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Common Helpdesk Issues
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A. Missing *.Dll Error Message

B. Severe Error: Unable to Connect to Team Security Database

C. Unable to Retrieve EGMM Resource Message

D. Locking in Team Screens

E. Cannot Save User Record Message

F. Text not Saving in Text Blocks

G. Dial-Up not Answering

H. Getting Knocked off Dial-Up

I. Not Being Able to see Network After Installing Team

Missing *.Dll Error Message

If a user is getting a missing *.dll error message, the first thing to do is to find out which *.dll is missing.  This is included in the error message.  If it is mso97v.dll (most common), msvbvm50.dll, msorfs.dll, or msv7enu.dll, there is a patch that can be downloaded or emailed to the user to fix this problem.  The patch is missingdll95.exe or missingdllNT.exe, depending on the user’s version of Windows.  If the user is using Windows 98 they will use the missingdll95.exe patch.  These patches can be found at http://ftateamweb.fta.dot.gov/team website.  When running this patch, if the user is asked to overwrite any files, have them choose ‘yes’.  This patch will copy the four *.dll files mentioned above to the Windows system directory.

*If the user is getting a message about a different missing *.dll than the four listed above, consult a systems administrator before going further.

Severe Error:  Unable to Connect to Team Security Database

If a user calls and says that they are getting the message ‘Severe Error: Unable to Connect to Team Security Database’, there can be a couple of reasons for this message.  If the user is using a Windows 9x machine, check the autoexec.bat for four lines that have the word Team in them (you do this by going to Start, Run, type in sysedit and click ok).  The four lines should start off: 

Set Path

Set II_System

Set Include

Set Lib

If the user does not have these four lines, have them download and run pathfix.exe from http://ftateamweb.fta.dot.gov/team.  This patch will put these four lines in the users autoexec.bat.  Make sure that after the user runs this patch they reboot and that there are no more then four lines in there autoexec.bat that have Team in them.  
If these four lines are there, the next thing to do is to check the connection.  To do this, the first thing you would need to find out is how they connect (dial-up or network).  If they use dial-up, make sure that they are connected to the dial-up when doing this.  Have the user go to a DOS prompt.  Have them type in ‘ingstart’ and hit Enter.  They should get a message that Openingres is already running or that it is starting.  Once you are returned to the DOS prompt, have the user type in ‘netutil’ and hit Enter.  They should get a blue screen.  On the left side of this screen there should be a virtual node name column.  Have them arrow down to the entry that says ‘ftateamp1ii’.  If there is only one entry in this column, the user needs to run netufix.exe.  This can be downloaded from http://ftateamweb.fta.dot.gov/team.  After running this patch, make sure the user reboots. Once this is highlighted, have them press shift-F5.  They should receive a message.  The message will either respond ‘connection failed’ or ‘connection successful’.  If the connection is successful have the user try to log into TEAM again.  

If the connection failed and the user says that they connect through their network, have them talk to their MIS department to make sure that they have the proper port open on the firewall.  It should be port 21064 open for incoming/outgoing TCP transfer pointing to DNS name ftateamp1ii.fta.dot.gov.  

If the user is using the dial-up, make sure they still have their connection.  If the connection is still active, find out if they are using Windows 95.  If they are using Windows 95, ask them if they see 2 green screened computers in the lower right-hand corner of their screen or if they see a box with two lights.  If they are seeing the box they need to download the newer version of dial-up networking from the Microsoft website. 

If all four lines of the path are in the autoexec.bat, and netutil is successful, find out the users computer name.  Make sure it has no punctuation in it.  If it does have punctuation within its name, have them remove the punctuation and reinstall TEAM.

Unable to Retrieve EGMM Resource Message
If a user is a getting a message within TEAM that says ‘Unable to retrieve egmm resource”, have the user reboot their computer.  Then, have them try to do the task they where trying to accomplish again.  This message shouldn’t come up again after rebooting.

Locking in TEAM Screens
If a user calls and says that they are getting locked in certain screens in TEAM the first thing to have them do is shutdown TEAM.  Then, have them end the two processes associated with TEAM;  iigcc and iigcn.   Next, have the user try to go back into the same part that they were getting locked up in.  If they are still getting locked up, go to the Delete Locks option in TEAM and see if that user is holding a lock.  If they are, delete the lock and have them try again.  If after this they are still getting locked up, see if you can get to that particular part of TEAM.  If TEAM locks up at that same point for you, go to your Database Administrator and have them check to see if there is a lock in the database.

Cannot Save User Record Message
This message comes up in the TEAM Security portion of TEAM.  If a user is trying to Create a New User and they try to save, they might get the message ‘Unable to Save User Record’.   Have the user look for any type of punctuation in any of the entry fields.  If there is any punctuation, have the user try to remove the punctuation and try to save the new user’s information again.

Text not Saving in Text Boxes
If a user calls with a problem of trying to get text to save in boxes in TEAM, find out exactly what they are doing.  If the user is cutting and pasting things into the text boxes, make sure that after they paste in the text box they hit another key.  It is also a good idea for the users to type their text in the expanded text box (yellow button next to text boxes), rather than directly in the text box.  Also encourage the user to constantly save and check to make sure that their work is saving. This way, if something does go wrong, they won’t take the chance of losing as much work.

Dial-Up not Answering
If a user calls complaining that the dial-up is not answering, the first thing you should try is calling the dial-up with your phone to see if it answers for you.  If you try calling a couple of times but it doesn’t answer consultant your Systems Administrator.  If the dial-up does answer for you, check to make sure that the user’s dial-up properties are correct, and tell them to keep trying.

Getting Knocked off Dial-Up

If a user keeps getting knocked off their dial-up connection, tell them to make sure that they aren’t running anything else while connected to TEAM (Ex. Email).  Also, have them try lowering the speed of their modem to 38400 bps.  The fastest speed at which a user can connect to TEAM’s dial-up is 28.8, so their modem does not need to try to connect at such a high speed as default, which is 115200 bps.   They should see some improvement.

Not Able to See Network After TEAM Installation (Windows NT only)

If a user calls and says that after they installed TEAM they can’t see their network, have them go to Control Panel and click on the System icon. Next, tell them to go to the Environment tab, select the system variable path and, on the value line for that variable, add a space at the very end of that line.  Then, click ‘set and apply’.  This should fix their problem. 

