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Galileo 360° Learning Troubleshooting Guide Introduction

This document addresses some of the requirements and settings needed to ensure a
successful learning experience using Galileo 360° Learning.

You access Galileo 360° Learning through the internet. Because every computer and the
network on which it resides are slightly different, there is a list of requirements every PC must
have in place before it can effectively run the Galileo 360° courses. Those requirements are
detailed in this document.

Hardware and Software Requirements

Because Galileo 360° Learning is accessed through the Internet, the hardware requirements are
minimal. You should have a PC with:

¢ Internet access (cable modem, DSL, or network connectivity)
e Pentium processor, 333 MHz processor or higher

e 128 MB RAM memory, or higher

o VGA-compatible monitor, with a 1024x768 display or higher
e Microsoft Windows 98, ME, NT 4.0 SP6a, 2000 SP2, or XP.

Notes:
- Windows 95 is not supported. Your computer must be on Windows 98 or higher.
- Loading Windows XP SP2 may adversely affect the performance of the Galileo 360°

Learning lessons. Please check with your administrator on how to best integrate
Galileo 360° Learning with your agency’s Windows configuration.

o Internet Explorer 4.01, IE 5.02, ID 5.5, IE 6.0 or Netscape 4.x versions above 4.79
e Java Virtual Machine (Build 3802 or 3805)

e Plug-ins required — Adobe Acrobat reader and Macromedia Flash player

Please check with your network administrator to determine your compliance with the above
requirements.

Required Internet Access Speed
Galileo 360° Learning runs effectively on a 56K modem or higher.

However, as with all Internet access, a cable modem, DSL or network connectivity will provide
optimum performance.
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Computer Settings Checklist

The following settings must be active to properly view Galileo 360° Learning. Before changing
any settings, be sure to check with your network administrator to verify your agency’s software
and security policies.

Your PC must be set to:

v Allow cookies from the Galileo.com/360° Learning website.
A cookie is a unigue identifier sent to a user's computer during a visit to a web site. The
exchange of cookies allows Galileo 360° Learning to create your personalized learning
transcript and validate that you are an Apollo® customer. Cookies must be enabled for

Galileo 360° Learning to operate properly.

Most browsers can be configured to accept cookies from a particular website, such as
www.galileo.com/360 but decline them from other sites.

Please check with your system administrator before enabling cookies, or consult the makers
of your browser for further assistance on how to enable specific cookies.

\ Disable all pop-up blockers.

A pop-up is a small browser window that pops up over the browser window being displayed.
The new window allows the system to show something different or display new information.

Galileo 360° Learning uses pop-up windows to display courses. If a pop-up blocker is
active, the courses cannot be displayed. When you attempt to display a course, and a pop-
up blocker is active, you may see an error message or possibly a blank screen.

There are many different pop-up blockers, and each one functions differently. Most blockers
can be set to accept pop-ups from a particular website, such as www.galileo.com/360.
Please check with your system administrator before turning off any pop-up blocker, or
consult the makers of your pop-up blocker for further assistance on how to enable pop-up
windows from specific websites.

v Make Java VM your primary Java system.

Java is a computer programming language. Java programs called "applets" allow web
pages to include animations, calculators, scrolling text, sound effects and games.

Galileo 360° Learning uses a specific Java, Microsoft Java VM. However, other programs
may install Sun Java on your PC. You should make sure Java VM is your primary Java
supplier. Please check with your system administrator before reassigning Java, or consult
the makers of your browser for further assistance on how to make Java VM your primary
Java program.

Continued on next page
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Make Java VM your primary Java system (continued)

If you are using Internet Explorer, you can do the following steps to ensure that Java VM is

your primary Java:

1. From the Tools menu, select Internet Options.

File Edit ‘iew Favorites | Tools Help
P Mail and News
| @Back T Q ) D I Synchronize,
Address IE http:/fsuppart.galile Windows Update

Links @ Sponsored Flights g Messenger
‘Yahao! Messenger
Create Mobile Favorite. ..

G2 NEEGe0Y PORTAL

2 Galileo 360 Portal - Microsoft Internet Explorer
4 D =1,
vorites ﬁ H__ Folders

The Internet Options menu appears.

2. Click the Advanced tab.

N ]

General I Securityl F'rivacyl Eontentl Eonnectionsl Programs Advancedl

Home page

% “Y'ou can change which page to uze for pour home page.

