Module 14: Troubleshooting Software

Overview
On completion of this module students will be able to complete tasks related to the following:

14.1 Role of the end user

14.2 DOS troubleshooting issues

14.3 Common Windows Operating System problems

14.4 Windows 9x troubleshooting problems

14.5 Using system tools and system editors to troubleshoot Windows 9x/2000/XP

14.6 Windows 9x/2000/XP registry problems

14.7 Windows NT4/2000 troubleshooting problems

14.8 Troubleshooting Windows XP

14.9 Troubleshooting applications

14.10 Windows data backup and recovery

14.11 Windows-specific printer software problem troubleshooting

14.12 Windows-specific networking software connection troubleshooting

14.13 Windows 9x, NT, 2000, and XP help.

14.1  Role of the End User  

14.1.1  Overview of the troubleshooting process  

Page contains one graphic.

The graphic is a picture of an end user using the phone to call the help desk for support.

14.1.2 Eliciting information from the end user regarding the problem 
Page contains one graphic.

The graphic is a list of 3 points summarizing the process of eliciting information from end users.

Eliciting Information from End Users

· Establish what the users were doing at the time they began to experience issues.
· Find out what application the users were using at the time.

· Find out if the users were attempting to install or uninstall a piece of hardware or software.

14.1.3 Reproducing the error symptoms 
Page contains 1 graphic.

The graphic is a list of 2 points explaining the reasons to reproduce the error symptoms.

Reasons to Reproduce the Error Symptoms

· To get an idea as to what the end user was doing when the error occurred

· To know at what point the error occurs in the process can help identify what area to begin the search for the problem.

14.1.4  Identify recent user changes to the software environment  

Page contains 1 graphic.

The graphic is a list of 2 points explaining the reasons to identify recent user changes.

Reasons to Identify Recent User Changes

· Many times troubleshooting calls are a result of an end user either installing or uninstalling software

· Sometimes the end user may have deleted a critical folder or file by accident.

14.1.5  Determining whether the problem is hardware or software related  

The page contains 1 graphic.

The graphic depicts the screen displayed as part of the boot process, prior to loading the operating system.

Boot Process

PhoenixBIOS 4.0 Release 6.0

Copyright 1985-2000 Phoenix Technologies Ltd.

All Rights Reserved

Press <F2> to enter SETUP

14.1.6  Fixing the software  

Page contains 1 graphic.

The graphic is a list of 3 points explaining possible ways of fixing software.
Possible Ways of Fixing Software

· To copy some files from the installation CD of the operating system or a CD of an application that was installed back to the hard drive

· To change some paths of the shortcuts to point to the executable of the application that was installed

· To reinstall the software.

14.2  DOS Troubleshooting Issues  

14.2.1  System boot problems  

Page contains 4 graphics.
Graphic 1 is a screen display in the Phoenix BIOS Setup Utility detailing booting to a floppy disk settings in CMOS.
Booting to a Floppy Disk Setting in CMOS

The screen display contains 3 sections similar to frames in a web page. The first section contains the menu selection: selections are – Main – Advanced – Security – Power – Boot – Exit. The first frame in the second section contains information relevant to the menu selection, in this Boot. Information displayed is: 
-Removable Devices

Legacy Floppy Drive

+Hard Drive

ATAPT CD-ROM Drive

The second frame in the second section is Item Specific Help. Information displayed is:

Keys used to view or configure devices:

 <Enter> expands or collapses devices with a + or –. 

<Ctrl+Enter> expands all.

<Shift + 1> enables or disables a device.

<+> and <-> moves the device up or down.
<n> may move removable device between Hard Disk or Removable Disk.

<d> remove a device that is not installed.

The third section tells you how to navigate the screen. Options are:
F1 – Help

Esc – Exit

Up arrow and down arrow – Select Item

Left arrow – Select Menu

-/+ Change Values

Enter – Select Sub-menu

F9 - Setup Defaults

F10 – Save and Exit.

Graphic 2 is a screen display of the FDISK options.
FDISK

Microsoft Window 98

Fixed Disk Setup Program

(C) Copyright Microsoft Corp. 1983 – 1998

FDISK Options

Current fixed disk drive: 1

Choose one of the following:

1. Create DOS partition or Logical DOS Drive

2. Set active partition

3. Delete partition or Logical DOS Drive

4. Display partition information

Enter choice: [1]
Press Esc to exit FDISK

Graphic 3 is the Notepad screen display for CONFIG.SYS showing setup or configuration instructions for the computer system

CONFIG.SYS

Config.sys – Notepad

Options – File – Edit – Search – Help

DEVICE=C:\WINDOWS\HIMEM.SYS

DOS=HIGH,UMB

DEVICE=C:\WINDOWS\EMM386.EXE NOEMS

FILES=30

STACKS=0,0

BUFFERS=20

DEVICEHIGH=C:\WINDOWS\COMMAND\ANSI.SYS

DEVICEHIGH=C:\CDROM.SYS /D:123

Graphic 4 is the Notepad screen display for Autoexec.bat showing a list of DOS commands that will automatically execute when DOS is loaded into the system.
AUTOEXEC.BAT

