
MOBILE DATA SYSTEM INFO – COMMANDING OFFICERS 
Update 02/11/2011 

 
Officers have been instructed to notify their commanding officer when certain situations occur with the 
new mobile data system.  The information below outlines what is to be done depending upon the 
problem.  No further calls are to be made to the Communications Center requesting they notify IS for 
assistance. 
 
SUPPORT PROCEDURES: 
 
Non-Critical: 
 
If a specific program isn’t working for the officer on their Laptop such as GroupWise, the Internet, 
printing, etc., you or the officer is to do either #1 or #2 below. 
 
1. If it is happening between the hours of 7:30 a.m. and 5:00 p.m., Monday through Friday you can 

phone the Help Desk at 839-3891 for assistance.  
 

2. If the problem is happening outside of the above listed hours, you can phone the Help Desk 
number above and leave a message describing your problem or; you may submit a request for 
assistance via e-mail to helpdesk@eauclairewi.gov. 

 
Non-critical computer issues will be looked into by the IS staff during regular business hours only.  It is 
important that when you report a problem you include your name, the squad number you are in 
and the serial number of the laptop which is located on the cover sticker in the lower right hand 
side below the laptop monitor. 
 
Critical Support Issue DURING Regular Business Hours (0730 hrs – 1700 hrs): 
 
1. A critical element of the HTE MDB application is failing for multiple officers. 

What to do:  If the MDB program is the problem, but officer’s can still connect to Internet and 
e-mail, call HTE directly at 800.695.6915 options 1, 3 & 7 (Client Code = EAUC) and send an 
e-mail to the helpdesk advising what problem was occurring and that you contacted HTE. 
 

2. When multiple laptops fail to connect and there is no access to the mobile system at all and thus, 
no applications work.  What to do:  If there are several units (at least 3 or more) that cannot 
access any applications at all, contact the Help Desk at 839-3891.   

 
Critical Support Issue AFTER Regular Business Hours (1700 hrs – 07:30 hrs): 
 
1. A critical element of the HTE MDB application is failing for multiple officers. 

What to do:  If the MDB program is the problem, but officer’s can still connect to Internet and 
e-mail, call HTE directly at 800.695.6915 options 1, 3 & 7 (Client Code = EAUC) and send an 
e-mail to the helpdesk advising what problem was occurring and that you contacted HTE. 

 
2. When multiple laptops fail to connect and there is no access to the mobile system at all and thus, 

no applications work.  What to do:  If there are several units (at least 3 or more) that cannot 
access any applications at all, submit the IS Contact Form, http://www.EauClaireWI.gov/IS . 
(Note:  One officer not being able to connect their laptop does not warrant an after hours call.  
The information regarding that squad computer should be relayed to the Help Desk and it will be 
looked at on the next business day.) 

 


