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Introduction

The Carnegie Learning Troubleshooting Guide for Home Users is intended for use by students and
parents who are using the Cognitive Tutor® and MATHia® software at home. Chapter 1: System
Requirements provides the recommended and minimum system requirements for running the

software. Chapter 2: Troubleshooting provides some information about common problems and solutions
you may want to try before contacting Carnegie Learning Customer Support.

Our staff is always available to assist with any questions or concerns that you have as you review the
information contained within this guide. Customer Support can be reached from 8:00 a.m. to 9:00 p.m.
ET, Monday through Friday year round. Call 1-877-401-2527 or email help@carnegielearning.com for
assistance. We look forward to working with you for a successful school year!
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Chapter 1. System Requirements

for Home Users

Recommended and Minimum Supported Requirements

STUDENT AND TEACHER COMPUTERS

Microsoft Windows®

Recommended Minimum Supported
Operating Windows 7 Windows XP*
System
Processor 1.5GHz 1 GHz
RAM 2GB 1GB
Monitor 1024 x 768 resolution 1024 x 768 resolution
High Color (32 bit) High Color (16 bit)
Network Wired: 1 Gbps Ethernet or Wired: 100 Mbps Ethernet or
Wireless: 108 Mbps 802.11n Wireless: 54 Mbps 802.11g
Internet Explorer: 9.0 or higher PP
\é\ig\?vser Firefox: 20.0 or higher ::r:i;(r;i_t lE;(p())Iorer. 8.0
Chrome: 26.0 or higher T
Java Version 1.7.0_45 or most current** Version 1.6.0_38
Disk Space 20 MB free
Flash Player | Version 11 or most current version.
Mac®
Recommended Minimum Supported
Operating | \1ac 0S X 10.7 or 10.8 Mac OS X 10.6.8*
System
Processor Intel Core 2 Duo 64 bit Intel Core 2 Duo 64 bit
RAM 4GB 2GB
Monitor 1024x768 resolution 1024x768 resolution
Colors set at Millions Colors set at Thousands
Network Wired: 1 Gbps Ethernet or Wired: 100 Mbps Ethernet or
Wireless: 108 Mbps 802.11n Wireless: 54 Mbps 802.11g
3 Apple requires the most current version Apple requires the most current version of Java 6
ava of Java 7 available for OS X 10.7** available for OS X 10.6.8
Web Safari: 6.0 or higher
Firefox: 24.0 or higher (You must be Safari: 5.1.7*
Browser - : .
using Java 7 in order to use Firefox)
Disk Space 20 MB free
Flash Player | Version 11 or most current version.

* This is the final version of Carnegie Learning Software in which Windows XP, OS X 10.6, Internet Explorer 8, and
Safari 5 will be supported. Some operations in Teacher’'s Toolkit are not supported in IE 8 or Safari 5.

**Use of Java 7 versions below Oracle's security baseline may require adjustments to Java security settings in order
to run Carnegie Learning Software. Consult www.java.com for the most current version of Java.
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Internet Connectivity

Carnegie Learning® Software requires reliable broadband Internet access to Carnegie Learning Software
servers. The initial software launch requires an 8 MB download that is stored in the user’s local Java

cache.

Tablet Compatibility

Cognitive Tutor and MATHia are not supported on iPad® and Android® tablets and mobile devices at this
time. This functionality is planned for future upgrades.

Notes

e Apple OS X requires the most current version of Java in order to run Java applications such as
Carnegie Learning Software. Make sure you have the most current version of Java for the version

of OS X you're using.
e Pop-ups must be allowed from *.carnegielearning.com and *.Ims.carnegielearning.com

e We cannot guarantee performance for systems not listed under our Minimum Supported
specifications.

e A School ID is required to use Carnegie Learning Software.
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Chapter 2: Troubleshooting

First Steps

If you experience a problem logging into Carnegie Learning or when launching the software, the following
steps are recommended to assist in the troubleshooting process:

1. Run the System Requirements Tool. (See Running the System Requirements Tool.)

2. Make sure that Java is installed and enabled. (See Installing and Enabling Java.)

3. Make sure that pop-up blockers are turned off. (See Disabling Pop-up Blockers.)

Running the System Requirements Tool

The System Requirements Tool is an online tool you can use to check computer settings. It will provide
information about settings that may need to be adjusted or what plug-ins may need to be installed or
enabled. A link to the tool is available on the Carnegie Learning login screen.

