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MEMORANDUM

Date:
September 15, 2010
To:
Zone Team and Local Minor Hockey Associations

From: 
Barb Marsh, Manager of Hockey Development
Re:


COACH & PARENT EDUCATION

Dear Zone Team and LMHA Executives,

Hockey Alberta would like to welcome you back and wish you all the best in this coming hockey season!
In order to support your season we have enclosed information regarding RIS (Parent & Coach) and Coach Education which we ask that you communicate to your members.
You will find the following document:

· Respect in Sport Program (Parent & Coach) FAQ’s with answers

Should you have any questions, please feel free to contact Lindsey Parenteau or myself here in the Hockey Alberta Office.

Again, welcome back and have a great season!

Sincerely,
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Barb Marsh

Manager, Hockey Development
Top Questions Asked by Users of the Respect in Sport Programs


1. - Username and Password Issues: “I have forgotten my username and/or password... can you help?”

Respect Group Inc. (RGI) usernames and passwords are case sensitive and must be entered during login exactly the same way they are entered during registration. There are links on the login page to assist users in recovering their username/password. A great majority of users who contact the helpdesk have not made use of these tools, and some experience difficulty with these tools. Like usernames and passwords, the information provided when using the recovery tools must be entered in the same fashion it was during registration.

2. - I need to reprint my Certification: The second most prevalent call the helpdesk receives relates to the users requesting the helpdesk to send a new copy of their certificate.

The RGI helpdesk is not able to access a user’s certificate. In fact, the only person who is able to do this is the user themselves. When a user contacts the helpdesk with a question about the certificate, our helpdesk simply requests the user log back into the system, and then by either going to the bottom of the content page to the button labelled “certificate”, or by clicking on the Profile page followed by “My Certifications” displays and prints out the certificate. For users just wanting to look up their certification number, a new link has been added to the login page which reads “Looking for your Certification Number?”


3.-Pop-Up Blocker Related Issues: Our third most prevalent call is generally addressed very simply. This frequently described by users as the system freezing, pr “I hit continue and nothing happened?”
RGI programs utilize pop-up windows in the delivery of our programs. Almost all computer systems have at least one pop-up blocker turned on, and the majority of users are able to set this primary pop-up blockers to allow content from our programs. It is however possible for users to have more than one pop-up blocker on their computer and this is what generally trips people up. Almost every toolbar a user installs (such as Google, MSN or Yahoo) and most anti-virus software programs have a pop-up blocker turned on by default. The RGI helpdesk will sometimes work to assist the user to tell those pop-up blockers to allow content from our programs. Recently we have found it easier and less intimidating to simply provide users with a quick work- around. This work-around is also identified at the end of each module and is displayed if a pop-up blocker stops the system from moving to the next module.

So what is the work-around? What we tell users experiencing this difficulty is that when they get to the end of a module, instead of hitting the “continue” button, hit the “close” button. This will send a piece of information to our system that tells us the module has been completed, and will also return the user to the menu. In most cases a check mark will appear over the button for the module just completed so the user may move on. If that check mark does not appear, the user only needs to refresh the page using the link which reads “Refresh this Page” and the check mark will appear.
4.-Getting an Error or a blank page: Periodically a user will receive an error page, or may even just get a blank page. In almost every case, this has been caused by a temporary, even momentary system interruption somewhere between the RGI servers and the end users system.

RGI works very hard to minimize disruptions to our systems, but some things are beyond our control, such as an ISP (the company that provides the users Internet Service) having a mometary interruption. In most cases, logging out of the system, closing the browser, re-opening the browser and logging back in will be enough to address this issue, however, it is also possible for the error page to get caught in a browsers system cache. In this case, we assist the user to clear their cache, have them close and then re-open the browser, and then they may move on. 


5.-Changing Profile Data: Many users call the helpdesk and request to change some profile information.

Users of Respect in Sport for Hockey Canada, sometimes referred to as SpeakOut Online are not able to update their own information. This is at the request of Hockey Canada. An administrator for the branch or member partner may change profile information, or may request the RGI developers make this change. Users of all other programs may log in to the system, click on the profile button and update their information at any time. Once an update has been made to the profile page, it is important the user click on the Save button on the bottom of the page, or all changes will be lost.

6.-Posters: Can we gain access to posters to distribute throughout arenas.

We have 100 copies in the office for use and LMHA’s can download posters off the RIS website under “Digital Toolbox”: however if the LMHA would like to personalize it with their logo, they can email their logo to Danielle Nystrom (dnystrom@hockeyalberta.ca) to be inputted, saved and sent back to LMHA for printing.
7.-Hockey Alberta RIS Contact: Who do we contact internally at Hockey Alberta to discuss RIS Parent and Coach?


Lindsey Parenteau (lparenteau@hockeyalberta.ca) is the Hockey Alberta contact person who is responsible for supporting and guiding members with respect to RIS Parent and Coach online programs.

8.-RIS Payment: Can LMHA pre-pay for all of the coaches and parents taking either RIS parent or coach?


RIS has confirmed that they are not in a position to pre-pay LMHA coaches or parents. Payment for both coaches and parents remain as an individual payment through PayPal.

9.-Users move: If a user moves do they have to take RIS over?

If a coach or parent moves they do not have to rake RIS over as it shows up on their HCR record.

10.-Sport Transfers into Hockey: What is the process if you take RIS in a different sport and want to transfer it onto your hockey record?
Have you LMHA registrars asked for a transfer within Hockey Alberta by contacting Lindsey Parenteau. Provide the HCR number of Coach, the coaches birth date, as well as copy of the certificate or confirmation email with certification number.

11.-Do coaches with SpeakOut need to take RIS? Coaches with SpeakOut do not have to take RIS until Hockey Alberta determines when or/if it expires.

Other calls administrators and registrars may have heard about previously that have pretty much disappeared.- 


I’ve paid but the system requests I pay again- As of August 3rd, we made a change to the way the payments are communicated to our systems by PayPal. Prior to this date, on completion of payment, a notice was displayed for the user which requested they not close the webpage and that they would be redirected back into our system. It was during this time while the system was doing the redirection that the PayPal servers notified our servers of the completed transaction. If the user closed the page or if there was momentary Internet interruption, the transaction would complete on the PayPal side, but our servers would not be notified of this transaction.

Since August 3rd, we have modified our systems to allow for a different form of communication from PayPal which no longer required the user to leave the page open. While we still get the odd call related to this issue, it has proven to always relate to transactions which took place prior to August 3rd.

When I try to load the program, it just keeps loading and starting over at 0- This specific issue relates to an update released by the makers of the Safari browser. An identified release by Safari did cause some issues with the way our system worked during the loading phase.

This issue has been addressed and users with the Safari browser may complete Respect in Sport using their browser of choice.
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