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1 Overview

This guide is to instruct users on how to perform basic troubleshooting steps when
experiencing issues using Citrix Web or Connect to CHOP.

2 Requirements

2.1 Device

e CHOP Issued device
e Home Device

2.2 Supported Operating Systems

e Windows 8.1, 10
e MacOS 10.15 (Catalina), 11.x (Big Sur), 12.0-12.3.1 (Monterey)

2.3 Web Browser

e Microsoft Internet Explorer 11
e Google Chrome 28+ (MacOS)
e Microsoft Edge

e Safari 10.1.2+

2.4 Citrix Workspace App

e Citrix Workspace App for Windows (CHOP standard: version 2112.1)
e Citrix Workspace App for Mac (CHOP Standard: version 2204)

3 Windows Internet Explorer 11 Clean-Up

3.1 Clear Cookies / Internet Cache
e Select Tools
e Select Deleteﬂowsing history...
File Edit View Favorites BGEES Help ]

L Delete browsing history...
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websites to retain preferences and display faster.
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User Guide
e Select Delete rDele’te Browsing History X-‘

¢ Select Yes [[] preserve Favorites website data
o Select Close Keep cookies and temporary Internet files that enable your favorite
°

Close all IE windows before trying
to launch Citrix again.

3.2 Reset Browser Options

e Select Tools

e Select Internet Options

e Select Security Tab

e Select Reset all zones to default
level

e Select OK

Close all IE windows before trying
to launch Citrix again.

Temporary Internet files and website files
Copies of webpages, images, and media that are saved for faster
Cookies and website data

Files or databases stored on your computer by websites to save
preferences or improve website performance.

[ History
List of websites you have visited.

Download History
List of files you have downloaded.

Form data
Saved information that you have typed into forms.

[ passwords
Saved passwords that are automatically filled in when you sign in
to a website you've previously visited.

Tracking Protection, ActiveX Filtering and Do Not Track
A list of websites exduded from filtering, data used by Tracking
Protection to detect where sites might automatically be sharing details
about your visit, and exceptions to Do Not Track requests.

About deleting browsing history Delete

General Security Privacy Content Connections Programs Advanced

Select a zone to view or change security settings.

@ ¢ v O

Internet  Localintranet Trusted sites  Restricted
sites

Internet

q This zone is for Internet websites,
except those listed in trusted and
restricted zones.

Sites

Security level for this zone

Custom

Custom settings.
- To change the settings, dick Custom level.
- To use the recommended settings, dick Default level.

Enable Protected Mode (requires restarting Internet Explorer)

Custom level... Default level

Reset all zones to default level

@ Some settings are managed by your system administrator.

OK Cancel Apply
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3.3

3.4

Reset Advanced Settings

Select Tools

Select Internet Options

Select Advanced tab

Select Restore advanced settings
Make sure Do not save encrypted
pages to disk is unchecked

Make sure Use SSL 2.0 and Use
SSL 3.0 is checked

Select OK

Select OK

Close all IE windows before trying
to launch Citrix again

Disable Proxy Auto-Detect

Select Tools

Select Internet Options
Select Connections tab
Select LAN settings

-
Internet Options ?

General Security Privacy Content Connections Programs Advanced

v |

Settings
~
O
D Empty Temporary Internet Files folder when browser is dc
[] enable 64-bit processes for Enhanced Protected Mode™
Enable DOM Storage
[_] Enable Enhanced Protected Mode™®
Enable Integrated Windows Authentication™
Enable native XMLHTTP support
Enable SmartScreen Filter
[] send Do Not Track requests to sites you visit in Internet E
Use SSL 3.0
Use TLS 1.0
Use TLS 1.1
A use s 1.2 v
< >

*Takes effect after you restart your computer

Restore advanced settings

Reset Internet Explorer settings

Resets Internet Explorer's settings to their default
condition.

You should only use this if your browser is in an unusable state.

