FAQ

1. What services does VCN provide?

2. Dial Up Error 691?

3. Unknown user or password incorrect?

4. Page does not load?

5. Unable to Connect to VCN?

6. How can I get a Password Reset?

7. I have a computer problem.  Can I bring my computer in?

1. VCN provides free dial up internet access, email and webspace.  Everything is free but we do ask users to become a member by donating.
VCN Webteam provides low cost professional website management and development with free consultation.

2. Password or username incorrect is the top problem VCN encounters.  Please direct users to a password reset after you have confirmed their details.

3. Reset their password.  Password resets (and dial up authentication) take place after 6pm, and  immediately for webmail, filesystem, and webspace.

4. Is there a connected modem icon on the bottom right corner?  Start->Run->cmd->ping google.ca or run telnet vcn.bc.ca.  If ping replies then there may be a problem with the system, check for the right modem driver.  If ping does not reply some settings may have to be changed. Guide users step by step to Setting Up an Internet Connection (see volunteer documents).

5. Is there pulsing or modem connection noise?  If not, check drivers and redo Setting up an Internet Connection.  Unplug and replug both ends of telephone line.  Restart computer.

6. With individual's photo ID or existing password, http://www2.vcn.bc.ca/accounts

 HYPERLINK "http://www2.vcn.bc.ca/accounts"
.
Groups cannot reset by photo ID, but send letterhead with all information.

7. Every Monday 10-4 VCN users may book a 30-minute session for free drop in help.  Volunteers should schedule 30 minutes of their own time if they invite a drop-in.  Identify the problem and resolve over the phone, to the best of your ability.  We do not advise people to bring in their desktop computers, they may bring in their laptops if they wish to do so.  Do not forget to ask the user to sign the waiver form before helping them.

The key to solving a problem is identifying the exact problem, that is why you must ask.

Information to ask:

1. Name, User login, contact number

2. What error message is displayed on the computer?

3. What operating system,  Internet browser?

4. When did the problem start occurring?  When was the last time it worked?

5. What events lead to or what did you do prior to the problem?

Key Priorities

1. In-Person Help

2. Voice Mail

3. Resolve RT tickets or transfer calls into RT tickets.

You can prevent a lot of problems such as security and frustration by taking the initiative to address an incoming stranger.  Proactively ask the public users to sign in to save you a headache from managing the line up of CAP users.

Scope

VCN help desk support is for VCN-related services, not word-processing, photography, classes, etc.
Refer users to other sources.  Refer to:  Free Geek for hardware issues and recycling, their own ISP if they do not use VCN dial up, the place where they got their computer, NAOC for computer classes.

More Questions:

1. How do I cancel an account?

2. How do I activate my account?

3. How do I become a member of VCN?

4. Can I donate my old computer equipment?

5. Can a non-profit have more than 11MB of email space if they donate?

6. How do I add email accounts for non-profit organisations?

7. Grayed Out- “Connecting using a dial-up modem”

1. Ask users to email sys-admin@vcn.bc.ca from their VCN account to request cancellation. Alternatively, cancel an account if they provide either a password, or keyword and birthday. Double check all information before canceling an account, especially for groups.

2. Users- confirm government issued photo ID, or send a void cheque (or care card/utility bill + photo ID.)


Groups- same as for individuals.  Paper Registration for Groups is no longer required.

3. Annual donations of $15 and over constitute a membership and allow the user voting rights at the annual general meeting.

 
$25 Regular, $40 Family, $15 Low Income, $75 Premium 

Annual donations of $25 and over are tax deductible; donors receive a tax receipt in February annually. 

4. VCN no longer accepts old computer equipment.  They may drop off newer computer equipment and receive a tax receipt of market value (http://www2.vcn.bc.ca/hardware).

5. Email quota is done on a system-wide change,we are unable increase the inbox size.

6. Create an individual account.  Ask them to email us, from the group's email, an alias name, ex. Boss@povnet.org; they actually log on as povnet2@vcn.bc.ca
7. Run services.msc, ensure “Remote Access Connection Manager” is started.


An easy check to see if an user is connected, after they have confirmed that there is a “Connected” icon on the bottom right corner, is to go to Start->run-> telnet vcn.bc.ca.

Other: Webpages with WebGUI and PHP is free for non-profit organisations, contact the Webteam for low-cost web design.  (All webpages have old PHP, it may not support PHP for individuals.)

