GARFIELD TECHNOLOGY

TROUBLESHOOTING

General Guidelines for Troubleshooting:

1. There is no such thing as a stupid user, only a novice user. 

2. Please treat all users with respect; remember everybody can make a mistake. 

3. Most common causes of computer problems are as follows:

· User error

· Equipment not turned on, connected, or plugged in correctly.

· Software not set up right or installed correctly.

4. Check the obvious first. Remember that the computer is only a machine, no better or worse than the user. It’s okay to get frustrated, just don’t damage the equipment

5.  The volunteer or employee is not expected to have all the answers, however an attempt should be made to help any user who requests it.

6. Remember, that there is always more than one way to accomplish a task. If one method doesn’t work after several attempts, try another way.

7. Sometimes with networking, permissions to do a particular task may not have been given, If it is a ‘permission problem’ only the administrator has the authority to grant permissions.

8. If the network server is down, passwords cannot be validated and therefore the users ability to accomplish some tasks may be affected. The coordinator or the technical support person can resolve this problem 

9. General troubleshooting steps:

· Check all power, cable, and keyboard and mouse connections. That is, check the obvious first. Check power from the wall to the terminal. 

· If you suspect a power problem, plug in a known working appliance to check the plug or outlet.

· If no success at task, try again as most errors are user errors.



· Simply completely shutting down, then rebooting the system may solve some user problems. 

· If the same results are gotten close other programs that the user may not be using at this time and retry

· If using a floppy, check for write protection, correct floppy (i.e. the one with the data on it) and correct positioning of floppy in drive (remove and reinsert).

· If there is a problem printing: turn the printer off for ten seconds, then turn it back on. This will allow the printer to reset.  Check the printer first before deciding if it is a computer problem.

· Printing using a network printer may result in delays if there is more than one print job in the print queue. 

· The 486s are not connected to the printer; therefore the user must use a computer that is attached to the network to access the printer.

· Troubleshooting pages outlining common computer user problems are available following this document. Please refer to these pages when assisting persons. 

· Monitor and peripherals should be turned on before the computer is turned on and turned off after the computer powers down.

· Computer problems can be categorized as hardware, software, or network. No volunteer should expect to have all the answers.  

· If the tips or your knowledge doesn’t work:

· Save the users work to floppy if at all possible

· Describe problem clearly what the computer (or program) is doing/not doing. Please be concise.

· If there is an error message- please write down verbatim what the message says.

· Has the problem occurred before? Can it be repeated?

· Fill out the computer maintenance and repair form located in the black book. 

· Leave note on computer (tag) with date and time, type of problem and your initials in case someone has a specific question about the computer

· Remove computer from use to prevent any further damage or problems to the next user.

WHAT DO I DO NOW……… The Computer Won’t Start

Did You…………….

1. Wait a respectable amount (at least 3-5min) of time for the computer to come up. As memory and hard drive space is used up, the computer may take longer to boot. Please be patient with it.

2. See a light when the computer was turned on indicating that the machine is getting power?

3. Turn on the correct switch. The power switch must be pushed in and held for five to ten seconds. The reset button is located next to the power button and may have been hit inadvertently.

4. Make sure that power is getting to the computer. 

a. Again, check surge protector (is it on?) and any wall switches that may control the flow of electricity.

b. Check the power cord; make sure it is plugged into the power outlet and into the back of the computer. 

c.  Power cords have been known to ‘jiggle loose’.

5. Check the monitor and make sure that it is turned on. Do this especially if you hear noise but don’t see a picture. The monitors shut down automatically when the computer powers down, a user may have pushed the monitor button interrupting the timing cycle.

6. Check monitor’s brightness and contrast controls to make sure that you can actually see a picture

7. Check the disk drives for any non-bootable disks and remove them. 

8. Is the fan turning but no video even though the monitor is on?            

· Hardware problem

9. Is the fan not turning but you hear noises? 




· Hardware problem

10. If you have done all of the above and the computer is still not responding:

a. Complete computer maintenance and repair form

b. Tag computer 

c. Remove computer from use to prevent damage to computer and frustration to other users

WHAT DO I DO NOW… My Computer Froze (Stopped Responding)

General Info: 

 There are a lot of reasons for a computer to freeze up:

· Something has come loose e.g. keyboard, mouse, cable connection

· The user has typed too fast and the computer needs to catch up.

· User error e.g. pushing too many buttons at same time or back-to-back

· Program stuck in endless batch loop

· Memory is full

· Programs running may run well alone but may cause conflicts with another program

· A virus is on the machine

· Power interruptions

Did You…………

1. Make certain that system is really locked up?

a. Some operations are complex and may take time for the computer to complete

b. Check for noise from disk drives, blinking lights, or beeps when pressing a key on the keyboard. 

