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Quick Start Guide
To Using FirstLine

To access FirstLine:

Point your Internet browser to http://support.timptech.com/

To log on:

Enter your user ID and password. This is the user ID and password that you received from
TimpTech when you registered with FirstLine. Then click the Login button.

If you have not registered, refer to the instructions below for registering with FirstLine.

Support: Login Mot logged in.

Login RT 2.0.15 for TirmpTech

Username: |

Password: | |

RT I @ CopyTho bt 1906-0002 Jesse Wiice it=|esseqfbes pracicalooms- . itk ditrbed vederwarnlon 2 of #s G WU General Publle Licen e,

To register with FirstLine:
Click the e-mail link below to compose an e-mail message requesting registration. In the body of
the message, include your name, district name, and the product/s you want to be able to report

on. We will, in turn, provide you a user ID and password, your keys to logging into FirstLine.

firstlineenrollment@timptech.com/
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To create a new ticket:
Step 1

After you log onto FirstLine, you will be able to create a new ticket. “Ticket” means a software
request.

Support: Create a ticket

S Biret ine

- -

Create a new ficket

To Creete anew fiket, selecta product|Fnance Finencie Mensgement Sysen i

Click the drop-down arrow to select a product, then click .

The list of products you see matches the list of products you included in your FirstLine
registration request. If you do not see a desired product in the list, send us an e-mail addressed
to firstlineenrollment@timptech.com/ and we will expand your registration to include it. In the
meantime, continue to use our toll-free service, (866) 804-4636, to place your request for
software assistance.
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Step 2

After selecting a product, use the following screen to provide details: (Depending on your
monitor’s resolution, you may need to page down to see the entire screen.)

Prodice
Subgct

Allemate Contact Information |
Describe the 1ssue below:

Creste & mew Goken

Finance [Financial Managarment System)

Suppart: Create a ficket = gred in @5 enduser

ScreanProoram:
Wessagekror Code

Salact K eywords o @seoc abe with this tickst

g‘; Tima Fermit:
Tumaround pricnby {kadersle
ILIrgEﬂ:

Program Categony Wocouns Payabladmoicas
Lacrnuns Payab edmoice s/Balch Acoual
Weoaums Payabl afimoicasBatch Edtd plians

1.5eHp
2. Meintenancs

1.Pmcessing
4. Fapas =

Pragram Type

Laccaums Payable E

=

Atftach file

I Browse ..

Create ficket

[
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Enter as much information as you can to describe your question or the problem you are having.

Use the following Table Key for help in completing the screen:

Ticket Information

What To Enter

Subject Enter a brief description of your question or
software problem
Screen/Program Enter a screen ID, which can be found at the top

right corner of your screen (e.g. ACP.401.11)
--OR--

Enter the ID of the software program you are
using (e.g. ACP.401)

--OR--

Leave this field blank

Message/Error Code

If you are trying to resolve a software error, enter
the error (CPF4102) or screen message (GEN0023)
here. Otherwise, leave the field blank.

Turnaround Priority

Select the priority that represents how soon you
need a resolution to your question or problem.

Program Category

Select the description that best identifies the
software feature you are reporting on.

Program Type

This code identifies the type of software program
you are reporting on.

Alternate Contact
Information

If we are to contact someone other than you
regarding your ticket, use this field to identify who.
Otherwise, leave it blank.

Describe the issue below

Enter a detailed description of your question or
problem.

Attach file

This option allows you to attach information that
will assist us in resolving your question or problem.
For example, if an error occurs when you run a
menu item, paste the error into a Word document
and attach the document to your ticket. Use the
Browse button to navigate to and attach the file to
your ticket.