Carnegie Learning Online “ling >

HOME SUPPORT CONTACT Us

BY LAUNCHING OR USING THE TEACHER'S TOOLKIT, COGNITIVE TUTOR® SOFTWARE, MATHia®
SOFTWARE, REVIEW MODE OR ADMIN REPORTS IN THE CARNEGIE LEARNING® RESOURCE CENTER,
YOU ACKNOWLEDGE THAT YOU HAVE READ AND AGREED TO TH = = [CENSE AGREEMENT.

1. Bookmark this login page.
2. Test your computer using our System Requirements Tool.
3. Disable popup blockers.

4. Log in

SCHOOL ID: | |
USERNAME: | |
PASSWORD: | |

I need a new password »

1. Click the System Requirements Tool link on the Carnegie Learning login screen.
The Browser troubleshooting page appears.
Notes:
e If you see a message asking if you want to run this application, click Run.

e If you see a security warning asking if you want to allow access to the following application from
this website, click Allow.
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Browser troubleshooting page

The following is an analysis of your browser and system |
settings as performed by BrowserHa ! -G—

Browser and “ou are using Chrome 31 on Windows 8 which
platform 0 £25L is supported.

Your Java plug-in is disabled or not installed.
If you received a Java prompt at the top of your
screen when you ran this tool, please refrash
the tool and allow Java to run. Otherwise, type
Java plug-in @ Please Fix "chrome://plugins” in your address bar and
make sure "Java(TM)" is enabled. If Java is not

in your list of plug-ins, please visit
www_java.com to download and install the most
current version of Java 7.

You have the Flash 11.9 r300 plugin, which is

Flash plug-in o Good supported.

Your popups are currently blocked. For
assistance, please view our Fopups Help Page.
Please also make sure your security software is
allowing popup windows.

Popups enabled @ Please Fix

You are using a broadband connection, but we
are unable to determine your connection speed.
Please test again to determine if this is a
temporary network issue.

Internet connection @ Caution

Screen size o Good Your screen size of 1280x1024 is ideal.

Your computer can successfully connect to the

LMS connection Q Good LMS servers

The Carnegie Leamning software requires a
minimum of 1 GB of RAM for Windows. To
check the RAM on your computer:

1. Click the Start menu

2. Right-click Computer

3. Click Properties

4. In the page that opens, look for the
amount of memory to the right of
"Installed Memory (RAM)"

RAM requirements @ Info

After making changes fo your browser click here to update these results. In some cases you
may need to close and restart your browser for changes to take effect.

Contact the help desk for assistanceri

Motice: This service may anly be lawfully used by users of the Carnegie Learning web site.
FPowered by BrowserHawk 1C
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2. Review the Status column of the Browser troubleshooting page.

This page provides an analysis of your browser and system settings. The Status column will show
one of the following:

e Good: There are no problems in this area.

e Please Fix: A problem has been detected and needs to be fixed.

e Caution: This is an alert to something that could potentially be a problem.

e Info: If necessary, additional information is provided for you to check a browser or system setting.
3. Follow the instructions in the Details column to fix any items with a “Please Fix” status.

Note: The instructions and information in the Details column are specific to the browser you are using
and may vary from the example shown in this sample. Also, refer to the Installing and Enabling Java
and Disabling Pop-up Blockers sections in this guide.

4. After making any necessary changes, click the click here link to update the results.

If these steps did not resolve the issue, click the Contact the help desk for assistance button to
send an email request to the help desk. Please include your school ID and username in the brief
description on the contact form.

