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INTRODUCTION

The Financial Aid Communication System (FACS) is a web-based software
program used to communicate changes and other information about a
customer’s financial aid application. FACS is used by the Call Center, FAPO and
the Career Offices to:

® Update the progress of a customer’s financial aid application,

® Notify the Call Center of changes to a customer’s financial aid needs or
eligibilty criteria,

® Notify the Career Office of eligibility approval/denial,
® Notify the Financial Aid Payment Office (FAPO) of child care billing Issues,
® Notify the Call Center of a customer’s need for a new voucher,

® Request the Call Center set up Training Accounts, etc.
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Glossary

Communicating in FACS requires an understanding of its unique terminology.
Reference the glossary below for explanations of various terms.

Closed Issue - An Issue that has been worked and resolved.
Group - A collection of users or other groups.

Issue - A ticket for action needed to be taken.

Issue Types - Categories of commonly used Issues.

Next Action - Select the user or group who should take action on the Issue.
Items are referred to as “Next Actioned” to a person or group.

Open Issue - An Issue that requires an action.

Quick Pick - A shortcut to create a new Issue. It applies predetermined settings
that may include, Status, Issue Type, Next Actioned to, Subject, Body Content,
etc. Quick Picks should be selected first whenever available to save time and
ensure necessary fields are not overlooked.

Saved Search - A function in FACS that allows you to save search criteria you
use frequently.

Status - An Issue is either Open and requires an action, or Closed and is
complete.

Submitter - The user who creates/submits an Issue.

Substatus - The status of an issue is either Open or Closed. A Status may also
have a Substatus which allows you to organize issues into more concise sub-
categories within Open and Closed. This helps you quickly identify to what
extent issues have been addressed and where they are in the resolution process.

Blank: Automatically set when an issue is closed.

Pending: Automatically set when an issue is entered and the status is
initially “open.” It also converts to this substatus when the issue is
assigned.

Working: Automatically set either when there is an “Add Note” event or a
“Next Action” event to a status.

On hold: not currently in use.

Response Received: Automatically set when the event is “Note Added by
Submitter.”
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Using FACS

Log In

To login to the FACS system go to: https:/ /facs.wrksolutions.com/. The logon
screen displays.

al https/facswrks.. O ~ @ & | B9 jssueTrak

File Edit View Favorites Tools Help

Financial Aid
Communication)|

Worlkforce Solutions *Ysi éﬁgﬁf’lssue‘rral'

Please Sign In

User ID: |\

Password: sssssss

Forgot your password?

Switeh To Mobile Format

el Desk Seftware, CLStomer SUppor SOtware, and 5318 Tracking Software by 15sUsTrak, Inc.

Enter your user ID and password. Passwords are case sensitive, must be a
minimum of six characters, and include both letters and numbers. You will be
locked out of the system after five failed attempts. If you forget your password,

enter your User ID, click the “Forgot your password?” link, and follow the
instructions.

Passwords expire every 90 days. You can change your password any time by
clicking the “Change Password” link in the left navigation bar.
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Home Page

Your FACS home page defaults to the My Issues page. If you prefer, you can
contact the system administrator at the Financial Aid Payment Office (FAPO) to
set it to the Dashboard. To navigate to this page while logged in, select My Issues
or Dashboard from the navigation menu on the left.

8 Financial Aid Communication System |55ueT|'-a|(’
Workforce Solutions

Home - Issues for testjoe2, testjoe2

My Neighborhood Centers

Dashboard

Dashbs d Setti - o

ashboard Settings B Show Open Issues Issues you submitted

My Settings

Change Password
Submit Issue

e Summary (includes all cataguiics isted below)
* As Submitter ( 0
. )
Search Issues 2 As Next Action ( 2) |
Lookup Issue # .
Knowledge Base

Reports B ™My Reports .

Log Out

As Task Assignee { Q) Issues sent to you to resolve
As Task Available ( 0)

Hide Shared Reports

Active Users by Career Office = ~
All Issues assigned to Admin = 3
All Unassigned Issues
Issue Search by User (S) =

Issues created last month by Issue Type = o

Issues created last month by Issue Type (copy) =

Issues open for more than 7 days: By Next Action = o

(S} Saved Search * Shared

Edit Report Delete Report

www.issuetrak.com

2 - Copyright € 2001-2012 IssusTrak, Inc.

Use the left navigation bar to access different pages. Keep track of Issues for
which you are responsible for under the “Show Open Issues” section on the My
Issues page. The “As Submitter” link displays a list of all Issues you've submitted
and the “As Next Action” link displays a list of Issues that have been assigned to
you, or a group you're a part of, to resolve.