Make sure Automatically detect settings is unchecked

Select OK
Select OK

Close all IE windows before trying to launch Citrix again

Internet Options ? x

General Security Privacy Content Connections Programs Advanced

To set up an Internet connection, dick Setup
Setup.
Dial-up and Virtual Private Network settings
Add...
Add VPN....
Remove...
Choose Settings if you need to configure a proxy Settings

server for a connection,

Local Area Network (LAN) settings

LAN Settings do not apply to dial-up connections. LAM settings

Choose Settings above for dial-up settings.

0K Cancel Apply

@ Some settings are managed by your system administrator.
L [ ox ] conce
-
Local Area Network (LAN) Settings X

Automatic configuration

Automatic configuration may override manual settings. To ensure the
use of manual settings, disable automatic configuration.

[[J Automatically detect settings
[M use automatic configuration script

Address | http://bc-proxy-pac-b.chop.edufpro

Proxy server

DUse a proxy server for your LAN (These settings will not apply to
dial-up or VPN connections).

Advanced

Bypass proxy server for local addresses

o ]

Cancel

Reset...

Awlvi
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4 Reset Citrix Workspace App
Right-click the Citrix Workspace App in the Open

lower right-hand corner
Select Advanced Preferences

Connection Center

Advanced Preferences

Check for Updates
Help
Exit
Select Reset Citrix Advanced Preferences
Workspace
Connecticn center High DPI
Shortcuts and Reconnect Keyboard and Language bar
Citrix Workspace Updates Data collection
Configuration checker Reset Citri Workspace
Delete passwords Suppert information
Citrix Casting Citrix Files
Log Coellection
Hlt YeS, reset Clt”x @ Citrix Workspace Y
Workspace
. Are you sure you want to reset Citrix Workspace?
A
Resetting will delete all apps, desktops, accounts, and configurations,
and return Citrix Workspace to default settings. It will also close all
active sessions.
Warning: You should reset Citrix Workspace only to resolve serious
preblems,
Yes, reset Citrix Workspace| | Cancel |
Click OK Citrix Workspace x

:l Citrix Workspace is reset to the default settings.
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5 Check File Type Association

Windows 8.1
e Launch Control Panel (click on Start and type in Control Panel)
e If All Control Panel Items does not appear, change View by: in the upper right-
hand corner to Small icons
e Select Default Programs
e Select Associate a file type or protocol with a program
e Scroll down and confirm that the ICA extension is set to Citrix Connection

Manager
I Set Associations -0 x1
« « 4 [+ » Control Panel » All Control Panel ltems > Default Programs > Set Associations v Search Control Panel »p
a
Associate a file type or protocol with a specific program
Click on an extension to view the program that currently opens it by default. To change the default program, click Change program.
@ Citrix Connection Manager
Citrix Systems, Inc.
- . . . —
Name Description Current Default o
Jhaow Microsoft Help Attribute Definition File Unknown application
[ e HXX File Unknown application
i IFile Unknown application
| .ibgq IBQ File Unknown application
Qica Citrix ICA Client Citrix Connection Manager
A icc 1CC Profile Microseft Celer Control Panel
] el Icon library Unknown application
Aiem ICC Profile Microsoft Color Control Panel
iice Icon Unknown application
j.\cs iCalendar File Outlock 2016
L] adl IDL File Unknown application
idq 1DQ File Unknown application
B.igp Intel Graphics Profiles GFXUIEX Module
il ILK File Unknown application
ime IMC File Unknown application
R imesx IME Search provider definition IME search module
| Jine INC File Unknown application
inf Satun laf, i Klatanad b
Close J.

