Houston Methodist EpicCare Link

Login Troubleshooting Tipsheet

This guide is meant to help Houston Methodist EpicCare Link users with login issues that can be resolved
without contacting Houston Methodist for assistance. Feel free to email

helpdesk@ houstonmethodist.org or call 832.667.5600, especiallyif the error message you’re seeing
isn’tin this guide.

Password Reset

To reset your EpicCare Link account password, goto the website
(http://houstonmethodist.org/epiccarelink) and select the red Log In box on the right. Select

‘Forgot Password’ at the bottom left.

EPIC CareLink

Please select the 'Public Computer' option if this is not a machine
you use regularly, then enter your User ID below and click
‘Submit’ to access the system

(0) This is a public computer

(® This is a private computer
Usemame: Username

Submit

G roe
CUREAUTH'

You will be prompted to enter your username againand select submit. This will give you the options of
receiving a code either via email or phone. Once you enter the code, you will be allowed to create a new
passwordand login to Link.

Alternatively, if you are on the screen where you enter your password, you can click the Forgot
Password? link
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F5 Error Message

If you receive either of the error messages, you can follow the! ZIENEE. ik and login again.

e B https://<cl houstonmethedist.org/vdesk/hangup.php3
B BIG-IP logout page 1

f5

Your session could not be Access policy evaluation is already in progress for your current
established. session.

You might see this message if you are on a different browser tab
than the one where you started the access policy. Please continue

The session reference number: €72151e2

Access was denied by the access policy. . , . .
This may be due to et to work in the previous browser tab and close this window
access policy requirements. . .

immediately.
If you are an administrator, please go to
Access Policy »» Reports : All Sessians

page and look up the session reference If you have reached this message due to some other error, click

ber displayed above. .
number displayed above. here to create a new session.
To open a new session, please click here.

This product is licensed from F5 Networks. © 1959-2016 F5 Networks. All rights reserved.

This product is licensed from FS Networks. © 1995-2016 FS Networks. All ights reserued.

401 - Unauthorized

If you receive the below error message,

401 - Unauthorized: Access is denied due to invalid credentials.

You do not have permission to view this directory or page using the credentials that you supplied.

The solution is to clear cookies and cache. And then close and reopen your web browser (Chrome,
Internet Explorer, Edge, etc.).

If you use Chrome
1. Type Ctrl+Shift+Delete

OR

Navigate to * > Moretools -> Clear browsing data...



Houston Methodist EpicCare Link

Login Troubleshooting Tipsheet

* O

New tab Ctrl+T

New window Ctrl+N

Histary 4

Downloads Ctrl+)

Bookmarks 3
Zoom - 100% -+ b
Print... Ctrl+P
Cast..,

Find... Ctrl+F

Save page as.. Ctrl+5 Mare tools 3

Edit Cut Copy Paste
Clear browsing data...  Ctrl+Shift+Del Settings
Extensions Help L

Task manager Shift+Esc
Exit

Developer tools Ctrl+Shift=1

Ba Managed by your organization

2. SelectTime range: Alltime
3. Check boxes for “Cookies and other site data” and “Cachedimages and files” as you see
below.

Clear browsing data

Basic Advanced

Timerange  Alltime

Browsing history
Clears history and autocompletions in the address bar.

Cookies and other site data
Signs you out of most sites

Cached images and files
Frees up less than 1 MB. Some sites may load more slowly on your next
visit.