When you complete the displayed form and click Send, an email with the results of this test will be
sent to the Carnegie Learning help desk.

Installing and Enabling Java

What are Java and the Java Plug-in?

Java is a programming language and computing platform from Oracle. Many software applications,
including those from Carnegie Learning, and websites will not work unless the Java Runtime Environment
(JRE) is installed and enabled on the user’'s computer. The free Java plug-in is the component of the Java
software that enables the software to run inside the various internet browsers.

The System Requirements Tool described above will alert you if Java is either not installed or installed
but not enabled. Follow the instructions provided by the System Requirements Tools to correct any Java
issues. The basic instructions in this section will provide guidance. For additional information, visit

the Java Help Center at http://www.java.com/en/download/help/.

Installing Java in Windows

1. Open your browser and go to the Java website at www.java.com to download and install the Java
plug-in.

2. Click the Free Java Download button.
Notes:
e If you are not sure if you have Java installed, click the Do | have Java? link below the button.

e If you have an older version of Java installed, uninstall that program first, and then install the
current version.

After reviewing the end user license agreement, click the Agree and Start Free Download button.

4. When asked if you want to run or save, click Run.
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5. If asked if you want to allow the program to make changes to your computer, click Yes.

6. The Java Setup window appears. Click Install, and follow any instructions from the installation
program.

7. If you are prompted to install the Free Browser Add-on from Ask or the McAfee Security Scanner,
uncheck the checkboxes.

8. Once you have received the response “You have successfully installed Java,” the installation is
finished. Close all browser windows, and then restart the browser to complete the installation.

Enabling the Java Plug-in in Windows

Internet Explorer 8-11

When you open Internet Explorer after installing Java, you may be prompted to enable a Java plug-in.
You want to enable the plug-in. If you are ever asked to “disable plug-ins for faster browsing,” do not do
this. If you disable plug-ins, you will not be able to launch the Carnegie Learning application.

To enable the Java plug-in if it has been disabled:

Note: The screens shown here are from Internet Explorer 10. The steps for versions 8, 9, and 11 will be
the same, but the appearance of the screens may vary slightly.

3 - Home

Print
| File
| Zoom (100%) k
I Safety 2

| Add site to Start Screen

, View downloads Ctrl+)
Step 2 Manage add-ons

F12 developer tocls

Go to pinned sites

Internet options

About Internet Explorer

1. Click the Gear icon in the upper right corner of the screen (Internet Explorer 9-11 only) or click Tools
on the menu bar to open the Tools menu.

2. Select Manage add-ons from the drop-down menu.
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Manage Add-ons
View and manage your Internet Explorer add-ons
Add-on Types MName Publisher . Status Architecture  Load time "~
: M . . . o
@-Toolbars and Extensions © OneMote Linked Notes Mot Available Disabled 32-bit and ...
% Add to Evernote 5 Mot Available Disabled 32-hit
p Search Providers
Oracle America, Inc.
EAccelerators Java(tm) Plug-In 55V Helper Oracle America, Inc. Disabled
@ Tracking Prot Java(tm) Plug-In 2 55V Helper  Oracle America, Inc. Disabled 32-bit (0.015)
Sun Java Console Oracle America, Inc. Disabled 32-bit
TechSmith Corporation
Show: Snagit TechSmith Corporation Disabled 32-bitand .. (0.015) y
|Cunentlyloadedadd-om vl < - e o o = ne An e noan .
Java(tm) Plug-In SSV Helper
COracle America, Inc.
Version: 7.0450.18 Type: Browser Helper Object
File date: Thursday, December 12, 2013, 4:00 PM Search for this add-on via default search provider

Mere information

Find mere toclbars and extensions...

Learn more about toolbars and extensions Close

3. Scroll through the list until you find the blue heading for Oracle America, Inc. There will be two plug-
ins listed beneath it: Java Plug-in SSV Helper and Java Plug-in 2 SSV Helper. Both need to be
enabled. Click on one of the Java plug-ins.