Windows 10

Launch Settings (click on Start and select the gear icon )

Click on Apps and then select Default Apps on the left-hand side

Select Choose default apps by file type at the bottom

Scroll down and confirm that the ICA extension is set to Citrix Connection
Manager

[ < Settings

@ Choose default apps by file type
-éci:.i}: A o Citrix Connection Manager
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6 Provider Order

Launch Control Panel

If All Control Panel Items does not appear, change View by: in the upper right-
hand corner to small icons

Select Network and Sharing Center

Select Change adapter settings

Hit the Alt key to unhide the Menu Bar

Select Advanced

Select Advanced Settings

Select Citrix Single Sign-on and click on the up arrow to move it to the top of
the list

Click OK and reboot the device

7 Apple Macintosh Safari Clean-Up

7.1 Clear Cookies

With Safari open, click on Safari in the menu bar and select Preferences
Select Privacy, and then Manage Website Data...

File Edit View History
About Safari
Safari Extensions... e ]

Preferences... &, ‘ ] ‘;7 ‘L Q N @ Q’ m‘

LGencral Tabs AutoFill Passwords Search Security Privacy Websites Extensions Advanced

Clear History...
Y Website tracking: Prevent cross-site tracking

Services > )
Cookies and website data: Block all cookies
Hide Safari &H Manage Website Data...
Hide Others X #H
Show All Apple Pay: Allow websites to check if Apple Pay is set up
. = Safari allows you to make purchases on the web using
Quit Safari 3@0 Apple Pay from your Apple Watch or iPhone.

Click on the Remove All
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F - Privacy

neral Tabs AutoFill Passwords Search Security Privacy Websites Extensions Advanced

Q

These websites have stored data that can be used to track your browsing. Removing the data
may reduce tracking, but may also log you out of websites or change website behavior.

2mdn.net
Cache

©

a3-assets.s3-eu-west-1.amazonaws.com
Cache

©

a3.ag
Cache

L]

addthis.com
Cache

©
addthisedge.com
Cache

adobe.com
Cookies, Local Storage

When p;gmpted select Remove Now

adobedtm.com
Cache

¢ 6 6

Remove All m

Privacy

%eneral Tabs AutoFill Passwords Search Security Privacy Websites Extensions Advanced

These websit 1g the data

may reduceJt Are you sure you want to remove all data vior.
1 stored by the 149 displayed websites on
2mdn.ni
© Cache your computer?

| <0H

a3-asse You can’t undo this action.

cach | =
a3.ag
Cache

addthis.com
Cache

addthisedge.com
Cache

adobe.com
Cookies, Local Sterage

adobedtm.com
Cache

¢ 6 6 6 6 6

Remove All Done

¢ Quit and restart Safari

7.2 Clear History

e With Safari open, click on Safari in the menu bar and select Clear History
e Select time frame from drop down

e Select Clear History
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(3 safari 513

Edit

View History

w citrix.chop.edu

Clearing history will remove related cookies
and other website data.

%

History will also be removed on other devices signed into

About Safari

Safari Extensions...
Preferences... 8,
Clear History...

Services >
Hide Safari ¥H
Hide Others T ¥#H
Show All

Quit Safari #Q

your iCloud account.

Clear all history

Cancel Clear History

Quit and restart Safari

7.3 Download Safe Files

e Open Safari
Go to the top menu bar and select Safari, then select Preferences...
e Under the General tab, check the box next to Open “safe” files after
downloading
| LSS General
= 7 i S~
El e TSN C)\ N 0 e u ?1;;\ J
k%-n-ml Tabs AutoFill Passwords Search Security Privacy Websites Extensions Advanced
Safari is not your default web browser. = Set Default...
Safari opens with: | A new window a
a safari Flle Edlt View History New windows open with: | Homepage E
AbOU' Safari New tabs open with: = Top Sites E
Safari Extensions...
| Homepage: | https://google.com/
Preferences... a8, Set to Current Page
Remove history items: = After one year ﬁ
C,ear History... Favorites shows: | Y7 Favorites a
Services > Top Sites shows: | 12 sites E
Hide Safari %H File download location: | [&) Downloads ﬁ
Hide Others X ¥H Remove download list items: | After one day a
ShOW A" Open “safe” files after downloading
"Safe" files include movies, pictures,
Quit Safari ®Q ::::S:,S‘PDF and text documents, and
¢ Close the preferences window.