Autoexec – Notepad

Options – File – Edit – Search – Help

@echo off

SET SOUND=C:\PROGRA~1\CREATIVE\CTSND

SET BLASTER=A220 I5 D1 H5 P330 E620 T6

SET PATH=C:\WINDOWS;C:\

LH C:\WINDOWS\COMMAND\MSDEX.EXE /D:123

LH C:\MOUSE\MOUSE.EXE

DOSKEY

CLS

14.2.2  DOS error messages  

Page contains 3 graphics.
Graphic 1 is a Notepad screen display for Autoexec.bat showing REM statement

Example REM Statements

Autoexec – Notepad

Options – File – Edit – Search – Help

@echo off

REM SET SOUND=C:\PROGRA~1\CREATIVE\CTSND

REM SET BLASTER=A220 I5 D1 H5 P330 E620 T6

SET PATH=C:\WINDOWS;C:\

LH C:\WINDOWS\COMMAND\MSDEX.EXE /D:123

REM LH C:\MOUSE\MOUSE.EXE

DOSKEY

CLS

Graphic 2 is a diagram of MS-DOS Memory layout.

MS-DOS Memory Layout

The diagram is in 3 sections. The top section contains 1024KB – 4 GB housing the Extended Memory Area above the High Memory Area. The Memory Manager file HIMEM.SYS applies to the Extended Memory Area.

The middle section contains 640-1024 KB housing the Upper Memory Area. The Memory Manager file EMM386.EXE applies to the Upper Memory Area.

The lower section contains 0-640 KB housing the Conventional Memory.

Graphic 3 is an exercise to test your knowledge of the MS-DOS Memory Layout. Complete the exercise and send your answers to your tutor.
MS-DOS Memory Layout Activity

Name the memory areas in the following sections.

1024KB-4GB upper section _________________________

1024KB-4GB lower section _________________________

640-1024KB section __________________
0-640KB section ___________________

Choose from – Conventional Memory Area- Upper Memory Area (Expanded Memory) – Extended Memory Area – High Memory Area.

14.2.3  Invalid directory errors  

Page contains 1 graphic.

The graphic is a screen display showing an invalid directory error message.

Invalid Directory Error Message

C:\>cd testme

Invalid directory

C:\>

14.3  Common Windows Operating System Problems  

14.3.1  Troubleshooting setup (installation) problems  

Page contains 1 graphic.
The graphic shows the message displayed for insufficient disk space

Insufficient Disk Space

Hard disk is Low on Disk Space

You are running our of disk space on drive C.

To free space on this drive by deleting old or unnecessary files, click Disk Cleanup.

14.3.2  Troubleshooting startup (booting) problems  

Page contains 2 graphics.
Graphic 1 is a screen display for creating a Windows 98 Startup disk.

Creating a Startup Disk

Add/Remove Programs Properties
Options – Install/Uninstall – Windows Setup – Startup Disk.

Startup Disk option window is displayed.

If you have trouble starting Windows 98, you can use a startup disk to start your computer, run diagnostic programs, and fix many problems.

To create a startup disk, click Create Disk. You will need one floppy disk.

Click on <Create Disk> option.
<OK> and <Cancel> options at the bottom of the window.

Graphic 2 is the screen display for MSCONF.EXE.
MSCONFIG.EXE

System Configuration Utility
Options – File – View – Help

Options – General – Config.sys – Autoexec.bat – System.ini – Win.ini – Startup.

General option is displayed.

Startup selection
Activeate/Deactivate button for the following options

· Normal startup – load all device drivers and software

· Diagnostic startup – interactively load device drivers and software

· Selective startup.

Option buttons for <Create Backup> - <Restore Backup> - <Advanced>

Option buttons for <OK> - <Cancel> at bottom of screen.

14.3.3  Windows memory usage problems  

Page contains 1 graphic.

The graphic shows the screen display for a message indicating a problem that occurs when an application attempts to access an unallocated memory location.
General Protection Faults (GPF) Problems

Windows

A fatal exception OE has occurred at F0AD:42494C4C

The current application will be terminated.

· Press any key to terminate the current application.

· Press CTRL+ALT+DELETE again to restart your computer. You will lose any unsaved information in all applications.

Press any key to continue.

14.3.4  Windows OS missing /corrupt .DLL or .VxD files  

Page contains 1 graphic.
The graphic illustrates the screen display for System File Checker utility which scans the hard drive for damaged and missing Windows files and corrects problems.

Windows Missing/Corrupt .DLL or .VxD Files

System File Checker verifies the integrity of your system files.

Select an option and click Start

· Scan for altered files. If a file is found to be corrupt, you will be prompted to restore the original file. By clicking Settings, System File Checker can also be configured to notify you of changed and deleted files.

· Extract one file from installation disk. Specify the system file you would like to restore.

Options <Start> - <Close> - <Settings>

14.3.5  System lockup errors  

Page contains 1 graphic.

Graphic illustrates the screen display for system lock-up errors.

System Lock-up Errors

End Program – WINWORD.EXE

This program is not responding.

To return to Windows and check the status of the program, click Cancel.

If you choose to end the program immediately, you will lose any unsaved data. To end the program now, click End Now.

Options <End Now> - <Cancel>

14.3.6  Troubleshooting shutdown problems  

Page contains 1 graphic.
Graphic shows the screen display for Troubleshooting Shutdown Problems. When an  application encounters an error and the application processes hang up the system and preventing it from shutting down, press the Ctrl-Alt-Del keys and the Close Program window will appear.
Troubleshooting Shutdown Problems

Close Program

A list of programs running is then listed in the main frame.

