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After providing several practical sessions we encountered a number of technical issues which we wanted to share with the teaching staff in SEED:
· Not able to connect to the University GlobalProtect VPN (especially Chinese students)
· Experiencing problems when trying to connect to the computer clusters remotely via Citrix due to client issues, web browser issues and 2 factor authentication issues. 

There has been limited direction from IT Services and not all problems have solutions.
Please see below for more details around these issues and actions taken.

1)  VPN connection 
Issue 1: Some students may have installed the wrong version of GlobalProtect VPN which is one for UG/PGT NOT Staff/PGR. 
Solution: Please get students to follow the knowledge base article available from the VPN webpages https://www.itservices.manchester.ac.uk/ourservices/popular/vpn/ 
UG/PGT students must install from: https://vpnconnect-standard.manchester.ac.uk
Issue 2: Some students are unable to connect to learning resources such as Google Scholar because they are being blocked by a firewall (this is a common occurrence for our Chinese students in particular). 
Please note: GlobalProtect VPN will not resolve this issue as it only routes University traffic and not everything this means that traffic destined for other websites such as Google, BBC iPlayer or Facebook will use the Chinese Internet Providers DNS, certain sites are blocked by the Chinese Government there is nothing we can do to circumvent this.
Solution: To get these students to connect to UoM computer clusters via Citrix to assess learning resources such as Google Scholar. 
Issue 3: Some students cannot connect to UoM centrally managed license servers for access to locally installed specialised softwares e.g. ArcGIS Pro and Agisoft Metashape Professional even when GlobalProtect VPN is installed. 
Solution: If students can connect to UoM computer clusters via Citrix then specialised softwares e.g. ArcGIS Pro & Agisoft Metashape Professional can be accessed via this route. If students cannot access ArcGIS Pro via Citrix then they must request an ArcGIS Online login and license ArcGIS Pro via a Named User License rather than a Concurrent User License (this does not require a GlobalProtect VPN connection). Agisoft Metashape could be installed using a one month trial license if necessary. 


2) Remote access to clusters
All students and staff now have remote access to most University cluster computers via a technical solution provided by Citrix.
IT services provide guidance on the following website https://www.itservices.manchester.ac.uk/students/pc-on-campus/   
Issue: If a student asks you: “How do I know what software is available on computer clusters across the UoM campus so I can finish off my practicals/coursework outside of class time?” Both for remote or in-person physical access.
Solution: Refer your students to the software available in clusters link:
https://www.itservices.manchester.ac.uk/students/pc-on-campus/software-apps/ 
Issue: How do students know if a cluster is available – missing a link to central timetabling to enable students to review free clusters.
Solution: There is no solution at the present time.  Scheduled classes in computer clusters are relying on the trust of both staff and students to only use these PCs at the booked allotted time or outside of teaching hours 09:00 – 18:00 GMT. 
We have requested IT Services produce an online dynamic timetable, similar to that already available for other areas of the university e.g. Estates as this would provide both staff and students the key cluster availability information required. 
Issue: Slow or intermittent performance of the Citrix client during a remote desktop session. 
Solution: IT Services is urging all staff and students to submit any Citrix performance issues to the helpdesk. To do this go to https://www.itservices.manchester.ac.uk/help/ click Support Portal. Login with your UoM username and password. Select Request Support. Search Citrix in the searchbox and select Citrix Remote Cluster PC request/Issue. 
Issue: After logging into the Citrix client a blank white window appears in the web browser.
Solution: Avoid using Safari on MacOS X and Microsoft Internet Explorer on Windows OS. Do try a different web browser in general if this occurs. If this doesn’t resolve this issue contact the IT Services Helpdesk and submit a ticket to the Citrix Remote Cluster PC request/Issue. 
e.g. https://timetabling.manchester.ac.uk/Timetables/PROD/CTU2021/default.aspx [no computer clusters present at this link as yet! We have been told by Steven Bagley this will be available from Semester 2].
Issue: no computers available to some students in a timetabled class. Cluster computers are available to EVERYONE IN THE UOM even when the class is timetabled. Therefore, some of the computers may already be in use! The key point is there is an absence of any system in place to stop students or staff using computers remotely who are not in the timetabled class. 
Solution: There is no solution at the present time. The workaround is to have a non-bookable cluster as a fallback for your class to access the software students need. 
https://www.itservices.manchester.ac.uk/clusteravailability/  [there used to be a solution with the old remote cluster access where a table provided a list of computer availability in the cluster but this was removed on 7 October 2020 with no replacement as yet].
Issue: Mac OS X users with systems older than macOS 10.15 Catalina can only access computer clusters remotely via Citrix web browser (NOT THE DOWNLOADABLE APPLICATION). Also all Mac OS X users cannot access Citrix web browser on Safari.
Solution: Mac OS X users older then macOS 10.15 Catalina must use Citrix via the web browser with either the Google Chrome or Firefox web browser. 
 3) Microsoft Authentication (2-factor authentication) 
Please note: staff use Duo app but students use a different system Microsoft Authentication app.
Issue: Students cannot authenticate to the remote cluster system as sometimes they do not receive the verification request at login. This is used by students to secure the remote access to clusters. 
Solution: This occurs with some international students who have set-up the authentication system to phone their mobile number or send a text. IT Services recommend the use on the Microsoft Authentication App and this can be changed in the students Microsoft 365 account:   https://myaccount.microsoft.com/ - select Security info to add or change a security method.
Please note: there are no Knowledge Base articles addressing Microsoft Authentication which have been communicated to IT Services. Instead, students are directed to the Microsoft support site https://docs.microsoft.com/en-us/azure/active-directory/user-help/
4) Electronic Software Delivery Unreliability
The Electronic Software Delivery (ESD) website is used by staff and students to download software which can be installed on their own computer. e.g. SPSS, GIS and Remote Sensing software.
Issue: Unable to access the ESD to download software
Solution: You need to be connected to GlobalProtectVPN to access the ESD site. For macOS X users please do not use Safari web browser.  
5) Slow internet access for students in shared accommodation
Issue: Some students who are doing their work in halls of residence or shared accommodation are experiencing very slow internet access which is preventing them from progressing in their work in a timely manner.
Solution: If the student is in university halls they should speak to the halls reception to ask for an ethernet cable. If they are not in university halls they should in the first instance speak to their ISP or Landlord. If they meet the criteria that is set out by the widening participation team they may be able to get a 4g Dongle.  
