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Troubleshooting Checklist

Workflows Java Client Troubleshooting Checklist

The purpose of this document is to provide INFOhio Providers with troubleshooting techniques for identifying and/or
resolving performance problems with the Workflows Java Client. It is recommended that providers use this as a
“checklist” to gather information from their users and to keep track of which potential sources for problems have been
investigated and which have not.

Determine the scope of the problem:
Frequency:
e How frequently is the problem occurring?
e Is it only happening at certain times of the day?

Extent:

Occurring on one computer only

Occurring at all computers using Workflows, but in only one library

Occurring at multiple libraries / all libraries, but isolated to one district

Occurring at just one school district or occurring at multiple school districts at the same time
Occurring at all school districts at the same time or sporadically

Can you replicate the problem at your ITC when logged on as ADMIN? When logged on as the user?

Scope within the application:
e |s the problem isolated to specific functions (check-in, check-out, SmartPort, etc.)
e Does the problem get worse as the day goes on or as more check-in/check-outs are completed?

Losing connection / Workflows closing unexpectedly
e Does the loss of connection occur after the computer has been idle?
o Some Windows machines incorporate power-saving features that will cause computers to turn off the monitor,
disk drives, and/or networking adapters while the computer is idle for an extended period of time.
o Find POWER OPTIONS in your Control Panel on computer.
- Set the “Turn off hard disks:” to “Never.”

r - —

Power Options Properties @@
Paower Schemes | Advanced | Hibemate | UPS
o/ Select the power zcheme with the rost appropriate settings for
—{;,:g thiz computer. Mote that changing the zettings below will modify

the zelected scheme.

Paower zchemes

Home/Dffice Desk

Save bz ] [ Delete

Settings for Home/Office Desk power scheme

Turn off maonitor: After 15 mins ~
( Turn off hard disks: [Mever D
Syztern standby; Mewer v
[ Q. ] [ Cancel
1
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Search Control Panel

— . :
@uvlﬁ v Control Panel » Hardware and Sound » Power Options v |+ﬂ
= E

Control Panel Home
Select a power plan

Require a password on wakeup Power plans can help you maximize your computer's performance or conserve energy, Make a plan active by
selecting it, or choose a plan and customize it by changing its power settings. Tell me more about power

plans

Choose what the power button
does

Create a power plan Preferred plans

|Y Choose when to turn off the @ Balanced (recommended) Change plan settings
display Automatically balances performance with energy consumption on capable hardware,

[® Change when the computer ? s
sleeps () Power saver Change plan settings

Saves energy by reducing your computer's performance where possible,

Show additional plans v

- For the network connection, uncheck the “Allow the computer to turn off this device to save power”
feature (accessed through the DEVICE MANAGER on your computer).

r

Intel{R) PRO/1000 MT Network Connection Properties [ |[X]

General | Advanced | Driver | Details | Fesourcds | Power Management

IntellR] FROA000 kT Mebwork Connection

%\I the computer to turn off thiz device to zave power.

Uncheck this
option and then
click the "OK"
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o Similarly, Apple computers have an Energy Saver feature found by going through the System
Preferences/Energy Saver. It is recommended that Optimization setting be set to “Better Performance.”

@6cC Energy Saver
| - || Show Al | Q|

Settings for: Power Adapter ﬂ

@Jtimizalion: Better Performance ﬂ)

Your energy settings are optimized for high performance.
Current battery charge: 99%

Sleep | Options |

Put the computer to sleep when it is inactive for:

ol
1 1 1 1 1 1 1 1 \!/
1 min 15 min 1hr 3 hrs  Newver
Put the display to sleep when the computer is inactive for:
\
; 7 N ; : ;
1 min 15 min 1hr 3 hrs  Never
@ Put the hard disk(s) to sleep when possible -'_"'
| Hide Details | | Schedule... |

il
;E q Click the lock to prevent further changes.

o Itis not uncommon for a firewall to close an open connection if there has not been any traffic for a period of
time.
o Disable the Screen Saver or use only screen savers that are pre-installed with the operating system.

e Losing packets — Workflows is rather susceptible to the loss of network connectivity including the loss of packets.
Work with your networking group and ask them to assist you and the technology coordinator determine if packets
are being lost.

e Using wireless network connectivity is discouraged. If they are using wireless network connection, ask them to
run a physical cable to the computer instead and disable the wireless network connection on the computer.

