MIS FREQUENTLY ASKED QUESTIONS (FAQ)

Question: What are the computer lab hours of operation and how do | get help?

Answer:

Regular Semester hours are Monday to Thursday 8:15 AM to 9:00 PM and Friday, Saturday 8:15 am to
4:00 PM.

Summer Session hours are Monday to Friday 8:15 am to 4:00 PM.

Assistance with technical help for the computer lab is available by contacting MIS Technicians at Room
5214 at the Student Center Building or by calling 735-8885/8884/5619. Technicians are available Monday
to Friday from 8:00 am to 5: 00 PM.

After hours and Saturday, technicians are available by contacting 735-5619 or Student support services
at 735-5555.

Question: What do | do if system won’t power on or nothing displays on screen?

Answer:

If there is no power lights on the monitor or PC tower ensure that the UPS (battery backup) is Powered
on. The UPS should have a solid green status light. If the UPS is powered on and displays a green solid
light, check to see if power cords behind the monitor and PC tower are seated all the way into the socket
and fits snugly and securely. If problem still persists or UPS does not show a solid green light status,
please notify MIS by sending a work order. Refer to how to send a work order.

Question: How do you send a work order for MIS Technical Support?
Answer:

Send an email to work.order@guamcc.edu and include a detailed description of the issue you are having,
be it a general technology request, or problems with computer systems. Include your name, room
number, building number, and department, as well your contact information. This will ensure prompt
service and a method for MIS to track and document work requests.

Question: What do you do when the Printer at student Center Lab display paper Jam Error.

Answer:

Do not attempt to remove or fix paper jam as this may cause further damage to the printer.

Notify MIS technicians at room 5214 at room 5214 or call 735-8885, from the hours of 8:15 am to 5:00pm.
If no answer at room 5214 or with phone number 735-8885, call MIS at 735-5619.

Question: Why don’t | have Internet connection?

Answer:

For STAFF OFFICES — Check to ensure Ethernet cable is hooked properly to connection behind the
computer and on the wall network outlet.

For Computer Lab Users at Student Center Lab and Library — You should contact MIS at 735-8885, 735-
5619, 735-8884.

Question: What do | do if | can’t hear sounds from my computer?

Answer:

If at the Student Center Lab and cannot hear any audio instruction.

Please check if headphone is plugged-in to the green audio port in front of the system and ensure that
headphone is turned on, and please check and ensure that speaker/audio control on the lower right-hand
screen is not on mute. If it is please click on the unmute button to enable the sound. If sound is alread




unmuted and audio is still not working, please contact MIS at 735-8885, room 5214, MIS room D5 735-
5619, and Learning Resource Center, 735-8884, MIS room D1 735-5511.

If you are staff and are experiencing sound problems, please check if headphone is plugged into the
green audio port in front of the system and ensure that headphone is turned on, and please check and
ensure that speaker/audio control on the lower right-hand screen is not on mute. If it is please click on
the unmute button to enable sound. If sound is still not working, please send a work request to
work.order@guamcc.edu and also copy gcc.mis@guamcc.edu so Management Information Systems
personnel are aware of the problem.

Question: Can students and staff install software outside of GCC’s specifications?

Answer:

No. If you are a student and are in dire need of installing software for class/homework purposes, check
with your instructor so your instructor can contact the Department Chair and the Department Chair can
contact the Management Information Systems administrator. If you are a staff, please check with your
supervisor so your supervisor can contact the Management Information Systems administrator.

Question: Can | just simply call or knock at any MIS office for any computer problems if | am a GCC
employee?

Answer:

No. This FAQ document will hopefully help you out with some of the most common problems so that you
will not have call or knock at any MIS office for any computer problems. The purpose of this FAQ is to
reduce or eliminate the need to call or submit a work order to MIS for very common computer-related
problems at GCC. Additionally, MIS personnel do not work on or entertain problems with personally
owned devices. For all work-related computer, network, or Internet problems, etc., it is best to submit a
work request to work.order@guamcc.edu and also copy gcc.mis@guamcc.edu so that all Management
Information Systems personnel will be aware of your problem while or even before the Work Order is
dispatched.

Question: There are different browsers loaded in the Student Center lab, can | use any of them to access
MyGCC?

