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Updated: 22 June 2009

Troubleshooting Guide for Accessing the
Vision Super Member & Employer Secure Sites

The Vision Super Secure Site is an online Internet service available from the Vision Super website
that provides members and employers with real time access to their information within Vision
Super’s database system.

This Guide has been written to assist both members at home and IT Support personnel at
employer workplaces, troubleshoot problems in accessing either the Member or Employer Secure
Sites, including situations where:

* The Secure Site doesn’'t work at all —the login password prompt won'’t appear, or
* The Secure Site website is extremely slow

Covered in detail below are a number of possible reasons for experiencing difficulties with the
Secure Site. Depending upon your specific circumstances, any of them could be causing you
problems and sometimes a combination of issues may be the cause; so please consult each
section of the Guide in turn.

If you are still having problems with the Secure Site after reading this Guide, contact our Member
Services team on 9911 3222 (within Melbourne) or 1300 300 820 (local call outside Melbourne).

1. Check your browser is compatible with the Secure Site

To provide an interactive online service, the Secure Site uses Java scripts. Scripts can be
thought of as small programs downloaded from a website and executed by your browser to
provide more advanced features.

Due to differences in the way alternate browser programs interpret scripts, not all browsers will
be compatible with the Secure Site. Both the Member and Employer Secure Sites have been
designed to support:

* Internet Explorer version 5.0 or higher on Windows Computers Only
PLEASE NOTE:

Currently the Vision Super Secure Site only provides full support for Microsoft Windows
computers using Internet Explorer. Vision Super has not verified the secure site for:

» Internet Explorer Version 8 running on Windows Vista. Internet Explorer Version 7 is
supported on Windows Vista.

«  NON Windows computers —eg. Mac or Linux_ computers

»  Browsers other than Internet Explorer 5.0 and above — eg. Firefox, Mozilla, Opera

Unsupported browsers are likely to experience problems processing the scripts required for
the Secure Site to operate correctly.
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To check your version of Internet Explorer:
*  Open a browser window, and
»  Select the About option from the Help menu

<A Vision Super - Home - Microsoft Internet Explorer

File Edit Wiew Favorites Tod

=, = 5 ]

Back Forward Stop R

ontents and Index 7
Tip of the Day orites
Address |@ A visionsuper oo Tor Netscape Lisers
Cnline Support

ﬂ. VI S! | 0 n Send Feedback.

About Internet Ex

A window appears indicating the full version number — any version greater than 5.0 is
compatible:

22 About Internet Explorer

< Yersion: 6.0.2200,1106 >

Product ID:51873-0EM-0000251-51719
Update Yersions:; SP1; QB22025; 330994, (524145,

Based on MCSA Maosaic, NCSA Mosaic(Th); was developed =
at the Mational Center for Supercomputing Applications at
the University of Illinois at Urbana-Charmpaign.

Distributed under a licensing agreement with Spyglass, Inc. -]
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2. Google Toolbar
To check which version of Google Toolbar is install ed:
* Open Internet Explorer

» Select the drop down arrow on Google Options icon located the right hand side of the
screen.

l‘: ‘Signln T

ﬁ = @% Cptions. ..
ﬂ Google Toolbar Help
Privacy Information

Uninstall...
Abut Gougle Taokbar

Google

ToolbarCJ

Version: 6.1,1715, 1942 /en (GELL
Motifier Version: 5,1.1309,3572
Rictionary Compression Versiog

70.610.27452

Copy version to dipboard

De parvis grandis acerius ent

© 2009 Google

 Ensure itis version 6
* Click Ok button

NOTE: Google Toobar version 5, is not compatible with Vision Super’s secure site, please
install version 6.

To install Google Toolbar Version 6:
* Open a new Internet Explorer page
* Inthe URL address field, enter: http://toolbar.google.com/T6/intl/en/
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Teolbar

Wye're sorry but Google Toolbar B is not available for Windows 2000 users. Please upgrade your operating system or download
Google Toolbar 4

Enhanced search and navigation in Toolbar 6

L] S free and installs in seconds
i = KN — £
Go 3Wml | NG = | - @ Install Google Toolbar 6
@ ] comeacavina - wikineda
= en wikipadia.org
K leanardo fibonacci by
N leonardo dicaprio.

Browse faster with instant suggestions
ag you type in the search box.

oo Go to your favorite sites directly
with a personalized new tab page

!g Launch applications and websites easily
with the Quick Search Box.

New! Test new ideas from Toolbar Labs

Wiew all features.

