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NOTICES

COPYRIGHT AND TRADEMARKS

© 2013 Christie Digital Systems USA Inc. All rights reserved.
All brand names and product names are trademarks, registered trademarks or trade names of their respective holders.

REGULATORY

The product has been tested and found to comply with the limits for a Class A digital device, pursuant to Part 15 of the FCC
Rules. These limits are designed to provide reasonable protection against harmful interference when the product is operated in a
commercial environment. The product generates, uses, and can radiate radio frequency energy and, if not installed and used in
accordance with the instruction manual, may cause harmful interference to radio communications. Operation of the product in a
residential area is likely to cause harmful interference in which case the user will be required to correct the interference at the
user’s own expense.

CAN ICES-3 (A) / NMB-3 (A)

(A) .

GENERAL

Every effort has been made to ensure accuracy, however in some cases changes in the products or availability could occur which
may not be reflected in this document. Christie reserves the right to make changes to specifications at any time without notice.
Performance specifications are typical, but may vary depending on conditions beyond Christie's control such as maintenance of
the product in proper working conditions. Performance specifications are based on information available at the time of printing.
Christie makes no warranty of any kind with regard to this material, including, but not limited to, implied warranties of fitness for
a particular purpose. Christie will not be liable for errors contained herein or for incidental or consequential damages in
connection with the performance or use of this material. K
The product is designed and manufactured with high-quality materials and components that can be recycled and reused. This
symbol means that electrical and electronic equipment, at their end-of-life, should be disposed of separately from regular waste.
Please dispose of the product appropriately and according to local regulations. In the European Union, there are separate
collection systems for used electrical and electronic products. Please help us to conserve the environment we live in!

Canadian manufacturing facility is 1SO 9001 and 14001 certified.

GENERAL WARRANTY STATEMENTS

For complete information about Christie’s limited warranty, please contact your Christie dealer. In addition to the other
limitations that may be specified in Christie’s limited warranty, the warranty does not cover:
a. Problems or damage occurring during shipment, in either direction.
b. Problems or damage caused by combination of a Product with non-Christie equipment, such as distribution systems,
cameras, video tape recorders, etc., or use of a Product with any non-Christie interface device.
c.  Problems or damage caused by misuse, improper power source, accident, fire, flood, lightening, earthquake or other
natural disaster.
d. Problems or damage caused by improper installation/alignment, or by equipment modification, if by other than
Christie service personnel or a Christie authorized repair service provider.
e. Problems or damage caused by use of a Product on a motion platform or other movable device where such Product
has not been designed, modified or approved by Christie for such use.
f.  Problems or damage caused by use of a system in the presence of an oil-based fog machine.
g. Failure due to normal wear and tear.

PREVENTATIVE MAINTENANCE

Preventative maintenance is an important part of the continued and proper operation of your product. Please see the
Maintenance section for specific maintenance items as they relate to your product. Failure to perform maintenance as required,
and in accordance with the maintenance schedule specified by Christie, will void the warranty.
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About this Document

This manual provides  general troubleshooting instructions for the Phoenix system. The instructions
assume the user is adequately familiar with the software and hardware interfaces for this product and
with networking

GAUTION The procedures in this document assume a certain leve | of knowledge of electronics
and safety guidelines.

Document Conventions

The following format ¢ onventions are used in this document to identify special information:

Caution statements identify conditions or practices that could result in personal injury.

Notice statements identify conditions or practices that could result in damage to equipment or loss of
data.

The graphical illustrations in this document are for example purposes only and the
hardware illustrated may differ from your hardware.

Variable text that is entered by a user is italicized in this document (for example, in the tex t, Phoenix -
6-digit serial number , the 6 -digit serial number would be replaced by the actual seria | number).

Audience

The primary audience for this document is the person who troubleshoots the Phoenix system

Related Documents

The following documents may be useful references:
1  Phoenix System Refer ence Guide, document number MAN -10115

1  Phoenix System Quick Start Guide, document number MAN -10116
1 Phoenix System E xternal Control Protocol Reference Manual, document number MAN -10117
Phoenix System Troubleshooting Guide 1
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System Overview

The Phoenix system is a content management system that enables users to securely access and
control audio -visual data from anywhere , at any time, via standard IP networking technology.

The Phoenix system is based on a single hardware appliance, the Phoenix Node, and a robust multi -
tiered software environment. The Phoenix -managed content is distributed t hroughout an organization
via standard IP networking technology, providing comprehensive tools to view, listen, and interact

with any source  or information. The Phoenix system consists of one or m ore Phoenix hardware nodes
as well as software connected thr ough your Ethernet network.

