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Remote Access Platform

                                  Frequently asked questions.  

What is the RAP?

RAP stands for Remote Access Platform. It is an internet based technology that provides secure remote access to your LBS Citrix account from a PC, MAC or laptop at times when you’re working away from your office.

You will need to have a Citrix account and a Signify Token to use the RAP.

You will have access to all the same applications on the RAP as you do when you are logged on in the office.

How do I register my Signify Token?

You will receive an email from Signify Customer Services once your token has been sent to you. Please follow the instructions given in this email to complete the Signify registration process. 

You can also go directly to the registration site at the following web address

https://imc.signify.net/newuser/


I’ve forgotten my Signify Password. What do I do?

Please raise a Service Request http://selfservice/ or contact the Southwark IT Service Desk on 57500 to reset your password for you.

I’ve lost my Signify Token. What do I do?

Please raise a Service Request http://selfservice/ or contact the Southwark IT Service Desk on 57500 to order you a replacement.

Can I access my email?

Yes, and you will be able to use all of the other software that you have available to you on your LBS Citrix profile. 

Can I print documents that I’m working on?

No. For security reasons staff will not be able to print documents when accessing LBS information outside the office. 

Can I download LBS Documents to my Home PC?

No. For security reasons you will not be able to save LBS documents on your machines. You will be able to save documents that you are working on to your LBS shared drives. 

I don’t have a Citrix account. Can I use the RAP?

Not at the moment. You may be able to use it in the future if you are being migrated as part of Phase 2 of the Citrix roll out. 


Can I use any Internet Service Provider (ISP) I want to?

The selection of your Internet Provider is a matter of personal choice; however, some ISPs do not allow work based internet traffic like this on a home broadband account. 

It is your responsibility to ensure that you are not breaching the terms and conditions of your contract by using your ISP for occasional work based internet usage. If your ISP specifically restricts you from using your service for work based traffic you are advised to use an alternative ISP or continue to work in the office.

Please check with your Internet Service Provider if you are unsure whether or not you can use your broadband service for work purposes. They will also need to confirm that they allow connections over port 443. Some ISPs also use a method called traffic shaping (packet shaping) to control their network traffic. Connectivity can not be guaranteed on these networks.

Please refer to your Internet Service Provider if you are experiencing difficulty with your Internet Service.

What kind of internet connection do I need?

A broadband connection of at least 1 megabyte per second (Mbps) with a Tier 1 Internet Service Provider is required. A faster ADSL/Cable connection of 8Mbps is recommended.

Which version of Internet Explorer am I using?

Open explorer as normal.  In the menu toolbar select help then “About Internet Explorer”.

How do I find out which Broadband provider I am using?

This will typically be represented by an icon on your desktop i.e. BT Broadband, Virgin Media etc.  



Which Anti Virus product should I use?

The solution has been designed in a way that prevents any malicious software from crossing between your machine and the Southwark network, so there is no requirement for you to have anti-virus software.
We recommend that you use up to date Windows Defender Anti-spyware and ensure that it is enabled. You may also use up to date versions of the Antivirus software you may have come with your computer e.g. Symantec, Norton, McAfee 

Some Anti Virus providers offer free anti virus products that you can down load from the Internet. These products don’t often offer any customer support, they may not be the latest versions of the company’s product or they may be trial versions of a product being developed. 

Which Firewall product should I use?

The solution has been designed in a way that prevents any malicious software from crossing between your machine and the Southwark network, so there is no requirement for you to use Firewall software.

We recommend that you use up to date firewall software (Symantec, Norton etc.) and make sure your Built-in firewall is enabled.

Please note that your firewall may interfere with the ability to connect to the RAP and may also impact the speed of your connection. Familiarise yourself with your own personal firewall software should the need arise to allow access for specific ports or applications.

Can I use ATRACS to record my hours?

Yes you can. Once you have logged into your Citrix account you will be able to use the Internet Explorer Icon to open a web browser from which you can access the ATRACS website at the following address

http://atracs01/atracs/scripts/main.dll
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System Requirements

[bookmark: _Toc205617458][bookmark: _Toc206222284][bookmark: _Toc339279981]Minimum Hardware – PC
· 133 MHz or faster Pentium processor (or AMD equivalent)
· At least 128 MB RAM
· VGA or higher resolution monitor (1024x768 minimum resolution)
· Card reader/USB card reader adapter (for staff that need to use BACS cards/swipe cards)

[bookmark: _Toc205617459][bookmark: _Toc206222285][bookmark: _Toc339279982]Minimum Software – PC
· Windows 2000 SP4, Windows XP SP2, Windows Vista
· Internet Explorer 6 SP1 or Mozilla Firefox 2.x
· Citrix ICA client 10.150 or higher
· Up to date Antivirus software (Symantec, Norton etc.)
· Up to date firewall software (Symantec, Norton etc.)