8 Citrix Workspace App Inst

all/lUpgrade

8.1 Citrix Workspace App for Windows

8.1.1 Citrix Workspace App for Windows Uninstall
1. Open Control Panel (click on Start and type in Control Panel)

2. Click on Programs and Features
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3. Select Citrix Receiver or Citrix Workspace, and click on Uninstall
4. Follow the prompts to uninstall the old client
5. Once uninstalled, reboot the device. This is required

8.1.2 Citrix Workspace App for Windows Install/Upgrade

1. Launch a browser session with the following typed into the address field:
connect.chop.edu

Connect to CHOP

User name

@* Children’s Hospital Password:
1 B of Philadelphia’

@ Gitrix Workspace App for Windows (¢, Gitrix Workspace App for MAC ﬂ User Guide Troubleshooting Guide & Password and Azure MFA Help
:H Chop MyApps Portal {7} Service Desk: 215-590-4357

2. Click on the Citrix Workspace App for Windows link to download the client
3. Select Download Citrix Workspace app for Windows

Download Citrix Workspace app for Windows

4. Select Run

Do you want to run or save CitrixWorkspaceApp.exe (142 MB) from downloads.citrix.com? 5

@ This type of file could harm your computer. ( : Run Dve |'|| Cancel
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5. Select Start, accept the license agreement, and then select Next

@ Citrix Workspace x @ Citrix Workspace b

License Agreement
Welcome to Citrix Workspace

Citrix Workspace app installs software that allows access to You must accept the license agreement below to proceed.
virtual applications that your organization provides, -
including software that allows access to the applications CITRIX LICENSE AGREEMENT
that use your browser,
Use of this component is subject to the Citrix license or terms of service
WOI‘kSpaCE - Allow applications access to your webcam and covering the Citrix product(s) and/or service(s) with which you will be using
microphone,

this component. This component is licensed for use only with such Citrix

- Allow applications to use your location, product(s) andor service(s)

- Allow access to local applications authorized by your
company. - 41035777
- 5ave your credential to sign in automatically. CTX_code EP_R_A10332779

Click Start to set up and install Citrix Workspace app on
your computer.

citrix
| accept the license agreement

Cancel Mext Cancel

6. Check Enable single sign-on, select Next, leave Enable app protection
unchecked, and then select Install

@ Citrix Workspace b @ Citrix Workspace b

Enable Single Sign-on App protection

‘When enabled, single sign-on remembers your credentials for Enable this option to prevent screen captures of the app, and to
this device, so that you can connect to other Citrix applications protect it from keylogging malware.

without having to sign in each time, You should do this only if
your IT administrator has instructed you to, This will take effect
the next time you log on to this device,

Enable single sign-on [JEnable app protection

‘Warning: You cannot disable this feature after you enable it. To
disable it, you must uninstall Citrix Workspace app.
For more information, contact your system administrator,

For more information on configuring single sign-on, please see
article CTX133%82 at citrix.com/support.

Mext Cancel Install Cancel

7. Select Finish and reboot your device. If you are asked to add an account, select
Close

@ Citrix Workspace = Add Account *

C”TD.( Add Account

Enter your work email or server address provided
by your IT department:

J Installation successful i

If you received instructions to set up Citrix Workspace app
with your email or a server address, click Add Account.
Otherwise, dick Finish, and you can set up an account later.

Add Account Finish Close
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8.2 Citrix Workspace App for Mac

8.2.1 Citrix Workspace App for Mac Uninstall
1. Close Workspace App
¥ 2= ) 100% A

Open Citrix Workspace

Preferences...
About

Check For Updates

Quit

2. Go to Downloads
3. Select CitrixWorkspaceApp.dmg file
4. Select Uninstall Citrix Workspace [@7™®

— Citrix Workspace

Install Citrix Workspace Uninstall Citrix Workspace

5. Select Open

“Uninstall Citrix Workspace"” is an application downloaded
i § from the Internet. Are you sure you want to open it?
1 “Uninstall Citrix Workspace"” is on the disk image
"CitrixWorkspaceApp.dmg". Safari downloaded this disk image
yesterday at 1:38 PM from www.citrix.com.

