TEAAS Troubleshooting Checklist

April 26, 2013
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The following troubleshooting checklist is intended to provide TEAAS users with self-help assistance
With connecting to the system when error messages are received. The following error messages, and their
corrective measures, are the most common issues faced by TEAAS users.

1. Error Message: Invalid User ID /Password

X
DOT-TEAAS-AD-01: Logon denied. Invald User IDjPassword. User
ID and Password are case sensitive,

e If you do not have a TEAAS account, then contact a TEAAS administrator for a TEAAS
account.

¢ If you have an existing TEAAS account, then contact a TEAAS administrator to have your
password reset or to remind you of your user ID.

2. Error Message: Cannot Locate Application Server

An error occured looking For the Application Server, pleass contact
Administrator.

e If you do not have the latest version of TEAAS, then download the latest version.

¢ If you do not have internet connectivity, then make sure you establish internet connectivity
prior to attempting a TEAAS connection.

o If you are an external (non-NCDQT) user, ensure that port 7777 accesses the outside world.

3. Error Message: Access is Denied

Mogs\TEAASOut.log (Access is denied)

e This error message is most commonly received when attempting to download the TEAAS
software. Contact your local IT support to allow the TEAAS application permission to write
logs to this folder. See the Changing Folder Permissions.doc for how to instructions.



4. Error Message: Error occurred looking for application server

e This error message is most commonly received when first time users attempt to connect for the
first time. Itis usually because of a Client Side Firewall or Network issue.

e To test connectivity to the TEAAS Server, insert the following URL in your browser::

https://teaasprod.dot.state.nc.us:7777/gatekeeper.ior

The result should look something like this:
TOR:000000000000002c49444c3a696e70726973652e636£6d2f676174656b65657065722£416c6961734d
616€616765723a312e300000000001000000000000016c0001020000000012a544541415350726£642e646¢
742e73746174652e6€632e75730000000000005100504d43000000000000002c49444c3a696€7072697365
2€636f6d2f676174656b65657065722F416c6961734d616€616765723a312e30000000000a47494£505072
6£787900202000000005762£4740000000000000000656495302000000140000007€001e1e610000000100
00000000000000564953030000000500070801££0000000000000000000008000000005649530000000001
00000018000000000001000100000001050100010001010900000000000000210000007800010000000000
0100020000000000240000002c00000066000200000000000100000012a544541415350726£642e646F742¢
73746174652€6€632e75730002ac0000000000000000000000000400000000000001564221010000000742
6£726c616e6400000000010000000806066781020101010000000£000000140000000800000066000202ac

If you are using Internet Explorer then it might prompt you to download the file. Save it, open with
Notepad and check that the contents are something similar to what is given above. If you do not get
the expected results then the server might be down

If the result above fails and the TEAAS Server is up, and the user is still not able to login, then the
user is behind a firewall which controls out-going traffic. Currently we do not have a solution that
can be provided by the TEAAS Client application.

Work with your network/system administrators in configuring your machine/network to be able to
access the TEAAS Server. The network/system administrators can try to relax the rules for TCP/IP
(IIOP and HTTP) communication with the port 7777 on TEAASProd.DOT.STATE.NC.US TEAAS

Server at DOT.

If you are using proxy servers you might also have problems after opening port 7777. One of our
clients used Microsoft ISA as their proxy server and it requires a user/password combination for any
HTTP communication and this also causes problems connecting to the server. Check with your
administrator to see if you can avoid the proxy server and directly connect to the internet.


https://teaasprod.dot.state.nc.us:7777/gatekeeper.ior

5. Downloads Step 2 Indicates “You do not have a valid JRE installed”
but you do.

The Default Java for browsers and Java Plug-in settings may not be enabled.
e Open the system control panel.

e Open the Java Control Panel.

(«
5 Java
—

The Java Control panel opens.

Java Control Panel

General | Java || Security || Advanced

Abouk

Wiew version information abouk Java Contral Panel,

Metwork Settings

Metwork settings are used when making Inkernet connections, By defaulk,
Java will use the nebwork setkings in your web browser, Only advanced
users should modify these settings.

Metwork Settings. ..

Temporary Inkernet Files

Files yiou use in Java applications are stored in a special folder For quick
execution later. Only advanced users should delete Files or modify these

setkings.,
Sektings. ..

[ O H Cancel H apply

e Select the Advanced tab.



Java Control Panel

| General | Java | Security | Advanced

Settings

; -Debugaing

-Java console

-Default Java For browsers
& Java Plug-in

~Shartcut Creation

~JMLP File/MIME Assaciation
-JRE Auto-Download
~Securiky

-Miscellaneous

Ik H Cancel H Apply

e Check the Default Java for browers and Java Plug-in to look like the picture below.

Java Control Panel

| General || lava || Securityl Advanced |

Settings

---Debugging

---Java console

EI---DeFauIt Jawva For browsers

o [#] Microsoft Internet Explarer
“[#] Mozilla Farnily

i..[] Enable the next-generation Java Plug-in {requires browser restart)
[+-Shartcut Creation

---Jr'-.ILF' File/MIME Association

[+-JRE Auto-Download

[+-Security

#-Miscellaneous

(04 H Cancel ” Apply




6. Security Alert

The first time you run TEAAS, you may be prompted with a Windows Security Alert indicating that
the firewall has blocked some features of this program.