Important Note: Check the “As Next Action’ link frequently so Issues can be
resolved timely.

Below the “Show Open Issues” section the My Reports section displays a list of
shared reports and available saved searches.
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SUBMIT AN ISSUE

Quick Picks

Commonly addressed Issues are set up in FACS as Quick Picks. A Quick Pick is
a template that automatically populates information and values for those issues,
such as:

® Subject

® Description

® [ssue Type

® Subtype, Priority

® Email Distribution List, etc.

Quick Picks also pre-define the workflows such as Assigned To, Next Action,
Tasks, etc.

Use Quick Picks whenever possible. You can still change or add information as
you submit a Quick Pick, but the base template helps ensure similar issues have
the same or similar values and processes in place regardless of who submits

or works it. Quick Picks are also a valuable time-saver, reducing the input and
update time required.

To create a new Issue using a Quick Pick:

1. Select Submit an Issue from the left navigation bar. The Submit page displays.

5
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B hitps://facswiksolutio.. O ~ @ O f| B¥ josucTrak

File Edit View Favorites Tools Help

inancial Aid icati _ Gulf
Financial Aid Communi < ::.:tnsmzem(mcs) = |ssuelrak

Worlkforce Solutions

2. Select the appropriate action from the Quick Pick dropdown menu. (Refer to

the Issue Types chart at the end of this section to select the appropriate Issue
Template.)

- The Subject line automatically populates.

- The Full Description field populates with prompts for the information
required for the Issue.

- Add the information requested in the Full Description field.
- The Issue Type automatically populates. Do not change the type.

- In the Next Action field, select the individual or group responsible for
taking the next action on the Issue. Quick Picks are typically assigned
to a default group. For example, New Vendor Creation is assigned to
the Funds Analysts. Assign the Next Action to a group instead of an
individual whenever possible — this ensures the Issue is worked by
whoever is available. If the Next Action field is left blank:

e No one will know who should take action on the Issue, and

*  Theissue will sit in limbo, and appear on the “Unassigned/Not
Next-Actioned weekly report.

- Add the Career Office. In the career office field, begin typing the name of
the career office, the full name and number will display for you to select.

You can also click the magnifying glass to the right of the Career Office
field for a pop-up list of all options.

- Click on the Include Attachments check box if you have documents
to submit which support the Issue. You will be asked to select the
attachments after the next step.
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- Add a New Note to include any additional information that might help
the person or group complete the actions needed, if necessary.

- Complete the fields for:

e Customer First Name

e  Customer Last Name
e TWISTID

3. Click Submit Issue. If Include Attachments is checked you will be prompted
to upload the documents. Refer to the Attach Documents to an Issue
section below to add attachments. The new issue will be assigned the next

available issue number, the My Issues page displays with “Issue (Issue#) was
successfully submitted” at the top of the page.

== https://facs.wrksolutio.. O ~ @ & == lssueTrak

File Edit

Workforce Solutions

View Favorites Tools Help

weicome, Moy, Lisa o @ Legow (RS

Financial Aid Communication System (FACS) - Gulf CuasllssuET[‘ak

oo

Subrit s

el [sii

Lodkup [ &

K Bl

Rt

(s Open = 7 Days
L st Mk Atianid
THA (i Opirion =10 el
Thk [swoes Oper 10 days

Issuea2d6818 was suocessfully submithed!

My Issues

& Summary {Inclode alll categer s |Hted balow)
= A Sutenitar { 2}

® &g Mat Action | O)

& A Task huskraa | 0}

= Aa Task Avababia [ 0)

Hide Shared Rasrs

Acthve Users by Career Office *

All Issues assigred to Admin *

All Unassigned Issues ®

FAPQ Issues (RamdrezCarril o) to next adtion *
Iszue Search by User (5]

Izsues cpen for more than 7 days: By Mext Action *
Open Issues submétted to Admin *

(£) Saved Search

m Edit Report Delete Report
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NOTES
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ATTACHA DOCUMENT TO AN ISSUE

Documents supporting an Issue may be attached, if needed. Documents must be
created and saved before you can attach them to an Issue.

Create the Issue and check the Include Attachment check box.

Click Submit Issue.

_|ol x|

Fle Edt View Favorites Tools Help |Links * ﬂ"‘
Tssue Status: Open | =l |

Task Manager | Task AssignedTo Completed

¥ Include Attachment? (upload screen will display on submit)
[ Suppress Email Notifications for this Issue
= Reun

I S 1 e i 1 e e

The attachments pop-up displays.

