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Overview

The SPP website will be switching to a new and expanded infrastructure to improve application
performance. Users may experience some issues on the day of the cutover. The purpose of this
document is to describe the common issues that may arise and the resolution for each.

Dispatch cannot reconnect

If you are connected to dispatching during the cut-over, you will be disconnected from the site. In this
case, you will see a prompt like this:

=,

CONNECTION LOST!

@ Conneckion Lost, SPP will attempt to Reconnect, Please rekry wour action when reconnect completes,

Request [ChodMsgs]

Once you click ‘OK’, you will see a window like this:

- 2
Service Provider Portal

<< | |[Chodhzgs

Busy Time; 23 Request Time: (23,26

Current Status:
12:57:01 | Reconnecting

If the system does not automatically reconnect, click the shutdown button, and re-launch SPP.
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Dispatch Upgrade Prompt

Due to the system upgrades, you may be asked to upgrade your version of dispatch after you
click ‘Activate Dispatch’:

SPP Update Manager

— Dispatch Upgrade

rour verzion of Digpatching for SPP needs to be upgraded.

PLEASE MOTE: thiz may take several moments |

Cancel

— Inztallation Detailz

Werifwing Updater current:[2.8] hitpz: //2pp. aaa. con: 844 345 erviceProviderPartal /S ppUpdater.exe:[1.12] ;I
Werfwing Inzstallation

File does not exist:C:AD ocuments and SettingshepreskitthLocal Settings\TemphSPPYActiveD SP. ook 2
zaveFileFramlil url=[httpz: //2pp. aaa.com: 8443/S ervicePraviderPortal/ /dizpatch /4 2/d2000.ini] file=[d200(
zaveFileFramlil got status= 200

File does not exizt:C:AD ocuments and SettingshspreskitthLocal SettingzsTempilow SPP4YJ2000.ini:2

Activer registy Keys

w
| | E

After the upgrade, you may see this prompt:

— Dizpatch Upgrade

Upagrade Camplete. ...

— Ingtallation Details

verifying Updater current:[2.8] https: //spp.aaa. com: 844 3/5 erviceProviderPortal/SpplUpdater.exe:[1.12]  «
Wernifying [nztallation

File does not exist: C:A\Documents and Settingshzpreskitt\Local SettingshTemphSPPYActiveDSP. ocx 2
zaveFileFromUil ul=[https: //:pp. aaa.com: 844 3/ServiceProviderPartal/ fdizpatch /4 2/d2000.ini] file=[d200(
zaveFileFromlUil got statuz= 200

File does not exist: C: 5D ocuments and Settingshspreskitt\Local Settingsh T emplow5PPYd2000.ini:2

Activer registy Keys

inztalldctiveDS P [hitps: /72pp. aaa.com: 844 3/ServiceProviderPortal/ fdizpatch/4:2/)

-
1| | 3

Click ‘Ok’, and dispatch should launch normally.
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If the upgrade failed, you will see this prompt:

SPP Update Manager

|nztallation Failed

A errar occured tving to upgrade Digpatching. Pleaze exit SPF and try again

Inztallation Detailz

zaveFileFromldrl got status= 200

Checkpoint: pc[B6.1.0] zpp[a7.1.0]

Activel registy Keys

inztalltctivellSP [hitps: //2pptl. aaa. comdS erviceProviderPortal/ A dizpatcheservlet/CAR /]
RemoveFile ActivellSP.ocx

RemoveFile failed &

RemoveFile ActivellSF.ocx

RemoveFile failed &

™

In this situation, dispatch will need to be re-installed. Follow the instructions in the section,

‘Repairing Dispatch’.
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Corrupted Installation

If errors occurring during the dispatch upgrade, it is possible for the installation to become
corrupted. When that happens, you will see the following after selecting the ‘Activate Dispatch’

option:

The window that launches is either appearing as a blank box with a small red x or a blank box.

/= https:/ [spp.aaa.com:B8443/ - SPP Dispatch - Windows Inte — 0] x|

,I"j https:/ /spp.aaa.com:8443/ - SPP Dispatch - Windows Inte - |EI|5|

To resolve, follow the instructions in the section, ‘Repairing Dispatch’.

6|Page



Repairing Dispatch

Step 1 - Prep for Reinstallation of Dispatch

A. Close the blank box “SPP Dispatch” window by clicking on the X in the top right hand
corner of the window. Do not attempt to close using the red X.

