Infolink Access Troubleshooting Guide

UNABLE TO ACCESS THE INFOLINK WEBSITE

Incident: When trying to log onto the Infolink website users are told that the page cannot be displayed or Intermittent Access once logged on.

Possible Cause: The user’s PC or Internet provider may 
· What is the required connection speed to the internet?
· Infolink requires a reliable connection to the internet. Minimum requirements are for a 56k modem and their connection should be at least 45 kbps. 

· To check the speed: Ask the user to visit either of the websites listed below:

· http://www.pcpitstop.com/internet/BwDownTest.asp
· http://promos.mcafee.com/speedometer/
· http://bandwidthplace.com/speedtest/
· Once on these sites click start to run the test, a page will be returned displaying their speed in kbps or mbps. Anything below 30 kbps requires an upgrade to the Internet connection to use infolink successfully. Between 30 and 45 kbps you may experience intermittent problems and upgrading is recommended. Over 45 kbps, you should have no problems using infolink with this connection.

Important note: No Internet connection is the same speed all the time, whether it is on a Network or a Direct  Line Connection. At certain times of the day users may find they experience difficulties. When a user has a problem with signing into infolink they should immediately visit one of the sites listed above to check their connection speed at that time, to establish if the connection is the problem.
· Check access to other websites.
· Infolink is a secure website and has different access requirements to a normal website. To check you are configured to access secure sites.
· Navigate to any other website to ensure the Internet connection is working correctly. 

· Access a secure website (https) and perform some action that requires retrieving information from the database. An ideal website for this is www.ticketmaster.co.uk.

· Search for any event, and follow the process through until you reach the ‘Begin Transaction page 2 of 4’ page.

· If you are unable to access this page – check your  SSL settings as below.
· Check the user has SSL 2.0 and SLL 3.0 enabled.
· Open Internet Explorer.

· From the Tools drop down menu select ‘Internet Options’

· Select the Advanced tab and scroll down to the bottom of the list.

· Ensure the settings are shown as follows:
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· Check that user’s server allows access to secure websites.
· Check the server secure port 443 by selecting Start – Run – then type ‘cmd’ in the box and press enter. 
· Type telnet infolink.sainsburys.co.uk 443 If a flashing cursor is returned server is OK, if not the user needs to contact whoever provides their internet access to get access to secure (https) websites.

· Check that internet explorer is correctly configured to handle the infolink ActiveX components.
· Select the ‘Tools’ menu and select ‘Internet Options’.

· Click on the Security tab and select the custom level button. 

· Scroll through the list and ensure that the settings in the table below are as specified.
· Open Internet Explorer

· Select Tools > Internet Options

· Select the Security Tab

· Select Internet and click ‘Custom Level’
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	Download signed ActiveX controls
	Enable

	Download unsigned ActiveX controls
	Prompt

	Initialise and script ActiveX controls not marked as safe
	Prompt

	Run ActiveX controls and Plug-Ins
	Enable

	Script ActiveX controls marked safe for scripting
	Enable

	File download
	Enable

	Font download
	Enable


· Check Pop-up Disabling Software

Many PC packages come with pop up disabling software. These prevent any ‘pop ups’ from interrupting your web session. However, Infolink uses pop ups to both print pallet labels and to generate lists and therefore will not functional correctly if you are disabling them. (A list of the major pop disabling software is listed below).

If you are using pop up disabling software you will need to either;

a.) Change the settings on the software to enable popups (you should refer to the software’s own help section or website to obtain instructions on how to do this.

Or

b.) Uninstall the software itself. To do this, go to Start > Control Panel > Add or remove 

programs and search for the program you wish to uninstall.

Pop Up Disabling Software

	Pop-up Stopper
	Stop-sign
	E-Anthology Manager
	AdsGone
	PopUpKiller

	ZapPop
	BrowserBuddy
	AD Popup Killer
	No Popup
	Pop-Up Defense

	AdCutoff
	NoAds
	AdVice Popup Ad Eliminator
	PopSmarts Popup Killer
	Window Cleaner

	Ad Fighter
	AdDelete Lite
	PopUpBuster
	Popup Go Away
	AntiPop


Many websites offer free toolbar software which can be downloaded to add functionality/gimmicks to your desktop and taskbar. Many of these will interfere with ActiveX controls and may cause problems when printing. It is advised that you remove all toolbar software should you be having problems using infolink.













1. Check the appropriate radio buttons as listed in the table below
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