Answer:

You can use any of the loaded browsers in the Student Center lab; however, the recommended or
preferred browser for GCC is Google Chrome.

Question: How do | change my security questions and answers for MyGCC?

Answer:

1% Login to MYGCC Portal

2" On the top left hand corner click the “My Account” link

3" Under the “Setup Security Question and Answers” click the “Click Here” link

4" You can now change your security questions and answers, then click “Submit Setup” when done

Question: How many login attempts do | get before my account is locked or disabled, and what do | do if
my account is locked or disabled?
Answer:




R LT Ty eE R You have 3 login attempts before your MyGCC Portal
account gets locked or disabled. If this happens to you
M and you have gone through the process of the “Setup
Security Question and Answers” (as explained in the FAQ
B e Y our e item immediately above), then you can reset and unlock
yourself by clicking on the “Forgot Password” feature on
Secure Access Login the login page of MyGCC. If you are a student and you
Were i | did not do the “Setup Security Question and Answers”,
Password: please call the Registrar Office at 735-5531, but if you are
[ Login | [cancel] an employee, please call the HR Office 735-5538, to have
faznoiiobln=jodand nhclicatete, your account unlocked and enabled.

Forgot Password?

Question: How do | change my MYGCC password?

Answer:

1% Login to the MYGCC Portal

2" On the top left hand corner click the “My Account” link

3" Under the change password box enter your “Current password”, “New

Password”, “Confirm password”, and follow the password requirements to the right of the password box.
4" Click the “Save changes” button on the bottom left hand corner when you are done.

Question: What do | do if I'm a faculty and | receive a bounced email from students due to “email not
found” error?

Answer:

This happens when the student’s email address is not yet activated by the student, which is needed by
Gmail to detect and create a new and active address. To activate and have Gmail create the student’s
email address, the student must click on the “Email” icon upon initial or subsequent login to MYGCC
portal. Student must wait at least 10 minutes or less to re-login to MyGCC and check on his/her email
account. If email still has not been created, please e-mail gcc.mis@guamcc.edu or contact GCC MIS at
735-5511 for further assistance.

Question: Why are some emails that | sent or sent to me not being received?

Answer:

If using Microsoft Outlook, check if email is in Junk folder of Outlook. If found, right click on the message
and choose “Not Junk” option so that Outlook treats similar messages as not junk the next time you
receive them. If in Gmail, check if email is in Spam folder of your Gmail. If found in Gmail Spam Folder,
click “Not Spam” icon so that the email will not be tagged as spam the next time. This will also move the
email to your inbox folder.

Question: Why is student missing MyCourses Tab in MYGCC?

Answer:

This happens when the student does not have a “Student” role in its account profile in MYGCC. Inform
Admissions and Registration Office about the missing MyCourses Tab and they will verify if the request is
valid. If valid, the Admissions and Registration Office will inform MIS to enable the “Student” role in
MyGCC for the student in question. If not valid, Admissions and Registration Office will work with the
student to resolve the problem.

Question: Does GCC have an Internet policy?

Answer:

Yes, Policy 197 — GCC Online Policy & Procedures which is available for viewing at the Governance tab
of the MyGCC portal.




Question: What do | do if | can't connect to the internet?

Answer:

What may seem to be a network connection problem - is sometimes simply a Website being temporarily
offline. Before assuming your Internet connection is faulty, try visiting several popular Websites rather
than just one. If you are able to access other websites, more than likely the site you are accessing is
temporarily off-line. All you can do is to wait and try to access the website at a later time.

Also, check to see if others in your area or in close proximity are experiencing the same problems you are
having. In most cases, simply restarting your computer will fix the problem, especially if others can
connect to the Internet. If none of the above works, call and report the issue to the MIS department at
735-5619. Once Internet connection has been established, report the issue by emailing the problem to
work.order@guamcc.edu and indicate connection has been restored.

Question: Does GCC have a Wi-Fi wireless connection open to the public?

Answer:

Yes and No, depending on your location. The broadcast name is GCC Wireless and is accessible from
most areas within the campus. If Internet access is allowed without a password, then you may be
accessing an Open wireless service nearby, but if access is prompting for a username and password,
then you will be required to enter your MyGCC username and password to use the Internet.

