TOEFL ITP ® Test (Digital) Troubleshooting for the Preset Setting

[First of all]

This is troubleshooting guide related to the TOEFL ITP®TEST(Digital). This is written in the order of work

procedures including the particular troubles for some of PC model. Please refer to this guide after having
confirmed your computer model.
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1. OS/Web Browser
Please verify that your computer meets the requirements described below as a prerequisite.

Windows OS Type
0s Windows 8.1 and higher >¢Your computer should be up to date.

Use Chrome or Microsoft Edge
Web Browser

X If you are using Windows 10 and higher, Microsoft Edge is the default setting.
Mac OS Type
0s MacOS X10.11 and higher><Your computer should be up to date.

Use Chrome or Safari

Web Browser

XIf you are using a Mac, Safari is the default setting.
Related to System Check

N

@ If the “Not Secure” website warning appears when you try to connect to the
site, >You need to temporarily accept the connection to the site.
—Click “Details” and click “Go to the website” to connect the site again.

fi This site is not secure

This might mean that someone’s trying to fool you JE— f\
or steal any info you send to the server. You should 1 \
close this site immediately.
: e, o
B3 Go to your Start page b “ he hostname in the website’s security certificate differs from the
e

@ The error message appears

® Yellow Warning

If you can download and launch the TOEFL Secure Browser, you can take the test.

Please recheck if your computer meets the system requirements (0OS/ the web browser) and
proceed to set up your computer.

(ETS ' Program Administration

This device meets all site requirements, but may need attention. A Secure Browser may be required for delivery of the operaticnal test. If needed, be
sure to install the Secure Browser on the device prior to the test.

Resuits



® Red warning

You are less likely to take the test properly. This might be caused by the internet environment.

Check your network connection status. Try to reboot the router and reconnect your computer

when using Wi-Fi. Alternatively, try another way such as connecting with a wired LAN.

3. Trouble in launching the TOEFL Secure (Audio) Browser
@ When the warning message by the security software appears,

Temporarily, you need to disable your security software which prevents the TOEFL Secure

Browser from starting. Please look into how to temporarily disable the security software on

your own due to differ depending on the security software you are using. We do not force

you to temporarily disable the security software. Please do it under your own judgement.
After you disable it, try to reboot the TOEFL Secure Browser again.

How to check the security software you are using.

Check the software

[Windows)

g

Connected to OOO

Click here.
[Mac] L N

Favorites

@ Recents

@ AirDrop

Click on the Finder icon A, Choose
7% Application
“Application”

ﬁ Desktop

@ When the message related to the ctfmon.exe process appears (only for

Windows),
The ctfmon.exe is a Microsoft process that provides text support as a standard equipment.

You need to temporarily disable the ctfmon.exe process so that it may prevent the TOEFL

Secure Browser from starting.

{Fefmon. exells not allowed to run during the administration of the exam.

ITREBYOW:Er has been shut down and a security violation has been

lggged. To continue testing, terminate this process or contact support
Horassistance

0K




Firstly, you need to hold down the Windows Key and then press R on your keyboard.
Type services.msc in the Search field and click OK.

Type the name of a program, folder, document, or Internet
resource, and Windows will open it for you.

o services.msc

In the Services list, right-click on Touch Keyboard and Handwriting Panel Service and
stop it. After you stop it, try to reboot the TOEFL Secure Browser again.

