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1 The Objective
ADSC 2010 is designed to give participants hands on troubleshooting common DocuWare problems. These common problems are simulated in a virtual environment using VMware Virtualization Software. The VMware shells have been created with preconfigured snapshots that simulate each problem. Participants using VMware Workstation should be able to take part in helping find a solution for each problem. The overall idea is to give participants hands on troubleshooting the most frequent issues of DocuWare and help them find a solution(s). 
2 General troubleshoting topic 

1. Possible problem sources: 
· Hardware 
· Not carefully checking the minimal requirements for a DocuWare plus requirements from other applications that will be installed in that machine can cause a DocuWare system to misbehave when resources are not available.  
· Operating systems

· Older or newer operating systems can cause DocuWare to behave abnormally because either they were never tested or has not been tested. Keeping the operating system with the latest updates can also improve the stability of a DocuWare system, however, there some possibilities that an antivirus or a firewall software can also cause issues with a DocuWare system.   
· Database 

· Not maintaining the database may cause a DocuWare system to crawl and have inconsistence performance. If a database is heavy accessed it can cause database file fragmentation or database indices fragmentation. Likewise, If accessing a database it is very important to have a user with proper rights to be able to manipulate objects in that database. 
· Network 

· Do you have a network environment or a workgroup environment? Do you want to use windows or network authentication? Same MTU in network? 
NOTE: "Every network has a different MTU, which is set by the network administrator. On Windows 95, you can also set the MTU of your machine. This defines the maximum size of the packets sent from your computer onto the network. Ideally, you want the MTU to be the same as the smallest MTU of all the networks between your machine and a message's final destination. Otherwise, if your messages are larger than one of the intervening MTUs, they will get broken up (fragmented), which slows down transmission speeds" (source: http://www.webopedia.com).
· DocuWare configuration 

· Sometimes misconfiguration in the administration tool could lead to spending large amount of time trying to figure out why certain settings are working properly. 
· User 
· There few users that you have to be aware in a DocuWare system. You are required a windows for the DocuWare services, all DocuWare services run under a specific windows account. There is also a database user that gets establishing when the system first gets installed. Finally, there are the DocuWare users with system administrator rights or organization administrative rights.  
2. DOS Command line applications: 
· Ping [servername] 
· A utility to determine whether a specific IP address is accessible. It works by sending a packet to the specified address and waiting for a reply. PING is used primarily to troubleshoot Internet connections (http://www.webopedia.com)
· Telnet [servername] [port] 
· This command will help you determine if there is a process listing in that server with specific port. We used this command in DocuWare to help find a service such Authentication server is listing in that DocuWare server. It is typically done from a machine that you think you do not have a connection.   

· Tracert [servername] 
· A utility that traces a packet from your computer to an Internet host, showing how many hops the packet requires to reach the host and how long each hop takes. If you're visiting a Web site and pages are appearing slowly, you can use traceroute to figure out where the longest delays are occurring. (source: http://www.webopedia.com)

· Netstat 
· netstat –ano ... This command displays process IDs (PIDS) that are associated with active TCP or UDP network connections.
· netstat -abn ... This command displays the process names that associated with an active TCP or UDP network connections. 


NOTE: The option " > c:\PortsList.txt" after above command will allow to 
generate a text file. 
· Hostname 
· It displays the machine name in command line.  

· SET  
· It will display the current variables set on that machine. In DocuWare we usually use this command to find the internal domain name and the current user login in windows (network or local user). 
3. Applications for catching suddenly application crashes: 
· Dr. Watson 
· Dr. Watson for Windows is a program error debugger that gathers information about your computer when a sudden an error occurs with a program. However, it is an older program, therefore, it is only available for older operating systems. 

· WinDBG 
· WinDbg is a multipurpose debugger for Microsoft Windows, distributed on the web by Microsoft. It can be used to debug user mode applications, drivers, and the operating system itself in kernel mode (source: http://en.wikipedia.org). 
4. Accessing for accessing the database: 
· MySQL GUI Tools 
· It is the default GUI application for MySQL database. It could also be used for managing database users and performing database maintenance such us backups or optimizations. 
· MYSQL Query Browser 
· It is a graphical tool provided by MySQL for running queries against the database. In a DocuWare system you may want to run commands to check the file cabinet data (SELECT) or fix data within a file cabinet (UPDATE) or delete records that you no longer need (DELETE) from a file cabinet. These SQL commands are categorized as DML (Data Manipulation Language). 
· SQL Server Management Studio 
· It is an integrated GUI application for accessing, configuring, managing, administering, and developing all components of SQL Server. It is a very good tool for maintaining and optimizing DocuWare databases in Microsoft SQL environment.  
· SQL Profiler by MSSQL 
· Microsoft SQL Server Profiler is a graphical user interface to SQL Trace for monitoring an instance of the Database Engine or Analysis Services. For example you can trace why your file cabinet searches are getting slower. This tool is part of a SQL install. 