Question: Does GCC have community computers available on campus for public’s use?

Answer:

Yes, upon entering the Learning Resource Center (LRC/Library) the first ten (10) workstations are open
for All students and non-students of GCC. You can inquire at the Library front desk or contact GCC
Library at 735-0228 or email at gcc.library@guamcc.edu for further assistance.

Question: | want to use Google Chrome and | understand there is a way to set up my account for easy
login or sign in. How do I sign in to Chrome?

Answer:

1. Open Chrome browser

2. Go to Settings

3. Click Sign in to Chrome

4. Enter your MyGCC login

5. Done

Question: How do | create an account in Google Chrome?

Answer:

This is useful to manage multiple logins for instance your account and a group account.
1. Open Chrome browser

2. Go to Settings

3. Scroll down to “Users”

4. Click “Add new user”

5. Enter name for user & icon (optional)

6. Click “Create”

7. You will be presented with a login screen, enter your GCC e-mail address and password and sign in
8. Done

Note: User accounts will be separated by window.

Question: How can | tell what is legitimate email or a phishing email?
a. You are not expecting it and if an email is soliciting information that is personal, sensitive,
asking for money, asking your PIN, password, or asking you to go to a suspicious




website with a very long link, then it is most likely phishing or fake email. For example:
Nigeria Banking, USPS tracking, IRS, other colleges and university e-mail systems, and
real or fake services such as bank or insurance names are being used.

***Email Service Support***

University of California San Diego Admin <noreply@ucsd.edu=>
Fri3/1/2013 3:17 PM

' MOT DIRECTLY SENT TO ME
Signr of mass mailing

Access to this server is available from vour location through the
Universal FEesource Locator Click or Copv the below link to a browser
and fill the required

" —1 D—16f 4 9 270f45a3 &t nken—‘i.e'Lk WKD DBAAA tuzEcKMOW Sd EDI

Random off campus link

Internal Revenue Service [irs-service @IRS.GOV] Sent: Tue 2/3/2009 3:55 PM

To:
Ca

. o Phishing emails are often sent from
Subject: Official Notification

addresses that look official.

After the last annual calculations of your fisca

are eligible to receive a tax refund of $92.50.

Please submit the tax refund request and allow us 3-6 days in order to process it.
A refund can be delayed for a variety of reasons. For example submitting invalid
records or applying after the deadline.

To access the form for your tax refund, please click here :

tp://cimaonline.ca/fdem/Internal/Revenue/Service/index.html dCIicking on this
Regards, link would take
Internal RevenudEService. you to a
fraudulent
website with a

form to enter
Notice that the URL does not direct you to an your personal
official IRS website. information.

© Copyright 2009, ternal Revenue Service U.S.A.

i. Please check email address of the” to” and “from” headers.
i. Most of the time the email address is sent to group email addresses.
d. Most viruses come thru email solicitations via links and/or from automatic or manual
downloading of web content.
e. Delete the email and do not do what the email is requesting.

Question: Is the Internet or network down?

Answer:

Please read check list below for solutions (network connection solutions)

Go to the back of your computer and check the blue, white, or gray cable that has a similar connection




like the telephone connection but bigger.

Check if there is green or amber light on the end of the cable. If there is green or amber light then you
are connected to network. Reboot your computer and try again. If this suggestion fails, please call MIS at
735-5511 or 735-5619.

If you are on Windows XP look for two monitors side by side on the bottom right corner of your desktop.
If there is an exclamation on the two monitors please check the internet cable on the back of the
computer and check if there is green or amber lights flickering. Please check another machine and see if
there is internet access. If there is internet access from another computer in your area, reboot your
computer. After reboot and your computer does not have internet access please call MIS at 735-5511 or
735-5619.

Question: What do | need to understand when installing programs downloaded from the Internet?
Answer:

Many programs from the Internet are legitimate such as applications Adobe Reader or Google Chrome,
but sometimes there is a secondary program installation like another antivirus like McAfee, or utilities like
search engines, toolbars, quick links, etc.. Google and Adobe are legitimate websites however, there are
other sites that are not and will allow you to download games for free, or download free applications,
computer repair software tools, screen savers, even browser toolbars, etc.., but may actually have
adware, spyware, or malware that can work behind the scenes without you knowing or installing
applications that take over your computer and its resources. The recommendation is not to install any
program that you are unfamiliar with or that you do not need. Contact MIS if you have any questions
about a program and we will do our best to assist you. Read further below:




/13 Adobe - Adabe Reader, i1 . — ‘- ——

[ C' [ getadobe.com/reader/

it apps (% Google Accounts [ Google Accounts [EJ Google Apps & Guam Community..  [E) Banner General / Se.

