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Examiner Software Troubleshooting Guide

Level 1 Problem Support:

State Administrator gathers the following data:

1. Name of Program Administrator or Software Manager Designee for state program 

2. Name of requestor/ individual having issue 

3. Phone Number of Requestor 

4. e-mail of Requestor

5. Name and contact number of state administrator representative that tried to recreate the problem and did the initial trouble shooting.

Where issue occurred:

1. Browser name, version  (Internet Explorer is recommended) 

2. Operating environment (windows,  version, mac, etc) 

3. Can you recreate the issue? If so what steps are taken to recreate.

4. If you can not recreate, to the best of your recollection, what steps proceeded the error?

5. Which page were you on when you the error occurred?  

6. Did it occur on more than 1 screen?  

7. Copy of screen shot of issue or error message- Shift print screen and paste into e-mail or word document 

8. Describe problem, what steps occurred immediately before, what are you experiencing, do you have examples in your scorebook 

9. What is your security environment, firewalls, company environment, etc?—Does this occur at home and at work 

10. Communication Method (High speed, Dial up) 

11. Public Net work or Highly controlled network 

12. Did you press Refresh and did issue still occur?

PRINT SCREEN:
Use print screen, to show steps if possible.

DEFINITELY PRINT SCREEN FOR ERROR MESSAGES
To obtain a print screen: press print screen, then go to a blank word document or e-mail and click paste.  