· Toad by Quest (Tools for Oracle Application Development) 
· It is a very powerful GUI interface for Oracle databases and now it also available for MySQL and MSSQL. It gives a standard interface for users trying access MSSQL, MySQL, or Oracle databases.   
5. Performance Monitoring tools:  
· perfmon 
It demonstrates how to monitor local or remote system performance. It shows how to dynamically create timers, context menus, and graphic displays. It also demonstrates the following activities:

·  Including new C# classes derived from other components.

·  Dynamically adding and removing event handlers and components.

·  Using the TreeView control, TreeNode class, and Timer component.

·  Using the PerformanceCounterCategory and PerformanceCounter components.
Source: http://msdn.microsoft.com

6. Information Resource for Troubleshooting DocuWare 
· Documentation resources 
· Installation manual (www.docuware.com -> Document Pool)

· Product manuals (www.docuware.com -> Document Pool)

· Technical Reference (www.docuware.com/tecdoc)

· Trouble Shooting Guide (www.docuware.com -> Knowledge Base)

· Knowledge Base Article (www.docuware.com -> Knowledge Base)
· Web Search in www.docuware.com and Website Knowledge Base articles 
· Once login to DocuWare website you can type in the Search field or click on the “+” to do an extended search. 

· The Knowledge Base articles can also be found under Services --> Support --> Knowledge Base. Here you can search using the fulltext field or specific criteria. 

· Website Forum 
· Get answers from your peers and subscribe to the latest news from the support department. 
7. Contacting DocuWare Support Department 
· The following information will help speed the process of assisting is case of a DocuWare issue: 
· System number of your company or the company that you are helping. A system number in our side is a contract number which it will help us determine its contract type, expiration date, and vendor or end-user linked to that contract. 
· Customer name
· Error (message) or a log file 
· Operating system with SP version 

· DocuWare version with SP version  

· Database for DocuWare installation with latest backup 
· Other common questions?  
· Does the problem occur on all clients? Also on the server?

· Does it occur for single user or all users (windows or DocuWare)? 

· Single machine or all machines (different OS version)? 
8. Reading DocuWare logging 
· New log entries are added at the end of the log file

· Every new entry starts with
New Entry ------------------------------------------------------------

· Message text

· Additional information

· Stack trace in case of an exception

· Example: 
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New entry ----
There is no disk in the recording device.

lAdditional information:
object_type : Exception
.FullexceptionTrace : There is no disk in the recording device.
bei Docuware.Record.x48aB8570dBbb8dcab.xB6a9e93754c45efd(Int32 x98bd2edbb5189aai)
bei Docuware.workflow.ProcessServer.x72bf7acd27242154.x8bfcfa7d0f462ea0 ()
LAdditionalText :

1) Exception Information

Exception Type: DocuWare.Record.RecordException
MachineName: TESTZWINZ003
CreatedDateTime: 04.01.2008 15:16:26
AppDomainName: DwworkflowServer.exe
ThreadIdentityName:
windowsIdentityName: TESTZWINZ003\Administrator
DWUserLoglevel: Unknown
Message: There is no disk_in the recording device
TargetSite: Void xB86a9e93754cd5efd(Int32)
.LoggingLevel : Error
‘Message : There is no disk in the recording device
Assembly : Docuware.wWorkflow.ProcessServer, Version=5.1.1.1150, Culture=neutral, PublicKeyToken=879da714589badea
‘callingClass : x72bf7acd27242154
‘CallingMethod : Docuware.xChange.ProcessServer.BurnDeviceInfocollection xBbfcfa7d0f462ea0()
.ComputerName : TESTZWINZ003
‘Date : 04.01.2008
Time { 15:16:26
Application : Dwworkflowserver
‘ThreadIdentity : 6
.windowsIdentity : TESTZWINZ003\Administrator

< |





DocuWare has tools to enable system debug level for all services or DocuWare.Setup.dll.config for installing DocuWare clients or services. 