2003 Google - Toolbar Privacy Policy - Google Downloads - Previous “ersion

» Click the Install Goolge Toolbar 6 to the right hand side, the following page will display

Toolbar

Google Install Google Toolbar 6 Help

By downloading, you agree to our Terms & Conditions below and Privacy Policy.

Google Terms of Service

[T

Welcome to Google!
1. Your relationship with Google

1.1 Your use of Google's products, software, senices and web sites (referred to collectively as the “Services™ in this

document and excluding any senices provided to you by Google under a separate written agreement) is subject to the
+ £ m L L ot EN e s 12 o™ f L b, | ml. £ b

Configure your toolbar

Set Google as default search in Intemnet Explorer and notify me of changes

[ Set my home page te Google
[] Enable PageRank (Learn more)

Usage statistics sent by the Toolbar are not associated with your personal information. and can be disabled through the Toolbar
Dipbierre=

) [Cangh]

©2009 Google - Toolbar Privacy Policy - Google Downloads - Previous version

L

Accept and Download

* Click Accept and Download button

* A File Download dialog box appears, select Run button.

» Please wait a moment for Google Toolbar Version 6 install on the pc.

» Adialog box appears prompting for you to run the application. Click the Run button.

Internet Explorer - Security Warning

Do you want to run this software?

Mame: Goodle Toolbar for Internet Explorer
Publisher: Google Inc

Er\’lore options ’_ Run ] L Daon't Run J

wWhile files from the Internet can be useful, this file tvpe can potentially harm
your computer, Only run software from publishers vou trust, What's the risk?
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» Once complete, the following page will appear. Ensure the Google Toolbar appears.

{2 Google Toolbar Installed - Windows Internet Explorer

TS = e |2l

31/ o

© Ble Edt Vew Favorkes Tooks Help

Goge  Efsaneeg | B oo | ok Hawnl §

———————
w ‘mamgmnqhamsmued \ ‘

& v @ damen...
h B ® e Oee- 0 BB -

GO Ogle Google Toolbar is now installed in your browser
Toolbar

@mn

‘Society for Organizational Learming
‘W, soloniine.ceg

‘g solar edipse.

New! ing the Quick Search Box
» Search the web from your desktop
+ Get instant suggestions as you type
+ Launch desktop applications (e g Solitaire)

Other Toolbar features

ﬁi Add gadgets to your Toolbar: Visit the gallery 1o find gadgets from your favorite sites
% Choose your tools: Click the wrench icon to visit your Toolbar options

iﬁf Import your favorites from Internet Explorer: Click on Bookmarks' to ses the menu
View all features.

(©2009 Google - Google Home
Google Site Stais - garn more
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3. Check that Java is installed

For the Secure Site to operate correctly, a component of Internet Explorer called a Java VM is
required to be installed AND enabled on your computer. This component processes the Java
scripts that provide the interactive Secure Site in your browser window. The Microsoft Java VM
used to be included with Internet Explorer as standard, however Microsoft stopped providing it
with Windows XP and newer versions of Windows. Therefore if you are using Windows XP,
you may not have a Java VM installed.

Note: There are two types of Java VM that can be installed for Internet Explorer: Microsoft
and Sun. The Secure Site supports both, although the Sun Java VM is preferable as the
Microsoft Java VM is not being developed further and is no longer readily available.

To check that Java VM is installed AND enabled on your computer:

e Open a browser window,

*  From the top menu, select Tools > Internet Options

» Click on the advanced tab

» Alist of settings will be displayed, grouped under various headings.

» Scroll through the list of settings, looking for the group headings Java (Sun) or Microsoft
VM.

The screen shot below shows the Advanced Internet Settings for a computer with both Sun
Java VM and Microsoft Java VM installed and correctly enabled. Only one of these headings
needs to appear, but both Java VMs can be installed without causing any problems.

Note: The check mark must be turned on.

Internet Options 1l ﬁlﬂﬂ

General I.__Seg:ur'rty ] ‘Content I:Ennnﬂqtiﬁns_l:ﬁmgramf -'f!-dy:éi'rl:e:i;l |

Settings:

IIse smoath scralling =]
HTTP 1.1 settings
Use HTTP 1.1

[ ‘-%? Java (5un)

IJs2 IRE 1.5.0_06 for «<applet > (requires reskart)

Java console enabled (requires restart)

Java logging enabled

T compiler For virkual machine enabled (requires restart)

% Mulkimedia

[ pon't display online media conkent in the media bar

Enable Automatic Image Resizing

Enable Image Toolbar (requires restart)

Flay animations in web pages

Flay sounds in web pages _jll
B =

G| |

Restore Defaulks. |

ok | cancel || ey |
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3a  If the “Java (Sun)” group heading is NOT listed:

A Version of Java VM is required to be installed on your computer for the secure site to
work.