Microsoft Internet Explorer

Calculator

Explorer

Systray

Vmwaresevice

Vmwaretray

WARNING: Pressing CTRL+ALT+DEL again will restart your computer. You will lose unsaved information in all programs that are running.

Options <End Task> - <Shut Down> - <Cancel>

14.4  Windows 9x Troubleshooting Problems  

14.4.1  Upgrade issues  

Page contains 1 graphic.
Graphic lists Windows 98 Minimum System Requirements

Windows 98 Minimum System Requirements

· 486DX 66 megahertz (MHz) or faster processor

· 16 megabytes (MB) of memory

· A full install of Windows 98 .on a FAT16 drive requires 225 MB of free hard disk space
· A full install of Windows 98 on a FAT32 drive requires 175 MB of free hard disk space

· VGA or higher resolution monitor

· Keyboard

· CD-ROM drive (optional but recommended)

· High-density 3.5-inch disk drive (if no bootable CD-ROM drive is available)

14.4.2  Error codes and startup messages  

Page contains 2 graphics.

Graphic 1 is a screen display of the error message when no operating system is found.

No Operating System Found

Missing operating system_
Graphic 2 is an exercise for you to complete, matching the terms with the error codes and startup messages. Send your answers to your instructor by email.
Messages are – A device referenced in SYSTEM.INI, WIN.INI, or Registry is not found – No operating System Found – Illegal Operation – Windows Protection Error.

Drive not formatted ____________________

Registry is damaged ____________________

Memory management problem ________________

A device has been improperly removed ________________

14.4.3  Windows 9x Startup Modes  

Page contains 1 graphic.
The graphic is a screen display of the Windows 98 Startup Menu

Microsoft Windows 98 Startup Menu

1. Normal

2. Logged (BOOTLOG.TXT)

3. Safe mode

4. Step-by-step confirmation

5. Command prompt only

6. Safe mode command prompt only

Enter a choice: 1

Options at bottom of screen - F5=Safe mode - Shift+F5=Command prompt – F8=Step by step confirmation [N]

14.4.4  Windows 9x error log files  

Page contains 1 graphic.
The graphic is a table summarizing log files.

Summary of Log Files

The table lists – File Name – When Created – Function – Location.

SETUPLOG.TXT – It is created when Setup fails before hardware detection – Windows 98 will recover by reading this file. This file can also be used for troubleshooting errors that occur during installation – this file is located in the root directory. It will determine where the system stalled, what to redo, and what to skip.

BOOTLOG.TXT – As the system is booting up – It is used to debug windows startup problems. It is not updated automatically. To update, press F8 during startup or start Windows with the WIN /B command – This file can be read only by Setup. If the detection process is completed successfully, this file will be deleted.

DETCRASH.LOG – It is created when setup fails during hardware detection – this file records information about the detection module that was running and the memory resources or I/O port it was accessing when it failed – This file is stored in the Windows Directory. It is created during the Windows installation process.

DETLOG.TXT – It is created every time the detection process runs – This file contains a record of a specific hardware device that was detected and identifies the parameters for the detected device – This file is located in the root directory once Windows 98 is installed. This file indicates the start of a detection test and if it was completed.

The bottom of the screen contains a frame reading

Note: The error message displayed will depend upon the BIOS and the specific version that is on the machine.

14.4.5  Windows virtual memory errors  

Page contains 1 graphic.
The graphic shows the screen display for Virtual Memory Settings.

Virtual Memory Settings
Virtual Memory

These settings can adversely affect system performance and should be adjusted by advanced users and system administrators only.

Virtual memory
Toggle option – Let Windows manage my virtual memory settings (Recommended)
Toggle option – Let me specify my own virtual memory settings.

<OK> <Cancel>

14.5  Using System Tools and System Editors to Troubleshoot Windows 9x/2000/XP  

14.5.1  Using System Tools  

Page contains 3 graphics.
Graphic 1 is screen display for Event Viewer, containing 2 sections.

Event Viewer

Section 1 -  Action ​ View
Section 2 has 2 frames– Left hand frame list – Tree.

Event Viewer (Local)

-Application Log

-Security Log

-System Log 

Right hand frame is headed System Log  2 events, and contains labels - Type – Date – Time – Source – Category.

Information – 2/25/2002 – 12.38.43 PM – eventlog – None

Information – 2/25/2002 – 12.38.43 PM – eventlog – None.

Graphic 2 shows the screen display for Windows Registry Checker

SCANREG.EXE
Windows Registry Checker

Scanning System Registry….

Graphic 3 shows the screen display after activating DEFRAG.EXE.

The screen contains 2 sections. Section 1 is graphical representation of how fragmented the drive is, and the process of rewriting the drive into a contiguous format. Section 2 contains a progress display, showing the % complete, and buttons <Stop> <Legend> <Pause> <Hide Details>  

14.5.2  Using Windows Device Manager to troubleshoot  

  Page contains 1 graphic.
Graphic shows screen display for  <System Properties> <Device Manager> 

Device Manager

· View Devices by type (option selected)

· View devices by connection

View devices by type lists –

Computer

· CDROM

· Disk drives

· Display adapters

· Floppy disk controllers

· Hard disk controllers

· Keyboard

· Monitors

· Mouse

· Network adapters

· Ports (COM & LPT)

· Sound, video and game controllers

· System devices

· Universal serial bus controllers.