3 Installation Errors
3.1 Login error 11 and error 3 during installation (Error 1) 
· Problem:  
	


· Solution:  

	

	

	


3.2 Error = 3 during installation (Error 2)
· Problem:  

	


· Solution:  

	

	

	


3.3 Error = 7 during installation (Error 3) 

· Problem:  

	


· Solution:  

	

	

	


3.4 Error message during client installation (product version difference (Error 4) 

· Problem:  

	


· Solution:  

	

	

	


4 DocuWare Server Errors
4.1 File Cabinet Cannot be Open in DocuWare Client (Error 11)
· Problem:  

	


· Solution:  

	

	

	

	


4.2 Authentication Server cannot be started (Error 12)
· Problem:  

	


· Solution:  

	

	

	

	

	


4.3 Authentication Server cannot be started (Error 13) 
· Problem:  

	


· Solution:  

	

	

	

	

	


4.4 Authentication Server cannot be started (Error 14)
· Problem:  

	


· Solution:  

	

	

	


4.5 Authentication Server cannot be started (Error 15)
· Problem:  

	


· Solution:  

	

	

	


4.6 Authentication Server cannot be started (Error 16) 
· Problem:  

	


· Solution:  

	

	

	


4.7 Authentication Server cannot be started (Error 17) 
· Problem:  

	


· Solution:  

	

	

	


5 Update Services Errors
5.1 Update Service is not installing Service Pack 2 (Error 21) 
· Problem:  

	


· Solution:  

	

	

	

	


5.2 Update Service is not installing Service Pack 2 (Error 22) 
· Problem:  

	


· Solution:  

	

	

	


5.3 Update Service is not installing Service Pack 2 (Error 23) 
· Problem:  

	


· Solution:  

	

	

	

	


6 DocuWare Administration Errors  

6.1 Index filter: DocuWare user Basic can see all documents (Error 31) 
· Problem:  

	


· Solution:  

	

	

	

	


6.2 Index filter: DocuWare user Basic can see all documents (Error 32) 
· Problem:  

	


· Solution:  

	

	

	

	

	


6.3 User Basic can store documents with index value not in select list for field company (Error 33) 
· Problem:  

	


· Solution:  

	

	

	

	


6.4 User Basic can store documents without index value in field company (Error 34) 
· Problem:  

	


· Solution:  

	

	

	


6.5 User Basic gets error message, when trying to search in a file cabinet (Error 35) 
· Problem:  

	


· Solution:  

	

	

	


6.6 User Basic cannot store documents (Error 36) 
· Problem:  

	


· Solution:  

	

	

	


6.7 User Basic cannot store documents (Error 37) 
· Problem:  

	


· Solution:  

	

	

	


7 DocuWare Client Errors
7.1 The function "To other cabinet" from the result list is generating errors (Error 41) 
· Problem:  

	


· Solution:  

	

	

	

	


7.2 User Basic: Text in TIF document is not recognized from TIFFMAKER with RECOGNITION template (Error 42) 
· Problem:  

	


· Solution:  

	

	

	

	


7.3 User Basic: No storage mask, when trying to store a document (Error 43) 
· Problem:  

	


· Solution:  

	

	

	

	


7.4 User Basic: Documents are displayed wrong way around (Error 44)
· Problem:  

	


· Solution:  

	

	

	


7.5 User Basic: DocuWare Viewer (DACS5.exe) is opened new every time (Error 45)  

· Problem:  

	


· Solution:  

	

	

	


7.6 DocuWare Client  Explorer is not displaying in Tree View  (Error 46a) 
· Problem:  

	


· Solution:  

	

	

	


8 DocuWare Web Client Errors
8.1 Documents cannot be viewed (Error 61) 
· Problem:  

	


· Solution:  

	

	

	


8.2 User Basic: Search mask is not displayed in Web Client (Error 62) 
· Problem:  

	


· Solution:  

	

	

	


8.3 User Basic: No store mask is displayed in Web Client (Error 63) 
· Problem:  

	


· Solution:  

	

	

	


8.4 Windows login does not work (Error 64) 
· Problem:  

	


· Solution:  

	

	

	


8.5 Web Client error after login (Error 65) 
· Problem:  

	


· Solution:  

	

	

	


8.6 Documents cannot be viewed (Error 66) 
· Problem:  

	


· Solution:  

	

	

	


8.7 Cutomer wants to use URL Integration (Error 67) 
· Problem:  

	


· Solution:  

	

	

	


9 Workflow Related Errors 

9.1 AUTOINDEX workflow is not working (Error 71) 

· Problem:  

	


· Solution:  

	

	

	


9.2 Not all external fields are available for AUTOINDEX (Error 72a) 

· Problem:  

	


· Solution:  

	

	

	


9.3 No Media Avaiable for Burning a REQUEST Workflow (Error 73a) 

· Problem:  

	


· Solution:  

	

	

	