The Phoenix System  encodes and decodes sources. It accepts an input source, such as from a Blu -Ray
player orar emote computer ,and encodesitinto the H.264 industry standard for media . It then
transmits the signal over the net work via multicasting to its destination and then decodes it back to a
raw video signal over DVI.

Quick Facts

These facts should help you understand some of the capabilities of the Phoenix system:

1 A node can perform more than one role; it can be a controller, decoder, and encoder.

1 One node is assigned as the controller for a Phoenix system.

1 A controller manages up to 64 nodes.

1 A wall supports up to 128 outputs.

1 A wall can display 12 sources per node.

1 Sources are shared between all nodes.

1 Each node h as two DVI inputs and two outputs.

1 One node can decode to two displays.

1 The Phoenix system has three user interfaces: Controller Manager, Web Manager, and Desktop
Client.

1 Only users that are assigned with the administrator  role can access the Web Manager.

1 A Phoenix system can be configured to encode DVI sources, RTSP sources, Remote Desktop
sources, VNC sources , and Still images.

1 The maximum resolution supported for sources that are encoded by a Phoenix node is 1080p
@30Hz .

1 The maximum output resolution sup ported is 2560x1600 @60Hz.

9 DVI sources are connected to the Phoenix node via DVI cables, all other source types are
connected via a network.

1 Audio is supported on Phoenix DVI sources and RTSP sources.

1 Wall audio is available through all of the audio -enabled decoding sources on the wall; but you
can only listen to one audio source. The audio source for the wall can be changed at any time

Phoenix System Troubleshooting Guide 3
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System Overview
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Troubleshooting

This section contains details for troubleshooting the Phoenix system.

General Troubleshooting

Verify the LED on each node is solid blue.

In the Web Manager, check if there are any alerts and resolve the related issues.

Troubleshooting Scenarios

The scenarios in this section provide step -by - step procedures for resolving specific issues. These
procedures assume you are familiar with using the Web Manager and the Desktop Client software.

You should perform the recovery steps one at a time, and then check to see if the issue is resolved.
itis resolved, stop.  If itis not, continue with the next step.

Rebooting a Node

Since this step may be necessary for diff erent troubleshooting scenarios, the steps for doing this are
provided here and referenced in other scenarios.
1. From the Edit Node page in the Web Manager, select the node.

2. Inthe Power Options  pane, select Restart and click the arrow icon
The node restart s.

Lait Node ! ’_' =
| NODE INFORMATION
:. B tiodes tis A Node Miowed Rslex o Doccdn o) ERcosing Tranucodng
= : Mok e PHOENDO0Y
Nade Pr :
" | Autormatically Aopw B Addnes Nusde Sevical Wuarmdmae: 040 5 04
VeNeAdGrese fa20 Actu 7509 900 2002 | MAC Address E3-4072-07-61 40
584 Addess 702 0,150 { St Loceer:
Stabmet Mk 205 265.0 9 |
Duaui y 10201 ]
Pedaredtoes 02010 |
Vi o Socutn the motke:
| At DN [ AT
B
TECHNICAL SUPPORT CONTACT INFO
Contmts Vo Lot
mdtkmmv')w
Dawer oniod tha node.

3. If the problem persists , call technical support

Phoenix System Troubleshooting Guide
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Troubleshooting

Source does not display on a wall

1. Make sure the source is powered on and operating normally.

From the Source s listin the Desktop ~ Manager, d ouble -click the source that is not being
displayed.

3. Verify the source is being played ( encoded) onyour computer .
4. Navigate to the Source  page in the Web Manager

5. Click on the source and verify the source is configured properly.
a. Checkthe associ ated input node and verify it is online and assigned to your controller.
SOURCE 5 - SONY BDS
SOURCE INFORMATION
Name: Source 5
Titlez Sony BDS Phoenix DV)

Input

Phoenix Node: PHOENK102

Encoding Input: A

Resolution: 1920 x 1080
Aspect Ratio: 16 %9
Capabilities Allownd:
Manned: | |

Bss: EB-40-F2-D2-61-6C

Thumbnail Refresh intesval: Normal

STYLEATTRIBUTES CURRENT ACTIVITY

Default Treatment: N/A None

Titling Font Overrides: N/ A
r" ~ n .’- ﬁuiﬁkmmwplﬁ ' o9 ’ P, ". ;

b. Verify the node is encoding .