4. Click Enable in the lower right-hand corner.

Enable add-on

Do you want to enable this add-on?

Javaltm) Plug-in 55V Helper (Oracle America. Inc.)
Related add-ons that will also be enabled:

Javattm) Plug-n 2 55V Helper
Sun Java Consale

Total load time: 0.01 seconds

Leam about add-ons Enable | | Cancel
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5. Inthe Enable add-on window, related plug-ins are listed. Make sure the applicable plug-ins are
selected and click Enable.

Note: If Java is not in your list of add-ons, please visit www.java.com to download and install the
most current version of Java 7. See Installing Java in Windows.

6. Click Close to close the Manage Add-ons window.

Firefox

If you are ever prompted to allow a “Java Plug-in” or “Java Runtime Environment” when you start or stop
Firefox, please allow this. If Firefox ever asks you to disable the Java Plug-in, do not do so. Firefox will
sometimes try to disable the Java Plug-in, which prevents the software from launching.

To enable the Java plug-in if it has been disabled:

7.7 Bookmarks ‘
History 2
Eile Edit View History Bookmarks | Toels | Help
i Downloads
e ~* Carnegie Learning Onjp Downloads Ctrl+) l
Find... :
Add- -
-+ ons é 8 https://2012.ca Add-ons  Ctrl+Shift+A
Save Page As... Options » == Set Up Sync...
Email Link... Help 4 Web Developer ’ I
= Print... 4 Page Info
Web Developer 4 Options
Full Screen
Set Up Sync...
Exit
1. Click the Firefox tab or click Tools on the menu bar to open the Tools menu.
2. Click Add-ons in the drop-down menu to open the Add-ons Manager.
[refox~ - o
|@ Mozilla Firefox Start Page x | 4 Add-ons Manager x I + |
& _t| |3 - | Search all add-ons Pi
Check to see if your plugins are up to date
i - The QuickTime Plugin allows you to view ...  More | Options | | Disable | 2]
sl Get Add-ons o
ﬂ Silverlight Plug-In 5.1.20125.0
It Extensions 5.1.20125.0 More | Options | | Disable |
Java Deployment Toolkit 7.0.450.18 is known to be :
)/.j Appearance B | inerable. Use with caution. L S S
ﬁ Java Deployment Toolkit 7.0... 10.45.2.18 (disabled)
MNPRuntirme Secript Plug-in Library for Java(... More | Options | | Enable

. Plugins

ﬁ Java(TM) Platform SE 7 U45 10.45.2.18 (disabled)

Mext Generation Java Plug-in 10.45.2 for ... Maore | Options | | Enable

[

anuary 2014



http://www.java.com/

Troubleshooting Guide

Carnegie Learning > tor Home Users

Select Plugins. All plug-ins currently installed are shown.

4. Click the Enable buttons for the Java Deployment Toolkit and the Java(TM) Platform SE. Both plug-
ins need to be enabled.

Note: If Java is not in your list of plug-ins, please visit www.java.com to download and install the
most current version of Java 7. See Installing Java in Windows.

Chrome

/ # Plug-ins x \_,

€ - C | [ chromey//plugins o =
: L]
Plug-ins (13) Details

Adobe Flash Player - Version: 11.9.200.170
Shockwave Flash 11.9 r200

=gl

Disable L] Always allowed

el =

L

Java(TM] (2 files) - Version: 10.45.2.18 [Disabled)
MPRuntime Script Plug-in Library for Java(TM) Deploy

Enable Always allowed

smadin Detector - Version: 1.0.1.1
Lg-in

1. Enter chrome://plugins in the address bar of the Chrome browser to display the Plug-ins page.

2. Locate the Java section. It will appear greyed out if disabled. Click the Enable link.

Java(TM) (2 files) - Version: 10.45.2.18
MPRuntime Script Plug-in Library for Java(TM} Deploy

Disable Always allowed

3. The Enable link then changes to a Disable link. Check the Always allowed box to stop additional
Chrome warnings when running Java content.
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Checking for, Installing, and Updating Java on a Mac

OS X 10.7 or higher

Finder File Edit View

System Preferences...
Dock

Recent Items

Force Quit Finder Y~ {O®Y

Sleep
Restart...
Shut Down...

