COMMON EETT PROBLEMS & THEIR SOLUTIONS

	
	TECHNOLOGY ISSUES:
	

	IF…
	THEN…
	STC …

	· Screen freezes when submitting &/or saving in My Access!


	· PC only -- Highlight all text, & copy (Control “C”).  Now hit Control “W;” this will close the frozen screen. Reenter the essay you were working on (either Resume or Start).  Paste your essay into the text box (Control “V”) & Submit or Save & Finish Later.

· Mac only – highlight text and press MA! copy icon and/or “Apple/C”.  Close essay window or force quit the computer, depending on what is frozen.  Log in to MA!  If “resume” is an option, choose this and see if essay needs to be pasted (Apple/V).  Otherwise, choose “start” and paste essay into text box.

· Make a notation on the Problem Log if the whole computer freezes.
	· Monitor “Problem Log” and contact the “Help Desk” with a ticket if this computer has a history of “freezing” on students.

	· Security log is full.

(PC only)


	· Record problem in Problem Log and contact site technology coordinator.
	· Log-in as administrator.  Go to Control Panel > Performance & Maintenance > Administrative Tools > Event Viewer.  Right click on “Application” > Clear All Events > “No” to Saving.  Right click on “Application” again > Properties > Check “Overwrite Events as Needed” > Ok.  Repeat these steps for both “Security” & “System.”  Restart computer.  

	· Printer will not print.
	· CPR (Check Plugs Restart); push on all plugs to be certain that they are fully plugged in (in wall & printer).

· Verify that computer is directed to the correct printer.

· Turn printer off & then back on.

· Verify that there is paper in printer.

· Still won’t work?  Record problem in Problem Log and contact Site Technology Coordinator.  
	· Attempt to fix.

· See if other computers can print to this printer.

· Create a help desk ticket & escalate it to the district.


	
	TECHNOLOGY ISSUES CONT’D
	

	IF…
	THEN…
	STC…

	· You want to use an LCD projector with your Dell Latitude 505.

(PC only)
	· Go to the Project Write On! web page (on district web page under “Staff Links”).  Click on “Teacher Information/Curriculum.”  Scroll down to the documents at the bottom of the “My Access! Resources” page.  Download and print the “Using LCD projector with Dell 505.”
	

	· A student abuses his/her laptop.
	· Go to the Project Write On! web page (on district web page under “Staff Links”).  Click on “Teacher Information/Curriculum.”  Scroll down to the documents at the bottom of the “My Access! Resources” page.  Download, edit, and print the “Laptop Violation Letter.”

· Send the letter home with your student & call the parent.

· Contact your Site Technology Coordinator and inform him/her of the situation.
	· Follow site discipline procedures for mistreatment of technology.

	· An entire cart of computers cannot access the Internet.

· (By the way, to avoid potential problems from surfacing during class, always set up equipment and test one computer on each cart with a student log-in prior to the start of class.)
	· Check all plugs (power and Ethernet).

· Check that both power switches are turned on (on the back of the carts).

· Reboot the wireless access point.  To do this, unplug the power cord from the access point; wait 30 seconds.  Plug the power cord back in and wait for blinking lights to stabilize.  Once lights are stable, tell students to attempt log-in.

· Still won’t access Internet?  Record problem in Problem Log and contact Site Technology Coordinator.
	· Attempt to fix.

· Change out Ethernet cords to see if it is a faulty cord.

· Reset the switch (inside the cart, on top shelf).  Unplug the power cord, wait 30 seconds, plug back in.  

· Create a help desk ticket & ask site Technology Coordinator to escalate it to the district if it can not be fixed asap.


	
	TECHNOLOGY ISSUES CONT’D
	

	IF…
	THEN…
	STC…

	· A computer will not allow the student to login at the main login screen.
	· See if another student can login.  If so, clear out the username & password boxes and have original student try again. (You should also try, making sure no blank spaces are in front of the name or password.)

· Restart the computer and try again.

· Record problem in Problem Log.

· Contact Site Technology Coordinator.