Address I v galilen, comy 360

Use Current | Usze Default | Use Blank, |

3. Use the scroll bar to find the Java area of the menu.

Settings:

Internet Dptions ﬂ I

Genelall Securit_l,ll F'ri\-'ac_l,ll Eontentl Connectionsl Programs Advanced

ways expand ALT text for images

O

Browsing

Dizable scrpt debugging
Enable folder view for FTP sites
Enable Install On Demand [Other)

Enable page transitions
Enable Personalized F avorites Menu

HEOHREREEOR

1

[ Move system caret with focusdselection changes

Always gend LURLs az UTF-8 [requires restart)

Autamatically check faor Internet Explorer updates

Cloge unuszed folders in History and Favornites [requires restarl
Dizplay a notification about every script ermor

Enable Install On Demand [Intermet Explarer) %

Enable offling iterns to be synchronized oh a schedule

Enable third-party browser extengions [requires restart) |LI
|

Restore Defaults |

o]

Cancel | Apply |

Continued on next page
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Make Java VM your primary Java system (continued)

4. Uncheck the box under the Java (Sun) header that says “Use Java 2v...” (This number
could vary based on the version of Sun Java that is loaded.)

ocermetoptons K|

Generall Securit_l,ll F'rivac_l,ll Eontentl Eonnectionsl Programs  Advanced

Settings: Uncheck the "Use Java
&&] HTTP 1.1 settings

2v..." box. Zl
Jze HTTP 1.1

1 through proxy connections

O UseJava 2 +1.3.1_02 for <applet> [requires restart]
El Microzoft W

O Java console enabled (requires restart)

[ Javalogging enabled
JIT compiler far wirtual maching enabled [requires restart)
28, Muilted:
[ Dan't display e .
Enable tutomatic Iml Check the “JIT compiler for
Enable Image Tool virtual machine enabled...” box.
Play animations in weopage:

1 g
Play sounds in web pages
[ Play pag

Play videos in web pages _ILI
1| | »

Restare Defaults |
QK I Cancel | Apply |

5. Check the box under the Microsoft VM header that says “JIT compiler for virtual machine
enabled (requires restart)”. If the box was unchecked, you will have to restart your
machine after checking the box and exiting the program.

6. Click the OK button.

Internet Options ﬂ E I
Generall Securityl F'rivac:yl Eontentl Eonnectionsl Programs ~Advanced
Settings:

&) HTTP 1.1 settings |
Use HTTP 1.1
[ Use HTTP 1.1 through proxy connections
fé Jawva [Sun)
[ UseJava 2 +1.3.1_02 for <applet> [requires restart)
[E) Microsoft v
[0 Java conscle enabled [requires restart)

[0 Java logging enabled
JIT compiler for witual machine enabled [requires restart)
$8, Multinedia

[ Don't display anline media contert in the media bar

Enable Automatic Image R esizing

Enable Image Toolbar [requires restart]

Play animations in web pages

Play zounds in web pages

Play videos in web pages -
1| | 3
Restore Defaults |

QK [ Cancel | Apply |
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\  Clear your cache periodically.

Cache (pronounced “cash”) is a temporary storage area for data. When you return to a web
page, the browser pulls the page from the cache. This is much quicker than loading it again
from the Internet. However, the cache can fill up. You should try to get into the habit of
clearing your cache every one-to-three weeks, depending on how much you use the

Internet.

To clear your cache in Internet Explorer:

1. From Internet Explorer (IE), select Tools, then Internet Options.

3 Galileo 360 Portal - Microsoft Internet Explorer

Fle Edt Wiew Favortes | Tools Help
| e Back C ) D I Mail and News
synchronize.
Address IE hittp: /fsuppart  galile: Windows Update

Links a Sponsored Flights %9 Messenger
‘Yahao! Messenger

Inkernet Options. ..

Create Mobile Favorite. .

¢ vorbes @ @ u:‘ Folders

PORTAL

2. Click the General tab if it's not selected, then find the Temporary Internet Files section of

the screen.

otemetopns K|

General | Securit_l,ll F'ri\-'ac_l,ll Eontentl Connectionsl Programsl ﬁdvancedl

—Home page

% f'ou can change which page to use for your home page.

Address: I httpi . galilen, com 360

Uze Current | Use Diefault Usze Blank

— Temporary Intemnet files

o Pages pou visw on the Internet are stored in & special folder
@& Y\ for quick viswing later,

Delete Cookies... |  Delete Files..4 Settings. ..
L,

Days to keep pages in histony:

The Histary folder contains links to pages pou've visited, for
quick access to recently viewed pages.