Don't warn me when opening applications on this disk image

? Cancel Show Web Page Cpen
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6. Select Continue '[ Uninstall Citrix Workspace ]‘

You are about to remove Citrix Workspace. Please
’[ close any online applications currently running and
then click Continue.

€« __ 3
. |
7. Select Quit )
'[ Uninstall Citrix Workspace ]‘

@ Citrix Workspace was successfully uninstalled.

8.2.2 Download Citrix Workspace App for Mac

1. Launch a browser session with the following typed in the address field:
connect.chop.edu

Connect to CHOP

User name

@1 Children’s Hospital Password:
1 B of Philadelphia’

@ Gitrix Workspace App for Windows (¢, Gitrix Workspace App for MAC ﬂ User Guide Troubleshooting Guide & Password and Azure MFA Help
:H Chop MyApps Portal {7} Service Desk: 215-590-4357

2. Click on the Citrix Workspace App for Mac link to download the client
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3. Select Download Citrix Workspace app for Mac

Download Citrix Workspace app for Mac

8.2.3 Citrix Workspace App for Mac Install/Upgrade

1. Go to Downloads
2. Select CitrixWorkspaceApp.dmg file

3. Select Install Citrix Workspace
o0 \— Citrix Workspace

Install Citrix Workspace Uninstall Citrix Workspace

4. Select Continue, then select Continue
T sl Gitrix Werkspace q @ % nstall Citrix Receiver aq

o This package will run a program to Welcome to the Citrix Receiver Installer
==k st asslar R aller Citrix Receiver installs software that allows acoess to virtual applications
To keep your computer secure, you should only run « Introduction that your organization provides, including software applications that use
programs or install software from a trusted source. If your browser.
you're nat sure about this software's source, click icense
Cancel to stop the program and the installation. .
Destination Select
Cancel Continue nstallation Type
s nstallation
Add Account
Summary
Go Back Continue Continue
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5. Select Continue, then select Agree

“ < Instal !!Rnx Wanpane !
Software License Agreement

English

@ Introduction

© License CITRIX LICENSE AGREEMENT

Destination Select Use of this component is subject to the Gitrix license or terms of service
covering the Citrix product(s) andfor service(s) with which you will be
using this component. This compaonent is licensed for use only with such

Citrix product(s) andfor service(s).

Installation Type
Installation
Add Account CTX_code EP_T_A10352779

Summary

Print... Save... Go Back Continue

b

n: rix Wor pace !

To continue installing the software you must agree to the terms of

the software license agreement.
o | Click Agree to continue or click Disagree to cancel the installation and
Lic quit the Installer.
Dej e
L | Read License Disagree Agree ch
Ins
Add Recoant CTX_code EP_T_A10352779
Summary

Print... Save... Go Back Continue

6. Select Install, the user will be prompted to enter Administrator Name and

Password, then

Standard Install on "Mac HD"

This will take 356 MB of space on your computer.

@ Introduction

» License Click Install to perform a standard installation of this software
L for all users of this computer. All users of this computer will be

© Destination Select

able to use this software.

Installation Type
Installation
Add Account

Summary

Change Install Location...

Go Back Install

select Install Software

Installer is trying to install new software.

~a
Enter your password to allow this.

User Name: ||

Password:

Install Software

Cancel

7. Select Continue, then select Close. |
m !

Add Account

If you received instructions to set up Workspace with your
email or a server address, check Add Account, then click
Continue.

Introduction
License
Destination Select -

N Add Account
Installation Type

Installation

*® & & & & 0

Add Account

Summary

Continue

® & & & & @ @

tis good Eractice to reboot after the installg

The installation was completed successfully.

