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REQUESTING TECHNICAL ASSISTANCE

If we forward your question or concern to our TA consultants, we will need for your MIS staff to help complete this form, especially if the program is installed on a server or network. The TA consultants typically try to replicate the problem you are having. To do this, they need details about the problem. They also need details about the computer system/configuration on which the program is operating. To facilitate this process, we have developed an “e-mail form” which we think is helpful in gathering this information. We are including it here so you will know the kinds of information we will need.

E-mail Form to Request Technical Assistance

We have been informed that you are having problems with the CAFAS Version 5 Program. Please review the following questions and supply us with a description of the problem and the specifics on how the software is configured on your computer system by giving your answers in the table below. We are sorry to bother you with requesting this information, but we have found that it actually speeds up the process of getting problems resolved. We want to get you “up and running” as quickly as possible. You will need to move the cursor to each box to complete the question.  Tabbing will result in all of the text in the box being highlighted.  If you begin typing immediately after tabbing, the result will be that the current text in the box is overwritten with your newly typed material.  Be careful!

THANK YOU!!

After we receive requested the information, we will get back to you ASAP. If we cannot help with the problem, we will ask our Technical Assistance consultants to contact you immediately. We will notify you that we have asked them to contact you. If you do not hear from them within 24 hours, let us know.

When we receive this e-mail from you, we will respond to confirm that we received it. We will then call or e-mail about what we think the next step is. Feel free to contact us at.

	Functional Assessment Systems, LLC

2140 Old Earhart Road

Ann Arbor, MI 48105


	Phone: (734) 769-9725

Fax: (734) 769-1434 

E-mail: hodges@provide.net




Special Tips for Responding to Technical Assistance Questions

The following questions may request actions that, if you’re not a computer guru, you may not know how to do.  Tips for performing these actions are included here.

Print Screen

To make the “Print Screen,” press the [Prt Scr] key (also labeled [Sys Rq]) on your keyboard once to copy the screen to the clipboard.  Next, open a new document in MS Word and paste the image.  You may do this by selecting ‘Paste’ from the menu bar or pressing [Ctrl+V] to insert the image.  You can now print the document or save and attach it to an e-mail as a MS Word file.

Finding the Version Number for the CAFAS

You will want to make sure you are using the latest version of the CAFAS software. To find the version number for CAFAS, look on the very first screen after opening the program (the ‘Welcome’ screen). The version number is displayed at the end of the top line of text.  A second way is to choose the ‘About’ dropdown menu item under ‘Main Menu’ on the menu bar while in the program. The ‘About’ screen will list which version you are currently using.  Do a “Print Screen” [Prt Scr} from the ‘About ‘ dropdown item under ‘Main Menu’ on the menu bar, if you need to verify.

Finding the Version Number for the Web Browser

To find the version number for Internet Explorer, open the browser [or start the CAFAS client]. In the very top menu, select the Help | About Internet Explorer menu option. Under the ‘Version:’ heading, the first two digits in the number indicate the version code [i.e. 6.0 or 5.0]. You can also find the Cipher Strength: [i.e. 128-bit or 64-bit] and the Update Versions: SP#, if any have been installed [i.e. SP1 or SP2].

Finding the Version Number for Windows

The version number for Windows is accessible from the Start menu, under the Settings | Control Panel option. Locate and double-click the System icon in the Control Panel and select the General Tab. The OS version and release, as well as any Service Pack installed, are shown under the ‘System:’ heading.


	Technical Assistance Request Form

Before you begin filling out the Technical Assistance Questionnaire please read through the "Frequently Asked Questions" in Chapter 2 of the software manual. The manual is contained in the software under Main Menu|Help|Manual. 

Please note that you must complete all required fields. Required fields are marked with an asterisk. We would like to help you solve any Technical Assistance issues you may have, so it is important that you provide us with this significant information so that we can help you. 

	Please provide the contact information for the person completing this Technical Assistance form.

*Your Name: 


	*Position with Agency:

___  Computer Support Personnel (MIS, IT, IS, Network Administrator, etc.)

___  User of Program

___  Other (Please specify):



	*Name of Agency which has Licensed the Software:



	*Agency Address:



	*Your Phone Number with Extension:



	*Your Cell Phone Number or Beeper Number (if available):


	*Your fax Number:



	*Your Email Address:



	*Days and Hours You are Typically Available:



	*If you are Computer Support Personnel, are you:

 ___  On Site

 ___  Off Site (Consultant, etc.). If off-site, consulting company name:___________________________________

If you are OFF SITE, please specify the DAYS AND HOURS that you are available:




	We need the name of an MIS person in the event that your problem requires technical assistance from our programmers. Please provide contact information for your MIS person and best times for contacting him/her. (If you are the MIS person for whom information was provided above, just type in "SAME AS ABOVE").

	*MIS Agency Name and Address:

	*Name of MIS Person:



	*MIS Email Address:



	*MIS Phone Number:



	*MIS Fax Number:



	*MIS Cell Phone Number or Beeper Number:



	*Are you ON Site or OFF Site:

 ___    On Site

 ___    Off Site (Consultant, etc.)

If you are OFF SITE, please specify the DAYS AND HOURS that you are available:



	Description of Problem and Computer Configuration

	*What problems are you having and when did you encounter them?  Please include “Print Screen” shots of error messages. 



	*What version of the CAFAS are you using? 


	*Have you seen or do you have access to the Manual for the CAFAS Computer System Version 5?

_____  Yes

_____  No




	*Did you check to see that the CAFAS Small Group Server is running (i.e., pink icon in the system tray, near the lower right corner of the screen, by the clock)?

_____  Yes

_____  No



	*We need specific information about the computer on which the CAFAS program resides.  What type of computer is it?



	*What is the speed of the machine (megahertz) and type of processor (e.g., Pentium II)?



	*What operating system (Windows 95, etc) are you using?



	*How much unused space is on your hard drive?



	*Is it stand-alone install?


_____  Yes

_____  No



	*Is it on a network?
_____  Yes

_____  No

*If so, what kind?   (e.g., Novell, Windows, Terminal Server, etc.)




	*What web server is being used (the one that comes with the CAFAS program or web server with Windows, etc)?



	*What web browser is being used (e.g., Internet Explorer, Netscape) and what is the version number of the browser?



	*Are there "client computers"?
_____  Yes

_____  No

If so, how many?



	*What is the operating system & processor speed of each client computer?



	*How are the clients opening the program? (shortcut, IP addresses)?




	If you are experiencing problems with PRINTING or EXPORTING data, please continue completing this section. Otherwise, you can STOP HERE.


	If you are having printing problems, please describe the problems and tell us what version and Service Pack of Windows you have.

For printing problems, STOP HERE.  For export problems, continue answering questions. 

	If you are having exporting problems, please describe the problem.  (“Print Screen” shots of error message can be helpful.)



	What filter did you use for selecting cases (e.g., administration date 01/01/1980 to 01/01/2002)?



	Did you check to see that the CAFAS Small Group Server was running?

_____  Yes

_____  No



	Did you “see” any cases listed when you selected <Some Matching Cases>? 

(See Chapter 10 Export Function from the Manual for the CAFAS Computer System Version 5, specifically the subsection Troubleshooting Export Function.)

_____  Yes

_____  No



	Did you use a filter that was created with an earlier version of CAFAS 5 when exporting? 


_____  Yes

_____  No

If yes, create a new filter and run the export. When this was done, did the export work correctly? 

_____  Yes

_____  No



	Where did you look for the exported files?
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