Phoenix Web Manager

040106 - PHOENIX104
At Ny Wiles. Sagvels Selftmai e Fummwese

ik
Decader Tirpst s Qaiza
irpsto L JRIRTET E

m Un-assign

Input Settings
m Stop Decoding g g st A Dsalibend
6. Check the DVI connections and adapters from the source to the input connectors of the node.
7. Reset the Decoder Network Stream in the Desktop Manager
6 Phoenix System Troubleshooting Guide
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Troubleshooting

8.

LI 3T
|EEEEEEE 2N

Reboot the node associated with the source.

Sources - i\ ax

Sourg

Sourg < Reset Decoder Network Stream>
Sourd Refresh®

§ View in Web Manager

Sourg

o E{,‘T' Add to Favorites

Source 11

Source 13

Source 14

Workstation 1

Ranorex_still

+ o

Cannot hear audio from a source

Audio is
1.

supported

on RTSP Stream and Phoenix DVI Input sources.

Verify the source is selected as the audio source for the wall.

Referto Rebooting a Node

, page 5.

2.

vJ ator Window Source

or » |HE mm V] Enable
@ Cd B TaT o

Configuration = Layout

Management = Layout Background

Window 3 - Source 15 1

Test Pattern
\Elmage-iill!! B I U A-.' AV —

Window 4 €Source 107

Test Wall 4

B
(8

~136 ~

Titling

Open the audio for the source and verify you can hear it.

19 ~
1
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Troubleshooting

ﬁ

Search

Source S

Source §

Source 7

Source 8

Source 9

Soyrca 10

Sou

Sol )
ork Streams

Sou

Refresh Thumbnail

A S S
We @ View in Web Manager

Raf b Add to Favorites

BOPPbbbbbbb
ENNENE HD K

-

3. Verify the source is configured for audio and the settings are correct.

| Phoenix Web Manager

SOURCE INFORMATION
Namez Source 10

Title: Sory BO1O Phoenex DV
nput

Add Source P .
B Edit Source — Phoenix Node: PHOENIX10S

Aspect Ratic: 16 1 5 Encoding input: 8 4
Encoder Mac Addresss E3-40-F2-D2-5C-A3
Manned:

Refresh Intervalablonms!

4. Verify the audio cabling/adapters are configured properly for audio input and output. Refer to
the Phoenix Reference Manual for more information.

Tip: If audio can be heard from other sources on the wall, there is a problem between
your source andthe node. Ifaudio cannotbe heard from any source, thereis a
problem between the n  ode and the speakers/amplifier.

5. Verify the settingsand the volume control s onall audio devices are set correctly .

8 Phoenix System Troubleshooting Guide
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Troubleshooting

Tip: A source , such as a desktop computer, may have its own  volume control that is
simply turned downto o low. Checkif the computer source has a set of speakers that
may have a volume knob . Onlarge r system s, check any attached  amplifier s.

6. Reboot the node associated with the source. Referto Rebooting a Node on page 5.

Cannot interact with a source on a wall

Interaction is supported on Phoenix DVI Input , Remote Desktop, and VNC sources.
Verify Interactionisa  llowed for the source.

Source Profile WORKSTATION 1

—

Source List

SOURCE INFORMATION

i

Name: Workstation 1

Title: Workstation 1 VNC
Add Source
Edit Source
Aspect Ratio: 16 x 9 Port: 5800
¢Capabilities Allowed: £ Display Index: 1

Manned:

Thumbnail Refresh Interval: Less Frequently

2. Verify you are in Interaction Mode and engaged in a session with the source.

3. Onceengagedin Interaction Mode, click on the mouse cursor icon located on the top right
corner of the source on the actual wall. This will allow yout o interact with the source.

Phoenix System Troubleshooting Guide
020 -101186 -01 Rev.1 (09-2013 )
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Troubleshooting

indow 0 - Workstation 1 1

4. For Phoenix DVI Input sources, verifya n interaction cable (USB to Mini USB) is installed and
configured properly on the node (if the DVI is on input B, make sure the cable is going from
the sourceto the KVM B connector on the same node.) Refer to the Phoenix Reference Manual

for additional information.

Tip: As with all computers, USB devices and drivers often fail. Unplug ging a USB from the
device and plugging it back in often re solves the issue. You can also try plugging t he
USB into a different port on the computer or workstation.
5. Reboot the node associated with the source. Refer to Rebooting a Node on page 5.

