9. TROUBLESHOOTING

CONTACT INFORMATION

Need help with logging into InfoNet, finding a record, printing a report, or navigating through the
system? For assistance with the technical elements of InfoNet, please contact:

TECHNOLOGY, SYSTEM USE AND NAVIGATION QUESTIONS:

Nicky Gleason
Office of Crime Victims Advocacy
E-mail: nicky.gleason@commerce.wa.gov
Phone: (360) 725-2887

PROGRAM AND POLICY QUESTIONS

Need help with service definitions, identitying which choice to select from a pull-down menu, whether a
client counts as a DV Shelter client, or understanding your cost allocation of staff member’s time? Please
contact the appropriate program contact for policy questions about InfoNet:

DV EMERGENCY SHELTER FUNDS
Susan Hannibal
DSHS Children’s Administration
E-Mail: hsus300@dshs.wa.gov
Phone: (206) 923-4910

DV MARGINALIZED SERVICES
Maureen Kelly
DSHS Children’s Administration
E-mail: kelm300@dshs.wa.gov
Phone: (360) 902-7901

SEXUAL ASSAULT, VICTIMS OF CRIME, STOP GRANT, AND DVLA
Please contact your program coordinator at
Office of Crime Victims Advocacy

E-mail: ocva@cted.wa.cov
Phone: 1-866-857-9889
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I CAN’T LOG INTO INFONET

If you have received your User Name and Password via e-mail from Nicky Gleason, first double check to
make sure you are entering the information correctly. If you have misplaced or lost your User ID and
Password information, please e-mail nicky.gleason@commerce.wa.gov and she can resend your information
to your e-mail address. For security purposes, password information will not be given out over the
telephone.

If you have your User ID and Password and they do not appear to be working, try the following
troubleshooting tips:

FINDING THE INFONET WEBSITE

The InfoNet website is https://fortress.wa.gov/cted/ocvainfonet. This was sent in a link format with
your confirmation e-mail, and most people will be able to click on the link and be taken directly to the
InfoNet site. If your e-mail program/browser does not allow you to click on the link, try copying and pasting
the link directly into the address bar of your browser, like so:

23 Login - Microsoft Internet Explorer, _

File Edit “iew Favorites  Tools  Help
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Address |

If you receive a message for “results not found” or “Your search did not match any documents,” you
may be entering the information into a search engine like Google or Yahoo rather than into the address bar.
The address bar is located at the top of your browser.

Please note: InfoNet is taken offline four times a year for maintenance and uploading enhancements and
new features. All users are notified via e-mails both the day before and the day of system outage. However,
if you have not updated your e-mail address with the InfoNet Administrator, you may not receive these
notices, and the outage may appear unexpectedly. Be sure that the InfoNet Administrator has your most up-
to-date e-mail so that you can receive these notices and explanations of new InfoNet features and upgrades
by e-mail Nicky Gleason at nicky.gleason@commerce.wa.gov.
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FORTRESS NOT FOUND

If you manually enter the address and receive the following message:

2l Fortress - Not Found)- Microsoft Internet Explorer

File Edit \Wiew Favorites Tools Help

@Back = '\-) @ @ :_/h pSBarch ‘;‘)\?Favorites @ Bv % - D ﬁ
v| Go

Address |@ http:ffFortress.wa.gov/chedfocvainfonet Links ] Google @ INFONET Live Site @ InfoMet QA Site @ Infonet Training Site &8 | Yahoo! i @ A

. Fortress

Not Found

Explanation

The Fortress server cannot find any resource matching the requested URL: /ctedsocvainfonet

Solutions

« |f you manually entered the URL, check the accuracy of the URL,
« |f this appears to be a broken link, please contact the owner of the referring page: none

a ® Internet
+5 Start E-DBEEEE B ;

TR
S

If you receive the message above, you may have left the
The correct address is exactly as follows:

out of the first part of the website address.

https://fortress.wa.gov/cted/ocvainfonet

If you are still unable to find the website, check to make sure that your computer has internet access and
that there is no problem connecting to the internet.
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COMMON LOG-IN MISTAKES

Once you have found the InfoNet site, you may still experience some problems logging on. Below ate
several common problems people encounter when trying to log in to InfoNet:

SELECTING YOUR AGENCY NAME

If you've determined that you are on the correct site (you see many, many agency names listed in the
Agency Name box) double check that you are entering your correct Agency Name in that box. Many users
forget to select their agency name when entering their User ID and Password.

SELECTING THE CORRECT PROGRAM TYPE

Not every user is authorized for every program type. In the e-mail that you received your User Name
and Password, you will see which program types your account is authorized for. If you try to use your User
ID and Password for another program type, you cannot log on. If you need to upgrade your account to
include additional program types, contact Nicky at nicky.gleason@commerce.wa.gov and she can set this up
for you.