File Action View Help

&) M Bz Hm |nn
Services (Local) " Services (Local)

Touch Keyboard and Handwriting Name Description Status Startup Type Log On As

Panal Service & Server Supports file. Running  Automatic (Tri. Local System

Description: & Shared PC Account Manager  Manages pr. Disabled Local System

Enables Touch Keyboard and & Shell Hardware Detection Provides not.. Running  Automatic Local System

Handwriting Panel pen and ink & Smart Card Manages ac.. Manual (Tngg.. Local Service

functionality &y Smart Card Device Enumerat.. Creates soft... Manual (Trigg..  Local System
&l Smart Card Removal Policy Allows the s.. Manual Local System
S SNMP 5w S O-hILER Manual Local Service
& Softvare Protection Enables the .. Automatic (De.. Network Se..
& Spatial Data Service This service i.. Manual Local Service
& Spot Verifier Verifies pote.. Manual (Trigg..  Local System
& SSOP Discovery Discovers ne.. Running  Manual Local Service
& State Repository Service Provides req.. Running  Manual Local System
& Still Image Acquisition Events  Launches ap.. Manual Local System
& Storage Service Provides ena.. Running  Automatic (De.. Local System
&) Storage Tiers Management  Optimizes th.. Manual Local System
& SysMain Maintainsa.. Running  Automatic Local System
&) System Event Notification S..  Monitors sy..  Running  Automatic Local System
& System Events Broker Coordinates . Running Automatic (Tri.  Local System
& System Guard Runtime Mon.. Monitorsan.. Running  Automatic (De.. Local System
& Task Scheduler Enablesaus.. Running  Automatic Local System
£, TCPAP NetBIOS Helper Provides sup.. Manual (Trigg..  Local Service
& Telephony Provides Tel.  Running Manual Network Se..
& Themes Provides use.. Running  Automatic Local System
&), Time Broker Coordinates. Running  Manual (Trigg.. Local Service
& Udk User Service_5dd22f0 Shell compo.. Manual Local System
Chilndste Oerhoctratar Sorvice  Manansc Wi Runnina  Midamatic Na | aral Suctam

® When abnormal heat generation in PC camera is detected,
The error message below may appear. This error is a specific symptom on each PC model.
The name of the executable file differs depending on PC model.

Frkkxckkx*k* is not allowed to run during the administration of the exam. The
browser has been shut down and a security violation has been logged. To continue
testing, terminate this process or contact support for assistance.




(e.g.)

PC model An executable file.
ASUS PC ASUS Screen Adjust Service.exe
Panasonic “Let’s note” PC IR Cam Srv.exe

How to temporarily disable the abnormal heating detecting service in the IR camera of your
computer

Hold on Windows logo key + x =»Open the Quick Link menu. Click "Computer Management”.
— "Services and Applications" — Click "Services".—~Look for the abnormal heat detection
service in the list. Right click it and disable the service. After stopping it, close “"Computer
Management”. Then, restart the TOEFL Secure Browser.

e

File Action View Help
Mobility Center

s [ s ﬂ 5 File Adion View Help
Power Options = 1 &9 1T ﬂ 3
& Computer Management (Local) || Name
Event Viewer v [t systemTools h’{L System Tools & Computer Management (Locel) | Name Type Description
8 v Il sy ol
(© Task Scheduler Bstorage v i/yslem Tooks Starts,stops, and configu.
System Event Viewer = \J) Task Scheduler Py e v o
5 Services and Applications 7 [— WM Control Extension Snap-in Configures and controls .

Device Manager 22| Shared Folders e
B % Local Users and Groups 2] Shared Folders

4 & Local Users and Groups
Network Connections (%) Performance
- &) Performance

. )
% Device Manager & Device Manager

Disk Management o S Storage o 8 Songe
Computer Management S Disk Management . ¥ Disk Management
v [ Services and Applications
Windows PowerShell Services
i WMI Control

Windows PowerShell (Admin)

Task Manager

Settings
File Explorer
Search

Run

Shut down or sign out

Desktop

This service may run automatically when you reboot your PC. If you start the TOEFL Secure
Browser after rebooting the computer, do it again to disable this service temporarily

@ When the apps you installed prevents the TOEFL Secure Browser from starting,

The error message may appear. Please uninstall or disable the Apps to continue the exam.
How to uninstall the apps




[Windows])

G

Google Chrome E The apps you inSta”ed 020/10/1¢

Apps 43.0.14
Uninstall, defaults, optional
features

Change Uninstall

HP ePrint SW

HD imnStat

III

Select Start ==, then select Settings 2 > Apps > Find the app—Click “Uninstal

[Mac] ¢ eve®

' ) . ) Trash

Favorites

' Recents
@ AirDrop
#3;  Application
= Desktop
Most apps are in your Application folder, which you can open by clicking Applications in the

sidebar of any Finder window. Drag the app to the Trash, or select the app and choose file>
Move to Trash.