Adobe Reader Optional offer:

+ | Yes, install the free McAfee Security
Scan Plus utility to check the status of
my PC security. It will not modify
existing antivirus program or PC
settings.

W McAfee® | Security Scan Plus
Version XI (11.0.06)
System requirements Learn more

Your system:
Windows 7, English
Do you have a different language or operating system?

Are you an IT manager or OEM?

| Copyright © 2014 Adobe Systems Incorporated. All rights reserved.
Choose your region Terms of use | Privacy (Updated) | Cooldes

i® Connect PC_Etheme..jpg  ~

Terms & conditions:

By clicking the "Install now" button, you
acknowledge that you have read and agree
to the Adobe Software Licensing
Agreement and the McAfee Security Scan
Plus License Agreement.

Note: Your antivirus software must allow
you to install software.

Install now

Totalsize: 49.3 MB

¥ Show all downloads..

»  [] Other bockmarks

%

Google and Adobe are legitimate sites.
All the PC workstations in Guam Community have Symantec antivirus installed.

i. You do not need install a second antivirus.
Most if not all PC workstations have Google Chrome installed.
Please read every option of what you are installing and the secondary applications that
may or may not be related to the application. Do not just install free applications.

Remember free applications may contain adware, spyware,

malware or a virus.

Read what you are installing before actually installing the application, there may be
hidden options or options that are automatically chosen or marked. Unmark them if you
can, BUT if you CANNOT then it is best to cancel the installation.

Below is an example of a malware virus.




& Matware Defense r-_ = El

\ g/ Malware Defe

System monitar
Runitime sysbem protection status monitoring,. Be sure all the ool marked green.

Frewsl pratection (DEMO)
Arihanus protechon (DEMO)

Spreware protecton (DE0)

Sy sheam sLmmary;

Runnlnq Insecure state, several vulnerabillties are detected
Last antivirus scan: 19012 2009 0946

Last update: ravar

Last scan results: 12 infected objects found, O remaved

Security Alert

@ MEED HELP? PLEASE, CONTACT Matware Defense
OBETONMER SUPFORT SERVICE

Question: What is VoIP?

Answer: VolIP is an acronym for Voice over Internet Protocol. The Wikipedia definition is: Voice over
Internet Protocol (VolP) is a methodology and group of technologies for the delivery of voice
communications and multimedia sessions over Internet Protocol (IP) networks, such as the Internet.

Question: What telephone system does GCC have?

Answer:

The majority of the Mangilao GCC campus runs on Plain Old Telephone Service POTS. GCC does have
VolIP but limited to certain buildings only. It has been the trend for new buildings to have VolP upon
opening; this is true for all new builds with the exception of the Allied Health Center, which runs on
POTS. Buildings that have VolIP services are the Learning Resource Center, the Student Center and the
Foundation Building and buildings under construction or renovation will most likely have VolP installed.

Question: Is the remainder of GCC campus “ready” for VolP?

Answer:

Some areas are more ready than others, most areas need network switches upgraded to support VolIP,
while others require a router upgrade or network cabling upgrades.

Question: Are “extensions” possible with VolP?

Answer:

Generally extensions are not supported. Not with our current set-up anyway. In a VolP set up every
phone has its telephone number “programmed” into it. This means that you could not move a phone from
one place to another or “swap” phones should it malfunction.

Question: If VolP telephone services do not run on “inside wire” how does it work?




Answer:
VolP works via your campus/office network, the same network that your computers use! Generally, VolP
services run on a dedicated network exclusively for voice services.

Question: Other than “new” buildings, what areas or locations can expect VolIP services in the near

future?

Answer:

Some areas are ready now but most areas need switch upgrades. Admin & the Tech Center buildings are
VolIP ready with the proper network switch upgrades.