9.4 Free SQL statement (DOCTYPE = 'Invoice in' AND DOCAMT IS NOT NULL AND DOCAMT <= 100) For Deletion Workflow Cannot be Used  (Error 74) 

· Problem:  

	


· Solution:  

	

	

	


9.5 Search in full text field shows error (Error 75) 

· Problem:  

	


· Solution:  

	

	

	


9.6 Restore workflow does not show file cabinet disk (Error 76) 

· Problem:  

	


· Solution:  

	

	

	


9.7 Synchronisation workflow not visible for user Basic (Error 77) 

· Problem:  

	


· Solution:  

	

	


10 Additional Resources  
Knowledge base articles currently available from www.docuware.com. 
	KB #
	Description
	DocuWare Version

	0092
	Add fields to MS SQL-Server
	4.x, MSSQL

	0257
	Fixed values entries in COLDREAD
	COLD/READ

	0278
	Error List in RAIMA database
	DW4 RAIMA

	0310
	Invalid control character when printing with TIFFMAKER
	4.x, TIFFMAKER

	0363
	Windows Installer Error Messages
	4.6a

	0388
	CGI Timeout IIS6
	DWIS3, IIS6

	0409
	Preload Settings for DACS-Viewer
	5.x, DACS

	0412
	Silent Installation for DocuWare 5 Clients
	5.X, Setup

	0424
	Data type for the Toolkit functions in VB.Net
	4.6x

	0428
	Error reading language file
	4.6x, Office Add-in

	0429
	AI3 symbol does not appear in system tray
	4.x, ACTIVE-IMPORT

	0431
	USING SIGNATURES IN DOCUWARE 5
	5.x

	0433
	Multi-language installation of DocuWare

	4.x

	0434
	DocuWare 4.x - OS support overview
	4.x

	0435
	RENAMING DOCUWARE 5 SERVERS
	5.0, Databases

	0436
	CALCULATING SUBDIRECTORIES IN DOCUWARE 5
	5.x, Administration

	0438
	Error 1920 during Installation of DocuWare 5
	5.x, Setup

	0439
	CONTENT-FOLDER is unable to find document
	4.x

	0441
	CONVERTING FROM RAIMA TO MYSQL FOR DW5
	5.x

	0442
	DOCUWARE 5 ON TERMINAL SERVER
	5.x

	0443
	OCR and Windows Server 2003 SP1
	4.6a

	0444
	Running CD-REQUEST with restricted user rights
	4.x

	0445
	Refresh of the basket
	4.6a

	0447
	Adding a field to a file cabinet
	5.x, Administration 

	0448
	Using special select lists
	5.x, Administration

	0449
	Deactivating Microsoft .Net 2.0 for Lotus Notes
	5.x, Notes

	0451
	SYNCHRONIZING FILE CABINETS
	5.x, Administration

	0452
	Backup DocuWare 5 MySQL Database
	5.x, MySQL 4/5

	0453
	RESTORE A DOCUWARE 5 MYSQL DATABASE
	5.x, MySQL 4/5

	0454
	PERFORMANCE OF THE CONVERT-WORKFLOW
	5.x, Workflow

	0455
	PERFORMANCE OF THE DOCUWARE 5 FULLTEXT
	5,x, Fulltext

	0456
	How to use MySQL 5 with DocuWare 5
	5.0, MySQL 5

	0457
	Result list of the INTERNET-SERVER 3
	4.6a, DWIS3

	0458
	USING NEW FIELDTYPES F CONVERTED DW4 FC
	5.0, Administration 

	0459
	FAILED TO CREATE COM INSTANCE
	5.x

	0461
	Changing field order
	5.x

	0462
	UNKNOWN LOGIN ERROR  CONNECTION
	5.x, Installation

	0463
	IMPORT CENTRAL DOCUWARE 4 SETTINGS
	5.x, Administration

	0466
	IMPORT A CUSTOMER SYSTEM
	5.x, MySQL

	0467
	Changing Microsoft Setup Installer path
	5.x

	0468
	SCAN WITH WINDOWS SERVER 2003
	5.x

	0469
	How to use MS-SQL Server 2005 with DocuWare
	5.0, MSSQL 2005

	0470
	Create spool file for COLDREAD via Windows Print to File
	COLDREAD

	0471
	Behavior of show JPGs in the DWIS3
	DWIS3

	0472
	MANUALLY CHANGING DISK PATH
	5.x, Administration

	0473
	OCR LANGUAGES IN DOCUWARE 5.0
	5.0

	0481
	Differences DocuWare 5 Business & Professional
	5.x

	0482
	CHANGE DB-USER OF AUTHENTICATION SERVER
	5.x

	0484
	Error during file cabinet creation
