	
	How to Report a MMARS Problems to OSC

	Problem
	Reporting Performance Issues 

	
	CGI/AMS is working with the Office of the Comptroller to diagnose slowdowns as they occur. Please contact OSC Helpdesk at 617-973-2468 if you encounter:
  •  Slow response time when hitting “Enter”
  •  Pages not appearing

	Troubleshooting actions
	

	Step 1
Step 2
Step 3


	You should contact your Agency IT person if the answer is YES to any of the following issues:
1. You can log onto another PC and not see any of the same problems that you get on your PC,

2. All the web sites and internet access is slow for you or for every user in the office,

3. Everyone else in the office can work in the application without any problems, and

4. You are having a security issue with the file or some function. (Then call your Security Administrator to check the security level.)
Call the OSC Helpdesk if the above conditions do not apply.  A CTR helpdesk analyst will ask you the following questions:

Name:

UAID:

Phone:

Department:

Client IP Address: **

Doc code, Dept and ID:

Time occurred:

Description:
Did you need to contact your agency IT or Security staff? (see above)

1. What page of the NewMMARS Application were you on at the time?

2. What system action were you taking (query, processing, table update, etc.)?

3. Did you receive any error messages or warnings? If so, what were they?

4. What are you seeing when working with NewMMARS (blank pages, etc)?  

5. Are other users at your site experiencing the same problem(s)?

6. If this is a response time issue, what amount of time was expended between clicks and what time was it when you ran into this situation? 

7. Can you reach the internet from your PC? If so, can you go to one of your “favorites” now and give me the amount of time between clicks?

8. Is it just the MMARS application that is having this performance issue or is it happening to other online applications (Mass.gov. Boston.com, etc)?

9. Do you run any anti virus software on your PC?

10. Do you run pop-up blocker software on your PC?

11. What browser do you use and what version?
12. Can you replicate the problem?
13. Is your PC having performance problems? (open Task Manager to view)
14. **NOTE: If the Client IP Address is required, refer to or http://www.whatismyip.com/  and it will give the IP address.

COMMUNICATION PROCESS:

If it is determined that it is an isolated incident you may be asked to participate in a call with Commonhelp to review the problem.  If you do not receive a call within an hour, phone the OSC Helpdesk (617)973-2468 with your ticket number for an update.

If it is determined that it is a statewide/agency wide problem, check the OSC Web Site for the most recent update. 
If you access MMARS via VPN, you must also access VPN to the OSC Web Site.
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