GRANTS.GOV CUSTOMER SERVICE PROCESS

Applicant/Grantor

Calls or Emails the Contact Center

T

1-800-518-4726

Through the Integrated Voice Response (IVR)
customer chooses one of three options for assistance.

CSR Creates Ticket

Customer Service Representative (CSR) creates a customer
service ticket in the Grants.gov customer service tool.

Agency
Specific Issue

If the customer has an agency
specific question the cus-
tomer is forwarded on to the
appropriate agency helpdesk
or point of contact listed on
the grant opportunity.

CSR Resolves Issue

If the issue is resolved by CSR on the
first contact the service ticket is closed.

Technical
Issue

If the problem cannot be
resolved by the CSR and it is
a technical issue the call is
escalated to the Grants.gov

technical team for resolution.

The technical team provides
resolution to the CSR who
then provides the customer
with the resolution.

support@grants.gov

The target response time is less than 48 hours.

CSR Escalates Issue

If a CSR escalates an issue it is
typically handled in one of three ways:

Submission
Issue

If an applicant is unable to
submit an application
through the system or they
miss the application closing
deadline, the following occurs:

® (SR creates a customer
service ticket

Refers the applicant to the
agency point of contact listed
on the grant opportunity

It is the agency decision on
whether they will accept the
application or not. Agency
may contact Grants.gov’s PMO
for case notes from the
customer contact.
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NIH/AHRQ Set Transition from PureEdge to Adobe Application Forms
for December 2008 and Plan Subsequent Transition of Remaining
Mechanisms to Electronic Submission

Notice Number: NOT-0D-08-073
Update: The following update relating to this announcement has been issued:

® December 12, 2008 - See Notice (NOT-OD-09-029) This notice announces new business processes for the electronic
submission of individual career development applications (“K-series”) as well as additional information.

® December 1, 2008 - See Related Notice (NOT-OD-09-022).

® November 21, 2008 - See Notice (NOT-OD-09-020) Reminder and Clarification on NIH/AHRQ/CDC/FDA Transition to
Adobe-based forms for SF424 Research and Related (R&R) Electronic Submissions through Grants.gov.

® QOctober 29, 2008 - See Notice (NOT-OH-09-001) CDC/NIOSH Set Transition from PureEdge to Adobe Application
Forms for December 2008.

® September 22, 2008 - See Notice (NOT-OD-08-117) Announcing Transition Schedule for NIH/AHRQ/CDC/NIOSH/FDA to
Adobe-based forms for SF424 Research and Related (R&R) Electronic Submissions through Grants.gov .

® August 1, 2008 - See Notice (NOT-OD-08-098) Announcing the Availability of the Application Guide for the Pilot
Transition from PureEdge to Adobe-based SF424 (R&R) Grant Application Forms.

® July 2, 2008 - See Notice (NOT-OD-08-090) for further details.

Key Dates
Release Date: May 23, 2008

Issued by
National Institutes of Health (NIH), (http://www.nih.gov/)

Agency for Healthcare Research and Quality (AHRQ), (http://www.ahrg.gov/)

This Notice announces NIH’s and AHRQ's plans to: 1) move from PureEdge to Adobe versions of the SF424 (R&R) grant
application forms; and 2) transition Research Career Development (K), Individual National Research Service Awards (F), and
Institutional National Research Service Awards and Other Training Grants (T, D) programs from paper to electronic submission
through Grants.gov using the SF424 (R&R).

The new Grants.gov 2007 system supports the use of application forms that can be downloaded and completed using free
Adobe Reader software rather than the PureEdge software that is currently required for the SF424 (R&R). To minimize impact of
form changes on the applicant community, NIH is carefully timing our move to the new forms to also incorporate the following
form changes:

® Recent changes to the PHS 398 form components [NOT-OD-08-028]
® Form changes resulting from the_Federal Funding Accountability and Transparency Act (FFATA)
® Adjustments from the upcoming renewal of the SF424 (R&R)

NIH will pilot the use of Adobe forms, without the aforementioned forms changes, with a couple single submission date Funding
Opportunity Announcements (FOAs) that will be issued in late summer. Assuming the pilot goes smoothly, and the forms
approval and development process go as planned, NIH will begin posting the bulk of our FOAs with Adobe forms in December
2008. Applicants can plan for all receipt dates through December to use PureEdge forms. A detailed plan will be published in the
fall.

Once NIH completes the move from PureEdge to Adobe application forms, it will transition the K, F, T and D programs to
electronic submission through Grants.gov using the SF424 (R&R). As has been our practice, the transition by mechanism will
include all active FOAs for that program/mechanism. Applications in response to these announcements will require electronic
submission through Grants.gov. Plans/milestones for submission dates and mechanisms are as follows:

February 12, 2009 - Research Career Development (all Ks except K12)

April 8, 2009 - Individual National Research Service Awards (F)

September 25, 2009 - Institutional National Research Service Awards and Other Training Grants (T, D), D43,
D71/U2R and K12
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Timing of the transition of NIH's complex, multi-project grant programs have not been set.

Questions about transition plans may be directed to
NIHElectronicSubmiss@mail.nih.gov.