Buttons <Properties> <Refresh> <Remove> <Print>

<OK> <Cancel>

14.5.3  Using Windows system editors  

Page contains 1 graphic.
Graphic shows 5 overlapping windows in the System Configuration Editor.

System Configuration Editor

· System Configuration Editor

· C:\CONFIG.SYS

· C:\AUTOEXEC.BAT

· D:\WINNT WIN.INI

· D:\WINNT SYSTEM.INI

14.6  Windows 9x/2000/XP Registry Problems  

14.6.1  The Registry files  

Page contains 1 graphic.
Graphic lists registry files –

- USER.DAT

- USER.DA0

- SYSTEM.DAT

- SYSTEM.DA0

- SYSTEM.INI

- WIN.INI

14.6.2  The Registry structure  

Page contains 2 graphics.
Graphic 1 displays the Registry Keys.

Registry Editors

Options - Registry – Edit – View – Favorites – Help

My Computer

· HKEY_CLASSES_ROOT

· HKEY_CURRENT_USER

· HKEY_LOCAL_MACHINE

· HKEY_USERS

· HKEY_CURRENT_CONFIG

Graphic 2 is an activity for you to complete and email to your instructor. Match the following registry keys with the correct description below.
Registry keys 

· HKEY_CURRENT_CONFIG

· HKEY_CURRENT_USER

· HKEY_USERS

· HKEY_CLASSES_ROOT

· HKEY_LOCAL_MACHINE

 Descriptions

Contains desktop settings, windows environment, and custom software settings ________

Contains data on the active hardware profile ________

Contains software configuration data ________

Contains data about the current user logged onto the computer ______

Contains all configuration data for the local computer ______.

14.6.3  Editing the Registry  

Page contains 2 graphics.

Graphic 1 is the Registry Editors screen display for REGEDIT.EXE for Windows 9x and contains –

Registry Editors

Registry Editors

Options – Registry – Edit – View – Favorites – Help

Comprises 2 frames.

Left hand frame contains -

My Computer

· HKEY_CLASSES_ROOT

· HKEY_CURRENT_USER

· HKEY_LOCAL_MACHINE

· HKEY_USERS

· HKEY_CURRENT_CONFIG

Right hand frame lists Name and Type
Graphic 2 is the Registry Editor screen display for REGEDT32.EXE for Windows 2000 which contains the same information as Graphic 1.

14.6.4  Cleaning the Registry  

Page contains 1 graphic.
Graphic shows screen display for Add/Remove Programs

Add/Remove Programs

Remove Programs from your computer

UninstallShield will remove the software ‘Adobe Acrobat 5.0’ from your computer. Please wait while each of the following components is removed…

-Shared program files

-Standard program files

-Folder items

-Program folders

-Program directories

-Program registry entries

% Progress display
Uninstall complete. Some elements could not be removed. You should manually remove items related to the application.

Buttons <Details…> <OK>

14.7  Windows NT4/2000 Troubleshooting Problems  

14.7.1  Windows NT/2000 installation problems (Review)  

This page contains 1 graphic.
Graphic shows a list of requirements for Microsoft Windows Nt/2000 installation.

Windows NT/2000 Installation

The following are Microsoft’s recommended hardware requirements for Windows NT/2000 installation:

· Pentium class processors

· At least 64 MB of RAM

· At least 2GB of hard drive space

· A VGA monitor

· A 12x CD-ROM drive

14.7.2  Windows NT/2000 upgrade issues  

This page contains 1 graphic.
Graphic lists the minimum requirements for Windows 2000 Pro upgrade
Note: the microprocessor and RAM in the notes is not correct according to Kerry – the information in the graphic as follows is correct.

· 133 MHz Pentium of higher microprocessor

· 64 MB of RAM for Intel

· 2 GB hard disk with a minimum of 650 MB of free space

· VGA or higher resolution monitor

· Keyboard

· Mouse

· CD-ROM Drive

· High-density 3.5 inch disk drive (if no bootable CD-ROM drive is available)

14.7.3  Windows NT Startup Modes  

This page contains 1 graphic.

Graphic lists Windows NT startup modes.

Windows NT Startup Modes

· VGA mode

· Last known good hardware configuration mode

14.7.4  Windows 2000 Startup Modes 

This page contains 1 graphic.
Graphic shows the Windows 2000 advanced options menu

Windows 2000 Advanced Options Menu

Windows 2000 Advanced Options Menu

Please select an option:

Safe Mode

Safe Mode with Networking

Safe Mode with Command Prompt

Enable Boot Logging

Enable VGA Mode

Last Known Good Configuration

Directory Services Restore Mode (Windows 2000 domain controllers only)

Debugging Mode

Boot Normally

Use Up arrow and Down arrow to move the highlight to your choice.

Press Enter to choose.

14.7.5  Windows 2000 Recovery Console  

This page contains 1 graphic.
Graphic shows Windows 2000 Recovery Console screen display.

Windows 2000 Recovery Console

Please select the operating system to start:

-Microsoft Windows 2000 Professional

-Microsoft Windows 2000 Recovery Console
Use Up arrow and Down arrow to move the highlight to your choice.
Press Enter to choose.

