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By the end of this session a user will...

“age,

Know healthy ticket habits..\\'

Understand Pl ‘

Know how to report and view an outage
Understand Aeries |Ideas

Efficiently use the Aeries Knowledgebase/Freshdesk

Information shared throughout this presentation is the property of Aeries Software. Information or images
may not be reproduced, duplicated, or shared without the prior written consent of Aeries Software.



@ support.aeries.com/suy

Welcome back to the 2023-24 School Year! If you are a Parent and need information about the Aeries Parent Portal, click here. Otherwise, you can dismiss this. X * .

I\ Aeries Support

Help & Support

Search articles, discussions, revision notes, and known issues for answers to common questions

@® No problems curren ted on Aeries Cloud. Learn more on the status pa

m Knowledge Base Revision Notes Known Issues

Q Discussions Aeries ldeas
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Categories

Importance of choosing the correct Category: Fach Aerles Anclyst has their
specialty, their area of expertise, as well as other areas‘in which they excel . To
ensure that your ticket ends up with an Analyst who is familiar W|th the subject
in which you are: reportmg an issue, the Category ch0|<:e s one of the key
components. | ' | |

How to determine the Category:
- Peruse the entire list of Category options | ¥
* There are over 50 categories with many options for subcotegonzotlon as g Tk
well. Being choosy helps you! £
« Think about what/where the issue is stemming from
« Test the issue yourselt it you are not the reporting user with the issue

|
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Categories

'"My new attendance clerk cant see the Classroom Attendance page in Aeries.
| emulated this user and also could not see the Classroom Attendance page;
however, | can see the page when logged in as myself, and all other '
Attendance Clerks can see the Clossroom Attendance Page.’

Fi\ Aeries Support

Whit Cetegory is this?

Submit a ticket ' e _ ‘ ' e
‘Attendance - No
Security - Yes |
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Key Information

* School Information ¢ New or recurring issue
Name and Code Type out the issue and/or
Scheduling Type questions you are requesting help
Attendance Type with. (Do not attach email threads
Attendance Reporting to sift through.)

Any changes made recently

. Examples * Troubleshooting

Provide Student ID numbers Steps your team has taken to investigate
Screenshots (Blur PlI) Any recent changes made to the database
Table affected that could have caused the issue

Teacher/Staff ID

URL of page with error @

AERIESCON


https://studentprivacy.ed.gov/content/personally-identifiable-information-education-records

What is Pll ?

Personally Identifiable Information for Education
Records

Personally identifiable information for education records is a FERPA term referring to identifiable information that is maintained in education records and
§

includes direct identifiers, such as a student’s name or identification number, indirect identifiers, such as a student’s date of birth, or other information which can be
used to distinguish or trace an individual’s identity either directly or indirectly through linkages with other information.

amily Educational Rights and Privacy Act Regulations, 34 CFR §99.3, for a complete definition of Pll specific to education records and for examples of other data
lements that are defined to constitute Pll. Additional information is available in the PTAC publication Protecting Student Privacy While Using Online Educational

e
Se

How to share files !

e Public note
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https://support.aeries.com/support/solutions/articles/14000067126-how-to-upload-a-copy-of-a-district-s-database-to-aeries-support-via-sftp

How do | get my~
answer fast‘?




Minimal information |

My report wont print right

Full Details

.At'_S'creamihlg Eagle High
~ School (994) | am trying to print

the Daily Apportionment by
Month Report, but the Month 8
check box is missing. We use
Secondary scheduling at this
site and have had no issues
using this report this year.
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Independents Studies Agreements

Customer did the following, which will help to expedite their ticket:
{] l:::lpera 102.0.0.0 == Windows 10 @,"5u|:||:||:|rtl."ti{ket5 :_'l Hepg|t an issue 1. USE‘d thE AEI’IES Pﬂ I"l'E| .t':. Emeit thE tiCkE‘t, IﬂEtEEd Ef C‘-E"ing or
emailing

2. Clearly and briefly stated the issue
reported via the portal 3. Provided the Student D

2 days ago (Fri, Oct 27 2023 at 3:38 PM) 4. Detailed what they tried for troubleshooting
5. Looked in the Aeries Knowledge Base for help

The agreements for this student: 817, are not loading. | spent 20 minutes waiting for it to load, tried clearing cookies and then using another browser and for
some reason they are still not loading. Checking the HTML editor, it seems that the resource is having difficulty loading for this one student. Any chance we can get
some assistance on this to get his student up and running please. thank youl!