,f_:‘ https:/ /spp.aaa.com:8443/ - SPP Dispatch - Windows Internet -

B. Log out of SPP by clicking the “LOGOUT” button option on the SPP tool bar.

Service Provider Portal

DISPATCH TOOLS LIMNKS ADMIN LOGOUT

C. Close the internet browser window you used to launch SPP.

/2 https:/ /spp.aaa.com:8443[ServiceProviderPortal/ice /homeNew.iface - Windows Internet Explorer

G\’-\ - I& https://spp.aaa. com:8443/ServiceProviderPortal fice homeNew. iface ji ﬂ | 1| 1K | |G:-0g!e Eadne

¥

".L':i’ fﬁf féhth:rs:Hspp.aaa.com:8443,|'SewicePrwiderPor13IﬁUe,.f... ﬁf x = '*J ¥ |_!"EBQe T :} Tools ~
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Step 2 — Re-install Dispatch

A. Open your internet browser window and launch SPP.
B. Log back into SPP
C. Select the “DISPATCH” button on the SPP tool bar.

DISPATCH TOOLS LIMES

Activate Dispatch

Re-install Dispatch

D. Click on “Re-Install Dispatch.”

E. Close all open internet browser windows.

a. The Dispatch Installer will attempt to close all internet windows as part of the
installation process; however, some windows may be hidden in the background
and not get closed.

b. Check for windows that are not visible by going to your task bar on your desk top
(commonly found at the bottom of your computer screen) and bring all internet
windows to the desk top to be acknowledged and closed.

c. Not doing this step can cause the Dispatch Installer to time out, which will result
in starting step 2 over again.

The below dialog boxes are examples of some windows that may need to be
acknowledged and closed during this process.
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Example 1

Windows Internet Explorer x|

1 Are you sure you want to navigate away from this page?

CLOSIMNG THIS WINDOW WILL SHUTDOWM DISPATCHIMNG. .. ARE YOU SURE?

Press OK to continue, ar Cancel to stay on the current page.

Example 2

File Download - Security Warning x|

Do you want to run or save this file?

Mame: SppUpdater.EXE
Type: Application, 232KB

From: spp.aaa.com

Save Cancel

|--"‘h While files from the Intemet can be useful. this file type can
\\ﬂ patentially ham your computer. f you do not trust the source. do not
- run or save this software. What 's the rsk?

Example 3

Internet Explorer - Security Warning 5[

The publisher could not be verified. Are you sure you want to run this
software?

Mame: Spplpdater.EXE
Publisher: Unknown Publisher

Cen D[

This file does not have a valid digital signature that verifies its publisher. You
should only run software from publishers you trust, How can I decide what
software to run?
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F. A set of three “Manager Installation” dialog boxes will appear. Click “OK” on each of
them.

Window 1, 2, and 3

SPP Update Manager

—Step 1 of 2 - Manager Installation

The SPP Dispatch kManager iz ready to install, Please Click OF to proceed. "
—

If you are having problems, click Uninstall' to completely remove SPP Dispatch.

Cancel

M | SPP Update Manager

— Y arning

Befare installation of SPP, All Internet Explarer Windows must be shut dawn,

Click OF. to ghutdown Internet E=plarer CAMCEL

SPP Update Manager

— Inztallation Complete

SPP Dispatch ingtallation complete, Pleaze Click OF to relaunch SFPF.

[T

L Click. ‘Having lzzues' if pou are having trouble and want to report the issues. Cancel

Having lzzues

1 1€

— Installation Detailz

Starting Install of SPP Dizpatch Manager verzion 2.8

Preparing Install Folder: C:A\Documents and Settings\spreskitt\Local Settingzh T emphSPP
RemaoveFile Spplipdater. exe

| I RemoveFile SppllpdaterB . exe

Creating Directony: C:ADocuments and SettingzhzpreskitthLocal SettingzhTemp'SPPY
Creating Directory: C:hDocuments and SettingshspreskittsLocal SettingzhT emphlow®,

Creating Directony: C:hDocuments and SettingzhzpreskitthLocal Settingzh T empilowhSPPS
Inztalling Binaries

dl |

L.

Cmm——
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Open your internet browser window and launch SPP.
Log back into SPP

Select the “DISPATCH” button on the SPP tool bar.
Select “Activate Dispatch” option from the drop down.
An “Upgrade” dialog box will appear.