Seconds until highlighted choice will be started automatically: 27

For troubleshooting and advanced startup options for Windows 2000, press F8

14.8  Troubleshooting Windows XP  

14.8.1  Windows XP installation problems  

There are no graphics on this page.
14.8.2  Windows XP upgrade issues  

This page contains 1 graphic.

Graphic lists System Requirements which are the same as those already in the notes.
14.8.3  Windows XP startup modes  

This page contains 1 graphic.
Graphic shows screen display for XP Startup Modes.

XP Startup Modes
Windows Advanced Options Menu
Please select an option:

Safe Mode

Safe Mode with Networking

Safe Mode with Command Prompt

Enable Boot Logging

Enable VGA Mode

Last Known Good Configuration (your most recent settings that worked)

Directory Services Restore Mode (Windows domain controllers only)

Debugging Mode

Start Windows Normally

Reboot 

Return to OS Choices Menu

Use the up and down arrow keys to move the highlight to your choice.

14.8.4  Windows XP recovery console  

This page contains 2 graphicS.
Graphic 1 shows screen display for FIXMBR TO REPAIR A master boot record.
FIXMBR

C:/WINDOWS>FIXMBR

** CAUTION **

FIXMBR may damage your partition tables in you proceed.

This could cause all the partitions on the current hard disk to become inaccessible.

If you are not having problems accessing your drive, do not continue.

Are you sure you want to write a new MBR?

Are you sure you want to write a new MBR? Y

Writing new master boot record on physical drive

\device\harddisk\partition0.

The new master boot record has been successfully written.

C:\WINDOWS>

Graphic 2 shows the screen display for FIXBOOT to fix a boot record.
FIXBOOT

Microsoft Windows XP™ Recovery Console

The Recovery Console provides system repair and recovery functionality.

Type EXIT to quit the Recovery Console and restart the computer.

1: C:\WINDOWS

Which Windows installation would you like to log onto

<To cancel, press ENTER>? 1

Type the Administrator password. **********

C:\Windows>FIXBOOT

The target partition is C: .

Are you sure you want to write a new bootsector to the partition c: ? y

The file system on the startup partition is NTFS.

FIXBOOT is writing a new boot sector.

The new bootsector was successfully written.

C:\WINDOWS>

14.9  Troubleshooting Applications  

14.9.1  Troubleshooting DOS applications  

This page contains 1 graphic.
Graphic shows screen display for System File Checker.

System File Checker

C:\WINNT\System32\cmd.exe

(C) Copyright 1985-1999 Microsoft Corp.

C:\>sfc

Microsoft ® Windows 2000 Windows File Checker Version 5.00

(C) Copyright 1999 Microsoft Corp. All Rights Reserved

Scans all protected system files and replaces incorrect versions with correct Microsoft versions.

SFC[/SCANNOW] [/SCANONCE] [/SCANBOOT] [/CANCEL] [/ENABLE] [/PURGECACHE] [/CACSIZE=x] [/QUIET]
/SCANNOW
Scans all protected system files immediately
/SCANONCE
Scans all protected system files once at the next boot
/SCANBOOT Scans all protected system files at every boot
/CANCEL
Cancels all pending scans of protected system files
/QUIET
Replace all incorrect file versions without prompting the user
/ENABLE
Enables Windows file Protection for normal operation
/PURGECACHE
Purges the file cache and scans all protected system files immediately
/CACHESIZE=x
sets the file cache size.
C:\>

14.9.2  Troubleshooting DOS applications  

This page contains 1 graphic.
Graphic shows the screen display of active applications in the Windows 2000 Task Manager.

Windows 2000 Task Manager

Windows Task Manager

Tab Options – File – Options – View – Windows – Help

Tab Options – Applications (active) – Processes – Performance

The Applications options contains 2 frames – Task and Status

Tasks listed –

Welcome to MSN.com Microsoft Internet Explorer – Running

Calculator – running

Buttons at bottom of screen <End Task> <switch To> <New Task>

14.10  Windows Data Backup and Recovery  

14.10.1  Windows Registry backup and recovery tools  

This page contains 3 graphics.
Graphic 1 is a screen display for Windows 2000 Backup and Recovery.

Windows 2000 Backup and Recovery

Backup – [Untitled]

Options – Job – Edit – View – tools – Help

Tab Options – Welcome (active)- Backup – Restore – Schedule Jobs

Welcome to the Windows 2000 Backup and Recovery Tools

-Backup Wizard. The Backup Wizard helps you create a backup of your programs and files so you can prevent data loss and damage caused by disk failures, power, virus infections, and other potentially damaging events.

-Restore Wizard. The Restore Wizard helps you restore your previously backed-up data in the event of a hardware failure, accidental erasure, or other data loss or damage.

-Emergency Repair Risk. This option helps you create an Emergency Repair Disk that you can use to repair and restart Windows if it is damaged. This option does not back up your files or programs, and it is not a replacement for regularly backing up your system.

Graphic 2

Windows 2000 Backup System State

Backup – [Untitled]

Options – Job – Edit – View – tools – Help

Tab Options – Welcome – Backup (active) – Restore – Schedule Jobs

Section contains 2 frames. Frame 1 contains a list of original directories and files, frame 2 contains the directories and files selected for backup.

Graphic 3 is the screen display for the Backup Utility for Windows XP Backup System State
Windows XP Backup System State

Backup Utility – [Untitled]
Options – Job – Edit – View – Help

Tab Options – Welcome – Backup – Restore and Manage Media – Schedule Jobs

Welcome to the Backup Utility Advanced Mode

If you prefer, you can switch to Wizard Mode to use simplified settings for backup or restore.

