‘Dm Department
m OmmForm of Health

ImmForm Helpsheet 3 - Troubleshooting

This helpsheet is designed to help you to be able to access and use ImmForm
if you experience any problems. The most common problems (and more
importantly, advice on how to resolve them) are set out below. \b

ImmForm service hours q/

The service hours for ImmForm (www.immform.dh.gov.uk) are 8:00 am to@ﬁOO pm
on working days, with the ImmForm Helpdesk available between QEwand 5:00

pm. The website is usually available outside of these hours, but ma unavailable
at any time outside of these hours, without notice, for essential mRkenance.

If you cannot access the login page during service hours p%@%erform the
checks below before you contact the ImmForm Helpdesk:
Unable to access the ImmForm website — checklisﬂ/

1. Check the web address (URL) you are usir@@ou should be using the Internet
URL www.immform.dh.gov.uk

2. Check whether your system meets ;Q(,Z\‘ninimum recommended system
requirements (see the ImmForn;?lpsheet 2 on this topic for more details).

3. Can you access other interne sites? If not, check whether you can access
the internet on other PCs an@dake it up with your local IT support provider.

4. If you can connect to oUﬁr’Websites, but not ImmForm, please check with
your local IT suppor there are no blocks that prevent you accessing the
site that may neeghto be removed (there may be local firewall, proxy server or
internet gatevya&;ttings that need to be amended locally to allow access).

5 1In addition,@u are able to access other websites, try clearing your
Temporar@jnternet files by following the steps below:

6. Ope@ernet Explorer
Q}Click on Tools
. fi. Click on ‘Internet Options
2
(@ File Edit View Favorites Help
Mail and News
@Back T N lﬂ Pop-up Blocker |

. = —  Manage Add-ons...
Address | @] http: frvww.immform Synchronize. .

Windows Messenger

ommFO,j
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iii. Click on ‘Delete Cookies’ and then ‘Delete Files’ as shown below.
Internet Options @@

General ‘gontent‘ Connections | Programs

Home page
L Ef You can change which page to use for your home page.

Address: | 1 |

Temporary Internet files

&7 Pages you view on the Internet are stored in a speci
\ @Y forquick viewing later, -
— T : ‘

f:rlDelete Cooldes.,.l‘l{iDelete Files... ]}‘[ Settings... ]

— T
History Q

‘ Y, The Histary folder contains links to pages you've visited, for
"4 quick access to recently viewed pages.
Days ta kesp pages inhistory: | 20 % |
[ Colors... l I Fonts... ] ILanguages... I [Accessibilitym] é
: AS)

iv. Close all browser windows, then open a new brows&n@dnndow before re-
attempting logging into the website.

7. You may also need to check and amend your intern vacy and security
settings, particularly if you are getting an error mggsage similar to the

following: q/

(o N
Sorryl your search "aw immform.dh gov uk” did not return any Web search results.

Web results Powered by Google

Sorry, no Web results were found Servel‘ EI‘I‘OI‘ in I/I Apphcatlon

Runtime Error
Description: An application error occurred on the server. The current custom error seftings for this application prevent the details of the applicatio
(for zecurity reasonz). t could, however, be viewed by brovwsers running on the local server machine.

Details: To enable the detailz of this specific error meszage to be viewwable on remote machines, please creste & =customErrors= tag within & "webl
the roat directory of the current web application. This =customErrors= tag should then have its "mode” attribute set to "Off".

¢l-— Web.Config Configuration File --»

«configurations
sy stem.webs
ccustomErrors mode="0Ff" /2
< fsystem.webs
¢« /configurations

Notes: The current error page you are seeing can be replaced by a custom error page by modifying the "defaultRedirect” attribute of the application’:
to poirt to & custom error page URL.

