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Hi, I can't log in to the Webmail Server (nor can I connect to the POP3 Server in Outlook).

 CSC Analyst 10:31pm, Monday 3rd May 2010

Dear Mr Ella,
Thanks for your question. In order for us to investigate this matter further please provide us with the following information:

* The email address in use
* The incoming/outgoing mail servers you have named in the client
* The username being entered
* The error messages given

If you have any queries please do not hesitate to contact us either by our contact number 0845 1400 200 or via our help assistant
http://help.plus.net

Kind regards,

[Sms Message: Thanks for your question. In order for us to investigate this matter further please provide us with the following information:

* The email address in use
* The incoming/outgoing mail servers you have named in the client
* The username being entered
* The error messages given]

Your comment 11:34pm, Monday 3rd May 2010

Thank you for your prompt response.

I am using the username I was sent in my original email from you which is ella64, I am also using ella64@plusdsl.net, neither seem to be working.

When I try and login to the Webmail it tells me there is a problem with the username or password, when I enter these details as my username and password in Outlook, it tells me the account details are incorrect.

I am able to login to Plusnet site using these details, so the username and password appear to be ok, it only seems to be on the email from that I am having a problem.

Having read the FAQ's etc. I have also tried using paul@ella64.plus.com but again without success.

Regards

Paul

 CSC Analyst 11:41pm, Monday 3rd May 2010

Dear Mr Ella,
Thanks for your message.

I've noticed a problem on your account and have taken steps to resolve it. Please retry in four hours and let us know if the issue persists afterwards.

Please do not hesitate to get back in touch with us either online at http://contactus.plus.net or by phone on 0845 140 0200 if we can be of any further assistance.

Kind regards,

[Sms Message: I've noticed a problem on your account and have taken steps to resolve it. Please retry in four hours and let us know if the issue persists afterwards.]

Your comment 10:10am, Tuesday 4th May 2010

I have waited longer than the prescribed 4 hours but am stillhaving difficulties.

On attempting to log in to Webmail I now get a different error : "ERROR: Connection dropped by IMAP server."

Outlook is still responding in exactly the same manner as before, each time it attempts to connect to mail.plus.net it asks me to enter my username and password, despite the fact that I have all details already entered.

Please could this be attended to as a matter of urgency, I really am very anxious to be able to start working via email again.

Thank you for your assistance.

Regards

Paul Ella

 CSC Analyst 10:27am, Tuesday 4th May 2010

Dear Mr Ella,
Thank you for your message.

I have forwarded this fault onto our Faults team for this to be investigated. They will be in touch Asap.

**Internal**

Please could you look at the Mail component, as this does not appear to be connecting.

Kind regards,

[Sms Message: Plusnet have replied to your message. Goto contactus.plus.net to view this.]

Your comment 3:28pm, Tuesday 4th May 2010

I haven't heard anythig from anybody and am still not able to send or receive any email.

Please can you give me an update.

Regards

http://help.plus.net/
http://contactus.plus.net/


Paul Ella

 CSC Analyst 6:06pm, Tuesday 4th May 2010

Dear Mr Ella,
Thanks for getting back in touch.

I am sorry for the delay in response to your issue here. I have tested the mailboxes from our end this evening and am getting the same problem as you. To try and resolve this I have performed some mailbox maintenance with 
should take affect within the next 4 hours.

Should the issue still remain in 4 hours time then this will likely need to be raised to our networks team to rebuild your mailboxes within our databases. Hopefully it will not come to this but if you are still struggling in 4 hours time 
please get back to us either by replying to this ticket via the 'My Questions' section of our site at http://contactus.plus.net or by giving us a call on 0845 1400 200.

Kind regards,

[Sms Message: Your support ticket has been updated. We cannot fit it in a text, so please check your email for a response and visit http://contactus.plus.net to reply.]

Your comment 1:29am, Wednesday 5th May 2010

Unfortunately I am still unable to access email.

Can you please pass to the Network Team for mailbox rebuilding.

Could you also advise how long this process is likely to take as I really do need to get on with some work.

Regards

Paul Ella

 CSC Analyst 2:24am, Wednesday 5th May 2010

Dear Mr Ella,
Thank you for getting back to us. 

I am passing this onto our networks team for further investigation.

+++INTERNAL+++

We are still getting the error "ERROR: Connection dropped by IMAP server." and the mailbox has been refreshed can we please investigate further.

Kind regards,

[Sms Message: We have replied to your ticket, you can view this at http://contactus.plus.net. Alternatively you can call us on 08451400200 for an update.]

Your comment 2:45am, Wednesday 5th May 2010

I would be happy for you to investigate further, but can you please give me any sort of time estimate as I am beginning to get somewhat frustrated that I am STILL unable to work properly.

Regards

Paul Ella

Your comment 9:46am, Wednesday 5th May 2010

Do you have any news?

Still no email.

Your comment 12:07pm, Wednesday 5th May 2010

Is anybody there? Can you please let me have an update so that at least I know something is happening.

Your comment 12:33pm, Wednesday 5th May 2010

I have now spent more than 15 minutes on the phone to Tech Support and Customer Services and still no resolution. I understand that Clinton in Tech Support is going to ring me back, although no time frame for this call is 
known either.

I am beginning to wonder whether I have made a huge mistake in giving my business to Plusnet and whether I should take steps to cancel.

Could somebody please give me an update and let me know what is happening and whether I am ever going to be able to access email.

 IE - Generic 3:58pm, Wednesday 5th May 2010

Dear Mr Ella,
As you didn't opt in to having an email address when you signed up. To add this now, you need to log in to the member centre > Email settings > Manage mail

Kind regards,

[Sms Message: As you didn't opt in to having an email address when you signed up. To add this now, you need to log in to the member centre > Email settings > Manage mail]

Your comment 10:44pm, Wednesday 5th May 2010

Firstly I do not recall being offered an email address when I signed up, which I did over the telephone.

Secondly I have done as you suggested and created an email account.

Thirdly have waited 6 hours so 50% on top of the suggested time needed and, guess what, it still doesn't work!!!!!

Yours very unimpressedly, Paul Ella

 CSC Analyst 5:57am, Thursday 6th May 2010

Dear Mr Ella,
Thanks for your message.

It looks like the email wasn't created properly. I've therefore performed some maintenance on your account.
Please can you perform a retest for us in around four hours?
Please let us know how you get on.

Please do not hesitate to get back in touch with us either online at http://contactus.plus.net or by phone on 0845 140 0200 if we can be of any further assistance.

Kind regards,

[Sms Message: We have replied to your ticket, you can view this at http://contactus.plus.net. Alternatively you can call us on 08451400200 for an update.]

Your comment 11:24am, Thursday 6th May 2010

Unfortunately it is still exactly the same.
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When I try and connect to Webmail it gives the following error: "ERROR: Connection dropped by IMAP server."

When using Outlook it keeps asking me to enter the username and / or password.

 CSC Analyst 5:02pm, Thursday 6th May 2010

Dear Mr Ella,
Thank you for getting back to us. I currently have been trying a couple of things my self and will have to pass this back to our networks team to do some tests.

I am sorry for any inconvenience caused by this and hope to have a fix for this soon.

Please do not hesitate to get back in touch online at http://contactus.plus.net or by phone on 0845 140 0200 if we can be of further assistance.

Kind regards,

*internal*
Cannot log into web mail same as customer received username and pass error at first.

Changed to test password done config and refresh then received ERROR dropped by imap server.

Then tried changing pass back and refreshing and received same error.

[Sms Message: We have replied to your ticket, you can view this at http://contactus.plus.net. Alternatively you can call us on 08451400200 for an update.]
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