-Backup Wizard [Advanced]. The Backup wizard helps you create a backup of your programs and files.

-Restore Wizard [Advanced]. The Restore wizard helps you restore your data from a backup.

-Automated System Recovery Wizard. The ASR Preparation wizard helps you create a two part backup of your systems: a floppy disk that has your system settings, and other media that contains a backup of your local system partition.

14.10.2  Windows Registry backup and recovery tools  

This page contains I graphic.
Graphic shows screen display for the Microsoft Backup Utility, BACKUP.EXE for Windows 9x.

Microsoft Backup

Welcome to Microsoft Backup!

A backup is a copy of the files from your computer stored on media such as a tape, a floppy diskette or a removable disk.  A backup job can be created which tells your computer how, when and where to backup your files.

What would you like to do?

-Create a new backup job

-Open an existing backup job

-Restore backed up files

For more information on backup, click below:

www,seagatesoftware.com

Buttons <OK> <Close> <Help> at right hand top of window.

14.10.3  Types of data backup procedures  

This page contains 1 graphic.
Graphic shows the screen display for the Windows 2000 Backup Wizard.

Windows 2000 Backup Types

Backup Wizard

Type of Backup

You can perform various types of backups, depending on your needs.

Select the type of backup operation to perform:

Normal

Copy

Incremental

Differential

Daily

Specify whether to back up contents of files which have migrated to Remote Storage

Toggle option – Backup migrated Remote Storage data.

Buttons at bottom of screen [<Back] [Next>] [Cancel]

14.11  Windows-Specific Printer Software Problem Troubleshooting  

14.11.1  Print spoolers  

This page has 1 graphic.
Graphic shows screen display for the Printer Settings

Printers

Options – File – Edit – View – Favorites – Tools – Help

Address: Printers

Contains 2 frames.  Left-hand Frame has the following text description. Printers. This folder contains information about printers that are currently installed, and a wizard to help you install new printers. To get information about a printer that is currently installed, right-click the printer’s icon. To install a new printer, click the Add Printer icon. Select an item to view its description.

Right-hand frame contains a list of installed printers – Documents – Status – Co. – Loc. - Model:

-Add Printer

-%pdwrite on CEPS – 0 – Ready – IS – Virtual – CEPS PDF Writer Driver
-Acrobat Distiller – 0 – Ready – blank – blank – Acrobat’s Acrobat Distiller
-Curdev on CEPS – 0 – Ready –Jes… – Pho… – CEPS HP Laser Jet 8100 Series
-FAX – 0 – Ready – blank – blank – Windows NT Fax Driver
-ph2hp8100-1 on ..- 0 – Ready – Jes… – 237… - CEPS HP Laser Jet 8100 Series
-ph2y tek860dp on ..- 0 –Paused – Jes… - 237… - CEPS Tek Phaser 860DP

14.11.2 Print queues  
Page contains 1 graphic.
Graphic is screen display showing Print Queue for specific printer.

Print Queue

HP DeskJet 870C

Options – Printer – Document – View – Help

Lists – Document Name – Status – Owner – Pages – Size – Port

Test Page – Printing – Ciscouser – 1 – 54.5 KB/54.5 KB – LPT1:

14.11.3  Incorrect/incompatible printer drivers
Page contains 1 graphic.

Graphic list possible problems of Printer Drivers

Possible Problems of Printer Drivers

· Incorrect printer drivers

· Incorrect printer software parameter setting/switches

14.12  Windows-Specific Network Software Connection Troubleshooting  

14.12.1  Error messages  

This page contains 3 graphics.
Graphic 1 shows the message received in response to a pinglocalhost.

C:\>

Graphic 2 shows the HP Driver Download Site
HP Driver Download Site

Driver downloads, software updates and patches.

Options – Support – Drivers & Updates – Software Patches

Graphic 3 is the warning screen display for incompatible device drivers.

Update Driver Warning

Installing this device driver is not recommended because Windows cannot verify that it is compatible with your hardware. If the driver is not compatible, your hardware will not work correctly and your computer might become unstable or stop working completely. Do you want to continue installing this driver?

Buttons <Yes> <No>

14.12.2  Incorrect parameter setting/switches  

This page contains 1 graphic.
Graphic shows screen display for Advanced settings for a NIC card
AMD PCNET Family Ethernet Adapter (PCI-ISA) Prop…

Tab Options – Driver Type – Bindings – Advanced (active)

Click the setting you want to change on the left, and then select its new value on the right.

Left:  Property: list –Bus Type: Micro Seagate, Bus type, Full Duplex, LED0, LED1, LED2, LED3, MPMODE, TP
Right: Value: Default

Buttons at bottom of screen - <OK> <Cancel>

14.12.3  Incorrect protocols or protocol properties  

Page contains 1 graphic.
Graphic shows screen display for network properties.

Network Configuration.

Network

Tabs – Configuration (active) – Identification – Access Control

The following network components are installed

-Dial-up adapter #2 (VPN Support)

-TCP/IP->AMD PCNET Family Ethernet Adapter (PCI-ISA)

-TCP/IP->DialUp Adapter

-TCP/IP->DialUp Adapter #2 (VPN Support)

-Files and printer sharing for Microsoft Networks

Buttons – Add (active) – Remove – Properties

Primary Network Logon:

Client for Microsoft Networks

File and Print Sharing option.

