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Technical Support 
June 20 2006 

 
As Commuter Connections continues to grow, we need to review the procedures 
to be followed whenever there is a request for technical assistance for Commuter 
Connections Operations Center staff (MWCOG). 
 
For Technical Support in CCRS: 
The following procedure should be followed when errors are generated and/or technical 
issues experienced while utilizing the CCRS Database. The Help Line includes the Call 
Pilot Notification that alerts all members of the Operations Center when there is a 
voicemail left in the Help Line Mailbox.  
 

1) Client members may  call the Commuter Connections Help Line at 
202-962-3333 
 All available agents will be able to assist you. 
 The voicemail box is checked throughout the day. {Calls will be returned 

within 1 Business Day.} 
 In the case that all available agents are busy assisting other callers, you may: 

- Option 1: Leave a detailed message, the phone number on which 
you may be contacted and an available agent will return your call 
promptly. 

- Option 2: Send a message to Email Support address at 
commutersupport@mwcog.org 

 
 Question: “Can you still perform your work?” 
 An agent will document the call and try to resolve immediate technical issues.  
 Question: Has the issue been resolved to your satisfaction? 
 If the agent determines that further assistance is required, the client member 

will be directed to send detailed message of the problem only to the Email 
Support address. 

 So that we may be able to better assist you, please do not leave voicemails 
for agents on their personal lines. 

 There would be no Guarantee that a technical issue would be resolved if a 
personal message is left on an agent phone. 

 
2) Client members may send email message to 

CommuterSupport@mwcog.org  
 Commuter Support Inbox is checked throughout the day. {Reply will be sent 

within 1 Business Day.} 
 Leave a detailed message, the phone number in which you may be contacted 

and an available specialist will contact you promptly. 
 
 

Item #9



 
 
 
 
 
 Client members will be notified by ‘Acknowledgement of Receipt’ message 

that reads: 
- Thank you for taking the time to contact Commuter Connections 

Support. A specialist from Commuter Connections Support will contact 
you as soon as possible. Requests received after 5:00 PM (PST) will be 
handled the next business day. 

 
- This is a copy of the message you submitted to Commuter Connections 

Support.               
      (to include original email sent) 
 

 Client members will be notified with a ‘Problem Resolved’ message that 
reads: 
- Thank you for taking the time to contact Commuter Connections 

Support. Your request has been processed and completed on June 12, 
2006. If you have any questions or if the issue has not been resolved to 
your satisfaction please reply and request to speak directly to a 
specialist.  

 
- This is a copy of the message you submitted to Commuter Connections 

Support.            
      (to include original email sent) 
 

 So that we may be able to better assist you, please do not send messages 
for agents to their personal mailbox. 

 There would be no Guarantee that a technical issue would be resolved if a 
personal message is sent to an agent’s email address. 

 
 

 