Currently the Vision Super Secure Site supports either the Microsoft Java VM or the Sun

Java VM. As a result if you currently don’t have Sun Java VM installed the site should still
successfully run using Microsoft Java VM.

Obtaining the installation for Sun Java VM:

Note: Vision Super disclaims all liability for any loss or damage that may arise from anyone
acting on this information. This information is not intended to act as information technology
advice or support; assistance from professional IT Support should always be sought.

Installation of any software on a computer carries certain responsibilities, including but not
limited to:
¢ Ensuring the computer system is backed up,
¢ Confirming that the software to be installed is compatible with the system and will
not affect other software already installed
¢ Ensuring that there is a tested procedure for restoring the computer system should
anything untoward occur.

The Secure Site has been configured so that if no Java VM is detected you will be
redirected to the Sun Java VM Download page. However if you wish to download the SUN
Java VM manually, follow the steps below:

To obtain Sun Java VM click on the following link
(http://www.java.com/en/download/index.jsp) and install via one of the two windows
options.
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4. Browser Security Settings

Your browser’s security settings may be set to disallow the web-based scripts required for the
Secure Site to operate.

To check your current Internet Explorer security level:

* Open a browser window,

*  From the top menu, select Tools > Internet Options

» Click on the Security tab, then

* Click on the Internet globe icon to display your security level for accessing the Internet

Geleral  Security |C|:|n iz tl Connections | Programs | ﬁdvamcedl

Select a \Web content zone o specify its security seftings.

¢ N O @&

Internet Local infranet  Trusted sites  Restricted sites

&l 7] x|

Internet
This zone contains all Web sites you Sitas, . |
haven't placed in other zones =

—Security level for this zone
Move the slider 1o set the security level for this zone.
= !a! brovesing and still functional
- - Prompts before downloading potentially unsafe
Content

- - - LUnsigned ActiveX controls will not be downloaded
- Appropriate for most Internet sites

Custom Level. .. | Default Level

The Secure Site will work on the Medium security level (this is the default level) or any lower
level. A security level of High or Custom may prevent your browser from running the required
scripts.

If you are at your workplace, we recommend that you contact your IT support rather than
change security settings yourself. If you or your IT support wish to remain on a High or Custom
security level, adding www.visionsuper.com.au to your Trusted Sites list (see the next
section) will permit the Secure Site scripts from executing without affecting your security for
other websites.
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5. Setting Vision Super as a trusted website

Newer versions of Windows have additional security features such as “pop-up window
blocking” and “file download blocking”. These features can impede the operation of the
Employer Secure Site, especially where files are needed to be retrieved.

The following steps add the Vision Super website to the Internet Explorer list of “Trusted Sites”
which effectively turns these features off when accessing the Vision Super website.

» Open a browser window,

From the top menu, select Tools > Internet Options
Click on the Security tab,

Click on the Trusted Sites icon and select the Sites box.

Internet Opkions 2 i Eﬂﬂ

General __5*.353:%'-'55’ Eﬁntﬁnt'l :Genraect_iﬁns_']:.ﬁfograms.-l Bdvanced I

Select a Web content zone to specify its security settings.

Restricted
sites

Internet Lu:u:al |ntranet Trusted sites

: Trusted SLtEEr _
o This zane contains Web sites that Sites. . |
_ o brust ‘i:mt ko damage your N el
‘computer or data, 'Nﬁ:ﬁ'ii:'vig_s-aPE.'iH-t]‘ji__S;-z@h_ei |
~Security level For this zone

Custom
Custqm,settlngs.
- To change the settings, click Cuskam Level,
- Touse the recu:umrne‘nded sa“t!ﬂru;[sJ Eh;k ElEFault Lesvel,

customLevel.. | Defautlevel |

| 0K I Cancel | BERl I
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You can add and remove Web sites from this zone, All Web
sites in this zone will use the zone's security settings.

Add this Web site to the zone: ‘A\

I https: /v visionsuper.corm. au ‘ Add >
Web sites:

hittp /e visionsuper .com.aul Rermove |
https /e visionsuper.com. au

< ™ Reguire gerver werification (https:) for all sites in this zone >

(04 | Cancel |

* Uncheck the option “Require server verification (https:) for all sites in this zone”

»  Enter http://www.visionsuper.com.au into the field titled “Add this web site to the zone”,
* and then select Add so that it appears in the list below

* Do the same for https://www.visionsuper.com.au

You should now have two entries for the Vision Super website as shown in the diagram
above.

