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This document presents suggestions for how to handle user questions and problems. While this document may prove helpful in providing support to your IC's Travel users, you are under no obligation to follow these suggestions.
1. Ask probing questions to ensure the user provides you with enough information to help you understand the problem.  For example:
· What is the user's role within the system?
· What specific task is the user trying to accomplish?

· What screen is the user on?
· What information has the user already entered on the screen/into the system?  You may want to have them read their entries to you to ensure they entered valid information
· What actions did the user already take that may have led to the problem?

2. Login to the NIH Travel System Sandbox to walk the user through the problem step-by-step.  This can help put you in the user's "shoes" and see the problem from their perspective.

3. Be reassuring to your users.  The system is new, and they may be overwhelmed or intimidated by the new system.  Try to offer positive comments and encouragement as you work with your users.

4. Ask the user to print screen and email any error messages or screens he/she is having trouble understanding.  This will help you visualize the problem if the user is having a hard time explaining the issue.  To take a screen shot, simply press the [Alt] and [Print Screen] keys on your keyboard to copy the screen and then paste the screen shot into a Microsoft Word (or other word processor) document, or paste it directly into an email.

5. Once you have successfully resolved a user's issue, direct the user to appropriate on-line documentation that may help them resolve similar issues on their own in the future.

6. Use the Frequently Asked Questions and Common Mistakes documents to familiarize yourself with the types of calls you can expect.

7. Publish IC-specific Travel information to your IC's intranet or email this information to all Travel Planners.

8. Conduct IC-specific demonstration/coaching sessions for Travel Planners and Travelers.

9. Create internal user groups to share ideas and tips for working with the NBS Travel System.

10. Block set times on your calendar to respond to user questions and broadcast these hours to the community you are supporting.  If you would prefer to be contacted by email, make sure the users you are supporting have your email address.

11. Develop an IC-specific list of Frequently Asked Questions.

12. Use the draft email provided by the NBS team to introduce yourself and your role in the Travel process to your community.

13. You may need to remind your users that the NIH Travel process is still basically the same.   They may be overwhelmed by the new system, which could cause them to forget that the current rules, regulations and procedures will still apply.  

14. Suggest that users attend NBS coaching sessions to receive help inputting Travel documents into the system.

15. If you have trouble getting through to the NIH Help Desk via phone, try emailing your problem to tasc@nih.gov.

16. Include your user in resolution calls with the NIH Help Desk through a conference call.  This will enable the help desk staff to communicate directly with the user, and will allow both of you to understand the problem resolution.

17. Identify a backup HPOC or contingency plan for your users if you will be out of the office or unavailable for an extended period of time.
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