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Help Desk - Financial
Overview

The Help Desk assists Core-CT users with issues or problems they are having in the various production modules. There are two levels to the Core-CT Help Desk operation. The Level 1 section, operated by staff from the Department of Information Technology, is the first point of contact. The DOIT employees have been trained to help callers with recurring problems and/or to direct callers to the UPK’s, Job Aids, and Daily Mails. For a more complex problem, the Level 1 staff creates a ticket for the Level 2 Financial Help Desk staff. The ticket will contain your business unit, name, phone number, the module that you experienced the problem with, the number of the specific document, and a brief description of the problem. If you are getting an error, you will be asked to e-mail a screenshot of the error message to the Help Desk. This will help with the resolution of the problem.  The Level 2 Help Desk is operated by OSC employees who work closely with the functional team and the development team. 

When the Level 2 Financial Help Desk team receives a ticket, they may have to contact you for additional information needed to resolve the problem. Depending on the nature of the issue or problem, that one call may provide the answer you are looking for. Other issues or problems may require escalation through functional experts or technical experts. Issues may also be sent to Oracle for resolution. Once the issue or problem is resolved; you are notified and the ticket is closed. 
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Figure 1 - Help Desk activities cover all of the modules that are part of Core-CT
Management/Supervisor Review Checklist
· Core-CT Help Desk is here to handle Core-CT related problems


· The Financial Help Desk assists users and resolves problems with any financial transactions.
· Pop up blockers may prevent you from downloading an Excel page. This is an agency IT issue and must be resolved at the agency. Pop up blocking may occur in your browser settings or in additional toolbars provided by Yahoo, Google or other software providers.
· Policy issues are handled by the appropriate central oversight agencies (OSC, DAS, OPM, DOIT).
· Managers are expected to know their agency’s chartfield coding combinations.  
· The Core-CT Help Desk does not know your valid chartfield combination codes.
· The business manager should know their coding options and train their staff appropriately.
· Know where to find and use 
· State Accounting Manual 
· Property Control Manual

· Purchasing Manual 
· Purchasing Statutes
· Managers need to know where to find job aids and UPKs; and make them available to their appropriate staff.  
· When a manager or supervisor goes to a Core-CT meeting or user group, they should brief their staff about the contents of that meeting.
· Managers are responsible for creating business procedures for their agency.  

· Agency staff  need to have standard procedures to follow.
· Agency developed workarounds should be avoided. While they may appear to work in the source module they often create problems in the integrated modules.
· Do not make up your own workarounds.
· The Help Desk may provide agency staff with a fully tested alternate process.
· Understand the approval process for Supply Chain and how workflow operates.
· Managers must have an understanding of the integration between all of the modules and the information passed between them.
· It is very important that managers understand how to run reports.
· What parameters to use.
· How to cancel a report –a report should be cancelled if it does not run to success within a half hour of starting.
· A process instance should never be deleted without consulting the Help Desk.

· Ensure that staff is trained in running the reports properly. 
· Do not use the Back button while navigating in Core-CT. Core-CT pages expire once you have navigated away from them and are no longer active for transaction purposes. Always use Core-CT’s internal navigation to return to a previous page.
Steps to take before calling the Help Desk
The Core-CT Help Desk operates from 8:00am to 4:30 pm Monday through Friday. You can report a problem directly by filling out a Help Desk Problem Report on the DOIT website http://workorder.ct.gov/CoreReportAProblem.aspx .  This is the preferred method. You can also send the Core-CT Help Desk an e-mail with your question at core.support@ct.gov or call (860) 622-2300, option 1 for financials.
1. Clear your cache

a. Open the web browser and go to Tools > Internet Options

b. Click on Delete Files

c. Select the Delete all offline content checkbox and press OK

d. Click on Clear History

e. Click OK

2. Use the Core-CT online function, UPK (User Productivity Kit) before you call the Help Desk. Clicking Home on the top of the Core-CT page will direct you to the home page.  Under the Core-Ct Links you will choose Financial UPK Exercises. 
a. UPK’s were designed to provide step by step hands on instruction for optimum results. The order in which things are occur in Core-Ct is important.
3. Consult the Core-CT Financials Job Aids page (http://www.core-ct.state.ct.us/financials ) before calling the Help Desk. The Job Aids are listed by module.
a. Job aids were designed to be followed step by step. The order in which things occur is very important in Core-CT.

b. If you cannot get a transaction to work after you have read the Job Aids and used the UPK’s, refer to the above information on ways to create a Help Desk ticket.
4. Do not make up your own workarounds. It may appear to solve your problem, but you may cause errors in other modules.
5. If you are getting errors, e-mail the screenshots with the errors to the Help Desk.  Give the specific steps taken caused the error. To e-mail screen shots: 

a. Push the Print Screen button on your keyboard while displaying the screen you want to send 

b. Minimize the application 

c. Open a blank Word document 

d. Right mouse click 

e. Select “Paste”

f. Save the Word document

g. Attach the new Word document to the e-mail 

h. Send to the Help Desk at core.support@ct.gov
6. When you call the Help Desk: 
a. Give your business unit
b. Your name and phone number
c. The module that you are having trouble in
d. The specific item (or PO, or report, etc.) or transaction you are having issues with.
Common Problems & Suggestions
· If you are having problems with reports not matching, the first step is to reconcile the transactions to determine the cause of the problem.
· If you are having problems with PO’s in open status, you need to check the contract information.

· Don’t forget to select the green check mark on the Purchase Order page before you save the PO. The green check mark initiates workflow.

· If your vouchers are in match exception or budget error, you need to go to the links and find out what your errors are, and then correct them.

· A purchase order cannot be closed if it is in budget error until the budget error is corrected. If the budget error is not corrected, then the agency commitment control reporting will be incorrect.

· If your reports are not processing to completion, check your parameters to be sure you are using correct budget references and the correct budget ledgers.  Check your process schedule request to be sure you are asking for web and PDF files.  If the request asks for “none”, you will get none.

Useful Links

Link to all Financial Module pages

http://www.core-ct.state.ct.us/financials/
Catalog of Online Financial Reports
http://www.core-ct.state.ct.us/reports/
Procurement Contracts Training (OPM)

http://www.core-ct.state.ct.us/financials/pps/proc_contracts.pps
Property Control Manual

http://www.osc.state.ct.us/manuals/PropertyCntl/index.html
State Accounting Manual

http://www.osc.ct.gov/StateAcct/index.html
Public and Special Acts

http://www.cslib.org/psaindex.htm
Connecticut General Statutes

http://cga.ct.gov/asp/menu/Statutes.asp
State Agency Purchasing Information
http://www.das.state.ct.us/Purchase/Portal/Portal_Home.asp 
Purchasing Executive Orders
http://das.ct.gov/cr1.aspx?page=161
Agency Forms Contract
http://www.das.state.ct.us/Purchase/Info/formINFO.HTM
The Complete List of Manager Guides 

http://www.core-ct.state.ct.us/financials/mgr/Default.htm
Accounts Payable

Accounts Receivable

Asset Management

Billing 
Help Desk

Enterprise Performance Management (EPM) Ad-Hoc Reporting
General Ledger / Commitment Control

Inventory

Project Costing / Customer Contracts

Supply Chain
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