AT T ITOo

| SPP Update Manager (Not Responding)

Current Status;

Yerifying Dizpatch erzion

|nztallation Detailz

Werfuing Updater current:[3.2] httpz: /#zppt1. aaa. comdS erviceProviderPortal /S ppl pdater. exe:[1.12] ~
Yeritying Inetallation

zaveFileFromlUrl wrl=[httpz://zppt]. aaa. comdServiceProviderPaortal/ /dizpatcheerdet/ CAR 2000, ini] file=[c
zaveFileFromlrl gat status= 200

Checkpoint; pc[B6.1.0] zpp[a7.1.0]

i-'l'-.-:tiveK reqistiy Keps

L. A “First Time” dialog box will appear. Click “OK”

SPP Update Manager

— Firzgt Time

™
PLEASE MOTE: The first time Dizpatch launches it may take zerveral minutes to startup,
and it may appear frozen.

Thiz appears to be your first time unning Dizpatch on thiz PC. "

— Inztallation Details

Verifying Updater current:[2.5] https: //spp. a3a.com: B34 3/ ServicePraviderPaortal/S ppllpdater exec[1.12] o
Werifing Inztallation

File doez not exizt:C:A\Documents and Settingz'zprezkitthLocal Settingz\Temp SPPYActiveDSP ook 2

zaveFileFromlUrl wrl=[httpz: / /2pp. aaa. com: 844345 erviceProviderPaortal/ /dizpatch,/ 42 /42000, ini] file=[d2001
zaveFileFromlil got status= 200 e

File doez not exist:C:\Documents and SettingshepreskittsLocal Settingz’ T emphlowhS PPYI20000 002
Activer registy Keys

inztalltctivellSP [hitps: 4 /2pp.aaa. com: 344 3/S erviceProviderPaortal/ dispatch/ 42/

-
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Step 3 — Installation Failed

In the event you receive the following “Installation Failed” window, please follow these
additional steps to resolve this issue.
A. Click “Ok” on the “Installation Failed” window.

— Installation F ailed

e
our verzion of Dispatch iz cormupt and has been dizabled. Please Cloze SPP and restart to ‘ )
reinztall.

—

— Installation Details

terifying Inztallation

erifying Updater current:[2.8] httpz: //2pp. aaa. com: 844 3/5 erviceProviderPortal /S ppll pdater. exe:[1.12] ﬂ
Failed to Create

Ipdater Failed:'aur wersion of Dispatch iz cormupt and has been dizabled. Pleaze Cloze SPP and restart tc

-
1 | 3

B. Click “No” on the “Report Details?” window.

— Report Detailz?

Wwould vou like to report these detailz to the SPP Development Team? ez

C_ D

— Inztallation Details

Yerifying Updater current:[2.8] https: //spp. aaa. com: 84435 erviceProviderPortal /S ppll pdater. exe:[1.12] ;I
Yerifying Installation

Failed to Create

|Ipdater Failed:v'our vwerzion of Dispatch iz comupt and haz been dizabled. Pleaze Close SPP and restart tc

.
1 | 3
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C. Close all open internet browser windows.
D. Open “Windows Explorer”
a. Please note: This is different than “Internet Explorer”
b. Should be under following path: Start | Programs | Accessories | Windows
Explorer

R Aindows Explarer

E. Typein “%TEMP%” in the address field of the window and click “Go.”

] Temp 3 —— ll
File Edit Wew Favorites Tools Help | ar
@ Bk -_.) ‘ﬁ‘ | j | Search '1__ . Folders v
e ~| |5d &0
Folders w Name i I T

H |3 LocalService :! fl:l-"-IM_?.S.E.*} .

[# ) MetworkService < = _spreskitt

[* |} sbptest I law -

1) skwiliams !p

=l IC5) spreskitt I—ymsohtmidipl |

.:I outlook logging
# ) .squirrel-sgl i) pulse3-install26997
& ) Application Data I.jpulsemsbﬂerﬂﬂ?ﬁﬁ&%ﬁﬁﬂﬂ ;

£ Cookies Q = ller-workspace 26996
[ ) Desktop QSPP
i B .

[+ %.¢ Favorites

& 1) .myedipse

=l () Local Settings ’EWDNSE

H () Application Data 2 ~DF8A16. tmp 16

® ) Apps ~DF 53FA.tmp j

~DF597E. tmp 3

H & History i, i
' -

& 13 Temp (i ; :

= T Tk & ’ryl:

F. Please note: Your folder may not contain the same or as many folders as displayed in
this example. Also, you may need to be logged in as an administrator or member of the
Administrators group to view folder.

G. Locate, highlight, and delete the “SPP” and “low” folders.
Go back to Step 2 and follow the steps outlined on more time.

T
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