TROUBLESHOOTING GUIDE

Please review the guidance below to resolve your issue. If you continue to experience
problems, please contact the WCBC ICT Service desk on 01978 292340.

Only a username option on login

If you only see a username box and not username/password/safeword boxes again please
press the F5 button to refresh the screen. You may need to press this a few times.

Using Internet Explorer 11 — page cannot be displayed

If you use Internet Explorer 11 you may have a “page cannot be displayed” message. This
may require you to adjust the compatibility settings within Internet Explorer. Press on either

the cog button or Tools from the menu bar and select “Compatibility View Settings”.
The web page should appear in the “Add this website” box so click the Add button and close
the page. If the website does not appear please type in “Wrexham.gov.uk” (without the “
marks).

Not meeting the minimum requirements

Check the antivirus on your laptop/device is up<osdate. Right click the sophos icon in your
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system tray (very bottom right of the screen) MR RV and from the

menu select “Update Now”. You should see a screen similar to that below as your pc updates
the software. Wait a couple of minutes for the updating to finish and then try logging onto
citrix again.

Updating Sophos Anti-Virus for Windows 2000+ léj
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Downloading package 2 of 4...

Downloading: simda-t.ide

Cancel

Estimating download time

If you see a message “Cannot Connect to Server” please bring your laptop into the office and
connect to the network and run the Update Now process. If you still receive the error you
will need to notify the ICT Service desk.



Turning Internet Explorer Proxy off

If you see an Access Denied message after you have logged in similar to the one below:
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“our device does not meet the requirements for logging on to the
secure network,

For more information, contact your help desk or system administrator.

Provide the following information to your support personnel:

DCate: Bi2Ti2015
Time: 14:34
Emor: Failed sending epaq

To chedk your device again, click Badk.
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Click on cog in top right hand corner in Internet Explorer to go to settings =
Then click on internet options

Internet Options _ 5 )

| General I Security I Privacy I Contentl Connections | Programs | Advanced
To set up an Internet connection, dick
Setup,

Dial-up and Virtual Private Network settings

Add...
Add VPN...
Remove...
Choose Settings if you need to configure a proxy Settings
server for a connection,
(@ Mever dial a connection
Dial whenever a network connection is not present
Always dial my default connection
Current More: Set default

Local Area Network (LAN) settings

N
LAN Settings do not apply to dial-up connectiong. LAN settings
Choose Settings above for dial-up settings.
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On the connections tab click on LAN Settings ™




And remove the tick “Use a proxy server for your LAN” and then close and reopen internet
explorer
Local Area Netwofk (LAN) Settings (X

Automatic copifiguration

Automatic cpnfiguration may override manual settings. To ensure the
use of manyial settings, disable automatic configuration.

Automptically detect settings

[[Juse

tomatic configuration script

Proxingerver

Use proxy server for your LAN {These settings will not apply to
dial-Up er VPN connections).

Address:  web.wrexham.g  Port: 8080

Bypass proxy server for local addresses

oK ][ Cancel ]

Can’t move passed the Download screen

If you see the screen below but you have already installed the clients/updated the client you
will need to check what programs are installed on your laptop.

Before connecting to your organization’s internal network, we need to check that
your computer meets certain reguirements.

Please download the software that handles this check.

Checking if the plug-in is installed

Download | | Skip Check

Click the start menu and select Control Panel from the right hand side of the menu. Open
“Programs and Features” and search in the list for Citrix Access Gateway Endpoint Analysis
and/or Netscaler Gateway Endpoint Analysis. If you have both then select each in turn and
click the uninstall button. Restart your laptop and then login to the system and allow the
system to automatically download the software as you login.

If you only have the Netscaler Gateway Endpoint Analysis check the version is 10.5.54.9. If
you still have problems uninstall this program and again follow the process to login to citrix
and allow the system to automatically download the software.



Citrix desktop takes entire screen — unable to use normal desktop

The update to citrix now gives users the option of extending the screen over the entire
desktop or shrinking the citrix screen into a window (the default prior to the upgrade). To
shrink the citrix screen into a window click dots located in the centre at the top of the screen
on the _below and select window.
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You will then need to adjust the size of the screen by re-sizing the window — move the mouse
over a corner of the window until you see a double arrow the click with the left button and
resize. When you are happy with the size, release the left mouse button.

Note: If you are used to using 2 screens you no longer need to use the Dual Screen Desktop
option.