Log Qut Five Star... {#Q

1. Goto Apple Menu.

2. Select System Preferences.

880 System Preferences

(<[> | [ Showal | (q )
Personal

File o b
5 & Q@ @
o~ I ... B -

General Desktop & Dock iszion Language Security Spotlight Motifications

Jm ot
» PP :
a i g o o2 Maching _'eSS\ ap
Groups Controls : Step 3 Speecn

Other

B © =% ¢ n
Version Cue FlipdMac Growl Java MacFUSE
53 WMV

3. Select Java.
o If Javais installed, it will be listed in the System Preferences under Other.
e If Javaisn't found, go to www.java.com to download and install Java.

0S X 10.6.8

1. Goto Finder.

2. Select Applications.

3. Click Utilities.
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4. Select Java Preferences.
e |If Javais installed, the Java Preferences window will open.
e If Java is not installed, you will be prompted to install Java.
Notes:

e On some newer versions of Mac OS X, opening Java Preferences under Utilities will give you an
alternate Java Preferences window without this checkbox. In those cases, go to the Apple menu
in the top left-hand corner of your screen and select System Preferences. Select Other, and
click Java Preferences to open the Java Preferences window. (See OS X 10.7 or higher.)

e Apple OS X requires the most current version of Java in order to run Java applications such as
Carnegie Learning Software. Make sure you have the most current version of Java for the version
of OS X you are using.

Enabling the Java Console

The Java Console logs information about the Java version and error messages that may occur while
running an application. If you have problems that you have not been able to resolve yourself and are in
touch with the Carnegie Learning Customer Support, you may be asked to enable the Java Console to
assist in the troubleshooting process.

1. Open the Java Control Panel.
Windows 8:
e Press Windows key + W to access the Search function.
e Type Java in the Search field.
e Click the Java icon to open the Java Control Panel.
Windows 7:
e Click the Start button.
e Click the Control Panel option.
o |f categories (Network and Internet, Hardware and Sound, etc.) are displayed, click Programs.
e Click the Java icon to open the Java Control Panel.
Windows XP/Vista:
e Click the Start button.
e Click the Control Panel option.
e Double-click the Java icon to open the Java Control Panel.
Mac (OS X 10.7.3 and above):
e Click the Apple icon on the upper left of the screen.
e Goto System Preferences.
e Click the Java icon to open the Java Control Panel.

Windows Mac

(& Java Control Panel - O 800 Java Control Panel

General | Update | Java | Security | Advanced | General Update | Java = Security

Ady

Debugaing ~ Debugging
-+[[] Enable tracing l Step 2 Enable tracing l Step 2

January 20 4ana Enable logging 12
o] Show applet lifecycde exceptions ; )
Java console Show applet lifecycle exceptions
Java console
© show console

AN Hide ramenla
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2. Inthe Java Control Panel, select the Advanced tab.

3. Select Show console.
Note: If you don't see the selections under Java console, expand the Java console option.

4. Click OK to apply the change and close the window.
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Disabling Pop-up Blockers

Pop-up blockers inhibit the Carnegie Learning Software from functioning properly. If you have a pop-up
blocker enabled in your browser, you will need to disable it to allow pop-ups to appear. Follow the
instructions below for your specific browser.

Note: If you have a Google or Yahoo toolbar that appears along the top of your browser window, usually
with additional search bars, please disable them. Both toolbars will block pop-ups as well.

