“Who do I call?” Matrix

Problems, Solutions and Contacts


	HARDWARE
	PROBLEM
	SITUATION
	TRY THIS FIRST
	TRY THIS NEXT

	
	Computer
	Mechanical Trouble – computer doesn’t turn on
	Is it plugged in correctly?

Is the power strip on?
	<Insert name and phone for local computer support technician>

	
	Monitor
	Mechanical Trouble – monitor doesn’t turn on or there is no image
	Is it plugged in correctly?

Is it plugged into the power strip?  Is the power strip on?

If monitor has power but no image, check contrast/brightness.  If that doesn’t help, press reset once.


	<Insert name and phone for local computer support technician>

	
	Scanner
	Mechanical trouble – scanner doesn’t turn on


	Is it plugged in correctly?

Is the power strip on?
	1. CASAS Help Desk
1(800)255-1036
topspro@casas.org
2. Scantron
1(800)722-6876

3. <Insert name and phone for local computer support technician>

	
	
	Computer doesn’t respond when requested to scan
	Check connections into computer.  If ok, open TOPS, Options, Scanning and change the default COM Port setting to 1 if it is 2, or COM Port 2 if it is 1, and try again.
	

	
	Printer
	Printer doesn’t turn on.

Printer connection isn’t made through the computer.

Printer won’t print or prints incorrectly.


	Is it plugged in correctly?

Is the power strip on?

Is it plugged into the correct Communications Port?

Is there paper and/or ink?

Run printer utilities and see if that fixes it.
	<Insert name and phone for local computer or printer support technician>


	SOFTWARE
	PROBLEM
	SITUATION
	TRY THIS FIRST 
	TRY THIS NEXT

	
	Oregon Edit Program
	Errors appear on the validation reports
	Read current Edit Criteria document.  Make corrections to data if necessary. 
	1. Your college’s TOPSpro Coodinator

2. Karla Sanders
(503)378-8648 x 370
karla.sanders@state.or.us

	
	TOPSpro and/or Oregon Edit Program
	Data Corruption: You entered information and it appears to be missing or you get a message that your data files are corrupted
	1. “Pack and re-index” in TOPSpro.

2. If that doesn’t work, it may be possible to fix the problem using the Oregon Edit Program.  See next column.
	1. Your college’s TOPSpro Coodinator

2. David Loos
(503)378-8648 x 365
david.loos@state.or.us

	
	TOPSpro
	Can’t start TOPS or TOPS won’t run.
	1. Shut down computer and restart.

2. Open Oregon Edit Program, then close it.

3. If problem continues, see next column.
	1. Your college’s TOPSpro Coordinator

2. If problem occurred after editing, call David Loos
(503)378-8648 x 365
david.loos@state.or.us
3. If problem occurred without editing, call CASAS Help Desk
1(800)255-1036
topspro@casas.org

	
	
	Strange Error Messages
	1. If in TOPS exclusively, see TOPSpro Help System. If still a problem, see #1 in next column.

2. If operating system error, restart computer, run scan disk, then de-frag.  If still a problem, see #2 in next column.
	1. CASAS Help Desk
1(800)255-1036
topspro@casas.org
2. <Insert name and phone for local computer support technician>

	
	
	How do I make a backup?

How do I make a diagnostic backup?

How do I delete records?

How do I transfer data to another computer?
	See TOPSpro Help System for instructions.

(If applicable, also see Oregon Policy on changing data in Performance Accountability (TOPS) Manual)
	CASAS Help Desk
1(800)255-1036
topspro@casas.org


	OTHER
	PROBLEM
	SITUATION
	TRY THIS FIRST
	1. TRY THIS NEXT

	
	Assessment
	All questions about assessment.
	See Accountability Procedures (TOPS) Manual
	2. About instruments, test administration and protocol: Kristen Kulongoski
(503)378-8648 x 375
kristen.kulongoski@state.or.us
3. About reporting assessments:  Karla Sanders
(503)378-8648 x 370
karla.sanders@state.or.us

	
	Ordering Forms
	CASAS Entry/Update/Test Records
	Contact your college’s TOPS Coordinator.
	Order form is available online at www.odccwd.state.or.us.  Select Community Colleges then TOPS and scroll to the bottom of the page.  Contact information for form ordering is also on the inside front cover of the Accountability Procedures Manual.

	
	
	Scanning override request form
	See the Accountability Procedures Manual.
	

	
	CASAS website
	You are unable to log onto the CASAS website at www.casas.org.
	If you have not already registered, you must do so.  Follow the screen instructions.
	CASAS Help Desk
1(800)255-1036
topspro@casas.org

	
	Other
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