1. Q: Application R372A120008 is present in G5, but it looks like a few of the files did not upload properly. This is an example of the error message that appears for each file: “File could not be located: /g5doc/GrantApplication/734369/NR/1240-Appendix C”.

A: Look at the record in G5 before consulting Pankaj or other IBM team members. In G5 select: Grant Schedule -> Application -> Application Log put in the PR award number and view the files in question. Then log into Grants.Gov and select: Grants.Gov -> Submitted Applications select Agency Tracking from the drop down and enter the PR Award Number and download the files and attempt to open them

If the files opened in Grants.Gov and not in G5, contact Pankaj or other IBM Members. If they didn’t open in either system, please contact the program office person and let them know the files were corrupt (include any other useful details) and let them contact the applicant. 

2. Q: The grant application that we pulled in G5 appears to be missing a file through our interface that appears to be missing a file. The file was referenced in our extract from Grants.gov but is not available with the rest of the file attachments.  When I downloaded the application directly from Grants.gov, there is no reference to the attachment.  Could someone look at the application and explain why the one file is missing? 

A: Contact Judy Ceresa at grants.gov, provide him with the Opportunity Number, Agency #, Applicant Name, and the file that is missing

3. Q: User forgot his or her user name and password

A: Please have them contact the grants.gov helpdesk or you can look into the grants.gov system and give them their user name then they can reset their password on the main site under applicants option
4. Q: User has registered in grants.gov and needs roles…which roles should be assigned?

A: Manage Packages, Manage Synopses, Agency Grant Retriever, View Applications
5. Q: What is the agency code for Department of Education when registering as a grantor?

A: ED

6. Q: If the Instructions are in MS Word 2010 and user has MS Word 2007, what can we do?
A: The Program Office needs to verify that the instructions are in fact in a downloadable form, they can do this by trying the following:

a. Try to open the file by logging into grants.gov

b. Try to open the file as an applicant on the grants.gov homepage without logging in

c. Try to open the file or save it, save the file, and then open it. 
d. Check the version of Word being used (both the user and program office)

e. Have the user contact the helpdesk at their organization, it could be a technical issue on their end

f. Have the user contact the Grants.gov helpdesk

The Program Office can upload the instructions on their website and refer users to that document. Program Office can recreate the file and save it in the 97-2003 document format and email it to the users. If users are using a MAC they need to find a PC or contact their helpdesk for more assistance. 
7. Q: User cannot answer questions 14& 16b on the SF-424. 
A: As a work around, since this field requires adding multiple congressional districts the users can upload all the information into the other attachments sections
8. Q: The program office has left an attachment form out of the template and wants the form to be included in the template
A: If the published package is changed, it would negatively impact all application packages that have already been downloaded.  Applications that have already been downloaded and completed will be rejected.  Program Offices have the following options:

a. Ask users to provide additional information in the Project Narrative and Other Attachment Narrative section
b. Or wait till the package closes and ask users for the additional documents later

9. Q: Program Office cannot download an attachment form  from a submitted application 
A: The Program Office needs to complete the following steps, before contacting the G5 Functional Team:
a. Login to G5 and download the complete application package, if there is an error in the package it will be indicated in red on the bottom of the cover page. Frequently, this error occurs when the attachment uploaded is not a .PDF format.
b. After the error has been identified, find the file in the application log and attempt to open it
c. If the file still cannot be opened, contact the Functional Team for further assistance

10. Q: There’s an error message on a submitted application: “Application is submitted with invalid Competition Id”
A: The package needs to be built in G5 and then applications can be reprocessed by the G5 Functional Team 
Or if the Grants.Gov number begins with: GRANT005 this is an application from the test environment and no additional action needs to be taken.

11. Q: If a program office list a file size limit of 2MB, however the applications processed are more than 2MB is that going to be a problem?
A: No, the smaller the application sizes the better! However, if there are lots of pictures and scanned documents, the file size increases and it takes longer to process…any application that’s 10MB or more will cause a delay in processing
12. Q: Can a program office change the due date of an application in the middle of a competition?
A: No. After the closing, they need to contact Julius Cotton before the new package can be created. He will create an opportunity number.  The new competition must also be published in the federal register before the package can be created in grants.gov and G5. 

( (Check with Khriss) If the program office does not plan to use grants.gov, a work around for extending the closing deadline would be the program office can accept paper applications and they will be manually processed in G5. 

13. Q: User is having issues with CCR Registration, is there something we can do? Possibly extend the submission date?
A: Unfortunately, there is nothing we can do the user should contact CCR with their issues. ED is very strict about not getting involved in CCR as stated in the submission tips document. Unless there is a known issue in grants.gov or other strenuous circumstances (the program office is the deciding factor not G5!!!!) that causes applications to not be processed we do not extend deadlines nor do we get involved.
14. Q: Forms need to be added or modified in grants.gov
A: Contact Ed Caliamag at grants.gov