Disabling Pop-up Blockers in Windows

Internet Explorer 8

/= Carnegie Learning Dnline \nws Internet Explorer
— Step 1

@._ { ® B | hrtp:ffonin ,comny

File Edt Wew Favortes | Toals  Hel

) Thare Bromser WebE:  Delete Browsing Histary., . erl4+-3hift-+Del
i IriFrivate Browsing Ctrl+shift+P
o Faworbes (@ Camegie L Reapen Last Browsing Session

IR e SIET

IrFrivabe Fibering Sethings

Pop-up Blocksr
SmartScreen Fiber b Pop-up Blocker Settings |
Manans &dd-ons I

1. Click Tools on the menu bar to open the Tools menu.
2. Select Pop-up Blocker from the drop-down menu.

3. Click Turn Off Pop-up Blocker.

Internet Explorer 9-11

Notes:
e If you are using the Windows 8 operating system, ensure that you are running Internet Explorer in
Desktop Mode. Click the Desktop tile on the Start screen to display the Desktop. Launch Internet
Explorer from the desktop.

e If the menu bar is displayed at the top of the browser window, you may click Tools, select Pop-
up Blocker, and click Turn off Pop-up Blocker. (See Internet Explorer 8.) Otherwise, follow the
instructions below.

e The screens shown below are from Internet Explorer 9. The steps for versions 10 and 11 will be
the same, but the appearance of the screens may vary slightly.
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\V

Carnegie Learning

Zoom (100%)
Safety

View downloads Ctrl+J

Manage add-ons
F12 developer tools

Go to pinned sites
Internet options
About Internet Explor

1. Click the Gear icon to open the Tools menu.

2. Select Internet options from the drop-down menu.

| General | security | Privacy | content | Connections | Programs | Advanced |

Settings
Select & setting
Medi

- Blocks third-party cookies that do not have a compact
privacy policy

- Blocks third-party cockies that save information that can
be used to contact you without your explicit consent

- Restricts first-party cookies that save information that
can be used to contact you without your implicit consent

[ sts |[ import || Advanced || oDefaut |

Location

Mever allow websites to request your

physical location

Pop-up Blocker

Turn on Pop-up Blocker | Settings

ars and extensions when InPrivate Browsing starts

o J[ camel ]

3. Select the Privacy tab in the Internet Options window.

Amiv]

4. Uncheck Turn on Pop-up Blocker.
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5. Click OK to apply the change and close the window.

Firefox

L4 ‘ﬂf’ Bookmarks ™
Window History L =
File Edit View History Bookmarks | Tools | Help
Edir b Downloads
" ~ Carnegie Learning Online - Login Pag Downloads Ctrl+) ij
Find... .
Add- L
ons \ é B https//2013 camegielearning. Add-ons - Cirleshiftea
Save Page A Options 2 Set Up Sync... 1
Ernail Link... Help 2 Web Developer 3 I
= Print... 4 Page Info
Web Developer 4 Opticns I
Full Screen
Set Up Sync...
Exit
1. Click the Firefox tab or click Tools in the menu bar at the top of your browser window.
2. Inthe menu, click Options.
Options
O = s P4 o b
General Tahs Content  Applications  Privacy  Security Sync Advanced
[] Block pop-up windows Exceptions...
imes New Roman v| Size: |'|6 v| |&dvanced...|
Languages
Choose your preferred language for displaying pages
| ok || cancel || Hep
3. Click on the Content tab in the Options window.
4. Uncheck Block pop-up windows.
5. Click OK to apply the change and close the window.
January 2014 16
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Chrome

MNew tab Ctrl
New window Ctr

Mew incognito window  Ctrl+ Shift

Bookmarks
Recent Tabs
Edit Cut | Copy Paste
1

— Zoom - 100% |+ | L2
Save page as... Ctrl+5
Find... Ctrl+F
Print... Ctrl+P
Tools
History Ctrl+H
Downloads Ctrl+J

Sign into Chrome...

ettings
About Google Chrome
Help

Exit

1. Click the Menu icon on the Chrome browser toolbar.

2. Select Settings from the drop-down menu.

»
Chrome Settings [Bearch settings
History access them from Geogle Chrome on any computer, You'll alse be automatically signed in to your favorite
sLary
Google services, Learn more

Extensions S

Sign in to Chrome |
Settings E

s MR S e G gt g
Show advanced settings... -

3. Scroll to the bottom of the Settings page, and click the Show advanced settings link.
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This will display the advanced settings on the Setting page.