Other Reminders
-411 Senior Centre Society has a high-theft history; keep an eye on your belongings at all times
-411 volunteers in the lab are responsible for their own paper, ask them to contact the receptionist for paper
- Never direct queries to Steven, ask users for their name and number, document the request on RT

VCN Reference Sheet

Help Desk Phone Numbers
Phone: 
604.257.3811 
(Do Not Give Out: Outbound: 604.257.3810  Admin: 604.257.3804)
Fax: 

604.257.3808
Webteam: 
604.257.3809

Dial Up Numbers

Regular: 
604.638.0189
Alternative: 
604.638.1365

Group: 
604.638.0195
Each session is 90 minutes.  Users can use any dial up number.

Voice Mail
http://192.168.1.23/recordings 
Username: 001 Password: 1234

Fax
http://192.168.1.1 


Username: vcn Password: volunteer

CAP Computers
PC

Username: Administrator
Password :volunteer
MAC OS:  
Username: there 

Password: there
LAB

Username: Administrator 
Password: volunteer
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Internet Emergency Checklist
Be calm.
Inform admin, webteam, CAP and lab users
Post “Internet is not working” signs on public computers.  
Help desk support is responsible for managing users, create space for system administrator to troubleshoot.  Inform callers the problem, acknowledge their patience and tell them we are working on it.
Help the system administrator by identifying when the problem started occurring and why.

Nov. 19, 2009

Excellent Help Desk Resources

http://volunteer.vcn.bc.ca/
http://www2.vcn.bc.ca/help-pages
www.linux.org/lessons
http://modemhelp.net/dunerror/dunerrorcodes.shtml
http://windows.microsoft.com/en-US/windows-vista/Why-is-my-Internet-connection-so-slow
http://cln.vcn.bc.ca/basicskills1
http://freegeekvancouver.org/

VCN Tools


http://dspam.vcn.bc.ca/

 HYPERLINK "http://dspam.vcn.bc.ca/"
 


-VCN Spam Control
http://vancouvercommunity.net/lists

 HYPERLINK "http://dspam.vcn.bc.ca/"
 

-VCN Sympa Mailing List
http://mail.vcn.bc.ca

 HYPERLINK "http://mail.vcn.bc.ca/"
 





 HYPERLINK "http://mail.vcn.bc.ca/"
-VCN SquirrelMail


 HYPERLINK "http://www3.vcn.bc.ca/"
http://www3.vcn.bc.ca/

 HYPERLINK "http://mail.vcn.bc.ca/"
 


-VCN Old Website
http://www.canadahelps.org/CharityProfilePage.aspx?CharityID=s49308 

-VCN Credit Card Donation


 HYPERLINK "http://www.webteam.vcn.bc.ca/"
http://www.webteam.vcn.bc.ca/

 HYPERLINK "http://www.webteam.vcn.bc.ca/"
 

-VCN Webteam
http://www.webgui.org/

 HYPERLINK "http://www.webgui.org/"



 HYPERLINK "http://www.cap.vcn.bc.ca/bc_cap_sites"
http://www.cap.vcn.bc.ca/bc_cap_sites

 HYPERLINK "http://www.webgui.org/"



 HYPERLINK "http://vancouvercommunity.net/lists"



 HYPERLINK "http://www.teksavvy.com/en/news.asp?ID=2&mID=4"
http://www.teksavvy.com/en/news.asp?ID=2&mID=4

 HYPERLINK "http://vancouvercommunity.net/lists"



 HYPERLINK "http://en.wikipedia.org/wiki/Google_search"
http://en.wikipedia.org/wiki/Google_search

 HYPERLINK "http://whois.domaintools.com/"

http://www.who.is
http://www.free-av.com/
https://www.open-mesh.com/overview.php?id=vcncoovaom 

http://housecall.trendmicro.com/uk/
http://www.bitdefender.com/scanner/online/free.html

http://www.virustotal.com/

http://www.fonerbooks.com/cpu_ram.htm
http://www.bctech.us/Letters/customer.html
Command Prompt
ipconfig /release & ipconfig /renew

ping 192.168.3.227 -t

tracert vcn.bc.ca & nslookup vcn.bc.ca

Teaching Links


http://www.gcflearnfree.org
http://cln.vcn.bc.ca/basicskills1
http://www.nwlincs.org/CompTech/LevelA.htm
http://spclc.themlc.org/curriculum
http://aeonline.coe.utk.edu/pdf/TNAECompCurric.pdf

http://windows.microsoft.com/en-US/windows-vista/Parts-of-a-computer
http://www.typingweb.com/
Primary Domain Nameserver:

Hostname: ns1.vcn.bc.ca

IP Address: 207.102.64.2

Secondary Domain Nameserver:

Hostname: ns2.vcn.bc.ca

IP Address: 207.102.64.1