	5.x, Administration

	0485
	INSTALLATION TYPE FOR UPDATE SERVICE
	5.x

	0486
	USE THE PREDEFINED RESTORE SERVICES
	5.x, Administration

	0493
	TOOLKIT VIEWER HANDLING
	5.0, TOOLKIT

	0498
	Remove Unique Flag manually from the Database
	5.0, MySQL

	0499
	DOCUWARE 5 CLUSTER SYSTEMS
	5.1.x

	0501
	Configure LDAP access to an Active Directory
	5.1.x

	0502
	Database error. Check all values for unique fields are valid
	5.x

	0503
	#23000Duplicate entry ´xxxxx-yy´ for key 1
	5.1 Fix0200, MySQL

	0504
	Change columns of a ORACLE database
	5.x, Oracle

	0505
	DOCUWARE BASKETS CHANGE MODE
	5.x, 4.6x

	0506
	DOCUWARE SERVER KOMMUNIKATION WITH SSL
	5.1.x

	0507
	FORCE AUTOINDEX USE LESS ODBC CONNECTION
	5.1.x

	0508
	CREATE SYSTEM DSN WITH 64BIT OS
	5.x, Administration

	0509
	How to delete a field from the database
	MySQL/MSSQL/Oracle

	0510
	Version control with DocuWare
	5.1.x

	0511
	FIELDS GET LOST WITH ORACLE
	5.1.x, Oracle 10g

	0512
	CONFIGURE DW FOR CASE-INSENSITIVE ORACLE
	5.1.x, Oracle 10g+

	0513
	DOCUMENTS ARE STORED WITH NOT EMPTY FLAG
	5.1.x

	0514
	CONFIGURE -SELECT LIST ONLY- FIELDS
	5.1.x

	0515
	Windows Authentication-INTERNET-SERVER 3
	5.1.x, DWIS3

	0516
	Increasing MySQL Performance
	MySQL 5

	0517
	Enable windows performance log
	Windows

	0518
	FULLTEXT BENCHMARK
	5.1.x

	0519
	IIS7 UND INTERNET-SERVER 3
	5.1.b/DWIS3

	0520
	DocuWare Disaster Recovery Plan
	5.1.x

	0521
	Known issues with IBM Lotus Notes 7.0.2
	CONNECT to Notes 2

	0523
	Content Server does not start after DocuWare system move
	5.1.x Services

	0524
	Problem registering DocuWare.Connector.dll
	CONNECT to eCopy

	0525
	Use ISIS Dialogs to configure scanner settings and enhance DWISIS32.ini
	DWIS3

	0526
	Extension of an vDisk
	VMware

	0527
	Displaying multipage TIFF files in SAPGUI
	CONNECT to SAP

	0528
	Cannot install DocuWare Client on 64bit PC with ORACLE database in the
	5.1b

	0529
	Change application pool of DocuWare Web Client
	5.1b

	0531
	Improve printing for Web Client and Internet Explorer
	5.1b, IE6 / IE7

	0532
	Create Debug Logging for Workflows
	5.1b with SP2+

	0534
	DocuWare Server with IIS is suddenly freezes 
	5.1x, IIS

	0535
	SQL query to log performance problem or timeout issue
	MySQL

	0536
	DocuWare with SQL 2005 Database mirroring
	5.1b, MSSQL 2005

	0537
	TIFFMAKER Configuration with Network Tab
	5.1b, TIFFMAKER

	0539
	DWFulltext Workflow TranslatedMessage Timeout expired. The timeout
	5.1b, FULLTEXT

	0540
	Preparing External Database for DocuWare 5.1x
	5.1x

	0541
	How to maintain the best performance for your MSSQL 2005 Database
	MSSQL 2005

	0542
	How to use MS-SQL Server 2008 with DocuWare 5
	5.1b, MSSQL 2008

	0544
	HTTP 503 - The service is unavailable
	5.1b, Web Client

	0546
	Display multipage DWTIFF files in the Web Client
	5.1b, Web Client

	0548
	How To - Convert from MySQL to MSSQL
	5.1b w/sp3, Databases

	0549
	Fulltext Troubleshooting
	5.1b, Fulltext

	0551
	How to check whether the Service Pack 2 for DocuWare version
	5.1b

	0552
	Archiving Incoming-Outgoing E-Mail
	ACTIVE-IMPORT

	0553
	Increase the DWInternal Database performance
	5.1B, MySQL

	0556
	DocuWare Web Client with Windows 2008 64bit
	5.1b with SP2+

	0561
	How to configure the trusted login in Web Client
	5.1b, Web Client
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