Privacy

| Content settings... || Clear browsing data...

G y use web services to improve your browsing experience. You may cptionally disable these

S

Content settings

|
il > YT W yt ::V“*"'-

Pop-ups

- (®) Allow all sites to show pop-ups

) Do not allow any site to show pop-ups (recommended)

| Manage exceptions...

4. Scroll to the Privacy section, and click the Content settings button.

In the Content settings window, scroll to the Pop-ups section and select Allow all sites to show pop-
ups.

Note: To allow pop-ups from only Carnegie Learning, you can choose to Manage Exceptions and add
*.carnegielearning.com and *Ims.carnegieelarning.com.

6. Click Done.
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Disabling Pop-up Blockers on a Mac

Report Bugs to Apple...

Preferences... ¥,
Block Pop-Up Windows  {r 38K

Safari 5.1

1. Click the Safari menu at the top of the screen.

2. On the drop-down menu, click Block Pop-up Windows to unblock pop-ups.

Safari 6

1. Click Safari at the top of the

Safari

lielearning.co

Private Browsing...
Reset Safari...

Services

Hide Safari
Hide Others
Show All

Quit Safari

screen.

2. From the drop-down menu, select Preferences.

Fraudulent sites: ¥ Warn when visiting a fraudulent website

Wah content: M Enahle JauaSerint
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3. Select the Security tab.
4. Uncheck Block pop-up windows at the top of the screen.

5. Click the red Close button to apply the change and close the window.

Firefox

About Firefox
Preferences...

Services

Hide Firefox ¥H
Hide Others ~C#H
Show All

Quit Firefox $0Q

1. Click Firefox at the top of the screen.

2. Select Preferences from the drop-down menu.

|| Block pop-up windows | Except-ions,.._

5

Default font: [ Times :] Size: [ 16 :] [ Advanced...]
Languages
Choose your preferred language for displaying pages Choaose...

@

3. Click the Content tab.

4. Uncheck Block pop-up windows.
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5. Click the red Close button to apply the change and close the window.
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What's Not Working

This section provides troubleshooting guidelines for the following problems:

e Software loads to 90% and never launches

e Message shows that user is currently logged in and software opened in another window

e Invalid School ID Message

Problem: Software Loads to 90% and Never Launches

You may experience a globe or loading bar that does not fill up to move to the loading problems state.
This is most likely caused by one of the following:

e Java version out of date/Java not enabled

e Java is blocked by security program

e Student account is “stuck”

% Troubleshooting Tips

To help determine what is causing the problem, consider the following:
e Does Java start?

e How long has this been going on?

Java Version Out of Date/Java Not Enabled

Q What's happening?
e Javais not recognized by the System Requirements Tool or the Java website.
e Prompts may appear saying that Java needs to be updated or installed.

Q& Why does it happen?
e Javais either not installed or not up to date.

How do I fix it?

Refer to Installing and Enabling Java for each of the following solutions:

e Ensure that Java is installed on the computer and enabled in the browser.

e On Mac computers, running the Java check from the Java website will provide an appropriate
prompt in the form of a grey link. Clicking this link will allow the user to either activate or install
Java, as needed.

e Update to the latest version of Java.
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Java Is Blocked by Security Program

Q What's happening?

e The software window appears, but Java never starts. This is determined by lack of the Java
console window when the console is enabled or by looking at the Windows Task Manager.

e Atest account provides the same symptoms, and the student account in question works on other
computers.

e The Java console appears when enabled, but no code appears in that window.

e The Java website’s Java check cannot determine the version of Java being used, even though
Java is installed on the computer and enabled in the browser.

e AVG, Avast, or a similar security program is present on the computer being used.