2. Check cable connections between the keyboard, mouse, and the system. Loose connections are common problems

a. Unplug and re-plug in keyboard and or mouse if necessary.

3. Close other programs that the user may have opened but is not using.

4. Press the following key combinations (only need to use one set of combinations). This will interrupt a stuck or slow program or an endless batch file loop:

Esc key ---- Left upper corner of keyboard

Ctrl+ C-------Control key in left lower corner of keyboard. Must press both keys together

Ctrl + break key-----Break key located in top row of keyboard (is also the pause key).

Ctrl + X ------Letters do not have to be capitalized.

5. Press Ctrl + alt+ del keys together. This will bring up a window that tells the list of programs currently running and which one is not responding.

a. Choose the program not responding, highlight it and choose end task. This should shut down the non-responding program and return control of the computer to windows.

6. Once control of computer is returned to windows the keyboard and mouse should unlock. Save work to floppy and exit program.

7. Report problem via computer maintenance and repair sheet.

WHAT DO I DO NOW……… I Can’t Save My Document

General Info:

· When working in a network, each user must have permission to do the various tasks that they may want to do. If permissions are not assigned, a problem such as this may occur.
· When working in a network, if the server cannot validate passwords, the user may not be able to perform many of the things that they may have been able to do previously.

· Check floppy disk to make sure it is not write protected. If you can see through the hole in the floppy on the back left hand side it is not write protected. If not push the little tab on the back of the floppy to the down position. If the tab is gone, cover the hole with a small piece of adhesive tape.

· No user is permitted to save documents to the hard drive. Attempting to do so may result in an error message. 

· All work is to be saved to a floppy disk. 

· Closing a program before saving your work may cause the file to become corrupt. 

· Saving a Document can be done in several ways. If one way is not successful, try another.
Did You…………

· Check the floppy disk to make sure that it is not full and unable to hold any more data
· Check the disk and make sure it is not a Macintosh disk. If so,you might nof be able to read the disk at all
· Check the disk with the Norton Virus scan? This can be accessed by right clicking on the start menu and highlighting the Scan with Norton Antivirus
· [image: image1.wmf] Press the Save button on the toolbar? (The button looks like a floppy disk)

· [image: image2.wmf]Go to File
    Save as              specify where you want to save the file (in this case switch to A:\ drive from the Save in Drop down list), Name the file, then choose save

· If after several attempts you are still unable to save the document try dragging the document to the desktop and saving ii to floppy from there.
· You may also be able to drop and drag the file from C:\ drive to A:\ drive from the explorer menu.
· Last but not least try saving the file to a clean floppy disk as your current disk may be corrupted.
WHAT DO I DO NOW……… I Can’t Find my Document

General Info:

· Check the floppy disk contents to make sure that it is the one with the file on it and was indeed saved. 

· The best place to look for a lost document file is in the program the user used to create it. Most programs list the names of the recently opened files at the bottom of the file menu.

· If the file is corrupted you may not be able to find or read the file. In addition, an improperly running program may cause files to be unreadable.
· Exiting from a program before saving your work can cause the file to become corrupt.
· May need to run a scandisk on the file (floppy) to recover any data stored on defective areas of the disk.
Did You……………

· 
Go to:  My computer
              A:\
          open ( or double click on A:\ icon to bring up the list of files on the floppy) double click onto the file you are trying to open

· 
Go To:  Start button              click onto Run. This will bring up a dialog box. Type in A:\  (or locate a:\ from drop down list and click onto browse button. This will bring up the files on A:\ drive

1. If you do not see the file you are looking for, look at the bottom of the browse menu and you will see a drop down list ‘Files of Type”. If you are not sure what program the file was saved in , then change the file type parameters to display all files. At this time you should see a list of your files.  Doudle click onto the file desired or highlight and choose open

2. The file will show up in the dialog box of File Run. This should also launch the program that the file was created in.

·           
Go to: start button                programs           open program document created in
    click onto open file folder on tool bar or go to file and click on open. The Open Dialog box will appear. 

1. In the Look In section of the open dialog box using scroll button, change to A:\ 

2. At this time you should see a list of files recently created in that program

3. Highlight file; click open 

·   
Go to: Windows Start menu button           Find Files or Folders             type in name of file and drives to check; choose find.

WHAT DO I DO NOW……… The Computer Won’t Shut Down

General Info:

· Sometimes problems occurring in the POST (power on self test) may cause the computer to halt at shutdown.