Cancel Clear data

4. Click Clear Data button. It may take some time to complete.
5. Close Chrome, reopen it, and then log into EpicCare Link again.
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If you use Microsoft Edge-
1. Type Ctrl+Shift+Del

OR

Select EI in the upper right -> Settings

= X
B Newtab Ctrl+T
! B New window Ctrl+N
ﬁé" New InPrivate window Ctrl+Shift+N
X
Zoom — 100% -+ A
¥ Favorites Ctrl+Shift+0
@ History Ctrl+H
n i Downloads Ctrl+)
B Apps >
{3 Extensions
Collections Ctrl+Shift+Y
@ Print Ctrl+P
(@ Web capture Ctrl+Shift+S
ng, lob-tailing, or
alled breaching,
(53 Find on page Ctrl+F
AV Read aloud Ctrl+Shift+U
More tools >
@ Settings
(M Heln and feedhack >

And then searchfor “clear browsing data” and click Choose what to clear

) Your browser is managed by your organization

Settings Clear browsing data - 3 results

” Q, clear brow | x This includes history, passwords, cookies, and more. Only data from this profile will be deleted. Manage your data
@ Pprofiles Clear browsing data now
& Privacy, search, and services Choose what to clear every time you close the browser ’

Q Appearance 1 result

1
Q) On startup Canlkiac and Adata ctarad - 9 raculte

2. Check “Cookies and other site data” and “Cachedimages and files...” as you see below. The
other boxes canbe checked or unchecked.

3. Make sure All time is the time range

4. Click Clear Now. You will receive a confirmation when deletion is complete.
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Clear browsing data

Time range

| All time ~

|_\ Browsing history
33 items. Includes autocompletions in the address bar.

| \ Download history
None

Cookies and other site data

From 199 sites. Signs you out of most sites

Cached images and files

Frees up 53.8 MB. Some sites may load more slowly on

your next visit.

Sync is turned off. When you turn on sync, this data will be cleared
across all synced devices signed in to
acdibble@houstonmethodist.org. To clear browsing data from this
device only, sign out first.

Clear now Cancel

5. Close Microsoft Edge, reopen it, and then login into EpicCare Link again.

If you use Firefox

1. NavigatetoClearData( ~  ->Options -> Privacy and Security -> Clear Data)

F C o ©) Firefox  aboutpreferences#privacy 44 n O & EI
@ Sign in to Firefox > O
© Find in Options
s Privacy Protections
'ﬁ General Send websites a “Do Not Track” signal that you don't want to be tracked Learn more B New Window cirsN

©2 New Private Window  Ctrl+Shift+P

Always
B Restore Previaus Session

Q Home

Q Search
Edit 'S Oy 5]

a Privacy & Security Cookies and Site Data W Ubrary >
YYour stored cookies, site data, and cache are currently using 16.5 MB of Clear Data... w0 Logins and Passwords

® Only when Firefox is set to block known trackers
Zoom = 100% A+

f |
Ko Sync disk space. Learn more - I - Addons Ctrl+Shift+A
R
Delete cookies and site data when Firefox is closed Manage Permissions... »¥ Customize...

2. Ensurethat both boxes are checked and click Clear.
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Clear Data X

Clearing all cookies and site data stored by Firefox may sign you out of websites and

remove offline web content. Clearing cache data will not affect your logins.

/| Cookies and Site Data (0 bytes)

You may get signed out of websites if cleared

/| Cached Web Content (3.2 MB)

Will require websites to reload images and data

Cancel Clear

3. Close Firefox, reopen it, and then log into EpicCare Link again.

This site can’t be reached / Secure Connection Failed
The screens below occur in two situations

e You have entered an incorrect password 3 times.

The best course of action is to reset your password using the instructions at the top of this
document.
e You have entered an incorrect password 10 times and your account is locked.

You will have to contact helpdesk@houstonmethodist.org to request that it be unlocked and
then you should reset your password.

This site can’t be reached

Fioj (o Ty} [ i il
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Certificate Processing Violation:
If you see an error message like this:

X.509 Certificate processing violation. (BROWSER_ZOMBIECOOKIE_REGISTRATION_CHECK, 107)

Choose “This is a public computer” on the initial log in screen before entering your username. Ifyou
don’t see the below screen when attempting to log on, clear cache and cookies as described above, and

then you will.

Houston Methodist

Please select the "Public Computer’ option if this is not a machine
you use regularly, then enter your User |D below and click
"Submit’ to access the system.

This is a public computer

This Is a private computer

Username: | Lsername

( submit

Forgot Password

Restart Login