Blank description.

Buttons at bottom of screen - <OK> <Cancel>

14.12.4  Incorrect client or client properties  

Page contains 1 graphic.
Graphic shows screen display for Network Client Properties, General option.

Network Client Properties

Tab – General (active)

Log on to Windows NT domain

When you log on, your password will be verified on a Windows NT domain.

Windows NT Domain (displayed)

Network Logon options

· Quick logon. Windows logs you on to the network, but network drives are not reconnected until you use them.

· Logon and restore network connections (selected option). When you log onto the network, Windows verifies that each network drive is ready for use.

Buttons at bottom of screen <OK> <Cancel>

14.12.5  Missing or incorrect bindings  

This page contains 1 graphic.
Graphic shows the screen display for AMD PCNET Family Ethernet Adapter (PCI-ISA) Properties.

Binding on a NIC
Tabs – Driver Type – Bindings (active) – Advanced

Click the protocols that this adapter will use.  Your computer must use the same protocols as other network computers you want to communicate with.

Displayed in frame below

Tick (item selected)– TCPIP->AMD PCNET Family Ethernet Adapter (PCI-ISA)

Buttons at bottom of screen <OK> <Cancel>

14.12.6  Incorrect service selection  

This page contains 1 graphic.

Graphic shows screen display for activating file and print sharing.

File and Print Sharing

Tab – Configuration (active) – Identification – Access Control

File and Print Sharing (selected)
Tick (item selected)– I want to be able to give others access to my files
Tick (item selected)– I want to be able to allow others to print to my printer(s)
Buttons <OK> <Cancel>
14.12.7  Incorrect primary network logon settings  

This page contains 1 graphic.
Graphic shows screen display for network logons.

Network Logon

Network
Tab – Configuration (active) – Identification – Access Control

Page contains 3 frames.

Top frame lists

Client for Microsoft Networks

AMD PCNET Family Ethernet Adapter (PCI-ISA)

DialUp Adapter

DialUp Adapter #2 (VPN Support)

TCP/IP-> AMD PCNET Family Ethernet Adapter (PCI-ISA)

Buttons <Add> <Remove> <Properties>

Second Frame lists

Primary Network Logon:

Client for Microsoft Networks (selected)

Windows Logon

Third frame contains

Description

The primary network logon is the client that is used to validate your user name and password, process any login scripts, and perform other startup tasks.

Buttons <OK> <Cancel>

14.12.8  Incorrect computer name or workgroup name  

This page contains 1 graphic.
Graphic shows screen display for the Identification tab in Network.

Computer Name and Workgroup

Network

Tabs – Configuration – Identification (active) – Access Control

Windows uses the following information to identify your computer on the network. Please type a name for this computer, the workgroup it will appear in, and a short description of the computer.

Computer name: BOB

Workgroup: Cisco

Computer Description: Cisco

Buttons <OK> <Cancel>

14.12.9  Network troubleshooting software utilities  

This page contains 8 graphics.
Graphics 1 is a screen display illustrating pinging an IP address in Windows 98
Ping.exe

MS-DOS Prompt

C:\WIN98\Desktop>ping 64.101.115.1

Pinging 64.101.115.1 with 32 bytes of data:

Reply from 64.101.115.1: bytes 32 time=6ms TTL=225
Reply from 64.101.115.1: bytes 32 time=6ms TTL=225
Reply from 64.101.115.1: bytes 32 time=6ms TTL=225
Reply from 64.101.115.1: bytes 32 time=6ms TTL=225
Ping statistics for 64.101.115.1: 

Packets: Sent = 4, Received = 4, Lost = 0 (0% loss),

Approximate round trip times in milli-seconds:

Minimum = 1ms, Maximum = 6ms, average = 2ms

C:\WIN98\Desktop

Graphic 2 shows the screen display for TRACERT.EXE in Windows NT used for tracing packets.
TRACERT.EXE

C:\WINNT\system32\cmd.exe
C;\>tracert www.cisco.com
Tracing route to xxx.cisco.com [198.133.219.25] over a maximum of 30 hops:

1 – 10ms – 10ms - <10ms – phx2-00-gw1.cisco.com [64.101.115.2]

2 – <10ms – <10ms - <10ms – phoenix-azl-gw1.cisco.com [10.95.9.145]

3 – 20ms – 31ms - 30ms – phx2-wan-gw1-atm-ima0-185.cisco.com [10.95.9.1]

4 – 30ms – 30ms - 20ms – sjce-wbb-gw1.cisco.com [10.18.255.5]

5 – 210ms – 30ms - 30ms – sjce-wbb-gw1.cisco.com [171.69.7.233]

6 – 30ms – 10ms - 40ms – sj-wall-2.cisco.com [171.69.7.178]

7 – 30ms – 20ms - 20ms – sjck-dirty-gw1.cisco.com [128.107.240.193]

8 – 30ms – 40ms - 30ms – sjck-sdf-coid-gw2.cisco.com [128.107.239.110]

9 – 20ms – 20ms - 20ms – www.cisco.com [198.133.219.25]

Trace complete.

C:\>

Graphic 3 shows the screen display for WINIPCFG.EXE – Windows IP Configuration  for viewing networking settings.
WINIPCFG.EXE IP Configuration

This display contains 2 frames.