General Information:
http://era.nih.gov/ElectronicReceipt/
http://grants.nih.gov/grants/oer.htm
http://www.ahrg.gov/path/egrants.htm

Inquiries
Inquiries regarding this Notice should be directed to:

Grants Info

Office of Extramural Research
National Institutes of Health
Phone: 301-435-0714

TTY: 301-451-0088

Email: grantsinfo@nih.gov

Weekly TOC for this Announcement
NIH Funding Opportunities and Notices

National Institutes of

Office of Health (NIH) Department of
- R i
oer ) Extramural A S Health ~T T
( u Research {:} 9000 Rockville Pike 'ﬁ/ﬁ and Human LESA‘.QHDH
" Bethesda, Maryland . '
(OER) 20892 Services (HHS)

Note: For help accessing PDF, RTF, MS Word, Excel, PowerPoint, RealPlayer, Video or Flash files, see Help Downloading
Files.
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Adobe Reader Error Messages

Purpose

This document outlines and defines common error messages encountered by applicants
while completing an Adobe Reader application package.

Error Messages

1. An Error Occurred During File Transmission
This error message means that you are experiencing network connectivity issues or the
network is slow. The file that you are attempting to upload is not being fully transmitted
to Grants.gov. It is recommended that you check your internet connection or contact
your IT support staff to check on your network connectivity and then try again.

2. COS Parsing Exception at Postion #####Ht
If you receive this error message, the application package you submitted is corrupt and
you will have to resubmit a new application. If the deadline has already passed, you will
have to contact the agency point of contact (agency POC) for more information.

Contact information for the grantor is listed on the synopsis for the grant opportunity and
the coversheet of the application package.

3. Error: org.xml.sax.SAXParseException:
In most cases this error indicates the form was opened with an unsupported software
such as:

® An incompatible version of Adobe Acrobat Professional
® An incompatible version of Adobe Reader (other than 8.1.2)

® Other software

In order to submit an Adobe Reader application package, you must have a compatible
version of Adobe Reader. If you have received this error message it is recommended to
download a NEW version of the application package then open, complete and submit it
with the compatible version of Adobe Reader. (If you collaborate on the application
package with your peers, please ensure they have the compatible version of Adobe
Reader.)

4. Failure To Retrieve Opportunity
This error message means that the grantor agency has deleted the application package.
For more information on the deleted application package please contact the agency
point of contact (agency POC)
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Adobe Reader Error Messages

Contact information for the grantor is listed on the synopsis for the grant opportunity and
the coversheet of the application package.

5. File Damaged and Cannot Be Repaired
This error message means that your application package is corrupt. In order to
successfully submit an application package you will need to download a new application
and resubmit. To avoid corruption you must use a compatible version of Adobe Reader
to view and complete a grant application package.

6. Incompatible Version of Adobe
You received this error message because your application package was opened with
software other than a compatible version of Adobe Reader. Any and all edits made to
an Adobe Reader application package must be made with the compatible version of
Adobe Reader. Grants.gov does not guarantee to support other versions of Adobe
Reader released prior to version 8.1.2.

*Please note Adobe Acrobat is compatible for use with Grants.gov; however we
recommend using Adobe Reader software version 8.1.2.

The compatible version of Adobe Reader is available to download for free on the
Grants.gov website at: http://www.grants.gov/help/download _software.jsp.

Click here to verify that your Adobe Reader version is compatible with Grants.gov:
http://www.grants.gov/applicants/AdobeVersioningTestOnly.jsp

7. Schema Validation Error
In most cases this error message indicates the application package was opened at one
point in time with an unsupported version of:

® Adobe Reader
® Adobe Professional
e Other software

You should download a new application package, open, complete the package
manually and submit, using a supported version of Adobe Reader. You cannot use an
existing corrupted package or data from the package to export and populate a new
package because it will cause submission errors.
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Adobe Reader Error Messages

8. VIRUSDETECT - Check Attachment Name

If you are receiving an error message for an Adobe Reader package that states
VIRUSDETECT, please check the following:

In some cases if these guidelines are not followed, your application may be rejected.

® Use a virus protect program to run a virus scan on your entire application
package.
This will ensure that your package is completely free of viruses before resubmission.

® Check the length of your file attachment names.
File attachment names longer than approximately 50 characters can cause problems
processing packages.

® Avoid using any special characters (example: -,&,*,%,/,#) or spacing in the file
names.
If you need spaces in the name of your files, use the underscore (example:
my_Attached_File.pdf) in naming the attachments.

9. " Intake Servlet Is Unable To Save The Data. Broken Pipe "

If you receive the “Broken Pipe” message, this means that there were intermittent
interruptions during submission. As a result, the submission confirmation page did not
display properly after your submitted your application package (application package sent
for validation by the Grants.gov system). Although you may receive this error message
(“Broken Pipe”), your submission may have been properly received by the Grants.gov
system. If the “Broken Pipe” error message displays, you will not automatically receive a
Grants.gov tracking number for your application package.

To ensure that your application package was received properly by Grants.gov you have three
options:
1. Visit the “Track Your Package” section to login into the Grants.gov system and view your
submitted applications. If you do not see your submitted application listed, follow the
instructions in Option 2 below.

2. Open an internet browser window (ex: Internet Explorer) and resubmit your application
package as normal. If you still do not receive the confirmation page after you resubmit
your application package, contact the Grants.gov Contact Center (see Option 3 below).

3. Call or email the Grants.gov Contact Center at 1-800-518-4726 or support@grants.gov to
verify that your submission was received by the Grants.gov system and to receive a
tracking number for your application package.
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