"Windows Security Alert"

This warning is generated by the Windows Firewall,

In WinXP the text of the message would be similar to the following:

To help protect your computer, Windows has blocked some features of this program.
Do you want to keep blocking this program?

Name: javaw

Publisher: Unknown

You should select the "Unblock™ option on this dialog.

%= Windows Security Alert rg|

Jf'ﬁ To help protect your computer. Windows Firewall has blocked
some features of thiz program.

Do you want to keep blocking thiz program?

== hame; javaw

Publizher: Unknown

[ K.eep Blocking ][ IInblock, ][ Azk Me Later

Windows Firewall has blocked thiz program from accepting connections from the
Internet or a network. | pou recognize the program or truzt the publisher, pou can
unblock it when should | unblock a program’?

In Win7, the text is about the same as in WinXP above. the program indicated is Java Platform SE
Binary . Click Allow access.



@ Windows Firewall has blocked some features of this program

Windows Firewall has blodked some features of Java(TM) Flatform SE binary on all public and
private networks,

& Mame: ava Platform 5E binar
=i
LEJ Publisher: Sun Microsystems, Inc.

Path: C:\program files'javaljrecibintjavaw. exe

Allow Java(TM) Platform SE binary to communicate on these networks:
Private networks, such as my home or work network

[] Public networks, such as those in airports and coffee shops (not recommended
because these networks often have little or no security)

What are the risks of allowing a program through a firewall?

i ™

[ '@,‘g.]luwaccess ] [ Cancel

This will add an exception to the Windows Firewall Programs and Services list allowing you to run
future sessions without seeing a repeat of the security message. You will need to have Admin

Privileges to make this change permanent.

7. TEAAS Client Log File Location

The location of the TEAAS Client log files have changed. In Windows XP, the log files are now
located in C:\Documents and Settings\<logged in user name>\TEAAS\logs. In Windows 7, they are

located in C:\Users\<logged in user name>\TEAAS\logs.

8. Removing TEAAS Client - Starting JWS App Mgr

You may need to remove the TEAAS Client and the best way to do that is through the JWS App

Mgr. There are several ways to do this.

Starting JWS App Mgr from the TEAAS Web Site

e (o to: https://dmvcrashweb.dot.state.nc.us/teaas/documents/ReferenceMaterial.htm

e Click the Start JWS App Mgr button.

e The Java Cache Viewer is shown.

e Select TEAAS and then select the big red X (Remove selected Items)
Starting JWS App Mgr through the Control Panel on your Desktop

e (o to Start -> Control Panel


https://dmvcrashweb.dot.state.nc.us/teaas/documents/ReferenceMaterial.htm

e Locate the Java Icon and double click

e The Java Control panel is shown.

¢ Inthe General tab. Select View, the Java Cache Viewer is shown.

e Select TEAAS and then select the big red X (Remove selected Items)
To re-install TEAAS Client:

e (o to: https://dmvcrashweb.dot.state.nc.us/teaas/Downloads.htm

e Select the Start/Install TEAAS Client button.
e Or Ctrl+Click the following link:

https://dmvcrashweb.dot.state.nc.us/teaas/jws/settings/teaas.jnlp

9. Restore TEAAS Client Desktop and Menu shortcuts

You may have inadvertently removed the TEAAS shortcut located on the Desktop or in the Star-
>All Programs->NCDOT Menu and want they back.

Ctrl+Click the following link to re-install icons:

https://dmvcrashweb.dot.state.nc.us/teaas/jws/settings/teaas.jnlp



https://dmvcrashweb.dot.state.nc.us/teaas/Downloads.htm
https://dmvcrashweb.dot.state.nc.us/teaas/jws/settings/teaas.jnlp
https://dmvcrashweb.dot.state.nc.us/teaas/jws/settings/teaas.jnlp

10. Unable to launch the application

When you try using the TEAAS shortcut, you get an “Unable to launch the application” Application
Error popup. The popup and details are shown below.

Application Error

Unable to launch the application.

ik I Details |

Mure Information

Error: Could nat load filefURL specified: C:\\Documents and Settings)ibgrmurphy L application
Crakat)sunt i JavalDeplovmentiicachel e, 0404, 7d52 7300-4bs2440F

Exception I Wirapped Exceptinnl

CouldiotLoadArgumentException] Could not load filefURL specified: Z:\\Documents and Settings
1 banurphy Application Datatisunt) lavat\Deplovment)cachel 6, 0000 7527 300-4b62440F]

ak cam, sun, javaws, Main, launchapplUnknown Source)

ak com, sun, javaws, Main, continueInSecure Thread(Unknown Source)

ak com.sun. javaws. Maing1.run{Unknown Source)

at java.lang. Thread. runnknown Source)