· Re-assign student to another computer and have student sign the “computer check-out” log for accurate records of usage.
	· Login as administrator.

· Check to see which wireless access point the computer is pointed to.  If it pointed to the wrong access point, change the configuration.

· (PC only) Check to see that the radio is turned on.  If it is turned off, there will be a red “X” going through the wireless connection bars in the lower right hand portion of the screen (next to the clock). 

· Follow “Help desk” procedures if this still doesn’t work.

	· A student can not log in to any computer on the network


	· The student may be new to the school and does not have an account.

· If so, contact the school’s Technology Coordinator with student name, ID.
	

	· A key falls off the keyboard


	· Make a notation in the Problem Log and keep the key in a safe location.

· Contact STC
	· If you are unable to replace the key, follow “Help Desk” procedures.

	· A student can not log into My Access!
	· Log in as teacher and check “Log-in Info” to see if student changed password.

· See below if student is new
	· 


	
	MY ACCESS! ISSUES
	

	IF…
	THEN…
	STC…

	· You have a new student to add to your class list in My Access!
	· Several days before using the computers, check your roll sheet for any changes in enrollment.  If you have a new student, send an email to your STC with the following information:

First name, Last name, Student ID number, class period (if available, send birth date and special program codes such as RSP or LEP)

Add student to class list once student has been added to site.
	· At least initially, Anita will be handling student accounts, since the procedures will change dramatically with version 7.0.

· Forward teacher email (with new student info) to Anita at least 24 hours before account is needed

· Anita will notify you and teacher when account is added. Teacher will need to add student to class list.

	· You want to create your own prompt in “My Prompts.”
	· Go to the Project Write On! web page (on district web page under “Staff Links”).  Click on “Teacher Information/Curriculum.”  Scroll down to the documents at the bottom of the “My Access! Resources” page.  Download and print the “My Access! Common Practices.”  Follow the directions, on this guide, for creating your own prompt.  
	

	· You want to submit a pilot prompt to Vantage.
	· Talk with other teachers and see if they would use the prompt as well.  If so, try to get an approximate head count on how many students will be writing to the prompt and, also, when they will begin using the prompt.

· Go to the Project Write On! web page (on district web page under “Staff Links”).  Click on “Teacher Information/Curriculum.”  Scroll down to the documents at the bottom of the “My Access! Resources” page.  Download and print the “Prompt Submission Form”

· Complete the form, make a copy for yourself, and give it to your site STC.  Tell your STC how many students you anticipate using the prompt, & when you would like to use the prompt.
	· Fax the completed form to Matt Daneker at Vantage Learning (215-579-8391).

· E-mail Matt Daneker and inform him that you faxed a prompt submission, how many students you anticipate using the prompt, & when you would like to use the prompt. mdaneker@vantage.com
*** Note: Vantage reserves the right to edit or reject pilot prompt submissions. ***


	
	MY ACCESS! ISSUES CONT’D
	

	IF…
	THEN…
	STC…

	· You want students to work on My Access! essays at home. 
	· Go to the Project Write On! web page (on district web page under “Staff Links”).  Click on “Teacher Information/Curriculum.”  Scroll down to the documents at the bottom of the “My Access! Resources” page.  Download and print the “Home Use Technical Requirements” handout.  

· Send this home with students and remind them to check these requirements before using My Access!
	

	· There seems to be a “Bug” in the My Access program.
	· Contact your Site Technology Coordinator.
	· Take screen shots, if possible. (Mac = “shift/apple/4” and select area to get snapshot)

· Contact Matt Daneker, at Vantage Learning, and inform him of the bug (send screen shots, if possible).  mdaneker@vantage.com

	· You assigned a prompt in My Access & it is not showing up in your students’ assignment centers.
	· Go into “Setup Groups & Assignments” in My Access!  Click on the problematic prompt.  

· Check the start and end dates.  Are the dates correct?  Be sure to check the year!

· Did you limit the essay to a certain grade level?  If so, make it available to all levels (some students’ grade profiles are incorrect).

· Contact STC or Vantage if it is still a problem.
	