ID 3: Clear Hiztary |

Colors... | Fants... | Languages... | Accessibility...l

o]

Cancel | Spply |

Continued on next page
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Clear your cache periodically (continued)

3. Click the Delete Files button.
The Delete files dialog box appears.

Delete Files E I

‘_.. Delete all files in the Temporary Internet Files

'
=3 you can also delete Al wour offline content stored
lacally.

%Delete all offlime content

K I Cancel

4. Click the “Delete All Offline Content” check box. Then click OK.

Delete Files E I

": Delete all files in the Temporary Internet Files
L

ou can also delete all your offline content stored
locally.

%Delete all offline content I

0k I I Cancel
]

Note: If a temporary internet files folder contains a significant amount of web page
content, the process may take several minutes.

Click OK when complete to close the window.

Press F5 to refresh your screen.
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Firewalls

A firewall is a very important network feature that protects the computers on the network from
unauthorized access, especially via the Internet. If your agency has a firewall, it most likely has
specific security requirements that are controlled by that firewall. Because you access Galileo
360° Learning from the Internet, if your agency has a firewall the settings can sometimes affect
how Galileo 360° Learning interacts with your PC. Firewall settings are most likely configured
and maintained by your network administrator.

Each network and its firewall are unique. Because of the number of firewalls available, and the
multiple security settings each one can have, we cannot troubleshoot every firewall in this
document. We recommend that you read these guidelines, then research your particular
firewall to ensure you have it set for optimal performance with Galileo 360° Learning.

One thing all firewalls must allow is for the referring URL to be included in the header for Galileo
360° Learning. When the referring URL is stripped from the HTTP header, the Galileo 360°
Learning server is not able to authenticate that you are a Galileo subscriber and therefore
inhibits access to the system. The Galileo 360° server requires that the referring URL HTTP
header include Galileo 360° to authenticate the end user. Our server will only allow in-coming
access via the Galileo 360° portal.

Some firewalls have a default setting inside the HTTP proxy to "Remove client connection info".
This checkbox must be cleared and the new configuration sent out to the portal to interact
properly with Galileo 360° Learning. This is an example how this message is displayed in a
Watchguard® firewall HTTP proxy window. Yours may look different.

T

Settings |Safe Content I WebBlocker Contrals I WE: Schedule I 1 I ’I

¥ Remove client connection info!

[ Remove cookies

[~ Deny submissions

™ Deny Java applsts

™ Deny ActiveX applets

™ Remove unknown headers

V¥ Log accounting/zuditing infarmation
[~ Require Content Type

Idle timeout: 600 = seconds
[~ Use Caching Proxy Server
1P Port: |

ok | cancel | Hep |

In addition, port 80 (for http) and port 21 (for ftp) must be open in the firewall for Galileo 360°
Learning to send information back and forth.

Note: Before changing any firewall settings, be sure to check with your network administrator to
verify your agency’s software and security policies, or consult with the maker of your particular
brand of firewall for additional information on how to change settings. Galileo does not
recommend disabling your firewall.
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Your Learning Transcript

Here are some helpful hints that will help you better manage the information on your learning
transcript. Your transcript shows all of courses you've taken as a Galileo 360° learner. Refer to
the Galileo 360° Learning Quick Reference for more information on transcripts.

It is important to know that information cannot be moved from one transcript to another. If you
accidentally sign in to Galileo 360° Learning:

e using a different pseudo city or PIN
e using a different Apollo sign on, or
e using the same pseudo city, but use different initials

and complete a class, that class record will go to the transcript associated to that pseudo city
and user name, and cannot be moved.

As an example, if you register as “RC” under pseudo city 1B1A and take 4 courses, then forget
your sign in and re-register as “RMC” in the same pseudo, you will have two transcripts: one for
RC and one for RMC. These transcripts cannot be merged.

Using the same pseudo and sign in ensures you get credit for all courses you take. Make sure
when you register to take courses for the first time, make a note of your:

e pseudo city/PIN
e signin
e initials

and always sign in using the same information. If your agency has multiple pseudo cities, you
can sign in at a different location, but use your original Galileo 360° Learning logon information.
You may want to use your main office pseudo city, no matter where or when you decide to take
lessons.

If you already registered to take courses, and have taken all or part of any course, and you
receive the registration page again when you try to sign in, you are not using the same
information you used the last time you took a course.
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The Registration Page

You must only complete the registration page once. The registration page collects your name,
email address, and any other information you wish to provide. If you see the registration page a
second time, you are not signing in the same way you did the last time you took a course.

= =

GALILEO

Welcome to Galileo/Bienvenue!