Click the Browse button to the right of the Filename field. Locate the file you
wish to attach and click Open.

a http://facs.theworksource.org - GSS # 4562 - Microsoft Internet Explo - |El|i|
Fle Edit View Favorites Tools Help |L'|nks > .'l',"" |
Add Attachments
Filenames:
Browse... I
Browse... I J
Save Selected Attachments I Reset I
[« I _>|_I
] Done | T T [ | mternet y

The Attachments window displays with the path to the document in the
Filenames field. Repeat until all documents are selected.

Click on Save Selected Attachments.

9
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a http:/ /facs.theworksource.org - GSS # 4562 - Microsoft Internet Explorer - |EI |i|

Fle Edit View Favorites Tools Help |Ijnks >

& |

Add Attachments
Filenames: |C:\My Documents\FACS User List.xls Browse...

Browse...

Browse...

i

<}Qﬂ\ﬂe Selected AttachmerM Reset I

[

I»Iﬂ

AP

T e

4
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SEARCH FOR AN ISSUE

You can search for Issues using a variety of information in the Issue including,
but not limited to:

® Issue Status

® Jssue Type

® Subject

® Submitted By

® Assigned To

® Next Action

® Dates

To search for a specific Issue or set of Issues:

1. From the Home Page, click Search Issues from the left navigation bar. The
Search Issues screen displays.

BB https://facs.wrksolutions.com/lssue! O ~ @ ©

€5
Eile Edit \iew Favorites Tools Help

Home Welcome, McCoy, Lisa ¥ @ Log Out m

Financial Aid Communication

System (FACS) - Gulf Coast ISSUETPak

== IssueTrak X

Workforce Solutions

My Neighborhood Centers

S BEEr Search Issues
Search Issues
Lookup Issue =
Knowledge Base Search | Reset
Reports
Issues Open >7 Days
Tssues ot Next Actioned Search Criteria
TAA Issues Open> =10 days
TAA Issues Open<10 days fssue Status:
Priorty:
Issue Type: [Cshow Inactive Issue Types
Subtype 1
Subtype 2:
Subtype 3:
Search All: keyword search
or
Subject: keyword search
Notes: keyword search
" v
< >
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2. Complete the fields for the Issue(s) you wish to find. For example:

Status: Open/ Closed.

Issue Type: A specific Issue type. See Issue Type List at the end of this
section. Note: This field combined with the “Date Opened” field is the
most common type of search.

Search All: Use this as a keyword search to locate Issues with specific text
in the Issue’s Subject, Description, Notes, or Solution. Search for Issues
related to a specific customer by entering the customer’s TWIST ID in the
text field.

Submitted By: To locate Issues submitted by a particular person.

Next Action By: To locate Issues currently Next Actioned to a specific
person or group.

Organization: To search by contractor.
Career Office: To search by office.

Date Opened/Closed: To search for Issues created or completed within a
specific time frame.

3. Select the Search Output Options: Define how you want to receive the search
results.

a.

Search Title: Name your search. (Choose a name which accurately
defines your report.)

Output: Select the format you want the results to display. Options
include Count Only and Detailed Output to Excel.

Sort Order 1-3: Select the way to have the results organized. For
example, you can choose to have results ordered first by Assigned To,
then Required by Date, to return a list of Issues for staff responsible and
the dates the actions are due.

Save New Search (Optional): If you wish to have the option to run this
search at a later time select the Save New Search button to the right.

Retrieve Saved Searches: Click this button to run a search previously
saved.
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Click Search. The search results displays in the form you identified in step 3b.

Important Note: Fields with the magnifying glass icon to the right of them
require a system search to populate the field. Click on the (), to select from
options for these fields.

-
= ~
Financial Aid Communication System (FACS) - Gulf I T k
orkforce Solutions
Hy Maigh borhood Canbers
— Search Issues
Search Dnauss
Lockup I »
Pre—— [ o | recet |
[
[asusas Opers =7 Days
[k rat Mt Actisnd Search Criteria
TAR (ka8 Operno=10 days ~
e e s
Friarity: ~
smue Typa: M | Dsnow 1nactive tese Types
Subtype 1: ~
Subtype 2: I~
Subtype 3: ~
Search all: ey word search
ar
Subrjact: eyword search
Motes: ey wor search
Salution: eyword search
* ekt s it Bk b saonch exeria
Submitted By: Q
W
Entered By: a
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NOTES
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CHANGE NEXT ACTION

Occasionally Issues will be assigned to the wrong person or group. To change to
whom an Issue is assigned:

1. With the Issue selected, click on Next Action from the left navigation bar. In
the Next Action field, begin typing the name of the person or group, a list of
names displays in a dropdown. Make your selection.