e Sophos Antivirus includes HIPS (Host Intrusion Prevention System) components that will flag and quarantine
some files that are utilized in the Workflows library software, causing it to unexpectedly terminate. When the files
are flagged, the user should click "authorize" in the HIPS notification window.

o If using Windows XP, be aware that if Microsoft’s Indexing Service is enabled, it might interfere with WorkFlows. If
there is a lack of keyboard activity the indexing service begins. If the user interacts with the computer during the
indexing, it might take several seconds to stop indexing before allowing users to continue. As a result of the delay,
the process might have timed out, resulting in an error message.
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Workflows Freezing

e |s the entire Workflows application frozen or is it just the check-in/check-out screens?

o

Make sure your users NEVER minimize an alert or “hiding” an alert behind an active window.. The alert
should always be closed or otherwise be properly addressed. Minimizing / hiding the alert can cause the
associated wizard to “freeze” and, if not using “Multiple windows mode”, can cause the entire Workflows
application to appear to be frozen. Users should have the TABBED WINDOWS property set to eliminate this
problem.

On at least two occasions, we have learned that the users were opening many, many wizards. Again, to
eliminate this problem, the TABBED WINDOWS property should be set as a default (see installation
instructions).

If possible, program the scanner to have a re-read delay. Scanning the same barcode twice while performing
a check-in can cause the cursor in Workflows to lose focus making it seem as though it is frozen. If the

scanner cannot be programmed to have a re-read delay, advise the user to go to the “Help” menu and select
“About...” for the cursor to focus properly.

If the java client is to display an alert but a barcode is scanned
before the alert can be displayed, the cursor is “lost” and the
user might think that the client is frozen. The “Help/About”
workaround can be used for this scenario as well,but, the
question that must be asked is, “Why is it taking too long for

Contents... Ei

the alert to appear?” Is a barcode being scanned twice as it Context...
passes beneath the scanner? Does the computer meet all of Key Enhancements...
the required specifications? Is the network too slow? Session Info...

e |f the computer does not have a sound card or speakers, disable the sound settings within Workflows properties.
If they do have a sound card, make sure they have the most up-to-date drivers for the sound card.

Sounds
Flay sound for User Delinguent alert &
EPIEW sound for User Blocked alert ublock.waw &3
KF”EI';’ zound for Hold alert ihldblk, waw &
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Workflows Performing Slowly

e Define SLOW (NASCAR drivers think driving on the Interstate is slow). A two second delay between scans is
normal and the delay can be a bit longer when switching to a new user during check-out. Encourage the user to
use a stop watch to get accurate times

o Make sure the virus scanner is NOT scanning the “javaw.exe” application. Also check when virus scanning of the
computer is scheduled to run and determine what type of traffic is being scanned. Obviously the computer will
run slower when a virus scan is being done on the computer itself. If the virus scanner is scanning the
communication between Workflows and the server hosting Symphony, that will slow the performance of
Workflows as well

e Confirm the computer configuration (RAM, CPU, etc.) are correct. The required and recommended configurations
are noted in the Java installation document

o Are they using other applications on the computer at the same time? Encourage the user to limit the number of
applications they are using while using the Workflows application. Are the other local applications running slowly
(ex: Word)? Are other NETWORK applications running slowly (Web 2, Web browsers, emulator)?

e Try using http://www.speedtest.net/ to help test network speed that the school is experiencing. Using
http://www.speedtest.net/ is not a definitive test, but will allow you to see if the network connection is fluctuating.

e Tryusing tracert and ping with the “-t” parameter to monitor the response to your Symphony server, to the
gateway / router, etc. Be advised that some ITCs and/or schools have blocked ping traffic or have throttled ping
traffic giving unreliable results. You must work with network staff to determine if this is type of traffic is allowed /
restricted. The time should consistently be very short. Using ping with the “-t” parameter can also allow you to
see if the response times are fluctuating significantly, which would also indicate a network issue.

o Does the problem occur at certain times of the day? Ask your networking staff to closely monitor their network
usage at these times. There may be something else occurring at the school at the same time contributing to
network delays.

e Using wireless network connectivity is discouraged. If they are using wireless network connection, ask them to
run a physical cable to the computer instead and disable the wireless network connection on the computer.

e Disable unnecessary items in the properties of both the check-in and check-out wizards.