All or part of the wall does not display

1. Verify all displays and nodes are plugged in, on , and operational.
2. Clear any existing test patterns from the wall, and then apply another one to see if your
output is working correctly

3. Verify the wall is configured properly and the node outputs are mapped to a wall.

10 Phoenix System Troubleshooting Guide
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Troubleshooting

Wall Profile TEST WALL 2

I Mapped Outputs: 2

Walls List 040104 040104 Unmapped Outputs: 0

B A
A Nodes: 1

Resolution: 2048 x 1200

Add Wall

H Edit Wall Experiencing problems with your system?

Reboot Wall
E Test Patterns

Refresh Rate: 59.94 Hz

Identify Nodes

4. Verify the DVI cabling/adapters are properly configured and the signal strengthis  good.
5. Reboot the wall.

Wall Profile TEST WALL 2

I Mapped Qutputs: 2

Walls List 040104 040104 Unmapped Outputs: 0
B A

Add Wall A Modes: 1
Resolution: 2048 x 1200
Ed editwau

E Test Patterns

Experiencing problems with your system? Refresh Rate: 59.84 Hz

{ Reboot Wall . Identify Nodes

B

6. If the problem persists, ¢ ontact technical support.

Cannot access the Controller

If you cannot connect to a controller in the Desktop Manager, Controller Manager, or Web Manager:
1. Verify all devices in the system are plugged in, on, and operational.
2. Your network may be down temporarily. Verify you can access it.
3. Verify your IP settings as well as other IP configurations on your network devices.
4

If you are connected wir  elessly (using Wi -Fi), verify your wireless connection is connected to
your LAN and not another network. The wireless connection cannot be your preferred Internet
connection.

Tip: Multicasting over Wi -Fi can be sensitive, and must be configured properly.

5. Verify your software is up to date. When you update your controller software via the Update
System option on the Global Settings page, you should be prompted to download the most
current software when you attempt to use the Desktop Client software

Phoenix System Troubleshooting Guide 11
020 -101186 -01 Rev.1 (09-2013 )
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Troubleshooting

Phoenix Desktop Client

LISTS

m Sources E Walls
E Layouts E Treatments

Recent Walls
Select Recent Wall -
6 Wed Manager
© Settings O Melp

o Node Profile 00008D - PHOENIX100Controller
& Change Comtrolle
Musdie Adisard s e v e N
Cortcler ® put A
- s LR TS

Decoder & gt B

treoder

6. If the versions do not match, download the Desktop Client software from the sign in page in
the Web Manager.

7. From the Global Settings page, r estart the system.

Global Settings ' SYSTEM SETTINGS

System Settings Update System

mw Browss your computer to find a..phw file to update the software and fiemware for your Phoenix systenm:

A BEWARE: Thin process requines saultiphe restarts of the xatem sod may
Protocol Tester take sevoral minutes 10 comgiete, whle your kysterm i offline. The process
Incliudies an intial reboot of the controlier and continues with rebootis) of
dependent nodes.

Refresh your system if you have encountered any unexpected problems. A system restart will reboot the display wall and all
associated nodes, and apply the last system save.

' Restart System
e ——

8. Ifthe problem persists, ¢ ontact technical support.

No controllers are available for the Desktop Client

If the computer you are using to run the Desktop Client has multiple network adapters and is
connected to an adapter that is not connected to the correct networ k, the controller may not be
available or the sources may not display on the wall simulator.

Change your network adapter for the Desktop Client by d isabl ing the automatic configuration of the
routing metric

1. From the Control Panel, click View network conne ctions.
12 Phoenix System Troubleshooting Guide
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Troubleshooting

& 3 =t B ComiFanel v & o remaG x

g Netwoark and Sharing Center

¥ View st ok (s 30l Rucics

“
Ve mutamiE T I il devces
Davices and Printers

“ Vv awvxce and prirden
m
& Dewce Marnages

* System
Visw gystesn sesaurce isage in Tesh Manages

5 Device Manager

? Action Center
Rtz your cotmgutes s datul and resstee asces

3 Device Managet

& Usdate devece dipvans

@ Semrcr Vardemny Halp and uspom far “view nataece

2. Double -click on the active network adapter.

;!:,' LA P » Cortect Pacel ¢ Netwosk and imtemet + Network Conmectam » v G Samcs Hintmok Connestione P
Crganas » =« 0l ®
~L Bheoeet ™ vEthenet - Vista VPN
fraksied vtscnntrot lse s ! Dwconnected
& |00 EISTRM Gyabt Hetwork @ siper ¥ Yiaust Evernet Adapter J WAN Miosport (IE42)

[t Wk
Not connatind
X . e — Aap

Sram =

H Tip:  To verify your active network adapter, view your basic network information.