· Software problems have also been known to cause these type of problems.

· Turning the computer off without properly shutting down causes files to be scattered on the hard drive and the computer may not be able to locate the shutdown sequence.

· Shut down problems can be either hardware or software. Most likely it is a software problem.

· Logging off the computer is not the same as shutting the computer down.

Did YOU……………….

· Go to start button                Click on shutdown                a dialog box will appear asking you what you want the computer to do. Choose shutdown. There will be a screensaver that will appear stating that Windows is now shutting down.

· If the screen doesn’t go black, with monitor self-test following this then try the following:

· Reboot system to desktop, shut down again.

· If this does not work, please leave the ‘Windows is shutting down’ screen up. Do not unplug the machine.

WHAT DO I DO NOW……… My Document Won’t Print

General Info:

· Not all of the computers are capable of printing.

· The 4 x 486s are not networked. The user must save his/her work to floppy and use a networked computer that shares the printer.

· Make sure that printer is turned on. The printer has a power save mode which powers the printer down after several idle minutes. When it comes on it may not always print the document that was sent to it; you may need to resend the document to the printer.

· Make sure the printer power cables are properly connected.

· Make certain that the printer is loaded with paper.

· Sometimes the printer displays a “PAR “ error. Resetting the printer can eliminate this. (Turn off, wait 10-30 seconds and turn back on).

· When using a printer on a network, the print jobs go into a queue (called a print queue). Print jobs are printed in the order sent to the printer (first come, first served.) It may take a while for your print job to be completed.

· Only the Lab Coordinator can pause, delete or change the order of the print jobs in the print queue. Volunteers are asked to not maneuver the printer settings.

Did YOU…….

· Check to see that the printer is turned on

· Check the printer’s paper tray to assure that it is loaded

· Check for jammed paper or other printer error messages

· Try ‘resetting’ the printer. Turn printer off, wait 10-30seconds, turn back on.

· Try printing a test page. This may indicate a mechanical problem.

· If the pages are blank; copies fuzzy, blurred, or non-readable, the printer may need new toner. 

· Is it a Document Problem? 

· Try to print a document other than the one that’s causing the problem

· If you can print another document, then something is wrong with the original document.

· Try opening a new document in the same program and cut and paste your document to the new document page. Try again to print the document 

· Try saving your document in another format and then retry printing

· Try saving your document to floppy, then printing from the floppy on another computer.

· Check to see that the computer (and or user) has access to the printer. If the printer is not shared, users will not be able to print.

· Is it an Application Problem? Try one of the following:

· Try printing another document from the same program or application (e.g. MS 

Word). If the printer worked, it is a document problem, if not

· Try printing a document from a different application (e.g. if using MS WORD, try MS EXCEL) to see if you can print from another application. If the printer works, there is an application problem and printer may need to be reinstalled. Tag computer as unable to print and fill out maint/repair log. 

· If Windows displays an error message about printing such as ‘unable to print to LPT1’ try the following:

· This message is usually harmless with a networked printer. Choose OK to close dialog window and try printing again.

· Turn the printer off and then turn it back on.

· Check to make sure that the correct printer is selected. To do this, open print dialog box and check in window for the printer labeled spcchp4. This is the correct printer for all users. Reset if necessary and retry printing.

WHAT DO I DO NOW… Can’t Find DNS Server/Can’t Connect to Internet

General Info: 
· A cannot find the DNS or Server error may be attributed to several different things. 

· To figure out where the problem is and if you can solve it, remember, start simple!

· Check all connections, maybe a cable wire or connection came loose. Even though the server is tucked away in a closet, wires can still jiggle loose.

· If you have checked the items that can be controlled, without success, remember some things maybe out of your immediate control.

· The computers can still be used even if Internet access is unavailable.

Did You………..

· Try the refresh button; sometimes this may fix the problem.

· Try another server; for example, if using Microsoft Internet try Netscape.

· Check all cable connections starting from the computer in use.

· Check all power connections, wires such as power cords or cable connections can still come loose.

· Power down and restart computer. Sometimes this will re-establish network connectivity and ability to connect to the Internet.

· Check to see if Internet connectivity can be established on another computer.

· **If a general problem (on more than one computer) try the following:

· Go to START
 Programs
    MS-DOS PROMPT
· Bring up MS-DOS window. Will see C:\WINDOWS>
· At blinking cursor type the following: Ping 24.20.62.245
· The computer will show one of the following: “Request timed out” or “Reply from”

· If ‘request timed out’, there are no ‘packets’ (information or data) being sent out. If this occurs, notify Lab Coordinator for fix.
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