PROCEDURES FOR HANDLING PLATO TECHNICAL ISSUES

The top two reasons why PLATO lessons will not open are 1) the plug-ins did not download correctly; and/or 2) there are pop-up blockers that are preventing the lessons from opening.  A third reason may be that your computer’s current security settings prohibit Active X Controls, which keeps the lessons from displaying properly.  If you have problems opening your lessons, review the following trouble-shooting information.

· Be sure the plug-ins are downloaded correctly.

In order to correctly download the plug-ins needed to run the PLATO Web Learning Network program, you must be logged in with Administrator rights in order for the plug-ins to download correctly.  If you do not have Administrator rights, it will appear that the plug-ins have downloaded.  However, it will not allow you to run the lessons.  
For information on trouble-shooting the down-loading of the plug-ins, log on to the PLATO Support web site at http://support.plato.com.  Click on the Plato Web Learning Network link.  Then under Top Articles, click on the link Errors when plugins are not installed or not installed properly; unable to run courseware when required ports are open.  Follow the instructions provided in this article.
You may also want to read the article How to Install Plug-ins on Windows Workstations, found under User Documentation.  (http://support.plato.com > Plato Web Learning Network > User Documentation - How to Install Plug-ins on Windows Workstations)
· Make sure ALL of your pop-up blockers have been disabled.

Even though you have disabled the pop-up blockers in your web browser (Tools > Pop-up Blocker > Turn Off Pop-up Blocker), you may still have other applications downloaded on your computer that have built-in pop-up blockers that will also have to be disabled in order for you to be able to run the courseware.)  
For more information on trouble-shooting pop-up blockers, log on to the PLATO Support web site at http://support.plato.com.  Click on the Plato Web Learning Network link.  Then under Top Articles, click on the link Courseware does not launch or run when pop-up blockers are enabled.  Follow the instructions provided in this article.
· Be sure that your computer’s security settings are set to allow Active X controls.

For information on how to set your computer settings so that it allows Active X controls, log on to the PLATO Support web site at http://support.plato.com.  

· On the right-hand side of the screen, click on the link Troubleshooting Tips and Articles (found in the box titled Knowledge Base).

· Click on the link Top 20 Articles for PLATO Web Learning Network.

· Find article #18 and click on the link: 24217 - Current security settings prohibit ActiveX controls...page may not display correctly.

· Follow the instructions provided in this article.

For other PLATO trouble-shooting tips, log on to http://support.plato.com.

Three ways to find trouble-shooting tips:

· Click on the link for the Plato Web Learning Network.

· Search the knowledge base for a specific topic.

· Click on the link on the right-hand side of the screen in the box labeled “Knowledge Base”.  This will enable you to access the top 20 articles for issues relating to the Plato Web Learning Network.

If you are still unable to resolve the problem, follow these steps:

1. Determine if the issue is related to PLATO courseware functionality.

2. If the technical issue is related to PLATO functionality, the following items should be identified:
a. What is the curriculum title for the activity that is not functioning correctly?

b. What is the name of the activity within the module that is not functioning correctly?

c. If applicable, what is the error message that is displayed on the screen?

3. Email your Education Consultant with details.
Contact:  Ron Dellinger, rdellinger@plato.com
4. Contact Product Support by calling them at 1-800-869-2200.

5. When contacting Product Support, please use your client ID# for all calls.

6. If you decide to contact Product Support first, and you do not receive a response within 48 hours, please contact your education consultant.
Plato Support Phone #:  1-800-869-2200

Your Client ID # is:  4636331-100 RESA III
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