<l-— Web.Config Configuration File --»

<configuration:

. % csystem.webs
ccustomErrars mode="Remotelnly" defaultRedirect="mycustompage.htm" >

&Q </system. webs

< /configuration:
Tip: If you get this error, you may need to change your privacy and/or security
settings to allow access to ImmForm. Internet Explorer privacy settings let you

specify which cookies you want to allow to be stored on your computer
(ImmForm uses cookies — see
www.immform.dh.gov.uk/help/ImmForm%20Cookie%20Policy%20V1.0.pdf);
security settings allow trusted sites to be added. Before making any changes,
you may wish to check with your local IT support first.
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To change your privacy settings:
i. In Internet Explorer, click the Tools button, and then click Internet Options.

ii. Click the Privacy tab, and then move the slider to the level of privacy you
prefer. ImmForm is designed to work with the “Default” level.

To change security settings: b
i. In Internet Explorer, click the Tools button, and then click Internet Optio@\
ii. Click the Security tab. @‘

iii. Click the Trusted Sites icon (the green tick), then click on the \@ button.

iv. Enter the full URL https://www.immform.dh.gov.uk in the Alq@l is website to
the zone:’ field and click on the Add button.

https://vaccinesupply.immform.dh.gov.uk/ in th this website to the zone:
field and click on the Add button. 0

IMPORTANT: You must have both or neith; site addresses saved as

o =l
v. Also add the Vaccine Supply address, enter the URL

trusted sites — having just one, but not the will cause problems moving
between both sites, as they share the sameaicBokie.

Unable to log in to the ImmForm wegbgite — checklist
1. Double check the login na d password you are using.

S

Tip: Please make sure yo& entering the password correctly, as it is case
sensitive and ensure tha re are no spaces after or before the password,
especially if you copy—@d—paste the password in.

Tip: If your brows members your login and password, please check that
they are your ¢ tlogin and password. If you are unsure what your

password is! you cannot remember your password, follow the links on the
login pagedQ) see the InmForm Helpsheet 10 on ‘Passwords’ for more details.

N

2. Adeou registered?

Wyou are not registered, click the ‘Register’ link on the login page, or see
ImmForm Helpsheet 8 on ‘How to register’ for more details.
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Other problems —timing out, slow running and blank pages

If you have a slow internet connection, you may experience timeout problems.
Please use the following link (or other broadband speed test sites) to check your
connection speeds, www.mybroadbandspeed.co.uk

Tip: For ImmForm, we recommend a broadband Internet connection with a
minimum of 2000 kbps download speed (see the ImmForm Helpsheet 2 on
‘System requirements’ for more details). If it is below these speeds, pleaseg\
close all other applications on your PC and run the broadband speed te
again. If the broadband speed is still low, please try accessing the webgit
when fewer users are accessing the internet (i.e. before 9.30am or af@ﬁSpm)
and raise the issue with your local IT support. NS

f several

If the page keeps loading, but nothing appears to have happeneq%;é’Q
seconds, just refresh the page (using the F5 button or the refresQ on).

Q
qb

Reporting problems to your local IT Helpdesk Q/

¢

We know that most users can use ImmForm with@t’any performance issues.
However, we also know that a handful of usergSill experience some problems,
despite having followed the above guidanc .@you have followed all the steps
detailed above, but are still experiencin 'p; lems, then you need to raise a call with
your local IT helpdesk. It may also be ssary to raise a call with the Connecting
for Health (CfH) helpdesk (this has &€ raised locally — we cannot do this on your
behalf). We welcome feedback t%ﬁ% ImmForm helpdesk from local IT support that
may be of benefit to other usep& ith similar problems.

Reporting problems to'éhe mmForm helpdesk

If you have ruled ouf @ local issues, then please contact the ImmForm Helpdesk
via Helpdesk@im m.org.uk or 0844 376 0040. In order to help us to help you as
quickly and e@@y\ ly as possible, we will need the following information from you:

1. Tellyhe login you are using and the password you are using.

2. hat point in the process are you experiencing the error? Describe exactly
'x@vhat has happened.

(QQ When was the last time you successfully logged on the website?
4. What broadband speed do you have (see above)?

5. Send us a screenshot of the error — use <ALT><PRINT SCREEN> to capture
the browser window, then paste it into the e-mail or an attachment.

6. Provide contact details (including call references) for local or CfH IT support
contacts that are dealing with the issue.
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