“

o For the check-in wizards, the two behaviors that will have the most significant impact is disabling the “item

not checked out’ error in a separate window” and disabling the “display of user information.”

File Edit Wizards Modules Preference Tools Window Help II
Jciret | eiez | cires | ¢
:‘ T Rigntonek on @\ Display property page: () Wizard Startup (2 Mever
Check In Items

l N OG0T e Behavior | Helpers

% Chet b IteFm|-|.3| ? Configure

?EI Hae 1 [¥] Hide current item [¥] Display user information
@ iz el e sy [#] Pay bills [¥] Display instructions
I‘? Check Item Status 3 W arning if user delinquent [¥] Display hold instructions

% Print [¥] Display "iten not checked out" error in a separate windo&l Display in transit instructions
Help Display circulation note [ Display bill warning for every item
l' Library Calendar accurmulate fines: O ves () No (3 Prompt
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o For the check-out wizard, the behavior that will have the most impact is disabling the “display of user blocks in
a separate window.”

Unicorn WorkF lows

File Edit Wizards ﬂnﬁ

. y Display property pags: ()
1. Right-click on

Check Out ltems
Behavior | Helpers

Mre

Hide current user

Mark Item Lost T
?ﬂl | Extend user's library privilege

?F:B Bl Sieatiel i Bl 2l [] Proxy checkout with cancel hold

[ ; :
[ Check Item Status Automatically renew items already checked out
&b Print Automatically restart checkout on item ID error

Help

User alerts Display
k Library Calendar

Display alert for delinquent user ]

[] Display user blocks in a separate wind@

User Maintenance

Checkout, Checkin, Rene... | Sounds

—1

Some items not checked in after scanning a stack of books
More often than not this is because the user is not watching the screen during the check-in process and received an
alert window. By scanning another barcode, the alert window is closed but the end result is that that item does not get
checked in since it was actually scanned in to the alert window rather than the check-in wizard.
Libraries who report this problem happening frequently should:

e Encourage the library staff to watch the screen for alerts during check-in

e If the computer has a sound card and speakers, enable unique “ear-catching” sounds for the various alerts. It
should be noted that not all of alerts in check-in and check-out have a property to enable a different sound.

Common Tasks Fdnts

é chisoh Giit Mars Play sound for Hold Awvailable alert /-i’l';dl:ulk.wav

Play sound for Transit alert disrout.waw
.:'. [ =] l:: (=] 5
S1p... Play sound for User delinquent alert ublock .wav
?@ Marl; Iter
Propert Flay sound for Item not charged alert| |disrout.waw
I[tem Searcrireree . -
IIF:B e Flay sound for Item not in catalog alererDut.wav
=
- 6
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e Try turning up the volume on the speakers if they can’t hear them in noisy libraries

e Disable unnecessary items in the properties of both the check-in and check-out wizards (listed previously).

e Atthe conclusion of the check-in, print out from the check-in screen the list of items that were just checked in
(BEFORE closing the wizard). Count the number of items that should have been checked in and compare that to
the list. Note the date/time on the list and keep the lists for a month or so. If they have a problem checking out an
item that should have already been checked in, refer to the lists.

Page Setup

Update Staff Client

Exit

WL TTaTRILSTIT COET

Fil=H y
a0: LabelDesigner

=4

b Library Calendar

Help

?_g Item Search/Disp...

@ Check Item Status

Check In Items (2] X

I Check In Items : Identify Item
8w &

User Maintenance

Checkout, Checki...

Maintain Sets

I

Special Circulatio... ¥

»
w

User Information

Cataloging

Schedule New Reports X

Circulation | Configuration

User ID: 22612130003722

Mame: BRADFORD. TERESAR Status: DELINQUENT
Profile name: FACULTYZ... Amount owed: $0.00

User categories: Y Overdues: 12

ILL | LIB1

Libr:
Awva
Che

CoMmeroom: UMNEMNOWN Privilege expires: NEVER
IdWetify item
Title Item ID Route/Transit To Amount Billed
In pursuit of justice ... 32612100056278 AVAILABLE
Hanna and Walter : ... 32612100015936
Even maore parts @ i... 32612015021326 |
Mama, let's dance : ... 326120500323%4 DLMS

e If problem persists, have them use the StaffWeb Client or MobileCirc for circulation purposes.
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