Phoenix System Troubleshooting Guide
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€

..

S = TS v ANConodd Panel Rems » Network and Shanng Center v € Ssaech Comogl Faned
Costrol Panel Home View your bassc network mformation and et up connections
View your active nesworks
Charge sdapee settings
Change sdvanced Shanng wistacontrollocal Accens type |rternet
g Doman network C:-nm
Change your netwoseng sethings
Yt up & new tEntect T I nEtwook
Set up 3 beosaband, diakup, 0f VPN Connaction; or set op 3 Ioutes ar 3CCeTs povnt
_"} Troutissoot palierm
" Diagnoye and repar netwerk proks or gt L ng inf
= 2k
HemeGroup
wlernet Optices
Vindous Fusmal

»

3.

4.

Click the appropriate TCP/IP version, and then click

Click Properties

Properties

Tip:

Select by clicking the
checkmark, you will disable TCP/IP on your computer.

text, not the check box to the left of the text. If you clear the

14
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Troubleshooting

Networking | Sharing

Connect using:

E Intel{R) 82579LM Gigabit Metwork Connection

This connection uses the following items:

-4 Hyper-\ Extensible Vitual Switch

<& Microsoft Metwork Adapter Multiplexor Protocal
& Microgoft LLDF Protocol Driver

& Link-Layer Topology Discovery Mapper /0 Driver

Ingtall... Uninstall

Transmission Control Protocol/Intemet Protocol. The default
wide area network protocol that provides communication
across diverse interconnected networks.

=)
Description

ok || Cancel

5. Click Advanced

Generdl | Ntermate Configuration |

Tou can Qet P sattngs assgred ausomatcaly f your network supports
this capabiity. Otherwise, you need 9 agk your netwark administraltor
for the aporopriate [P cettings.

@) Ot an 1P address sutomaticaly
{)uUse the folomng 1° address:

@ Obcain DNS server address automatcally
1 Use the followng DNS server addresses:

Vatdate setbrgs woon exrt

6. Clearthe Automatic metric

check box, add a priority in the Interface metric

field (1 is the
first and highest priori  ty), and then click ~ OK.
Phoenix System Troubleshooting Guide 15
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Troubleshooting

No sources are displayed on the wall simulator

1. Verify there are sources on the physical display wall.

2. Fromthe Nodes listin  the Web Manager, select the controller that is controlling your system.
If you receive an error, the controller is unavailable.

3. Reboot the controller . Referto Rebooting a Node onpage 5.

4. Verify the controller is operating normally by viewing the node profile. Verify there are no
communication errors or critical al erts (temperature, memory, load, etc.).

5. Ifallappearstobe normal with the controller , from the Global Settings page, restart the
system.

| Global Settings

o

Browse your computer to find a..phw file to update the software and firmware for your Phoenix systerm:

1§ BEWARE: This process requires saultiple restarts of the systerm snd may
take sevoral minutes 10 comgiete, while your system is offline. The process
Includes an initial reboot of the controlier and continues with rebootis) of
the dependent nodes.

RINA_ NN AT O N e e T

Restart System

Refresh your system if you have encountered any unexpected problems. A system restart will reboot the display wall and all
associated nodes, and apply the last system save.

‘ Restart System

Received a Sorry, an error occurred while processing your
request message

16 Phoenix System Troubleshooting Guide
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Troubleshooting

If you received this message in the Web Manager when attempting to view a node profile , possible
causes are:

When displayed on the é Probable Cause

Metrics tab The background diagnostics results where unavailable for the node.

Utilization tab One of the following:

1 The node could not be found on the network.

1 The utilization for the node was unavailable.

Decoding tab One of the following:
1 The node could not be found on the network
1 The output configuration for the node was unavailable.

1 The decoding informat ion for the node was unavailable.

Encoding or Notes tab The node could not be found on the network.

To recover from this condition:
1. Check the network connector on the node.
2. Verify the node is available on the network (e.g. , use a ping command).
3. Check the configuration for the node.

A Still Source is not working

It is possible the image was corrupted. Edit the source profile and upload the image file.

A VNC Source is not working

1. Verify the source is on and operational.

2. Verify the VNC server is running on the source. You can check this by lo gging onto the source
machine and using the task manager to verify the TightVNC Server is running on the machine.

Phoenix System Troubleshooting Guide
020 -101186 -01 Rev.1 (09-2013 )
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3. Attempttol

4. Inthe Web Manager, v

File Options View

Name

W W PIOVIOEr MOST
& WMI Provider Host (32 bit)

+ @ iPodService Module (64-bit)

' C"n Microsoft Windows Search Inde...
L) Service Host: Network Service (..