ENTER YOUR USER ID AND PASSWORD IN THE CORRECT ORDER

Some users have accidentally entered their password as their User ID and their User ID as their
password. If you do this, the system will not let you log in. Double check your original confirmation e-mail
to make sure that your user ID and password are correct.

ENTER YOUR PASSWORD IN THE CORRECT CASE

Passwords in InfoNet are case sensitive. This means that if your password is “Safety” with a capital S,
and you type in SAFETY or safety or SAFeTy, the system will not let you log on. Double check to make
sure that your password is being entered in the correct case, and that your CAPS LOCK key is not on.

If none of these troubleshooting tips solve your problem, please contact Nicky Gleason at
nicky.gleason@commerce.wa.gov or at 360/725.2887 and she will be happy to help you.
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TOO MUCH SCROLLING?

If you have to scroll across the screen to see all of the fields in InfoNet, you may be able to resolve the
issue by adjusting your display resolution. To do this, close or minimize any open programs, then right
click your mouse on your desktop. You should see the following box appear:

Arrange lcons By L4
Refresh
Undo Delete el 2
Graphics Properties. ..
Graphics Options ¥
Metw 4

<

Select Properties. The following window appears:

Display Properties iJ '

Themes .Dasktcp_ Screen Saver | Appearance | Settings | <

A theme s a backaround plus & set of sounds, icons, and ather elements
to help you personalize your computer with one click,

Theme:
(Windaws %P (Madified) v

Sarnple:

Active Window [;I@E

=

[ MamONAL CEOCRAPHIC ©

Select the Settings Tab at the top.
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Display Properties

| Themes_ Desktnp_ Screen Saver_ .ﬁppearanceJ Setlings ¢

Display:
Plug and Play Monitor on Intel(R] 8286506 Graphics Contraller

Screen rezolution Color quality

Less _Ji kare | Highest [32 bit] g |

iS4 TA8 piels (N BN N

[Truuble&hmt... ] [ Advanced ]

l [ Cancel

On the left hand side of the Settings page, you should see a slider bar for Screen Resolution. Adjust the
slider bar by moving it to the right until the resolution is approximately 1024 by 768. (The specific numbers
may vary according to your monitor type and dimensions)

Click Apply to apply the changes. Your monitor may go black for a moment as the changes take effect,
and then you will see the following prompt:

Monitor Settings

9 ‘our desktop has been reconfigured. Do you want to keep
) these settings?

Ma

Reverting in 13 seconds ] i

Select Yes to keep the changes. You may go back and undo these changes or adjust them to your
preference, at any time.
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PREVENTING RUNTIME ERRORS

If you receive frequent and unexplained Runtime errors, your internet browser may be blocking some of
the script InfoNet uses to do its internal functions. To prevent these errors, you may need to add InfoNet to

your browser’s list of trusted sites.

3 Login - Microsoft Internet Explorer =& x]
| dcess [ retpsififortress. wa.govictedjocvaifonstiLogin.sspx?ReturmLr—2fDef sUlt aspi = B e | >

| File Edt vew Favorites | Tooks Help

Washington windows Messenger
Sun Java Console

Qe - ) - [#] [z ::;'z:dﬁt‘:‘:; ! [ raverkes @| -l BB JLinks ] Infonet Trainng Site ] INFONET Live Site. 48] Infalist QA St ] Goagles &8 Vahoa! i
& - Manage Add-ons...

Synchronize. .

Windows Update =

Agency Name | Abused Deaf Women's Advocacy Services

Program Type |Domestic Violence =l

User Name ‘ ‘

Select Tools from the IE menu bar at the top of your screen, then select Internet Options. The Internet

Options window will pop up. Select the Security Tab.
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iriemctopons TP

General Securty | F'li\rac}ll Emlert] Ecnﬁ;hunsl F‘ngansl Adva[:a:ll

Select a Web content zone to specify itz secunty settings.

-@‘5?04_9

Intermet Local intranet  Trusted sites

Trusted sites

Thig zone containz Web sites that pou Sites... <
truzt mot bo damage pour computer o —
data.

— Secuity level for thiz zone

Custom

Custon settings.
- To change the settings, click Custom Level
- To uzse the recommended settings. click Default Level

Customlevel. |  DefautLevel |

oK | Cancel | Apply I

(2) Select Trusted Sites and then click the Sites button.

fioceroctoptons 2l
T ),

ou can add and remove WWeb sibes From this zone. All Web sites
in this zone will use the zone's security settings.

Add this Web site ta the zone:

I https:{fortress.wa.gov|

Wb sites:

Hemave

¥ Require server verification (https:) For all sites in this zone

ok | cowel |
Customlevel. |  Defauklevel |
OK. | Cancel ] iz I

(3) Enter https://fortress.wa.gov in the space to “Add web site to this zone” and click the Add button.
When you’re done, click OK., and OK to exit.
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