2. Click Update.

Priority: Medium
Total Time Open: 00:00
Adj Time Open: 00:00

Responsibility
Assigned To: -Unassigned-

Next Action:| Chauncey, Joseph
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RESOLVING ISSUES

An open Issue requires action on the part of the person to whom it’s Next
Actioned. Once the resolution has occurred, the responsibility for the Issue
returns to the original submitter. Occasionally, some action must happen or
question(s) must be answered before an Issue can be resolved. Use FACS to get
questions answered, change or add attachments, or get manager approval.

Questions

Use the Issue to ask or answer questions regarding the requested action by
adding a note.

1. With the Issue open, click Add Note on the Issue or on the left navigation bar.
The New Note field displays.

2. Type in your question or the answer to the question.

olutions.com/C5l 0 ~ @ &

BB IssueTrak 2246060

Welcome, McCoy, Lisa & @ Log Out m

Tools Help

Mew Note: || w2 nlg;’. 5|gg$|m|g_|'a}°|ﬁgg‘{@1| ”
B 7 Ulfer v V|| BE 3y > vEE eSS
< >
Labor Hours: 00 |: 00 | hrs:mins
Customer First williams

[rr——

3. Click Add Note at the top or bottom of the page.

4. Send the Issue back to the appropriate staff by changing who is responsible
for the Next Action.
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Changing an Attachment
To make edits to an attachment on an Issue and/or change an attachment:

1. With the Issue open, click Attachments on the left navigation bar. The
Attachments screen displays.

Financial Aid Communication

WOF'(]CO!*CE Solutions System (FACS) - Gulf Coast |SSUETI‘B|(

My Neighborhood Centers
Issue Detail

Attachments for Issue #246060
To add attachments, first select files and then press Save.

Issue #: 246060
Subject: Can't Complete Referral

Delete

Clone/Copy
Submit Issus Attachments: iy handout_Sophie_Fa_spplication.pdf (168.9 KB)
Search Issues - - T

=
Lookup Issue Add Attachments

Knowledge Base
Filenames: Browse...

Reports
Issues Open >7 Days
Issues not Next Actionad Browse...

TAA Issues Open>=10 days

Browse...

TAA Issues Open<10 days

2. Click on the document name to open the attachment. Make the necessary
changes and save the document to your computer.

3. Close the document. The FACS Attachment screen displays.

4. Delete the original document from the Issue by clicking Delete to the right of
the Attachment field.

5. Add the edited document by clicking Browse and selecting the document
from your files. Add additional documents, as necessary.

6. Click Save.

7. Change the person responsible for the Next Action to the appropriate staff.

Request Approval

If the person who submitted the Issue does not have authority to request an
action, send the Issue to someone who can approve it by changing the person
assigned the Next Action.
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CLOSE AN ISSUE

Once an Issue has been resolved it may be closed or “Next-Actioned” to the
person who initially submitted it to notify them of the resolution(s) and alert
them to close the Issue. Check with your supervisor to determine the process
for your office. Issues should be closed in a timely manner once resolved. Issues
for which a user has been identified as the next person to take action will be
displayed on the As Next Actioned link on the home page.

To close an Issue:

1. With the Issue open click on the Close button on the top of the screen or
select Close from the left navigation bar.

6 = 3| BB https://facswrksolutions.com/C51 O ~ @& & BB lssueTrak #245672

File Edit View Favorites Tools Help

Workforce Solutions

Welcome, McCoy, Lisa & @ Log Qut m

Financial Aid Communication

System (FACS) - Gulf Coast Issuelrak

My Neighborhood Centers

Submit Issue

Search Issuss

Lookup Issue =

Knowledge Base

Reports

Issues Open =7 Days
Issues not Next Actioned
TAA Issues Open==10 days
TAA Issues Open<10 days

View Issue #245672

Lo | e

= Emal Issue

Overview
Issue #: 245672

Issue Status: | Open - Pending history

Organization: H-GAC histary
Submitted By: McCoy, Lisa on 05/10/2016 2:14PM 713-574-0663 history

Subject: Test-Scholarship Financial Aid

Description: | Test for training
PRIORITY ATTENTION: _OTHER._

Customer Name:
TWIST ID:

General description of issue:
» Customer needs pricrity services for over $200
immediately or will need service within the next 24-48
hours.