Instructions: This soreen will help you to create a user account in Galileo's Learning
Management System. While not all fields are mandatory, you should make an effort to complete
as many input fields as possible. Al fields marked with an * are mandatory and must be
completed. Please be very careful to ensure that the data you input is correct, When you're
finished entering all relevant data, please click the submit button,

Employee ID: 1B1A_1YEDUEDU

*First Name /Prénom: |

*Last Name/Nom de Famille: |

Middle Initial/Deusiéme prénom (initiale): |

Title/Titre (Mr. Ms. Mme.. etc.): |

suffix (Ir. Sr. III, etc.):

*Email Address/Addrésse &léctronique: |

work Address 1/Adrésse ligne 1: [

Work Address 2/Adrésse ligne 2: |

City/ville:

State/Province fEtat: |
2ip/Postal Code:
Work Phone/Tél (bur.):

This is the registration page.

What If | See the Registration Page a Second Time?

If you see the registration page again, either the wrong pseudo city and PIN was used to sign in,
or the incorrect initials were used on the Galileo 360° Learning screen.

If your office has multiple pseudo cities, and you think you may have used the wrong pseudo
city when you first entered the Galileo 360° portal, close the browser and return to sign in screen
at www.galileo.com/360. Enter the pseudo city you used last time, and sign in again.

GALILEO 360° PORTAL &) GALILEO

Pseudo-code Apollo: I1E|1A

[3 or 4 characters)

PIN: I...--. Logon
(uzed when calling support]

Help
Access to this and subsequent sites may time out after 20 minutes of
inactivity, If this occurs, vou may be asked to re-enter your Pseudo and
PIM, We apolegize in advance for any inconvenience,

©2004 Galilea International.
All Rights Reserved,
The Globe Device is a registered trademark of
Galilea International in the United States andfor other countries,

Continued on next page
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What If | See the Registration Page a Second Time? (continued)

If you are sure you used the correct pseudo city and pin when you entered the portal, but
receive the registration page again at the Galileo, the initials are probably incorrect.

O

e

Galileo 360° Learning

GALILEO 360° PORTAL

Home >
Documents >
News >
Order 360
Lesrning
I Certitication

Pseudo: {B1A

To access the many learning options available to you, including selfpaced training,
virtual classroom programs, and classroom-based training, fill out the information
below and click the Continue button.

CO MOT ENTER the SOMA orthe SOMNAZD in the bosx

Apollo Sign-on:  SONZ|RC

Your Initials: IRC [~

Learn [l
Bl Custom
What': e

pL Tl Documents:

: the future
Conta Quick

Please make note of the information you enter above before
continuing. You will need it to access the training system in

Reference P
b2 Schedule k
ick:

* EX: SONZHor SONZDCUUU0- enter onhy the X3
D HAHHHN

2 o1 3 letters

The portal log in screen.

In that case, you can cancel out of the registration page by using the Back button on your

browser. From there, you can highlight the Learning, 360 Learning again and sign in using the

correct initials.

| File  Edit Wiew Favorites  Tools

Help

| Qo O - %] 2]

h pSearch ‘*{'\?Favorites \h @ [{:‘_ Folders @‘ 8' &

|P.I:Idress IﬁB!ackto allen 360 Portal 3P wfcorelSYS_LoginCendant, asp

| Links @] Sponsored Flights  ~%p Yahoo!

&7 Yahoo! Mail

Welcome to Galileo/Bienvenue!

Instructions: This screen will help vou to create a user account in Galil
Management Systermn. While not all fields are mandatory, you should ma
as many input fields as possible. all fields marked with an * are mandat
completed. Flease be very careful to ensure that the data you input is cg
finished entering all relevant data, please click the submit buttan.

If your transcript does not show a course you know that you completed, you may have

registered multiple times under different sign ons or in different pseudos. To get that transcript,
you will have to sign in under that learner name or pseudo city to collect the different transcript.
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Using the Exit Button

Always use the Exit button when leaving a Galileo 360° Learning lesson. The exit button is
located at the bottom right corner of the Galileo 360° Learning pop-up window:

T fispen Euperience - 4.1 Flight Availabdity - Microsalt Internet Euplorer

Flight Availability

Modify a Car Segment

e e R e e S S BN o Chanos Understanding flight availability is
‘ou can madify 3 confirmed car segment in an existing W3 PHR t chang P key to successful use of Apollo®.

Opposite

In this section of the course you will
Availabiiity

learn how ta:

Request Modih

+ Request basic avallabllity.
LU Availapiiing

« Interpret an availability display.

