
UCJIS Helpdesk





UCJIS Helpdesk
● Also called CIC

○ Communication and Information Center for BCI

● Support for UCJIS
○ System issues
○ Account issues

● Assist with transactions

● Account setup and deletion



UCJIS Helpdesk

● 24/7, 365 days a year

● Phone or email assistance
○ 801-965-4446
○ dpscic@utah.gov



UCJIS Helpdesk

● UCJIS related calls only

● Please do not give the Helpdesk number to the public
○ BCI main line 801-965-4445

● Callers get frustrated and you wait on hold



Helpdesk Customer Service 

● Clear, detailed and specific information
○ Helps resolve issues much faster

● Email requests are a good option if request is not urgent
○ Monitored and responded to 24/7
○ Section policy to respond within 20 minutes



● User setup and deletion

● Denials and appeals

● System issues

UCJIS Helpdesk

● NCIC quality control

● Broadcast Message Monitoring

● Public alerts



● User/Non-User Security Agreement

● Fingerprint Submission

● Account deletions

● Access requests for existing accounts

Account Setup and deletions



Security Agreements
● Required for all users, non-access users,

and non-users
○ Appropriate agreement must be

submitted

● Submitted to Field Services
representative

● Must be signed and submitted before
account setup can be completed

● If no agreement is submitted within 90
days, the account is deleted



Fingerprint 
Submissions

● All submissions are processed by
BCI’s ABC section

● Checks:
○ Utah Statewide Warrants
○ Utah Criminal History
○ III
○ NCIC



Fingerprint Submissions

● Enroll fingerprints into FBI Rapback
system

● Verify that record belongs to the
subject

● Research any record found to
ensure it is complete and accurate

● Release the background check
information to the helpdesk

ABC Section process:



Fingerprint 
Submissions

● The UCJIS Helpdesk is set up as an ABC
“qualified entity” and is responsible for all
UCJIS fingerprints

● Fingerprint submission is not tied to your
specific ORI

● Fingerprint submissions with no matching
account are deleted after 30 days



Account deletion

● A User Deletion Form should be
submitted as soon as an individual
leaves an agency

● BCI has 5 days to remove the rapback
subscription per FBI Rapback policy



Access Requests for Existing 
Accounts
● Requests should be sent via email

● Check REPT for access

● Some transactions will require additional
acknowledgement or verification



Setup Reminders

● Keep new users and trainers in the loop with status

● Issue temporary password when accounts are ready

● Be specific with transaction requests
○ ie: PC (arresting, booking)
○ ODNA (query, app, both)



• Denial criteria

• Notification process

• Appeal criteria and process

Background Check Denials 



Denial Criteria

● Any felony conviction, pending felony charge, or felony arrest with no
disposition

● Conviction, pending case, or arrest with no disposition (any severity) for
charges relating to:
○ Crimes involving fraud
○ Misuse of UCJIS information
○ Identity theft/fraud

● Any active warrant



Denial Notifications

● Denial notifications will come via
email from the Helpdesk
supervisor or Field Services
Manager

● May take longer for additional
research or verification



Denial Notifications

● Email notification will not list
the disqualifying charge.

● Instructions for appeal will be
included

● Status can also be found on your
REPT



Denial Appeals

● Follow instructions in denial
email

● Appeals can only be handled
by the Field Services Manager

● Must be submitted within 60
days of denial notification



Appeal Approval Criteria

● Felony- 7 years

● Misdemeanor A- 5 years

● Misdemeanor B- 4 years

● Misdemeanor C/Infraction- 3 years

● If a warrant has been recalled

Denials may be approved if the following timelines have passed from the closing date of the case:



Rapback Hits

● Helpdesk will determine whether charge is
a UCJIS disqualifier

● Will inform TAC and agency administrator
either way

● Timing depends on agency fingerprint
submission to the FBI

If the FBI receives fingerprints for a crime committed by someone with a UCJIS Rapback 
submission, the helpdesk will be notified by the ABC program



• Account problems

• UCJIS errors

• Vendor software

System Issues



Account Problems

● Password
○ Expired
○ Wrong one

● Training date

Can’t log in?



Account Problems

● No access to a transaction?

● TAC can run REPT to check transaction
access

● Helpdesk can check access

● TAC can request access via email



UCJIS Errors 

● Is it widespread or just 1 transaction, user?

● Note the specific error or problem

● Take screenshots if able

● Provide detailed, specific information when
contacting the Helpdesk



UCJIS Errors 

● Helpdesk passes on information to
programmers after gathering it

● May not be a Utah issue
○ Nlets
○ III, NCIC



Vendor Software 

● If there is trouble running a transaction in a vendor
program, attempt to run it directly in UCJIS

● BCI cannot assist with vendor software
troubleshooting

● Change UCJIS passwords in UCJIS



NCIC Quality Control



NCIC Quality Control

The UCJIS Helpdesk quality 
controls NCIC entries submitted 
the previous day



NCIC Q uality Control

● Helpdesk will send corrections or additions to
agency via email



NCIC Q uality Control

● This is not an audit, we are only providing
suggested corrections or additions
○ Based on information available in UCJIS

transactions

● Your agency records may have more up to date
information



Broadcast Message Monitoring



Broadcast Message 
Monitoring

● The helpdesk monitors UCJIS Broadcast Message traffic
○ Alerts
○ YQ/YR
○ AM for statewide broadcast

● Will contact agency upon 3rd request if YR not sent



Public Alerts



Public Alerts

● Do not add sensitive or personally identifying information
to public alerts

● Some go directly to the public and are published on the
BCI website

● Helpdesk does quality control before sending to media
○ May delay forwarding to media



Amber Alert and Blue Alert
● Helpdesk receives the phone call and collects vital

information to pass along to on-call coordinator
○ Agency
○ Specific point of contact

● Helpdesk will notify appropriate contacts via text
message
○ Lead time is helpful

● Helpdesk will contact on-call coordinator



EMA and Silver Alert 
● Helpdesk receives phone call and collects vital information to

pass along to on-call coordinator

● Helpdesk will copy and paste alert information from EMA
message in Broadcast messages and forward it to media
contacts



Tyler Thomsen 
BCI-UCJIS Helpdesk Supervisor 
tthomsen@utah.gov
385-266-1088

mailto:tthomsen@utah.gov

