faxback 017 - HUD - Tracs Invalid Credentials.doc

Date Modified:  5/27/03

From Client Care at IPM-Software, Inc.



To ________________________________

Phone 1-800-944-5572






Fax 1-713-944-2554





     ________________________________

Email Support@ipm-software.net

Fax Back Answers to Frequently Asked Questions

From our initial contact, we believe your situation can be resolved with a few standard directions.  As there is sometimes a delay speaking with a Client Care Associate, we hope this document will provide the directions you need to resolve your problem.  Please consider these directions as our first attempt to answer your need for assistance.  Once you have followed the steps listed here we trust your problem will be resolved.  

Problem:
When logging into Delegated Administrator for the first time, the end user is required to change  the password.  After changing the password and clicking “Login”, the message “Invalid Credentials” appears.  What should they do? 
Solution:

As addressed in the TRACSMAIL End User System Troubleshooting Guide:

If the “Invalid Credentials” message appears after changing your password, your password may not meet the password requirements; therefore verify that the following are true:

(
Your password is 6 or more characters long

(
You have not used the password before.  The TRACSMAIL system remembers the last few passwords used.

(
Your password must pass uniqueness tests.  This means that you have to change more than the number at the end of your password from a 1 to a 2.  Your password cannot be your User ID, etc.

If your password passes all of the above tests, then the system may have still taken your new password.  This can be tested by taking the following action:

(
Return to the Delegated Administrator home page by typing tracsmail.hud.gov in the URL Locator bar of your web browser.

(
Type in your TRACSMAIL user name and THE NEW PASSWORD YOU ENTERED.


Click on the “Login” button to log into the TRACSMAIL system.

NOTE:  If the solution above solves the issue you are encountering, please e-mail the Client Care Dept. at support@ipm-software.net.  If there is another issue please call 1-800-944-5572 or check out our Web site at www.IPM-Software.net for other Frequently Asked Questions.  Just click on Technical Support then click on TRACSMail FAQ’s or 2.0.1.B.