Description of resolution needed:

The Solutions field displays. Add notes regarding what you did to resolve
the Issue. Don’t duplicate notes in TWIST.
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Scroll to the top or bottom of the screen and click Close Issue.

https://facswrksolutions.com/CS| O = @ € || B8 issueTrak 2245672

File Edit View Favorites Tools Help

Welcome, McCoy, Lisa # @  Log Out

= Issue Type:| Scholarship Financial Aid | erak tip

Subtype 1:
Subtype 2:
Subtypa 2:

Priority: Medium
Total Time Open: 15:46
Adj Time Open: 19:46
Labor Hours: 00:00

Responsibility
Assigned To: -Unassigned-

Next Action: | Chauncey, Joseph Q

Email Notification: View/Maintain Distribution List...
O Suppress Email Motifications

Resolution Info

Solution: | \dd comments or notes regarding the solution here. This should not duplicate any

notes already in TWIST or documents in the document management system.

The closed Issue verification displays.

ma hitps;//facswrksolutions.com/CSl O ~ @ & || B |csueTrak 2245672

Eile Edit View Favorites Tools Help

Home Welcome, McCoy, Lisa # @ Log Out

Financial Aid Communication

stem (FACS) - Gulf Coast Issuelrak

My Neighborhood Cefiters
——— Issue was succassfully closed!

Add Mote

Artachmeants

Edit i 672

Deleta
Clone/Copy
Search Issues
Lookup Issue = = Email Issue
Knowledge Base
Reports Overview
Issues Open =7 Days Issue #: 245672
Issues not Next Actioned - P - ' ]

If there are Tasks on the Issue which need to be completed a pop-up message
will display.
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Microsoft Internet Explorer

! E All tasks must be completed before closing the issue.

a. Click OK. The Close Issue page displays.

b. In the Task Manager section of the page click the “task complete?” link
for all tasks not completed.

e | http://facs.theworksource.org - GSS # 1971 - Microsoft Internet E... |:”E|B|

Fle Edit View Favorites Tools Help qr
' ”~
Task AssignedTo Completed
Task Manager v Update Accounting System 12-Dec-2005 03:03PM
File Voucher task complete? —
w
3 [ >
&] P Internet

c. Click the Close Issue button.
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REPORTS AND SAVED SEARCHES

The reports relevant to your work will display on your Home/My Issues page.
Some of the reports you may use are:

Report Name

Description

Active Users by
Career Office*

Active Users by Career Office

All Unassigned
Issues *

This report shows all Issues not assigned. They may
have been Next Actioned.

Issues created last

month by Issue Type*

Shows issues created /submitted in the last calendar
month regardless of status ordered by Issue Type.

Issues open for more
than 7 days: By Next
Action®

Shows “open” issues which have are older than 7 days,
sorted by Issue Type, Career Office, and then Subject.

Issue Search by
User(s)

Lists Issues by “Assigned to” user.

Sample Open Issues
by Issue Type*

Open Issues grouped by Issue Type showing Priority,
Issue Number, Subject and Status. It includes a count
of Issues by Issue Type value and for the overall
report. The details are sorted by Priority in ascending
order. This is a shared report.

Sample Open Issues
by Priority*

List of open Issues sorted by Priority which displays
the Issue Number, Subject, Issue Type and Status. It
includes a count of Issues by Priority and for the
overall report. The details are sorted by Issue Number
in descending order. This is a shared report.

* = Shared
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Access Saved Searches

On the My Issues page under the My Reports header, saved searches are
indicated with an (S).

1. Click the Hide Shared Reports link under the My Reports bar.

2. Your saved searches display.

Run a Report

To run a report:

1.

Select Reports from the left navigation bar. The Summary Report screen
displays. Select the report you wish to run. Note: This example shows the
Summary of Issues by Issue Type report.

Click Run.