» ] Epson Scanner Service (64bit)

& TeamViewer 8 (32 bit)
.21 Service Host: Windows Image A...

» 77 Intel® PROSet Monitoring Sesvi...

7 Device Association Framework ...

- @7 Epson Customer Participation

[®7 Bonjour Service
) Bluetooth Radio Management S...

@ Fewer details

Status

Processes qummglmhmrylw lumlmlsel\ntﬁ

an
e R

§33§§§§§§§§§3§§€

41% 0%

Memory Disk
RN - UmEs

20.6 M8 0MB/s
16 M8 OMB/s
284 M8 0MB/s
OMB/s

0OMB/s

0MB/s

OMB/s

0MB/s

OMB/s

0MB/s

OMB/s

OMB/s

OMB/s

OMB/s

0%

Network

UMOops

0Mbps
0 Mbps
0 Mbps
0 Mbps
0 Mbps
0 Mbps
0 Mbps
0 Mbps
0 Mbps
0 Mbps
0 Mbps
0Mbps
0 Mbps
0 Mbps

ogin to the VNC machine from your computer.

erify all information

(1P address, password or port number

on the source page and verify interaction is allowed

End task

) is correct

Refresh Thumbnail

Source Name:
Workstation 1

m:« Title (for walls):
Workstation 1 (VIHC)

Default Treatment:

No Treatment v

Thumbnail Refresh Interval

VNC Info

Password:

Display Index:

Network Info

Address:
1020229

Norma| v
| Override Default Bitrate ~ Kbps
Titling Overrides
By g the Titlng: heck {below), you will be able to override the source trling In every wall instance.
[J Yes, | want to override the default titling on this source.

5. After everything has been verified, reboot the Phoenix system.
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A Remote Desktop source is not working

1. Verify the source is powered on and operating normally.

2. Verify thereisno  other user currently logged into the remote machine.

Remote computer only  allows one user at a time to connect.

3. Verify Remote Desktop is enabled on the source machine ( from the control panel, click
System, and then ¢ lick on Remote Settings.)

View basic information about your computer

§ Dence Managw Windows edeion
y Pemots setings Vingows § Enterprae

& Sreem potecron mﬂmcwﬂm == WlndOWS 8

Sydem
Ratemg: m Wanoows Lipenence Inaes
Processoe aalR) Cone{TV) i7- 372000 CPU @ 280GHr 2.9 G
installed memory RAM: 300 GB (7.87 GB usable)
Sytem type 54-pa Opeating System, vBd-bazed processos
Pen and Touch: No Pan or Touch Input w avelable for the Diagtey

Computer name. doman, and workgroup setting:

Computer name Suppoa-laptop W Crange ceming:
P Full compuner name: Support-lagtop watacontrollocs
Acnon Center Compuater desornpiton
Windows Update Doman vistacontrol ocsd
Pert
r‘t‘r.fmnn:l Infarmation and Wi .
odh INGOWS acTevatIOr
Windows 1 UvIRed  Vies dutain i Windows ACnancn v
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| Computer Name | Hardware | Advanced I System Protection | Remate

Femote Assistance

Allow Remaote Assistance connections to this computer

What happens when | enabls Remote Assistance?

Remote Deskiop
Choose an option, and then specify who can connect.

(") Don't allow remote connections to this computer

Allow remote connections to th@

[ Allow connections enly from computers running Remote
Desktop with Network Level Authentication {recommended)

Lok || Gamedl || e |

4. Verify allinformation (user name, password, address, and port) is correct onthe  Source page
and verify interaction is allowed.

Ednt Source

Souee Typees  fipmons Deseny

(" Siemote Desktop Info

w2z

Pret:

e

5. Check your Windows firewall settings to make sure it is not blocking the Remote Desktop
Protocol. If it is, you can manually add an exception to the firewall exceptions list.

6. Attemptto connectto the source using Remote Desktop software from your computer.

7. If all steps have been verified, reboot the node associated with the source. Referto Rebooting
a Node , page 5.
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A RTSP source is not working

1. Verify the source is on and operating normally.

2. Attempt to login to the source by typing the IP address ofthesourcei n your browserés
address field .

3. Verify the settings for the source. This will differ for each manufacturer . You should verifyt he
main settings  (including the IP addresses, username , and password ) and verify any multicast

settings on the camera are enabled.

4. Verify the settings  for the source page inthe Web Manager . The settings should have the
correct information from step 3.

