Internet Man Incorporated

0530 - Email Troubleshooting
I. Overview

People rely heavily on Email. Clients rely on us for this critical function. Having a trouble-free Email system is essential to our success. Being able to diagnose and fix Email problems is part of our service, even if the client is messed up on their end. This document explains how to work through an Email problem regardless of what is going on at their end.

When dealing with Internet savvy people you may be able to send them the "Email Setup Doc." The setup doc can be downloaded by going to databaseweb.com and clicking on "Email Setup Doc" on the middle tab in the top of the page.

II. Background

Getting Email is not that difficult or complicated. Basically there are just 5 settings you need to make. These are:

1. Incoming Mail Server

2. Outgoing Mail Server

3. Username (same as email address)

4. Password (in mail server

5. The "Outgoing Mail Server Requires Authentication" checkbox.

III. Check Their System
1. Make Sure they can get Online
Have them go to a site they haven't been to in a while such as yahoo.com. If they cannot connect, have them call their Network help or ISP to get scheduled to fix their Internet connection.
2. Have them go to Databaseweb.com
If they can connect, send them to databaseweb.com. Have them click on the mail icon (in the upper left) and then set a favorite at the Web mail logon screen.
IV. Test their Username and Password in Ice Warp
Have the user log in to the Ice Warp web mail. This accomplishes three things:

1. It verifies their username and password

2. It gives them a work-around so they can get their mail

3. It shows them an important capability

If they cannot get in then you may have to reset their password. There is a "Logon Disabled" setting in Merak that may be set. If so, set this to Enable.
V. Work Through their Email Program Settings
A. Overview
Most people have either Outlook or Outlook Express. We have Outlook Express in house so you can follow along. We do not have Outlook but the sequence is almost the same.
B. Outlook Express
This is an easy program to diagnose. Have them go Tools, then Accounts. Click on the mail tab. Select the Account. Click on Properties. Click on the Servers Tab. All the settings are on this page.

C. Outlook
There are many versions of Outlook and they are different. Start by having the client go to Tools and tell you the options. You are looking for Accounts. You want them to select the account by selecting "Edit Existing Account."

D. Netscape
For Netscape you must substitute % for @ in the username.

E. Blocked SMTP servers
Some ISPs block access to anyone's outgoing SMTP server but theirs. In these cases you will not be able to mail out through our server even though the settings are correct. They simply will not be able to reach the server. In these cases you have to use the SMTP server settings of the client's ISP for outgoing mail. There is no way around this.