* Click OK to close the Trusted Sites window, and
* Click OK to close the Internet Options window
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5a. Internet Explorer 7 (IE 7) Users
Please be aware that due to new security settings in IE 7 there is an additional step.

» Open a browser window,
* From the top menu, select Tools > Internet Options
» Click on the Security tab,

Internet Options

| zeneral | Jecurity | Privacy || Caontent | Connections | Programs i| Ad\rancedl

Select a zone ko wiew or change security settings,

@ © v O

Inkernet Local intranet  BEEEEEEEEES  Restricted
sikes
Trusted sites -
. ) ) [ Sites
,M This zone contains websites that vou J
krust naot ko damage wour computer ar
wolr Files,
You have websites in this zone;
Security level For this zone
Allawed levels For this zane: All
. - Medium-low
g - Bppropriate for websites on your local nebwork
{intranet)
7 = - Maost content will be run without prompling wou
{ ' I - Unsigned &ckivey controls will notbe downloaded
- 3ame as Medium level without prompts

[ Custom level. .. ][ Default level J

[ Resek all zones bo default level ]

L oK ,][ Cancel _ Apphy:

» Click on the Trusted Sites icon and select “Security Zone for this Zone " and change the
security level to Medium-Low
* Click OK to close

You then need to close all open Internet Explorer windows before retrying the Secure Site.
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6. Internet Proxy Server Settings

Browsers are often configured to access the Internet via a proxy server (or caching server) to
improve performance and reduce Internet traffic. This is particularly true of workplace
computers. The Secure Site uses dynamically generated scripts to provide its interactive
session and real-time data. Some proxy servers attempt to cache these scripts, which is
incompatible with the operation of the Secure Site.

Common symptoms of a proxy server related problems are:

» The Secure Site operates, but extremely slowly

* When trying to enter the Secure Site, your browser displays a windows network login
prompt asking you to login to the website with a Realm specified, similar to the example
below:

Enter Network Password - e |

Please pe your user name and password.

Site: v, lazuper. com. au

< Fealm elClazzicPrdEmp >
zer Hame —Ir

FPazzword I

[T Save thiz password in your pazswaord list

ak. I Cancel

Note: that the above may not occur in every case, so please carry out the following check
even if you are experiencing different symptoms.
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To check whether your browser is set to use a proxy server:

* Open a browser window, and

* Select Internet Options ... from the Tools menu,

* Click on the Connections tab, then

» Click on the Settings button for your dial-up or Local Area Network connection according
to how your computer accesses the Internet.

Local Area Network (LAN) Settings =\ 7] x|

Automatic configuration

Automatic configuration may averride manual settings. To ensure
use of manual settings, disable automatic configuration.

I~ altomatically detect settings:

™ Ust autornatic configuration script

SCHlrEss I

—Prowy berver

r gz a proxy server for this connection (These settings will not
ply to ather connections?.

Address: I P I Advanced, ., |

™| Eypass provy server for local addresses

()4 Cancel

If any of the settings in the Automatic Configuration or Proxy Server sections are
checked on, then a proxy server may be causing the problem. If this is the case, perform
the following test:

Note: If you are at your workplace, we recommend that you contact your IT support
to assist with testing rather than change proxy connection settings yourself.

e Firstly, record how the connection settings are currently set on your computer
before making any changes (if possible, print out a copy of the screen)

« Uncheck the settings in the Automatic Configuration and Proxy Server
sections so they appear as in the example above

» Click on OK to accept the changes

* Close all Internet Explorer browser windows and then reopen a fresh Internet
Explorer window that will be using the new connection settings

e Tryto access the Vision Super secure site to test whether your problem has
been resolved

If the above test DID NOT assist with your problem, then ensure you return to the Connection
Settings window of Internet Explorer and reset all settings to their original state as you
recorded them in the first step.

If un-checking the proxy connection settings DID resolve your problem, then you should
consult your IT support and pass on the results of your test — they should be able to make a
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configuration change to the proxy server or your browser to prevent only
www.visionsuper.com.au from being cached, thereby allowing you to continue using the proxy
server for other websites.

7. Internet Security related problems

If after working through all the above sections you are still experiencing problems with the
Secure Site, your problem may be an Internet security related issue which is preventing the
scripts required for the Secure Site to execute correctly.

There are many different types of Internet security software and devices, most of which can be
configured to deny Java scripts as a precaution against dangerous websites. Examples of
Internet security measures include:

* Firewalls,

» Content Filters,

» Virus Scanners,

* Internet Access Controls,

* Proxy Servers

If you have IT support that manage your Internet security, please consult with them. Otherwise
contact our Member Services team on 9911 3222 (within Melbourne) or 1300 300 820 (local
call outside Melbourne).