This issue can be fixed by re-installing TEAAS Client:

e (Go to: https://dmvcrashweb.dot.state.nc.us/teaas/Downloads.htm. Select the Start/Install

TEAAS Client button, | Install TEAAS Client

e Or Ctrl+Click the following link:
https://dmvcrashweb.dot.state.nc.us/teaas/jws/settings/teaas.jnlp

11. Unable to launch the application

When you try using the TEAAS shortcut, you get a message “Windows cannot find javaws.exe”.
The popup and details are shown below.


https://dmvcrashweb.dot.state.nc.us/teaas/Downloads.htm
https://dmvcrashweb.dot.state.nc.us/teaas/jws/settings/teaas.jnlp

CA\Program Files\Java'jreb\binjavaws.exe &3

( : | Windows cannet find 'C:\Program Files\Javaljrefh\bin\javaws.exe’. Make sure you typed the
M@ name correctly, and then try again.

To fix this issue, perform the following steps.

1) Make sure Java is installed correctly. If Java is not installed, redirect issue to your System
Administrator to have Java installed.

2) Once Java is installed, navigate to TEAAS download page:
https://dmvcrashweb.dot.state.nc.us/TEAAS/Downloads.htm, and click the “Install TEAAS
Client” button.

Install TEAAS Client

(OR)
You fix the shortcut.

1) Make sure Java is installed correctly. If Java is not installed, redirect issue to your System
Administrator to have Java installed.
2) To fix the shortcut, right click the shortcut and select properties.

You should see the following:


https://dmvcrashweb.dot.state.nc.us/TEAAS/Downloads.htm

12.

& TEAAS v9.1.0 Properties e |

Securty | Details I Previous Versions
General | Shortcut | Compatibilty

E TEAAS v31.0

Target type: Application

Target location: system3Z2

Target: eh dot state nc.us/teaasjws/setti

Start in:

Shortcut key:  Mone

Run: [Nun‘nal window ']

Comment: Start Traffic Engineering Accident Analysis Systen

Open File Location ] [ Change lcon... ] [ Advanced... ]

b A

3) The Target field needs to be changed from something that looks like this:
C:\Program Files\Java\jre6\bin\javaws.exe https://dmvcrashweb.dot.state.nc.us/teaas/jws/settings/teaas.jnlp
To this:

C:\WINDOWS\system32\javaws.exe https://dmvcrashweb.dot.state.nc.us/teaas/jws/settings/teaas.jnlp

Unable to run teaas.jnlp file

When you try to run teaas.jnlp file from your local machine where Java is already installed, and not
able to open TEAAS client application then there is an issue of .jnlp file association with java web
start.

To fix this issue, you can use the Open With feature in Windows to associate JNLP files with Java
Web Start.

Perform the following steps.

1) Right-click a JNLP file and click “Open With.”



2) Select the “Java Web Start Launcher” application in the list or click “Browse,” browses to the
“C:\Windows\System32\” folder on your computer and double-click the “Javaws.exe” program
file.

13. Java Update Needed prompt

Due to security requirements the following Java Upgrade message can popup

Java Update Needed

'-,_ | _,-' Your Java version Is insecure.
T,

<% Update (recommended)

Get the recommended secure version of Java now from java.com.

2 Block

Block Java content from running in this browser session.

= Later

Continue and you will be reminded to update again later.

[l Do not ask again until the next update is available.

If you do not have administrator access you will not be able perform the Java upgrade. NCDOT
users do not have administrator access and Java updates are controlled by the NCDOT
infrastructure.

If this prompt appears check the checkbox ‘Do not ask again until the next update is available’ and
click on ‘Later’.

In case you have clicked the ‘Update’ follow this to temporarily resolve the issue:
1) Delete the “TEAAS v9.1.0” shortcut icon from the desktop.
2) Open the system control panel.

3) Open the Java Control Panel.

é 3 Java
—



4) The Java Control panel opens.

General | Java | Security | Aduanced|

About
View version information about Java Control Panel,
Metwork Settings

Metwork settings are used when making Internet connections. By default, Java will
use the network settings in your web browser. Only advanced users should modify
these settings.

Metwork Settings... ]

Temporary Internet Files

Files you use in Java applications are stored in a spedal folder for quick execution
later. Only advanced users should delete files or modify these settings.

[ Settings... ]| View...

Java in the browser is enabled.  See the Security tab

5) Select the General tab.

6) Select View button, the Java Cache Viewer is shown.

67 | @H x Installed Size: 0.0 KB - Cached Size: 14090 KB

{ - . 1
Vendcl.Imta” chortcuts tlor"cJI'le celected apL-E.!!Eatlom

MCDOT IT Application Apr 25, 2013 14090 KB

7) Select the TEAAS v9.1.0 or the appropriate version and click on the black arrow to create a
desktop shortcut



8) Go to the desktop and select the “TEAAS v9.1.0” icon and copy and paste it on the desktop.
9) You should see “TEAAS v9.1.0 — Copy” icon on the desktop.
10) Use this new “TEAAS v9.1.0 — Copy” icon to launch the TEAAS application every time.

11) You need to use this icon until administrator updates your Java.