-I:rpened these articles before creating this ticket:

W) Independent Study Agreements

Continuation ADA

1. Customer submitted the ticket via email
- This mode will eventually go away as a means to report tickets
2. Customer did not give any specifics
a month ago (Tue, Sep 19 2023 at 10:00 AM) 3. Customer did not pose any questions or issues
4. Customer did not consult the Knowledgebase for help

reported via email

To: “Aernes Software” <support@aeries.com >

CAUTION: This email originated from outside your organization. Exercise caution when opening attachments or clicking links, especially from unknown senders.
Flease call me. | have quesiions regarding pulling the continuation ADA.

Thank you, f@)

AERIESCON




Submit a Ticket My Tickets Sign out

Help & Support

Search articles, discussions, revision notes, and known issues for answers to common questions

daily apportion

\A\/ + +

Why isn't the current attendance n

B 98 Key ltems VID-19 1t

California - &

Monthly Attendance Summary Report (ADA Reporting)

OLD-Attendance Reports Listing

AERIESCON



Resource Hub X

Currently accessing from IP 192.168.11.103 | Las om IP 192.168.11.103 at 8/22/2023 12:11:01 PM Events & Workshops

— B ——— Designed specifically to pull
together all the resources we
provide to support your use of
Aeries - all in the same place.

m No events for the next 60 days

Standards B

Supplemental Attend

Aeries System Summary

e e — S This hub brings together your
e I — access to everything Aeries, and

' __ B \vill present you with an easy to
use, easy to navigate toolkit to

optimize your Aeries experience.

p & Support

Attendance Summary

AERIESCON




How to utilize the Aeries Support site

Navigating Freshdesk - g

':‘ Support : Aeries Software X

& C 8 supportaeries.co
Personalize your knowledge base experience by specifying your region: |lus

Welcome back to the 2023-24 School Year! If you are a Parent and need information about the Aeries Parent Portal, click here. Otherwise, you can dismiss this.

I2) Aeries Support

Help & Support

Search articles, discussions, revision notes, and known issues for answers to common questions

® No problems currently detected on Aeries Cloud. Learn more on the status page >

Revision Notes Known Issues

Discussions Aeries ldeas

Join In commu

utions

=1



https://support.aeries.com/support/solutions/folders/14000118961

Before submitting a ticket check
http://www.aspstatus.com/

If you subscribe to the page, you will be notified of any
outages, from when they occur, to when they are updated

and resolved. All updates for the outage will come from

IT/OPS and will be posted to the Aeries Software Status Page.

If after resolution of the incident you have any ongoing issues

related to the outage, please do not hesitate to open a ticket.

Aeries

About This Site

Aeries Cloud Services

Aeries Software lssues =

Aeries Records Transfer

SUBSCRIBE TO UPDATES

Is there an outage?

AERIESCON


http://www.aspstatus.com/

Why an Aeries Ildea?

Aeries |deas

How can we make Aeries better?

Enter your idea

How important is this to you?

Initial ELPAC (IELPAC) Layout - Update Year for

Upd AC test score import option to allow LEAs to import 2023

How important is this to you?

Not at all

Not at all

Important

Impertant

Critical

24

3-24 test results.

| and Initial Altemate

Import Te

This is our Programming Request platform.
https://ideas.aeries.com/

- The Idea must be vetted as "achievable"”

- How many users are being hindered by the non-existence of this Idea.

- A priority must be decided for the item
- We also look at the volume of the request, though this should not be

misconstrued as being the deciding factor in whether an Aeries Idea is

implemented or not.

AERIESCON


https://ideas.aeries.com/

Priority Level Definitions

Urgent

The entire school, district, teachers, or parents are unable to function due
to a mission critical business application or operation being down and there

Is No alternative or workaround.

High

A mission critical business application or function such as Aeries or a 3rd

party application is severely impacted or unavailable, but a workaround

exists, or other options are available within a reasonable time.

Medium
An individual’'s ability to perform a job function is slightly impacted or

Inconvenienced but can continue working normally without

iInterruption.

A service request that does not require immediate < >

0 attention and does not impact business or productivity.
e, Ne

AERIESCON

!"




Key Takeaways

* Include the pertinent, detailed information necessary for an
analyst to troubleshoot your ticket

» Utilize your resources
e Don't overshare (PII)

* Help us help you

AERIESCON




THANK YOU!

Please take a moment to complete our session survey.

http://surveys.aeries.com/s3/AeriesCon-Session-Feedback-
Survey-Spring-2024

]
] /AcriessIs @ /Aeries_s1s JIMN (3] /Acries Software NG /AcriesSIS
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Share your
Feedback:

EEEEEEEEE
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