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eRA Introduces a New
Help Desk Ticketing System

NEW CAPABILITIES

INTUITIVE, CUSTOMIZED INTERFACE

GLOBAL ALERT

IMPROVED NOTIFICATIONS

EMAIL INTEGRATION

TOLL FREE 866.504.9552

PHONE 301.402.7469

BETTER TECHNOLOGY, BETTER SUPPORT
http://era.nih.gov/HELP/

eRA has moved to a new, sleeker
help desk ticketing system for our
customers. The new system is
more intuitive and customized to
This

increase efficiency,

better meet your needs.
system will
provide better tracking and
reporting of issues, and provide
meaningful notifications for you.
Because drop-down menus will
allow you to more accurately
define your problem, we will be

able to resolve it more quickly.

) A

TTY 301.451.5939

More information means faster

resolution! The new system

replaces the existing online
ticketing system. Once you select
the new ticketing system link, you
will be prompted to enter your
email address (the one you use to
If the

system does not recognize you, a

communicate with NIH).

screen will be presented where
essential information must be
completed one time only before

access to the system is granted.
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eRA Help Desk Ticketing System

Quick Reference

HOME PAGE

The home page includes ticket history, provides the ability to filter and sort the list of tickets, and has search capability. A new request

can be submitted by selecting the ‘New Request’ button.

Walcoma to the eRa Help Dask Customer Portal

If you need immediate help {.6. vou are within two days of 2 deading or in the event of 3 secunty émergéncy), call us. Note that the Help Dask's
busiest hours ane between 10 a.m. (ET) and 3 p.m. (ET)

Toll-frem; 1-366-504-5552

Phore: 02 ~THE5

TTY: 301-451-5939

Howrs: Man-Fri, 7 a.m. to 8 p.m. Eastern Tme (Excépt for federal halidays)
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GLOBAL TICKETS SUBMITTING A TICKET

When submitting a new request, you will be able to categorize your issue. Based on the

categorization selected in the | Need Help With > Request Details section, fields will

Current Global Tickets @Help §§ Close

This is a list of Global Tickets currently affecting other users.

e e e e the kot e it display in the Additional Information section. To expedite your request, fill in as many of

and resolved. h f |d b|
To view the details of a Global Ticket, click the Brief these fields as pOSSI e.
Description.

To subscribe to a Global Ticket, select "Subscribe™.

+ Your Persenal iformation®

Number Brief Description Fiehun Dttty
184 Commons Performance Probiems | & Subscribe | Noad Help With: Raquest Datsils Addnional Detalls
pors (RSHAF, FFF 3 [Eee
Once you subscribe to a Global Ticket, it will be listed with your . . ) —
Requests, which you can view at any time by clicking the "Home" 3 thaly cfetee StlcZ-imorn |EERMEER

buttan.

Cantas
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- asmional nfommation

Th finids in this tection display bated an selactians in the Ticke! Datails taction. To help axpedite your Help Deck requart, if any felds appaar bafosw, we recomymand that you complete

Priscipal Imvestigator’s @) Usermame.

Primtipal lmeestigator’s 1) Full Hame
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