen
shots. Please see Screenshot Examples for more details.

Continued on next page
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Screenshot Bad screenshot:
Examples No navigation (where are you in DA?) and no data showing. It is hard to
recreate and test the error without these details.

Message

Missing or Invalid Routing Number (30001,43)

A valid bank routing number is required to process your EFT/Direct Deposit change. Your bank roufing number will be 9 digits and is public information that your bank will provide

Bad screenshot:
No adequate navigation provided and input data is not shown. It is hard
to recreate and test the error without these details.

EFT/Direct Deposit

John Wick

Distribution Inst{ | 2ssa0e

Distribution M
“ACCOURtTYPE 1 1cing or Invalid Routing Number (30001,43)
*Routing Num|

“Account Num] V310 DaNK rOUtIng number s required to process your EFT/Direct Deposit change. Your bank routing number will be 9 digits and is public information that your bank wil provids

Bank Name: oK

-

Return to Summary

[&h Return to Search

Good screenshot:
Shows navigation, what data was entered, and the full error message.
To obtain this screenshot, just move the error message before snipping it.

Favorites ain Menu Glol sence Mgmt [

EFT/Direct Deposit
EIHRIMC I,

Distribution Instruction Details

Distribution Method: _Bank Transfer Effective Date:  08/16/2022
“Account Type: Checking V]
“Routing Number: || [STSISSISISINNNNNNN (4 sure to verity, this must be 9 digits)
*Account Number: [L_[123456789 Lhited to 17 characters; no spaces)
Bank Name:
Save
Message

Return to Summary

@ Return to Search Missing or Invalid Routing Number (30001,43)
A valid bank routing number is required to process your EF T/Direct Deposit change. Your bank routing number will be 9 digits and is public information that your bank will provide.

OK

Continued on next page
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Procedures See below.

Step Action
1 The quickest way to add a screenshot of the error/issue is to use the Snipping

Tool. It can be accessed by typing in the Lookup field on the desktop.

All Apps Documents Settings More ¥

Best match
Q Snipping Tool '
App
Settings e
Snipping Tool
Use the Print Screen key to launch App
screen snipping

g Open
O Run as administrator
1 Open file location
S Unpin from Start

6 Unpin from taskbar

£ Snippl

2 The two main icons used are the New and Copy icons as shown below.
File Edit Tools Help

f;-géNm B Mode ~ ‘-’ Delay ~ lg |_|:| B - ,/ -

Continued on next page
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Procedures,
continued
Step Action
3 When the Snipping Tool opens, your computer screen should dim; if not, click

New to get a new screenshot (all computer screens are greyed out until you

select the screenshot).

U want to capture.

l Drag the cursor around the ares

Continued on next page
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continued
Step Action
4 | While holding down either of the mouse buttons, drag the cursor around what
you want to copy. Release the mouse button and the Snipping Tool window will
open with the image you snipped.
¢ Snipping Toal - O x
B File Edit Tools Help
E égﬂew mMode - d(w-f,\' Delay ~ H % B / - l/ - '
~
Favorites ~ Main Menu Global Payroll & Al
ORACLE
EFT/Direct Deposit
John Wick
E ottt
Distribution Instruction Details
Distribution Method: Bank Transfer
*Account Type: [Checking
*Routing Number: _
*Account Number: | 123456789
Bank Name:
Save
Message
Return to Summary
[G* Return to Search Missing or Invalid
A valid bank routin
oK
W
< >
5 Click the Copy icon.
&R Snipping Too — O >
File Edit Tools Help
ég MNew m Mode =~ ,(‘-f, Delay - H = = T / - // o

Continued on next page
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continued

Step Action
6 Paste this image into one of the following formats and save to your

desktop/folders for use in sending to PPC:

e PowerPoint Slide — PowerPoint 2016 (or current version) — Preferred (due to
not needing to resize the image, therefor reducing distortion of the image)

¢ \Word Document — Word 2016 (or current version)

e Raw image formats — Save as type JPEG, PNG, etc.

File name: Capture

Save as type: [Purtable Metwork Graphic file (PMG)

| Portable Network Graphic file (PNG)
Date taken: GIF file

Single file HTML (MHT)

Continued on next page
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Step Action

7 To attach documentation via a PPC-DG-CustomerCare email, click/find the link
to the Customer Care branch webpage and refer to the below steps:

¢ DO NOT send an email within the email.

¢ DO NOT copy the image directly into the email.

e Add it as an Attachment. See below.

a.Stark@uscg.mil

PPC-DG-CustomerCare

Subject Emailing emails to PPC
Attached qu - E
< | 1@:

DO NOT COPY/DRAG EMAILS AS AN ATTACHMENT WJHEN SENDING IN A HELP TICKET TQ THIS EMAIL ADDRESS!!
THEY DO NOT OPEN!!

-—--Original Message-----
From: Stark, Arya YNC < Arya. Stark@uscg.mil=
Sent: Wednesday, March &, 2019 7:57 AM

To: Stark, Bran <Bran.Starki@uscg.mil=
Subject: FW: P&D Presentation

Bran,

ave you had a chance to

\\H'R

is idea for training with on your team yet?

Thank you,

Sansa Stark
Training Specialist

=7 Pop Out ¥ Discard

PPC-DG-CustomerCare;

Subject FW: recent error message screenshot

Attached ?méscreenshot. pphx .




