Troubleshooting Guide if Trade Organizations Do Not Display

Some C-TPAT Trade Users have communicated to the Help Desk that upon signing in to
C-TPAT Portal 2.0 no Trade Organizations display on the screen, as shown here.
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To resolve this issue, follow these steps:

1. Determine the version of Internet Explorer in use on your computer by clicking on
Help / About Internet Explorer

2. If Internet Explorer 11 displays, click on Tools and remove the checkmark from in front
of Enterprise Mode

3. You may need to sign back in

4. You will need to uncheck Enterprise Mode the first time you visit each unique screen

On the following pages is a lengthier explanation of the bullet list above.

The reason this issue occurred is that C-TPAT Portal 2.0 was designed to function in Internet
Explorer 10. When Internet Explorer 11 was deployed, it included the new Enterprise Mode
display functionality, which changed how web pages are displayed by Internet Explorer.
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The first step in resolving this issue is to determine what version of Internet Explorer is in use on
the computer. This is done by opening a browser window in Internet Explorer and then clicking

on Help on the menu bar, and then on About Internet Explorer.
/

g e e @ https://ctpat.cbp.dhs.gov/trade-web/loginfailed p/ a O H Q C-TPAT web | |
y4

File Edit View Favorites Tools

Internet Explorer Help F1

U.S. Customs & Border Protect C-TPAT Release 2.0

What's New in Internet Explorer
Online support
Login

About Internet Explorer

Thank you for your interest and participation in the Customs-Trade Partnership Against Terrorism (C-TPAT) Program, and your assistance in
strengthening global supply chain security.
As you begin your application, and whenever updating your account, always be aware there are user assistance materials freely available at
CBP.gov/ctpat. There is no fee or payment required to apply to or remain a Partner in the C-TPAT Program.
For those who have been assigned a Supply Chain Security Specialist (SCSS), that person should always be your first point of contact for all Entsryol‘;r usler name and
questions relating to C-TPAT. If you have not yet been assigned an SCSS, you may contact industry.partnership@dhs.gov for assistance. password to log in-
WARNING: User does not exist
) UserName
You are accessing a U.S. Government information system, which includes:
1. this computer
2. this computer network
3. all computers connected to this network P d
4. all devices and storage media attached to this network or to a computer on this network asswor
This information system is provided for U.S. Government-authorized use only.
Unauthorized or improper use or access of this system may resultin disciplinary action, as well as civil and criminal penalties.

By using this information system, you understand and consent to the following: Submit

« You have no reasonable expectation of privacy when you use this information system; this includes any communications or data Sl
transiting, stored on, originated from or directed to this information system. At any time, and for any lawful government purpose, the
government may menitor, intercept, search and seize any communication or data transiting, stored on, originated from or directed to or Forgot your password?
from this information system.

. The government may disclose or use any communications or data transiting, stored on, originated from or directed to or from this Not yet Registered?:
information system for any lawful government purpose. . »

- You are NOT authorized to process classified information on this information system. _r#;g;ter New Trade User with C-

Notice: This system contains trade secrets and commercial and financial information relating to the confidential business of private parties.
The trade secrets act, (18 USC 1905), provides penalties for disclosure of such information. CBP employees who violate this act and make
wrongful disclosures of confidential commercial information may be subject to a personal fine of up to $1,000, imprisonment for not more than

one year, or both, and shall be removed from employment. An improper disclosure of certain information contai is system would v
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Displays program information, version number, and copyright.
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If the result is like that above, showing Internet Explorer 11, you will need to follow the below
procedure.
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The first time each page of the Portal is visited, users of Internet Explorer 11 will need to go to
Tools and remove the check mark from the Enterprise Mode function shown below.
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Thank you for your inte Reopen last browsing session Against Terrorism (C-TPAT) Program, and your assistance in
strengthening global su Add site to Start menu
As you begin your appli ware there are user assistance materials freely available at
CBP.gov/ctpat. There is View downloads Ctrl+) [er in the C-TPAT Program.
For those who have bee Pop-up Blocker , I person should always be your first point of contact for all En(er’yolalr’ usler name and
questions relating to C- p-up ly contact industry.partnership@dhs.gov for assistance. password to log in:
WARNING: SmartScreen Filter b User does not exist
) UserName
You are accessing a U.S. Manage add-ons
1. this computer o .
2. this computer nety Compatibility View settings
3. all computers con d
4. all devices and sto Subscribe to this feed... this network passwor
This information system Feed discovery b
Unauthorized or impro; Windows Update action, as well as civil and criminal penalties.
By using this informatior Submit
= You have no reasg Performance dashboard Ctrl+Shift+U on system; this includes any communications or data >
transiting, stored . At any time, and for any lawful government purpose, the
government may F12 Developer Tools r data transiting, stored on, originated from or directed to Forgot your password?
or from this infon 5
. Tr}e government Report website problems g, stored on, originated from or directed to or from this Not yet Registered?
information syste ;
. You are NOT Zuth Internet options n system. Register New Trade User with C-
Notice: This system contains trade secrets and commercial and financial information relating to the confidential business of private parties. TPAT
The trade secrets act, (18 USC 1905), provides penalties for disclosure of such information. CBP employees who violate this act and make
wrongful disclosures of confidential commercial information may be subject to a personal fine of up to $1,000, imprisonment for not more

The first time this is done on the landing page the page will refresh, and may also sign the user
out with an error message of “User does not exist.” Simply ignore this message and sign back in
to the Portal. This change in settings will need to be done only each time a new page is visited,;

Internet Explorer should remember the settings you have chosen on that computer on each

subsequent visit.
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