Mentornet Online - Online student support guide
The problems discussed in this guide:

Problem description Page
1. Trouble logging in 2
Unable to access the online course

The system keeps logging me out (It takes me to the login screen)

o U1~ W

2
3
4. Trouble uploading a file
5

Trouble activating your account

There is a diagram for each of these common problems. You can use these diagrams as a guide to work through these specific issues.

If you are unable to resolve your issue you can phone Mentornet at (012) 653 2119 and our friendly staff will guide you through possible solutions. If you
are still not able to resolve the issue you can send an email to tech@mentornet.co.za. Please note, however, this email address is only checked in the
evenings after 19:00 and a couple of times over weekends. Regretfully this route will take a bit more time thus students are encouraged to first attempt to
resolve issues using this guide and by phoning Mentornet for additional support.

As a default, if none of the guides help you should try other web browsers and/or computers and also to clear all your browsing history (especially cookies),
this sometimes works to resolve difficult issues. You can google “How to clear your history in " where will be your browser name (such as
google chrome, edge or firefox). So, an example of such a search could be “How to clear your history in google chrome”.
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1. Trouble logging in

1.

Yes

/

2.1. Are you using
your National 1D
number as your

username?

PR

Yes No

- N

3.1. Are you using
the password that
was emailed to you?
No

O
\

4.2. Please try again using
the correct password. The
characters must match
exactly, capital and small
letters matter.

Yes

/

4.1. Have you
tried to reset
your password?

© No

T~

5.2. Use the "Forgotten
Password" link to request
a new password. Try to
log in again after receiving
the new password.

Yes
/

5.1. Please wait for the new
password to arrive via email and
try again. If you submit the
forgotten password form again you
will have to wait for the newest
password to be delivered again.
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3.2. Please try
again using your
National ID number.

Have you logged
in on Mentornet
Online before?

No

\

2.2. Have you

activated your

account on the
website?

PR

Yes No

pd N

3.4. Go to the
3.3. Goto 2.1. homepage and first
activate your
account.



2. Unable to access the online course

Yes

—

4.1. Can you
now see the
course content?

PR

Yes No

e N

5.1. Please follow
the instructions on
the screen to
complete the course.

5.2. Goto 4.3.

Yes
/

3.1. Have you
clicked on the
course number link?

SO

4.2. Please click
on the course
number link.

1. Are you
logged in at the
moment?

2.1. Can you see the
course number on
the right hand side?

0

No

\

3.2. Please make sure

that you are logged in.

Are you sure you are
logged in?

SO

Yes No
~ .

4.3. Please try to

0 4.4. Go to the
- usetabno = login issues
internet browser or guide.

computer. Does this
solve the problem?

O

Yes No

_— S~

5.3. Please continue using 5.4. Send a query to

this browser/computer. tech@mentornet.co.za
Alternatively try to with a description of

completely reset your the problem.
browser history, restart the

computer and try again.
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2.2. Are you
having trouble
logging in?

PORN

Yes No
e N
3.3. Go to the 3.4. Please log
login issues in now. Go to
guide. 2.1.



3. The system keeps logging me out (It takes me to the login screen)

1. Did you select the
"Remember Me"
checkbox when you
logged in?

O™

/Yes No\

2.1. Please try to use 2.2. Please log in
another internet browser again and remember to
or computer. Does this select the "Remember
solve the problem? Me" checkbox.

o

Yes No

" ~_

3.2. Send a query to
tech@mentornet.co.za
with a description of
the problem.

3.1. Please continue using this
browser/computer. Alternatively
try to completely reset your
browser history, restart the
computer and try again.
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4. Trouble uploading a file

1. Are you
logged in at the
moment?
/Yes/l/é\\\hlo\\-\
2.1. Did the system 2.2 Arevyou
display a green having trouble
confirmation message logging in?
when you uploaded the /\\
file? Yes S No
Y /E)\‘\N / \\.
- es °\ 33 Gotothe 34 Please log
login issues in now. Go fo
3.1. The file should be : guide. 21
uploaded please contact 3.2 Did you select the

file using the "Choose
File" button?

tech@mentornet co za if
you are still unsure with a
description of the problem.

4.3. Did you also 4.4 Please select

click on the
§ . the file you would
léﬂltt:;? ah#t{::f like to upload
ing this button.
selecting the file? Feng s e
Yes G}\\\NW

—

5.3. Does the system
take you back to the
login screen after
clicking on the
"Upload Now" button?

.

5.4 Please upload the

file by clicking on the

"Upload Now" button.
Go back to 2.1.

/Yes Nn\\

e oo the 6.2. Please contact
K Sly - tech@mentornet.co.za
S ?gg!ng if you are still unsure

me out" guide._

with a description of
the problem.
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5. Trouble activating my account (you can also watch the video on the home page)

1. Have you typed in
your ID number,
surname and email
address correctly?

O

/Yes No\
2.1. Have you checked 2.2. Please type in
the checkboxes to agree your details correctly
to the terms and and follow the error
conditions and privacy message displayed.
policy?
/GN

Yes No

_— S~

3.2. Please make
sure you check both
these checkboxes.

3.1. Have you
checked the "I'm not
a robot" checkbox?

/\ Go to 3.1.
/Yes ® No\
4.1. Did the system 4.2. Please check
provide a green the "I'm not a
success message after robot" checkbox.

submitting the form?

O

/Yes No\
5.1. Your account was 5.2. Please contact
activated. You will receive Mentornet to check if your
a password via email ID number, surname and
soon that you can use to email is correct on the
log in. system.
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