Phoenix Web Manager

EDIT SOURCE

Sascie Type

Soureeila
Network info

LRl
E3 Owieee Saiten e
T o34

Source Fyolle

Videw [ de mame

~aha et Ty

Sewrce Mama Poep Alnw

Swariw Tille (or wallsi:
Une Aa0mpmaus Akthen i atnn

oot Marma: Faszenrd:
Oefault Tingtmant:

Themtoad Retrest Intwrval
¥ Foroe Ueitaat (fiasbde mullicast)

¥ Awdio Allowed

R T i P L WPl o

5. Verify the Video File Name from the manufacturer matches the file name in the source profile
The filename can wusually be found i n t he Ofienanddninistter d s3c ument at i
required to configure the product . The file name provides a pathtothe RTSP stream.

6. Reboot the source.

7. Reboot the node associated with the source. Refer to Rebooting a Node , page 5.

Video is Pixelated or Green

This is usually caused by a faulty connection. Possible causes include:
1  The cable run could be too long.
The DVI adapters may be faulty.
There may be noise from high voltage devices or power inductions from faulty grounds.
The EDID configuration may be incorrect.
Check all connections betwe en the node and the source and the controller
Verify the video display resolution is set correctly .
Verify the resolution of the source.

Verify your EDID configuration

I

Restart the source.
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Unable to interact with a source

1. Verify you are in interaction mode and have selected the interaction icon on the wall (Green

Mouse Icon).
2. From the Source List in the Web Manager, select the source you wish to interact with.

3. Verify i nteraction mode is enabled.

Source Profile SONYDVD 3

SOURCE INFORMATION

Source List AR
Namez SONY Dvd 3
Tithes SONY Dved 2
Add Source
IilEdnSOune S;
Resolutiors 720 x 420
Aspoect Ratioz 3 x 2 7 -
Capabilities Allowed: (G .’-r
&

4. |Ifthe source isaHID -capable device that is configured as a Phoenix DVI Input source (e.g.,
workstation connected via DVI ), verify the USB to Mini USB cable is connected to the
corresponding input ( e.g., if w orkstation 1 is connected througha DVI connectoron Node 2 on
input B, make sure the USB is also connected from the USB port from the source to Node 2,

input B KVM) . Refer to the Phoenix Reference Manual for additional details.
5. If hardware is connected properly, restart the source.
6. After the sourc e is back online, attempt to interact with the source.

7. If you still cannot interact with the source, reboot the node the source is connected to.
to Rebooting a Node on page 5.

Unable to assign a controller

Refer

1. Make sure the controller is on and connected to the network. You can use the ping command

to verify this.

. Command Prompt
B >ping 18.2 _GH.1

Pinging 18.2.5%0.1 with 32 hytes of data:

Reply from 18.2.508.1: bytes=32 time<ims TIL=128
18.2.58.1: bytes=32 time{ims TIL=128
18.2.508.1: bytes=32 time<{ims TIL=128

Reply from 18.2.58.1: bytes=32 time=1ms TIL=128

Ping statistics for 18.2.50.1:

Packet=z: Sent = 4, Received = 4, Lost = @ (@x loss),
Approximate round trip times in milli—seconds:
MHinimum = Bms, Maximum = 1ms,. Average = Bms

H=w>
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2. Verify the controller is on the correct network ID and subnet ( e.g., your laptop and
environment are on 192.168.xxx.xxx with a subnet mask of 255.255. 0.0) . The nodes and
network should be configured properly, preferably on the same network ID.

[ NODE INFORMATION
v 9 v ing/Trany
Wode Allowed Roles: 71 Decodny (4 Encoding/Transcodis
Node Name:  Controbiar
Nodé Profile
alty Accutre 1P Adds
¥ 1PvE Address 5Gn BEZ8 45 !
¥ 1Pwt Address 102507 {\
Suboet Mask 25525500 (
Default Gateway 10201 ’
Preferad DNS 0001
|| Alternate DNS

3. Verify the software is up to date.

4. Make sure the node is not already a controller. You can verify this by opening the Controller
Manager , then select Un -assign a Controller.  If you see the controller in the list, it is already a
controller.

Phoenix Controller Manager
Use this wizard to create or update the Controller configuration
settings for your Phoenix system.
Assign Controller
v Select a Controlier hom the Ixt of un-atigred nodn
Assign Controller
2550n & Controler hom the S5t of cusment Cootrolers.
Update Controller
Change the I adderss and name of your (ontrolier
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Phoenix Controller Manager X

To un-assign a Controller, select a node from the Controller list (below) and click Next.
If you need help, use the Blink Node toggle to identify your hardware.