Introduction
License
Destination Select
Installation Type
Installation

Add Account

The installation was successful.

The software was installed.
Summary

Go Back
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8. After the device is rebooted, this message may display, select Cancel

oY Citrix Receiver

cirrpx Add Account

Rece ver Enter your work email or server address provided by your IT department:

Cancel

To get your apps and desktops, first set up your account.
Set Up Account

9 Common Citrix Issues

9.1 Failure to launch any Citrix applications

1. When launching a Citrix application in Microsoft Edge, you are prompted
to open Citrix Workspace Launcher

This site is trying to open Citrix Workspace Launcher.

https://connect.chop.edu wants to open this application.

Always allow connect.chop.edu to open links of this type in the associated app

2. Check the box for Always allow... and click Open; you will not be
prompted to do this in the future

9.2 Failure to launch your Citrix Desktop

9. When launching your Citrix Desktop and the error below appears, the desktop is
in a hung session. Please call into the Service Desk to have the Desktop
restarted

1. Windows: The connection to Desktop failed with status (1030)
2. Mac: Cannot connect to server "; 40;STAODE2D136078F,
2BB3C62CA204B8C3A66C". Please try again in a few minutes

9.3 Microphone/webcam is not available in Citrix Desktop

e If your webcam is not available in Citrix Desktop (Teams meeting, etc.), make
sure that you are allowing microphone/webcam redirection:
1. Windows:
a) Click on the black toolbar with an arrow on it at the top/center of
your Citrix Desktop window, and then select Preferences
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Full-screen Disconnect Shortcuts

By v

Ctrl+4Alt+Del Preferences

b) On the Connections tab, make the following changes:

e Under Microphones and webcams, change Session
Settings to Connect automatically

Under Global Settings, select your webcam from the drop-
down list

e Click OK to save the changes

@ Citrix Workspace - Preferences

Connections

Monitor Layout

Choose how devices will connect to your virtual sessions.
Microphones and webcams

Session Settings

Global Settings
(®) Connect automatically Preferred \wWebcam
() Do not connect HD Pro Webcam C520 ~
() Ask me
e Mac:

1. Click on the black toolbar with an arrow on it at the top/center of your Citrix
Desktop window, and then select Preferences

R % Pad

Ctri-Alt-Del Preferences Disconnect

2. It will open Mic & Webcam
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O Mic & Webcam

6 .
p BB b = (& O

-

General File Access Devices Mic & Webcam Keyboard Security & Privacy Advanced

Choose how to use your microphone and webcam with your applications:

© Use my microphone and webcam
Don't use my microphone and webcam
Ask me each time

3. Select Use my microphone and webcam

4. Check and make sure that Citrix Viewer has access to the microphone
and webcam by going to System Preferences, Security & Privacy and
clicking on the Privacy tab. Make sure the box is checked next to Citrix
Viewer for Microphone and Camera

[ i1 System Preferences Q

Sign in to your Apple ID )
Set up iCloud, the App Store, and more. Sign In

- W m | Q Hua

General Desktop & Dock & Mission Siri Spotlight Language Notifications
Screen Saver  Menu Bar Control & Region
@ I w @
@ & &
Internet Users & Accessibility Screen Time Extensions Security
Accounts Groups & Privacy
oA R
e @ i
Software Network Bluetooth Sound Printers & Keyboard Trackpad Mouse
Update Scanners
- - Yl ® @ E‘-‘ | **f
217 e
Displays Battery Date & Time Sharing Time Startup Profiles
Machine Disk
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L X < 33 Security & Privacy Q