How to stop the app from running in the background:

[Windows)

& Task Manager

File Optians View “C I I I ” h -
e e e Press “Ctrl + Alt + Delete” at the same time
> 99% | 27% 0% 0% . n n
Name CPU|  Memory | Disk | Metwork | 9C:I |Ck TaSk Ma nager
> (#) Heavyload o 88.5% 10.8 MB 0 ME/s OMbps  *
 Windowstplof [ TEnaree T s2%| aave  omBs  OMeps You can see the status of all currently
[¥] Desktop Windo! Resource values > 2.0% 68.7 MB 0 MB/s 0 Mbps
15 Task Manager Create dump file 1.6% 289 MB OMB/s 0 Mbps runn | n g p rog rams.
@& Microsoft OneD Ge to details 0.7% 15.5 MB 0.1 MBfs 0 Mbps
£ PicPick (32 bit) Spanhl-location 07%| S03MB 0.1 MB/s 0 Mbps .
Select the apps you want to terminate and
%] Client Server Ru Properties 0.4% 0.8 MB 0 MB/s 0 Mbps
J Service Host: LocalS&r RN E T 3 ) 0.3% 11.1 MB 0O MB/s 0 Mbps - - n d k ”
o Bl S right-click. Choose “End Task.
J Service Host: Local System (18) 0.1% 28.0MB 0MB/s 0 Mbps
. Service Host: Network Service (5) 0.1% 7.0 MB 0 MB/s 0 Mbps
J Service Host: Local Service (Network Restricted) (6) 0.1% 1.9 MB 0.1 MB/s 0 Mbps
@ VMware Tools Core Service 0.1% 121 MB 0MB/s 0Mbps
[E] System interrupts 01% omB 0 MB/s 0 Mbps
_ Touch Ke_ybuard and Handwriting Panel | 0% 24 MB | 0 MB/s 0 Ml‘:p;_ =
et

[Mac])

eoe Activity Monitor
® 6 | G To see what is running on your Mac, you
Quit Process  Inspect  Sample Process Show Filter
PID | Process Name & | user %CPU | Threads Real Mem  Kind ni H
LI e e should always use Activity Monitor.
328 librariand John 0.0 2 9.4 MB Intel (64 bit) .
78 loginwindow jon 0.0 3 16.0MB Inel (54 b @From the App|e menu bar click
212 mdworker Jehn 0.0 4 13.6 MB Intel (64 bit) Y
154 pboard John 0.0 1 924 KB Intel (64 bit) I .. R
312 W Photo sooth 57 10 1117W8 Imel e Go>Utilities>select Activity Monitor, double
323 @ QuickTime Player Jehn 0.0 15 58.1 MB Intel (64 bit)
322 QuickTime Plugin (Safari Interne... john 0.1 10 39.7 MB Intel - -
226 @ Safari John 0.0 8 120.6 MB Intel (64 bit) CI |Ck to Open It
228 Safari Web Content John 0.1 8 133.7 MB Intel (64 bit)

o e o @When it is launched, check for the list of the
\m Disk Activity | Disk Usage = Network |

o running programs>select the app you want to
e AT % o HeTHE@oneieed 4 disable and click the Quit button.
[w]

VMsize: 172.23 GB

Active: 111 B Page outs: 92 KB (0 bytes/sec) .

Inactive: 188.4 MB Swap used: 3.1 MB
2.00 GB
Used: 1.50GB