Controllers

Node ID P Address Biink Node

PHOENI01 10.2.0.158 B Un-assign Controller
SWENGINEERINGSS $0.3.3.183 B Node 1D

Wolvenne w2214 _

CTROENY 050500 102218 D Node Name
PO X 100C smeraller 10.3.0.158 B
1P Address

5. Restart the controller.

Display wall appears torn or out of sync

1. Verify the nodes are  synched together using the sync cable in the right configuration. Refer to
the Phoenix System Reference Manual for details.

Tip:  VESA format is recommended when frame synchronization is enabled.

2. Onthe Edit Wall page in the Web Manager, verify the Enable Frame Synchronization is
enabled.
EDIT WALL TOP WALL
Build Your Configuration - Step 1 {of 2}
uld a new wall for your Phoenix syatorn. The information you eoter (below) should configure 2 wall preview which matches your outpat sray. Once yoo have
Walls List DL 3 suctesaial will previens, Contings 0n 50 MAP yOUT Phonis NOGES 10 your GULEULS (0N the twist Page

Basic Information

Wall Name

AV AN NN

Wl manages's name
Wall Profile Top Wal
Output Array Output Format
2 Wice x ] High Format: ® Factory VESA
Output Spacing 1080y @XMk
Berel Compensation (#] Blend Sowenz (-] @ None Rotabon " 2 E F
Syachromdration
Hortontal Vertical
o Pixels

P gl ol - s ™ o O™,

IP address for the controller is not available in the
Desktop Client
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If you are connecting to a controller using a wireless connection or if you are connecting to a controller
from outside the subnet that the Phoenix system is connected to, you need to type the IP address of
the controller in the Select Controller field (it will not be displayed in the list).

Phoenix Desktop Client

Select Controller

Add a new node

1. Connect the node to the same LAN as the controller.

2. Editthe Nodetos etthelP address of the new node tothe same subnet as the controller . The
node reboots and obtains the latest software from the controller.

Problems with the entire network

If no nodes on your network can connect , you probably  have proble ms with the server functioning as
your primary domain controller or the Phoenix controller. You should go to this server to begin the
troubleshooting process. When existing issues with the server are resolved, proceed to the controller .

If the IP address o f the controller does not populate in the lists in the desktop client or controller

manager, you may have a multicasting net wor kode st iig . | f
because the nodesd id not connectto the network properly. They may have subnet issues or issues

within their network.

If you suspect that you have a problem with TCP/IP, use the PING command to ping  your own IP
address. Ifthe command succeeds , then TCP/IP is functional. However, this only means that the
protocol is functional; it doesn't necessarily mean that TCP/IP can communicate with the rest of the

world.

If the PING command is successful for the malfunctioning computer , use the PING command to ping
another computer on the same network  segment as the malfunctioning computer . Doing so will test
your network card. If the command fails, the network card is malfunctioning.

If the command is successful, use the command to ping the same computer using the  computer name
rather than its IP addre  ss. Ifth e command fails, you probably have a problem with your WINS or DNS
configuration, or possibly with your LMHOSTS file (if you use one).

Troubleshooting switching devices

Switching device failures usually affect groups of network de vices, although it is possible for only one
device to be affected. For example, a single port on a hub can go bad. If you've tried unsuccessfully to
troubleshoot a cable problem and that cable is plugged into a hub on one end, try plugging it into a

differ ent port or into a different hub.
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Technical Notes

This section contains useful information that describes some of the technical details for the Phoenix
system.

The r efresh interval for updatin g thumbnails is relative to the system load. The thumbnails are
updated for up to 25 sources at one time. If you have more than 25 sources to refresh, the
thumbnails will be refreshed in batches of 25. Valid values are never, less frequently (every 75
seconds), normal (every 60 seconds), or more frequently (every 45 seconds). For example, if you
have 50 sources with a refresh interval of normal, the first 25 sources will be updated every 60
seconds and the remaining sources will be updated after the first 2 5 complete the update.

Windows Features:
.NET Framework 4.5 Advanced Services
-ASP.NET 4.5
-WCF Services
-HTTP Activation
-TCP Port Sharing
Internet Information Services
Word Wide Web  Services
Application Development Features
.NET Extensibility 4.5
ASP.NET 4.5
ISAPI Extensions
ISAPI Filters
WebSocket Protocol
Common HTTP Features
Default Document
HTTP Errors
Static Content

Internet Information Services Hostable Web Core
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