+ Request oppesite availability
for a return flight.

« Modify an availability display.

©) b
5]
EC-';] |||l||_jsm-"?.I y

The new display shows the Exit button in the bottom right hand  The older display shows the button on the left hand
corner. side of the screen.

When you use the Exit button, Galileo 360° Learning bookmarks your page number, so you can
easily continue where you left off in a lesson. It also sends all the information about the classes
you just completed back to the main server, so your transcript is always accurate.
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Frequently Asked Questions

Question: | tried to launch a course in Galileo 360° Learning but nothing appeared. | signed in
correctly, and it allowed me to register for the course. What’s wrong?

Answer: You probably have a pop-up blocker turned on. Pop-up blockers inhibit the lessons
from appearing. If you have registered properly and attempt to launch a course, but receive a
blank screen or a lesson won't play, check to see if you have pop-up blockers on. See page 3
of this document for more information on pop-up blockers.

Question: Why are are the practice sessions of the course loading so slowly?

Answer: Because you access Galileo 360° Learning through the internet, the speed of your
computer processor and internet connection play a role in the speed of course delivery. Please
consult the recommendations for computers (page 2) and internet speeds (page 2) in this
document. Also, if you experience ongoing issues you may want to consult your network
administrator for advice on how to optimize your network settings.

Question: Why do | have to register multiple times to take Galileo 360° courses?

Answer: You only have to register once to take Galileo 360° courses. If you already
registered, and you receive the registration screen again it means you are using a different sign
on or a different pseudo city than you used last time you signed in. This affects your transcript
and how you receive credit for courses. See page 10 of this guide for more information on sign
in and transcripts.

Question: | know | finished a Galileo 360° course but now | don’t see it on my transcript.
Where is it?

Answer: If your transcript does not show a course you know that you completed, you may have
registered multiple times under different sign ons or in different pseudos. To get that transcript,
you will have to sign in under that learner name or pseudo city to collect the different transcript.
See page 9 of this guide for more information on sign in and transcripts.

Question: | accidentally signed in twice, now | have two different transcripts. How can | merge
them?

Answer: Unfortunately, information cannot be moved from one transcript to another. A
transcript is associated to a specific pseudo city and user name, and information in it cannot be
merged. For example, if you register as “RC” in pseudo city 1B1A and take 4 courses, then
register in pseudo city B7M as “RC” you will still have two transcripts: one for RC in 1B1A and
one for RC in B7M. This also applies if you change your initials within the same pseudo city.
Using the same pseudo and sign in consistently ensures you get credit for all courses you take.
See page 9 of this guide for more information on sign in and transcripts.

Continued on next page
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Frequently Asked Questions (continued)

Question: | get this error message when | try to sign in to Galileo 360° Learning:

/3] Aspen - Microsoft Internet Explorer M=l E3
J File Edit Wiew Favorites  Tools  Help | ;?
- A = N - ; L = >
O Back - > \ﬂ IELI Wy Search A Favorites |_\_"| |_L|
Jnddress I@:I http:,l',l'lms.cendant.com,l'cgprod,l'lang-deFauIt,l'S‘r'S_errorj a Go H @ Snaglt |2
JLinks :&'] Sponsored Flights %9 ¥ahoo! %9 Yahoo! Mail |J @ -
=l

System Error

An error has occurred in the system and the error has been recorded for analysis,

You have attempted to access this
site from an unauthorized location.
Click here to access the Galileo 360
Portal - your gateway to Galileo 360
Learning.

http: / /www.Galileo.com /360

What does it mean?

Answer: Check with your network administrator. Usually this error means that something in
the firewall needs to be opened to allow Galileo 360° Learning access. Each network and
firewall configuration is unique. Please see page 8 of this guide for information on setting up a
firewall for optimum performance with Galileo 360° Learning. . Before changing any settings,

be sure to check with your network administrator to verify your agency’s software and security
policies.

Question: | accessed the course, but now | keep getting a small box that displays an error
message in my pop-up window. How do | get rid of it?

Answer: Your cache may be full. Many times the cache fills up with temporary data. See page
6 of this guide for more information on how to clear the cache.

Acknowledgement: This quick reference was developed by Galileo International,
Training and Development. For questions or comments, please send a message to
training.development@galileo.com

©2004 Galileo International. All Rights Reserved.

Apollo, Galileo, the Globe device, and Galileo 360 are either registered trademarks or
service marks of Galileo International in the United States and/or other countries.
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