Step 3

After you finish entering all pertinent information, click [ Create ticket ] You will see a

message confirming that your ticket was added to the product queue. To log off FirstLine, click

the Logout link located at the top right of your screen.
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To review a specific open OR closed ticket that you have logged:

1. Log onto FirstLine.

2. Enter the ticket number in the white box to the right of Ella .
3 Click Goto ticket _

N an Support: Create a ticket Signedin as eEduse:-
» et tne o

N — -

Create a new ticket

To create a new ticket, select a product |Finance {Financial Managament System) j

4. Then click the bolded ticket number to review the ticket.

To review progress on all open tickets that you have logged:

1. After you log onto FirstLine click Open tickets.
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2. Alist of your open tickets will display, similar to the list below:

in as enduser

—IECEL IR L

S — -

Subject Status Assigned Support Specialist
[II]I::> 2 Budgeting stalled bricei

3. To review progress on a ticket in the list, click the bolded ticket number.

To review progress on all closed tickets that you have logged:

1. After you log onto FirstLine click Closed tickets.
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2. Alist of your closed tickets will display, similar to the list below:

et ine

N e — —

ickets | Closed tickets | Search my tickets | Search knowledge base | -

Your closed tickets

Subject Status Assigned Support Specialist
3: Check numbers were skipped in payrall run resolved Unassigned

5 Invoice batch will not post resolved khesth

8. Posted payrol with the wrong date resolved kheath

7. Unable towrite checks on selected vendors. resolved GHigley

213 Test tickat sntry resolved kheath

3. To review the details of a ticket in the list, click the bolded ticket number.

To Search for Your Tickets (tickets you have logged into FirstLine):

1. After you log onto FirstLine, click Search my tickets.

Search my tickets -

2. Use the search options presented on the following screen to define the information
search you want to conduct.
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Support: Search

Siored in A5 snduser

Curmend Search Tenms

Wew Search [Delete All Terms)

Fefine Sazrch - All Torms Are Optional

» Thetest| i5inthe P subject T body
« Productfis =] =

» Sorean R@fﬂ |

» [Created =} |Befora =] | IMATIDNY)
« Stanafic =1 s

» keywords can be selected once @ product 15 pcked
« Turnarcund pnonl:.rils '] [- ': i

Show Resuls

Use the Table Key below for help in completing the screen.

Table Key

Search Option
Enter a phrase and indicate if the
program is to search the subject line
or the body of text in the tickets
that are searched.
Identify the product to include or
exclude in the search (e.g. Payroll).
Identify the screen reference your
guestion or problem is about (e.g.
PAY.302.11).
Use a date to search for records.
The date must be entered in

Description
Consider using a key word (e.g. taxes) or
a key phrase (e.g. month end close).

To include a product, select IS. To
exclude a product, select ISN'T.

Select IS to include a screen reference.
Select ISN'T to exclude a screen
reference.

You can search for tickets that were
Created, Started, Resolved, Last

MMDDYY format (e.g. December 15,
2004 would be entered as 121504).

Contacted, Last Updated, Starts Before,
or is Due Before, On, or After the date

you specify.

Identify the status of the ticket/s to
include in your search.

Status options include: New, Open,
Stalled, Resolved, or Dead.

Identify the urgency of the ticket/s
to be included in your search.

Search options include: As Time Permits,
Moderate, or Urgent.
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3. Thenclick| Show Fiesults |

the list of tickets.

A list of tickets will appear for your review. To review a specific ticket, click the bolded
ticket number. To refine your search even further, use the search options at the end of

To begin a new search, click New Search (Delete all Terms).

Subject LIKE taxes [delete
Queue = Finance [delete]

New Search {Delete All Terms)

Current Search Terms

To Conduct a System-wide Search:

The process for searching the entire knowledge base is the same as searching for your own

tickets. The difference is in search results. The Search knowledge base option performs a

system-wide search and includes all tickets, yours and others, based on your search criteria.

To begin, click Search knowledge base. Then proceed with defining your search criteria:

Goto ticket -

knowledge base

The text isinthe M subject I body
Product |is j| j

Screen Reflis '”

| Created =l |Before ~| | (MMIDDAY)

Statuslis '” I
Keywiords can be selected once a product is picked
Turnaround priority |is =] |- =l

| Goto ticket -

Refine Search - All Terms Are Optional

Show Results
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