[bookmark: _Toc205617460][bookmark: _Toc206222286][bookmark: _Toc339279983]Recommended Software – PC
· Windows XP SP2 or Windows Vista
· Internet Explorer 7 or Mozilla Firefox 2.x
· [bookmark: _GoBack]Citrix ICA Client 3.4 or later
· Built-in firewall enabled
· Windows Defender Anti-spyware (enabled and up to date)
· Up to date Antivirus software (Symantec, Norton etc.)


[bookmark: _Toc205617461][bookmark: _Toc206222287][bookmark: _Toc339279984]Minimum Hardware – MAC
· Power Mac G5 - all models which use Mac OS X 10.4 except Power Mac G5 (Early 2005), Power Mac G5 (Late 2005)
· Power Mac G4 or Macintosh Server G4 – all models
· Power Macintosh G3 or Macintosh Server G3 that have built-in USB ports
· iMac – all models released in 2004 or later
· iBook – all models which use Mac OS X 10.4 except iBook G4 (Mid 2005) PowerBook G4 – all models which use Mac OS X 10.4 except PowerBook G4 (double Layer SD)
· Powerbook G3 – Bronzr Ketboard models only
· At least 128 MB RAM
· At least 1.5 GB free hard disk space. Note : For Mac OS X 10.2 or later 3.0 GB is the recommended minimum
· Either an Intel-based Macintosh running Mac OS X 10.4 or later, or a PowerPC-based Macintosh running Mac OS X 10.3 or later
· Integrated firewall capabilities
· Latest Citrix ICA Client depending upon Mac Operating System
· Card reader/USB card reader adapter (for staff that need to use BACS cards/swipe cards)

[bookmark: _Toc206222288][bookmark: _Toc339279985]Checking Your System Specifications

The following example is for a user with a Windows XP Professional operating system. The principle of right clicking on the My Computer icon will work for Microsoft Vista and Windows 2000 but your screen may appear slightly differently than in the example below.

On your desktop find ‘My Computer’ – click once with your left mouse button
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Once highlighted click your right mouse button and in the tab menu click on ‘Properties’
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You will see a screen like the one shown below. Click on the “General” tab
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System: 

Your Operating system will be displayed. In the example above the user has Microsoft Windows XP Professional Version 2002 Service Pack 3

For Windows XP this needs to read either Service Pack 2 or Service Pack 3
For Windows 2000 this needs to read SP4

If these do not equal the above Service Packs then you will need to visit Manufacturer’s website to upgrade

Computer:  

Your computers technical specifications will be displayed

In the example above the user has an Intel(R) Core(TM) 2 CPU with 2.00GHz and 2.00GB of RAM.
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Trouble Shooting

Checking my Internet Access

Type www.google.co.uk into your web browser. If you can see the Google home page then you have a working Internet Connection 


My Internet connection works, I have logged in successfully but Citrix is not working

Please call the Southwark IT Service Desk on 0207 575 7500. Please note that the hours of support are from 08:00 – 18:00.

Internet Explorer can not display the webpage screen
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If you are seeing this screen and your internet connection is working (i.e. you can access Google and other websites) it is likely that your account has not yet been set up. Please raise a Service Request http://selfservice/ or contact the Southwark IT Service Desk on 57500 to set up an account.




No applications are displayed when I log into my Citrix account

If you have successfully logged in but get a Citrix screen like below with no applications available in the Application Window  and a message under the Message Centre heading reading “There are no published applications currently available for the user”, this means you do not have a Citrix account yet. You will need to raise a Service Request http://selfservice/ or contact the Southwark IT Service Desk on 57500 to get a Citrix profile set up for you. 
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Most likely causes:
 You are not connected to the Internet.
« The website is encountering problems.
« There might be a typing error in the address.

What you can try:

® Diagnose Connection Problems

@ More information
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Southwark Citrix Portal

Applications [ [¢h [ © | Welcome
& 7ol Citrix Applications.
Welcome to your personalized view of your Citrix applications. The Applications box contains icons for the applications that you can use.
—— Click an icon to launch an application. Click Refresh to view the latest applications. Click Settings to change your settings. Click a folder
g icon to display its contents. If you have problems using an application, please contact your help desk or system administrator for more
information.

Message Centre

(D) There are no published applications currently available for this user.
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