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	Speaker
	Dialogue
	Additional Instructions/Notes

	Help POC


	What can I do for you today?
	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 am not able to logon to the NBS Travel System.
	

	Help POC


	Have you entered the appropriate address for the NIH Portal website?
	The NBS Travel System is accessible only through the NIH Portal, which is located at http://my.nih.gov.   A common mistake is for users to type "www" prior to "my.nih.gov".  You may want to recommend that the user save this as a favorite in Internet Explorer.

	Customer
	Yes, I am currently at the NIH Login screen on the Portal website.
	

	Help POC
	Are you using the correct Domain, user name and password?  Our IC's Domain is ____ and the user name and password should be the information you use to log in to your workstation computer.
	If the user states that he/she is using the correct Domain, user name and password, and still cannot access the system, ensure that the caps lock button is not on, since passwords are case sensitive.  If the caps lock button is not on, and the user cannot logon to the system, this problem will need to be escalated to the NIH Help Desk.

	Customer
	I was actually using the wrong Domain.  When I entered ____ I was able to log onto the portal.  
	

	Help POC
	Great.  The next time you access the portal from your PC, the Domain and your user name should default on the login screen.  Is there anything else I can help you with today?
	

	Customer
	Actually, this is my first time logging into the NBS Travel System.  Would you mind staying on the line with me and making sure I can actually get into the system?
	

	Help POC
	Of course.  Once you log on to the Portal, you will need to access the NBRSS Travel Users community.  To do this, click on the Communities tab in the top left portion of the screen.  Do you see the NBRSS Travel Users community listed on the pull down menu?
	If this is the first time the user is accessing the Portal, they will not have the NBRSS Travel Users community setup, and you will need to walk them through this process.

	Customer
	No, I only see "Edit Your Memberships" and "Portal Information Center".
	

	Help POC
	Okay, then you will need to add the NBRSS Travel Users community to your Portal page.  To do this, click on the Edit Your Membership option on the pull down menu.  Next, you are going to look for the NBRSS folder near the middle of the screen.  Do you see this option?
	

	Customer
	Yes, I see the NBRSS folder.
	

	Help POC
	Good.  Single click directly on the folder, and the list of NBRSS communities will appear.  You want to click on the checkbox next to the NBRSS Travel Users option and then click on Add to My Memberships.
	

	Customer
	Okay, got it.
	

	Help POC
	The last step is clicking on the Finish button, and you will be returned to your initial Portal page.  Click on the Communities tab again, and this time you should see the NBRSS Travel Users option.
	If the user ever wants to add additional communities, they will go through the same process.

	Customer 
	It's there.
	

	Help POC
	Good, we're almost finished.  In the NBRSS Application Launcher, click on the Production link.  This will take you directly into the NBS Travel System, and you should see Gelco Travel Manager 8.1 in the upper right corner of the screen.
	At this point, the user should go directly into the application.  If not, then you will need to refer this problem to the NIH Help Desk.  The Sandbox link will also be available in the Application Launcher, which provides users with a practice environment.   You may want to recommend that the user access the sandbox to gain additional practice with the NBS Travel System.

	Customer
	Okay, it looks like I'm there.  Why don't I have to enter my four digit ID like in training?
	That ID was just for training.  By signing in via the portal, the system knew who you were and let you in.

	Help POC
	If you have any questions once you are in the application, I would suggest you first access the Travel Refresher training website.  There is an assortment of job aids, training materials and tips to help you work with the NBS Travel System.  You can access this information at http://nbs.nih.gov/Travel_Refresh_Training.html
There is a job aid directly related to the Portal, so you may want to review this document if you have any future problems logging into the Portal.  Please feel free to give me a call back if you have any additional questions or problems.
	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.
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