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	Speaker
	Dialogue
	Additional Instructions/Notes

	Help POC


	How can I help you?
	It is important for the Help POC to identify not only the problem, but also what caused the problem.  This is to prevent the user from duplicating the problem in the future.  

	Customer
	I'm trying to create a Travel Order and I can't find my CAN.
	

	Help POC


	Are you currently in the NBS Travel System?
	Try to identify exactly where the user is in the application, so you will be able to walk him or her through the problem step by step.

	Customer
	Yes, I'm logged in.
	

	Help POC
	Could you tell me which screen you are on?  You can tell by looking at the top of the screen 
	

	Customer
	I am on the Accounting Code screen, and I am trying to search for my CAN.
	

	Help POC
	Have you completed the previous screens - itinerary, ticket, expenses, M &IE?
	

	Customer
	Yes, I filled in all of that information.
	

	Help POC
	Okay, good. The first thing you need to do when you access the Accounting Code screen and do not immediately see your Project/CAN in the master projects list, is change your organization.  Did you do this?
	Walk users through their process step by step to determine exactly where the problem occurred.  You can use the job aid Completing the Accounting Code Screen (Slide Show)  to follow along.

	Customer
	Yes, I clicked on the Change to a Different Organization button, then I searched for a new Organization Code, and then I selected All.
	

	Help POC
	Great, so you are definitely on the right track, and you will be able to search through all CANs at NIH.  Are you entering the Project number in the search field or the CAN, which is actually the Project Name?
	Ask questions that try to pinpoint where the error occurred.  Refer to your list of common problems to help troubleshoot the issue.

	Customer
	I don't know the Project Number, I just know my 7-digit CAN, so I entered it into the field and clicked on Search.   It couldn't find my CAN.
	

	Help POC
	Okay, I think I know what the issue is.  Take a look at the Enter Search Criteria section of the screen.  There are three options: Project Number, Project and Project Description.  Which option is selected?
	

	Customer
	The Project Number has the black dot next to it.  Does that mean it's selected?
	

	Help POC
	Yes.  The problem is that if the Project Number option is selected, you can't search on the Project Name, which is the same thing as CAN.  You must click on the button next to the Project option, and then perform your search.  Go ahead and click on the button next to the Project option.
	

	Customer
	Okay - I did that.
	

	Help POC
	Now enter your CAN in the Search field and click on the Search button.
	

	Customer 
	Okay, it found it.
	

	Help POC
	Very good.  Do you remember what you need to do next?
	

	Customer
	I think I just click on the Continue button, right?
	

	Help POC
	You actually have a few more steps to perform before you can continue on.  I am going to walk you through these steps right now, but in the future, you can refer to the Completing the Accounting Code Screen slide show out on the Travel Refresher training website.  I will give you the website address when we're finished here.  Your next step is to click directly on the Project Number link, see how it's underlined on your screen.  
	You should always provide the user with reference materials that focus on the problems they were having so they will be able to resolve issues on their own in the future.

	
	Okay, I did that.
	

	Help POC
	Notice that your Project Number appears under the Projects Code section at the bottom of the screen.  Next, you will need to enter expenditure information by clicking on the Select Project Expenditures icon, which is the pencil next to the Project line.
	

	Customer
	Okay, now I see the Update Project Expenditures screen.  I remember this from my training.
	

	Help POC
	Okay, do you remember what to do next?
	Try to make the user think about what the next steps are, rather than walking through them by rote.  This helps the user learn the process.

	Customer 
	I know I need to fill all of this information in.  I think I just click on this button next to Task, and I remember there's only one listed.
	

	Help POC
	Good, go ahead and do that.  What next?
	

	Customer
	It looks like Expenditure Type is my OC.  It's a domestic site visit, so I will select 2111.  I think I just leave my Expenditure Date as the default, right?
	

	Help POC
	Yes, that's correct.  And what about Expenditure Org.
	

	Customer
	I remember getting an email on this.  I think there's only one option here as well.
	

	Help POC
	Yes, it's HN, so go ahead and select that value, and then Save your updates.  You should be back at the Accounting Code screen, with all of your Expenditure details added.  Are you okay from here?
	

	Customer
	Now I can click on Continue, right?
	

	Help POC
	Yes, and you can continue entering the rest of your document.
	

	Customer
	Okay.  I think I can take it from here.  Is it okay if I call you back if I have more questions?
	

	Help POC
	Sure, feel free to call me back whenever you have a problem.  But remember, you can also go to the Travel Refresher website and get more information on how to work with the NBS Travel System.  There are job aids and slide shows that focus specifically on working with the accounting code screen.  The web address is http://nbs.nih.gov/Travel_Refresh_Training.html
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