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Troubleshoot Your Computer

onathan White, a computer

specialist who lives in Clairemont,

has observed that viruses usually
travel west. “New ones, when they crop
up, tend to follow the sunrise around
the world. What normally happens is
that they start here in the United States
round about midnight” — the noon of
many a night-owlish, malicious
hacker’s workday.

Some of us with a cynical bent
doubt that the virus threat is as dire as
portrayed by the companies that sell
virus protection. White says never fear:
the threat is substantial. “In fact, if you
go into this subject too deeply, you
could get paranoid and never turn on

your c’?mputer
BOEGAL | %"
EVENTS

Given that
reality, can we
really expect
Norton and
McAfee anti-virus software to save us?
“Most people, if they follow a few basic
rules, will never, ever suffer from a
virus,” says White. “First, do get virus
protection and keep it up to date. Next,
never open attachments from people
whom you don’t know.” Even if you
know the person who has sent it, don’t
open it if you're not expecting it.

But what about viruses that do
their work without requiring a
recipient to open anything? “There
aren’t many,” he claims, but
recommends a software called Zone
Alarm to detect them.

The only other way viruses can get
Into your system is through website
browsing, says White. “And the best
way to pick up one that way is to go to a
site offering free pirated software. Most
normal people don’t do that. They
don’t go anywhere near those places.
Doing so would be a bit like, well, not
having been in San Diego that long, I’'d
venture that it would be like wandering
down by the one of the military bases
on a Saturday evening.”

White, who moved here from
London about a year ago, has corporate
clients as well as lone home users. These
include some members of the San
Diego Professional Editors Network,
whose next bimonthly meeting he will
address. For them, for everyone, he
says, “It’s very easy to go out and buy a
computer. It’s as easy as buying a
washing machine. We aren’t al] experts
at washing machines, and yet we seem
to muddle along. If it stops working, it’s
usually for a pretty simple reason. But
It’s not quite as easy with a computer,”

Companies that sell computers do
offer technical help to users by phone.

But, as many people have discovered,

“tech support” is only as good as the
person bn the other end of the line.
“And you always start at the bottom
with the person who asks [in falsetto],
"Have you turned on and turned off?’ ”
Even if you are calling from a
corporation, all you get extra is the
chance to hear those same words a little
more swiftly than others in the queue,
says White. “It’s very difficult to get
understanding. The person is usually on
the other side of the country, if not in
India. And they all have a script.”

One problem the hapless user has
1s knowing which company to call for
help. Would it be the seller of the
hardware? The software? Or the
Internet service provider? White
commiserates but offers no easy way to
decide. “The first question I ask people
when they consult me about a machine
1s, "When did it last work?’ That often
gives a clue to the difficulty. Another
common initial question I ask is, ‘Have
you installed any new software

recently?’ ”

But what if the problem is

intermittent? “Transient problems are
always difficult to sort out,” White says.
“The trouble with computers is that
there are dozens and dozens of
combinations of pieces of equipment
and levels of complexity in each.”

White sees frustrated people in

crisis daily. Isn’t it unpleasant? “No,
because most of the time you are
greeted at the door as the white knight

in shining armor. ‘Oh, the computer
man’s here!” ”

Still, White regrets that many

people keep themselves computer
ignorant. He says he would rather they
learn from his visits than have the
repeat business. Even if they do learn,
however, he sees a deeper problem in
the basic philosophy of computer
companies. “At the end of the day, they

just want to sell you the box — and the
software that goes with it.”

But don’t the companies want

Jonathan White

happy users? “They don’t care. And
there aren’t many occurrences yet of

people suing because their computer
didn’t do what it was advertised to do.

That’s because, if you watch TV — and

I have had it on all day, because I’'ve
been home sick in bed — you'll see the

ads. I've been seeing a Gateway ad every
half hour, and they haven’t actually said

that a computer is supposed to do

anything.”

e — Jeanne Schinto
“How To Troubleshoot
Your Computer
Without Killing it"
San Diego Professional Editors
Network meeting
Wednesday, March 19,
6:30 p.m.

Clairemont Community Room
4731 Clairemont Drive

Free

Info: 858-451-3266 or
www.sdpen.com
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