% Why does it happen?
e The security program being used is blocking the Java component of our software, so the software
cannot launch.
How do I fix it?

e Temporarily disable the security program when launching the software. Once the program is up
and running, re-enable the security program.

Note: Some security programs allow you to temporarily disable the program for a specified time
so that you don’t have to remember to re-enable it. Disabling it for 10 minutes should give you
enough time to log in and launch the software.

To disable AVG security software:

0 Right-click the AVG icon in the lower right corner of your computer screen near the date/time
display.

0 Select Temporarily Disable.

e Create an exception in the security program to allow our software through.

Student Account is “Stuck”

Q What's happening?

e The student always gets stuck at the same place (usually 76, 85, or 90 percent) every time the
student attempts to log in. The message may say “Restoring problem state.”

e The student account worked previously.

Why does it happen?
'ﬁ’% y pp

e The last time the student logged out, the problem state was saved incorrectly, and it cannot be
retrieved.

e The student may have logged out incorrectly (e.g., shutting down or logging off before logging out
of the software).
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How do | fix it?
e The teacher must log into Teacher’s Toolkit and restart or skip the student’s problem.

e Or contact Carnegie Learning Help Desk at 1-877-401-2527 to skip or restart the problem for the
student if an instructor is not available.

Problem: Message Shows User Currently Logged In and Software Opened
in Another Window

Cognitive Tutor and MATHia open in a separate window after the login and password information are
entered. Certain browser configurations related to pop-up blockers could prevent the software from

successfully loading.

X Troubleshooting Tips

To help determine what is causing the problem, consider the following:
e Was the student recently kicked out of the software?

e Are pop-up blockers turned on?

Pop-up Blockers

Q What's happening?

e The student is able to log in successfully, but sees either the “You have successfully logged in...”
or “Loading...please wait” page and no subsequent pop-up window.

e The browser or security software gives a message stating that a pop-up has been blocked.

e A Google or Yahoo toolbar (or similar) is present in the browser being used.

ﬁ% Why does it happen?

e The browser is blocking the software pop-up window.

How do I fix it?
e Allow pop-ups by turning off pop-up blockers. See Disabling Pop-up Blockers.
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Problem: Invalid School ID Message

The school ID is not recognized in the browser based on either browser version or setting or potentially
corrupted browser cache.

% Troubleshooting Tips

To help determine what is causing the problem, consider the following:
e What web browser are you using?

e If Internet Explorer is being used, is Compatibility View on?

Q What's happening?

e A message that the School ID is invalid displays.

ﬂ;} Why does it happen?
e Internet Explorer's Compatibility View is on, and it is interfering with the login page.
e There is an issue with the browser’s cache files, and they need to be cleared.

e The user is entering the School ID incorrectly.

—

How do | fix it?

e Turn off Compatibility View in Internet Explorer:
1. Open Internet Explorer in the desktop.
2. Onthe Menu bar, click Tools, and then click Compatibility View settings.
Note: If the Menu bar is not showing, press the Alt key to display it.
3. Uncheck all of the options at the bottom of the Compatibility View Settings window.
4. Click Close.
e Clear the browser cache.
Internet Explorer:
1. Onthe Menu bar, click Tools, and then click Internet Options.
Note: If the Menu bar is not showing, press the Alt key to display it.
2. Inthe Browsing history section of the General tab, click Delete.
3. Inthe Delete Browsing History window, uncheck Preserve Favorites website data.
Note: Leave all other checked boxes as they are.
4. Click the Delete button on this window.
5. Click OK on the Internet Options Window.

e Use any other web browser instead of Internet Explorer.
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e Verify the School ID with the instructor or contact the Carnegie Learning Help Desk via email
(help@carnegielearning.com) or phone (1-877-401-2527) for the correct ID.
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