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Submitting a detailed TIMS ticket helps ensure issues are addressed quickly and efficiently. Providing clear 
information about the problem, such as the affected system, error messages, and when the issue occurs, allows the support 
team to properly assess, prioritize, and route the request.  

The following instructions outline how to submit a TIMS ticket and what information should be included. 

 

Please note: Your first step is to navigate to Search Knowledge Base. You can find 
solutions to common problems here.  

 

Log in to TEAL and enter the 
TSDS portal. 

 

Navigate to Support to access 
the TIMS ticketing system.  
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Select Submit & View Incidents.  

 

Note: Depending on your role, 
this screen may look different. For 
LEAs needing support, it will look 
like the image provided. If you are 
providing support to LEAs, your 
icon will show “Log in to TIMS.” 
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Complete all required fields: 
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Issue Type 

Reference the following issue 
types and select one that 
applies to the reason you are 
submitting a ticket. 

Subsystem 

This specifies which project the issue belongs to.  

Ex: Unique ID/PEIMS Submission 

Priority Level 

Indicate the importance of your issue. Please make sure you match your issue with the descriptions below.  

Please note, if you mark your priority Critical, but the issue is just the application not functioning as expected, support will 
downgrade the priority to what is relevant.  

   
Attachment 

TIMS support will need all relevant information to troubleshoot the issue. Relevant reports, screenshots, and the JSON are 
essential to an effective TIMS ticket!  
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Escalation Organization 

To receive support in a timely manner, escalate your ticket to level 2.  

 

Important notes on submitting an effective TIMS ticket: 

These steps will ensure a prompt solution and save you and your support staff time. 

• Make sure your description includes as much detail as possible! 
• Include screenshots, reports (if necessary), and troubleshooting steps you’ve already taken prior to submitting the 

ticket.  
• Ensure you’ve selected a priority level that fits the issue.  
• Escalate to Level 2 – the support team will not see your ticket until it is escalated to level 2.  
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Retiring a UID 

When retiring a duplicate UID, a screenshot of both UID master records from TSDS must be included in the TIMS ticket. When 
including screenshots of both master records, include a red text box indicating which master record to keep and which to 
retire (see images below) 

If you are retiring another district's UID, permission to retire that UID must be included.  

Examples of permission could include a screenshot of the email exchange confirming they granted permission to retire.  

 