General  FileVault  Firewall  Privacy

4 Location Services Allow the apps below to access your camera.

. Contacts
@ Citrix Viewer

.12}. Calendars
* Microsoft Teams

i~ Reminders

& Photos

I.‘ Microphone
|||i|l Speech Recognition

Accessibility

@ Click the lock to make changes.
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® < 1 Security & Privacy Q
General  FileVault  Firewall  Privacy
4 Location Services Allow the apps below to access your microphone.
' Contacts
@ Citrix Viewer
17 Calendars
* Microsoft Teams
< Reminders
s Photos
¢ Camera
-
ﬂ Microphone
II|I|| Speech Recognition
Accessibility
~
E Click the lock to make changes. ?
-
9.4 Microsoft Outlook/Teams Issues
If you experience one of the following issues, follow the instructions below:
e OQutlook: Your mailbox is not updating
e Teams: Teams will not open
e Outlook: You receive the following error message:
Microsoft Qutlock X

0 Outlook is using an old copy of your Cutlook data file (.ost). Exit Outlook, delete the file, and restart Outlook. A new file will be automatically created the next time you initiate a send/receive.

1. Click on the Start menu
2. Expand CHOP Self-Service
a) To repair Outlook, select Repair Outlook
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b) To repair Teams, select Repair Teams

c) The process should only take a few seconds to complete, and the
app will re-launch automatically once complete

B CHOP Self-Senvice

B Repair Blueleans
] -

0= Repair Outlook

Tll Repair Teams

L Repair Webex

Reset WEM

9.5 BlueJeans/Webex Issues
If you experience issues with either of these applications (i.e., can’t join a meeting, etc.),
follow the instructions below:

1. Click on the Start menu

2. Expand CHOP Self-Service

a) To repair BlueJeans, select Repair BlueJeans
b) To repair Webex, select Repair Webex

c) The process should only take a few seconds to complete, and you
will need to manually re-launch the appplication

B CHOP Self-Service
H Repair Blueleans

of Repair Qutlook

T_El Repair Teams

L Repair Webex

Reset WEM

9.6 Display Issues in a multi-monitor configuration

If you have multiple monitors, all of different resolutions/scaling settings, you may run
into the following issue:

e When you drag a Citrix application or desktop across the monitors, the Citrix app
or desktop will appear larger or smaller on the other monitors

e Mouse clicks can be misaligned to the left of the mouse cursor

e The mouse cursor will move at a different rate of speed across monitors

Page 22 of 27 V6



Citrix Troubleshooting

. CITRIX
User Guide °

Follow the instructions below to set Citrix Workspace App to use the native resolution
for scaling:
3. Right-click on Citrix Workspace App (@) in the system tray and select
Advanced Preferences
4. Click on High DPI
5. Select No, use the native resolution and then click Save
@ Citrix Workspace *

Scale the session for high resolution?

O Yes
(® Mo, use the native resolution

(O Let the operating systern scale the resolution

l REelaunch the session for the changes to take effect.

Save Cancel

6. Restart your device for the changes to take effect

9.7 Text, icons, etc. are too large or small in Citrix Desktop

If everything — text, icons, etc. — is either too large or too small in Citrix Desktop, follow
the instructions below to change the DPI scaling that suits your needs:

1. Launch your Citrix Desktop

2. Right-click on your desktop wallpaper and select Display settings
View 7
Sort by >
Refresh

Paste
Paste shortcut
Mew .

[ Display settings
&2 Personalize

3. Under Change the size of text, apps, and other items, choose 100%
from the drop-down menu
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Settings = m}
& Home Display
Find a setting ) Color
System
I & Display Night light settings
|.:| Notifications & actions Scale and Iayout
O Power & sleep Change the size of text, apps, and other items
100% i
= Storage

Custom scaling

Lg)  Tablet mode
Resolution

1 Multitasking 1920 x 1200 (Recommended)

¥ Shared experiences Orientation

Landscape

»< Remote Desktop

@ About Multiple displays

Older displays might not always connect automatically. Select
Detect to try to connect to them.