Top frame displays Host Information

Host Name – Cisco

DNS Servers – blank

Node Type – Broadcast

NetBIOS Scope Id – blank

IP Routing Enabled – blank

WINS Proxy enabled – blank

NetBIOS Resolution Uses DNS – blank

Second frame contains Ethernet Adapter Information

Device selected – AMD PCNET Family Ethernet Ad..

Adapter Address -  00-50-56-5B-9A-D2

IP Configuration Address – 169.254.64.188

Subnet Mask – 255.255.0.0

Default Gateway – blank

DHCP Server – 255.255.255.255

Primary WINS Server – blank

Secondary WINS Server – blank

Lease Obtained – 02 26 02 10:35:38AM

Lease Expires – blank

Buttons at bottom of screen - <OK> <Release> <Renew> <Release All> <Renew All>

Graphic 4 shows the screen display for IPCONFIG.EXE for viewing IP address information.

IPCONFIG.EXE

C:\WINNT\System32\cmd.exe

C:\>ipconfig

Windows 2000 IP Configuration

Ethernet adapter Local Area Connection:

Connection-specific DNS Suffix   .  : cisco.com

IP Address.  .  .  .  .  : 171.68.110.119

Subnet Mask .  .  .  .  : 255.255.255.0

Default Gateway .  .  .  .  .  : 171.68.110.1

C:\>ipconfig /renew

Windows 2000 IP Configuration

Ethernet adapter Local Area Connection:

Connection-specific DNS Suffix   .  : cisco.com

IP Address.  .  .  .  .  : 171.68.110.119

Subnet Mask .  .  .  .  : 255.255.255.0

Default Gateway .  .  .  .  .  : 171.68.110.1

C:\>ipconfig /release

Windows 2000 IP configuration

IP address successfully released for adapter Local Area Connection

Graphic 5 is a screen display of network statistic or NETSTAT facility displaying the current TCP/IP network connection and protocol information, being run from DOS.
Netstat

C:\WINNT\System32\cmd.exe

C:\>netstat

Active Connections

Lists – Proto – Local Address – Foreign Address – State (separated by commas)

TCP,  cisco-a5zd8sq0v:1037,  dhcp-171-68-110-106.cisco.com:netbios.ssn, ESTABLISHED
C:\>

Graphics 6 is a screen display showing the map of the world displayed by Trace Route. 

Trace Route

Trace Route plots the route of the packet using straight lines on the map. This graphic shows the map before any packets have been traced.
Graphic 7 shows two computers linked with a line to illustrate PING.

Student Exercise

Graphic 8 is an exercise for you to link terms with their correct command outputs.

Send these to your tutor by email.

Terms: Ipconfig – Tracert – Ping – Netstat
Command Outputs:

-Replay from 127.0.0.1: bytes=32 time<10ms TTL=228 _________

-1 < 10ms <10ms <10ms computer91 [127.0.0.1] _________

-IP Address. . . . . . : 192.168.112.1  ______

-TCP computer91:2268 www.cisco.com:5050 ESTABLISHED _______

14.13  Windows 9x, NT, 2000, and XP Help  

14.13.1  Help and troubleshooting files 

This page contains 2 graphics.
Graphic 1 is the Windows 98 screen display for Windows Help.

Options at top of screen: Hide – Back – forward – Options – Web Help.
Screen contains 2 frames.

Left-hand frame has 3 tab options – Contents – Index (active) – Search

List of help topics in alphabetic order.

Right-hand frame display –

Microsoft Windows 98

Welcome to Help

Use the Help system to learn more about Windows 98.

· Find answers to your questions.

· Browse the online version of the getting started book.

· Connect to the Web to get software updates.

· Troubleshoot your system.

© 1999 Microsoft Corporation. All rights reserved.

Graphic 2 is the Windows XP screen display for Windows Help and Support Center.
Buttons at top of screen – Back – forward arrow – Index – Favorites – History – Support – Options.

Search: enter search key.

Contains 2 frames.

Left hand frame is a list of Help topics.

Pick a Help topic

-What’s new in  Windows XP

-Music, video, games, and photos

-Windows basics

-Security and privacy

-Networking and the Web

-Working remotely

-Systems administration

-Customizing your computer

-Accessibility

-Printing and faxing

-Performance and maintenance

-Hardware

-Fixing a problem

-Send your feedback to Microsoft.

Right hand frame contains more options.

Ask for Assistance

-Invite a friend to connect to your computer with Remote Assistance

-Get Support, or find information in Windows XP newsgroups.

Pick a task

-Keep your computer up-to-date with Windows Update

-Find compatible hardware and software for Windows XP

-Undo changes to your computer with System Restore

-Use Tools to view you computer information and diagnose problems.

Did you know?

When you are connected to the Internet, this area will display links to timely help and support information. If you want to connect to the Internet now, start the New connection Wizard and see how to establish a Web connection through an Internet service provider.

14.13.2  Troubleshooting and information resources  

This page contains 1 graphic.
The graphics shows the cover of the Microsoft Windows 2000 Professional Resource Kit.

Module 14 Summary

This page contains 1 graphic.

The graphic is the screen display for the DEFRAG function and is a repeat of 14.5.1 graphic 3.
CONGRATULATIONS – You have just finished the 14  modules in ITE1!