File Edit View History Bookmarks Tools Help oo o
uite (Workfor., % | B IssueTrak x O .
& © @ hitps//facswiksolutions.com/Report Select.asp @ || Q Search D al=I T S IR AN

B Most Visited :: Getting Started b» Bing™ Traffic :: Free Hotmail == IssueTrak: East Texas Mail Merge Part I &7 Self Service Portal :: Getting Started |2/ Latest Headlines >

Financial Aid Communication

Worlkforce Solutions ~ SYstem (FACS) - Gulf Coast IssueTrak

My Neighborhood Centers
Submit Issue

S — Select Summary Report
Lookup Issue #
Knowledge Base
Repost Summary of Contract Time by Organization 0
Saved Searches summary of Contracts Expiring by Organization
Summary of Contract Overage Time by Organization
T T iy Summary of Issues by Priority

Scheduled Reports Summary of Issues by Priority (Day)

Summary of Issues by Priority (Month)
Summary of Issues by Assigned To
summary of Issues by Inactive User

Summary of Issues by Issue Subtype
summary of Issues by Career Office
summary of Issues by Next Action

Summary of Issues by Organization
Summary of Issues by Submitter (Caller)
Summary of Issues by Submitting Department
Summary of Issues by Support Rep
Summary of Labor Hours by Organization
Summary of Labor Hours by User

Summary of Total Time Open by Organization
Summary of Total Time Open by User

m

Summary Reports:
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3. The report parameters page displays. Select your date from the dropdown
to choose a range such as: This week, Last Month, Last Year, etc., which will
automatically populate the start and end dates. Or manually set the date
range you wish to view.

4. Click Show Report.

E=RFENc)

File Edit View History Bookmarks Iools Help

B IssueTrak

T BH A A=

ree Hotmail gm IssueTrak: East Texas Mail Merge Part I &% Self Service Portal || Getting Started [ Latest Headlines >

Welcome, Chauncey, Joseph 1 @ Log Out

€  © @ hitps//facs.wrksolutions.com/Report_Date Q.asp c |l

|8} Most Visited "} Getting Started b» Bing™ Traffic

Financial Aid Communication System

(FACS) - Gulf Coast Issuelrak

Workforce Solutions

My Neighborhood Centers
Submit Issue

Issues by Issue Type - Select Date Range

Search Issues
Lookup Issue #
Knowledge Base

LETInE * Date Range:| Last Month : Start: 11/01/2014 End:| 11/30/2014 mm/dd/yyyy
Saved Searches
s Sort By: | Issue Type B

Report Writer

Scheduled Reports * Required

The report displays. Use the links on the Reports page to view more detail.

The report displays. Use the links on the Reports page to view more detail.

e ]
ak = &

€)© ) @ htpsfocs wrksolutons com/Report_Defaultasp & ][ search e 8 A e 2=

File Edit View History Bookmarks Tools |

Help

Suite (Workfor., % | Qi IssueTre

(8} Most Visited | ! Getting Started 13 Bing™ Traffic | | Free Hotmail mm IssueTrak: East Texas [{l] Mail Merge Part 1 &7 Self Service Portal || Getting Started =/ Latest Headlines »

Financial Aid Communication

System (FACS) - Gulf Coast ISSUETrak

Worlforce Solutions

My Neighborhood Centers
Submit Issue

Search Issues

Lookup Issue #
Knowledge Base

Issues by Issue Type - Results

4 Back

I

Reports Issues by Issue Type
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Module 5: UsingFACS @ © ©

DO’S AND DON’TS WHEN USING FACS

Do

Use FACS to:

® Request withdrawals, suspensions, four-week seeking, etc.

® Request a new voucher.

® Request a new vendor creation, or a fund source change.

® Check the status of an applications ONLY if it is outside the time frame for
a case to be screened according to the weekly Funding Alert, or if priority
service is requested.

® Check your Home Page - “Next Actioned to Me” link frequently.

® C(lose out Issues you submitted which have been resolved. Select the Quick
Pick which applies to a message, whenever possible. This will ensure the
Issue is submitted correctly.

® Complete the appropriate Issue Type and Next Action fields if you don’t use
a Quick Pick template.

® Ensure Child Care related Issues are assigned to “NCI Customer Service.”

® Ensure voucher, payment request, and cash substitute Issues are sent to

“Funds Analysts.” .

Request any payment related issues through a Career Office manager or
Designee.
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Don’t
Use FACS to:

® Request eligibility to be processed for scholarships if funding is not available.
If the customer will be placed on the registry, priority service is not needed.

® Check case status. Refer to the weekly Funding Alert for screening time
frame.

® Effect reports by changing the Next Action field or Issue Type on Quick Picks.

Manager/Supervisors

Use the “Search Issues” page to:

® Confirm Issues assigned to your staff are being worked.
® Ensure Issues are completed correctly.

Note: Occasionally the “Next Action” field will be left blank, which prevents it
from being sent to the appropriate team. Filter Issues by Career Office and Next
Action for a list of Issues assigned to your office which are not ‘Next Actioned” to
someone.

See Search for Issue for more information.
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