Detect

Display adapter properties

a. You can also select one of the other preset scaling percentages to suit
your need to make the text, icons, etc. larger or smaller
b. To set a custom scaling percentage, click on Custom scaling
c. Enter a value between 100 — 500 and click Apply
I. The higher the number, the larger everything will appear in your
Citrix Desktop
4. Your desktop should automatically resize
5. Close the window by clicking on the X at the top right-hand corner of the
Settings window

9.8 Maximizing Citrix Desktop across multiple monitors

Follow the instructions below to maximize Citrix Desktop across 2 or more monitors:
1. Launch your Citrix Desktop

2. For 2-monitor configurations:
i. Drag the Citrix Desktop window so that it spans across your two
monitors
3. For 3+ monitor configurations:

I. Expand the Citrix Desktop window so that it spans across all of
your monitors, overlapping a part of each screen you wish to
include
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4. Click on the Maximize button in the top right-hand corner of Citrix
Desktop
=
— | >
5. Alternatively, instead of clicking on the Maximize button in step 4, you

can click on the black toolbar with an arrow on it at the top/center of
our Citrix Desktop window, and then select Full-screen

Ay P He

Home Ctrl+4lt+Del Preferences EVICES Full-screen Disconnect Shortcuts

6. Citrix Desktop will now be in Full-screen mode

10 Service Desk Calls

When calling into the Service Desk for a Citrix issue, please have the following
information ready:

On-site at CHOP connected to the CHOP network or offsite/home office using
VPN or Connect?
Which application is the issue?
Is there an error appearing? Screen shot the error if possible
CHOP Device or personal Device?
Windows or Mac? Specify version
Which Citrix Workspace App version is installed on the device?
o Microsoft Windows
= Right-click on Citrix Workspace App (@) in the system tray and select
Advanced Preferences
= The Advanced Preferences window will open and display the version

number

F "
Open About
Connection Center Version 21.5.0.48(2105)

© 2021 Citrix Systerns, Inc. All Rights Reserved.

Svavedieicences Third Party Motices

e

Check for Updates
Help

Exit

o Mac
= Select About from Citrix Workspace in the upper right-hand corner
= The Citrix Workspace about window will open and display the version
number
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£ = o)) 100% B3

Open Citrix Workspace w
Preferences...
About

Check For Updates

Quit

@

Citrix Workspace

I version: 19.12.0.23 (1912) I

Third Party Notices

© 2019 Citrix Systems, Inc. All Rights Reserved.
WWW.CItrix.com

Which Citrix server are you connected to? When the application is launched and

an error appears, do not close the message before recording the server name:

o Windows
= Right-click on Citrix Workspace App (@) in the system tray and
select Connection Center
= The Citrix Connection Center window will open and display the
Citrix server name (i.e., VAWEBPWT024)
ﬂ‘pf_"l'l @ Citrix Workspace Connection Center - X
. Connections Session
Connection Center =X F—
{5 VAWEBPWT024 seen
: = ntps . rogin microsoftonline.com/ 7clig ull Sereen
Advanced Preferences B8 Desmpp_ s ace Ll
Log Off
Check for Updates
Help
Exit Preferences
Devices
Properties
Application
< > Teminate
2 Servers used, 1 Remote Applications

o Mac

Select Citrix Viewer, then select About Citrix Viewer
The about window will open and display the Citrix server name (i.e.,

VAWEBPWV002)
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Devices

About Citrix Viewer

Preferences...
Services

Hide Citrix Viewer
Hide Others
Show All

Quit Citrix Viewer...

* -

—

i

Citrix Viewer

gn: 19 0 E
Server: VAWEBPWV002
cced g Ba D

Col

© 2019 Citrix Systems, Inc. All Rights Reserved.

www.citrix.com

Are other Citrix applications launching without issue?

When did the issue start?

Have there been any changes to the device?

11 Support References

Can be accessed from the Connect Log On page:

User Guide: How-To Guide for getting connected to CHOP Anywhere
Troubleshooting Guide: Basic Citrix troubleshooting steps

Password Help: https://forgotpassword.chop.edu

Service Desk: 215-590-4357
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