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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.
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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.

GAUT|0N The procedures in this document assume a certain level of knowledge of electronics
and safety guidelines.

Document Conventions

The following format conventions 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 text, Phoenix-
6-digit serial number, the 6-digit serial number would be replaced by the actual serial humber).

Audience

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

Related Documents

The following documents may be useful references:
e Phoenix System Reference Guide, document number MAN-10115
e Phoenix System Quick Start Guide, document humber MAN-10116
e Phoenix System External Control Protocol Reference Manual, document nhumber 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 throughout 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 more Phoenix hardware nodes
as well as software connected through your Ethernet network.

The Phoenix System encodes and decodes sources. It accepts an input source, such as from a Blu-Ray
player or a remote computer, and encodes it into the H.264 industry standard for media. It then
transmits the signal over the network 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:
¢ A node can perform more than one role; it can be a controller, decoder, and encoder.
e One node is assigned as the controller for a Phoenix system.
e A controller manages up to 64 nodes.
e A wall supports up to 128 outputs.
e A wall can display 12 sources per node.
e Sources are shared between all nodes.
e Each node has two DVI inputs and two outputs.
e One node can decode to two displays.

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

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

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

e The maximum resolution supported for sources that are encoded by a Phoenix node is 1080p
@30Hz.
e The maximum output resolution supported is 2560x1600 @60Hz.

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

e Audio is supported on Phoenix DVI sources and RTSP sources.
e 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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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. If
it is resolved, stop. If it is not, continue with the next step.

Rebooting a Node

Since this step may be necessary for different 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. In the Power Options pane, select Restart and click the arrow icon.
The node restarts.

NODE INFORMATION

- Node Mllowed Ralex 1 Decodng o, ERCoting Tranodng
Mocks Warree: | PHOENIX103
Nade Profiie
' Autoematically Aopss B Addnes Nusde Serial Wurrdmee: 040104

W BNE AdGrese fo20 Actu 7509 9003 2882 WAC Address £3-40-72-02 61 4C
A Addrass 10 20,150 Soy Lo

Submet Mok 255 2050 0
Dufaui Gatowsry 10210 1

Prafered s 1020 10
sl e Socatn the mode:
Phan Mrde

TECHNICAL SUPPORT CONTACT INFO Power Optior
—

and cick the amow if you want to
Dower Onfof T node.

}

3. If the problem persists, call technical support.

Phoenix System Troubleshooting Guide 5
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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 Sources list in the Desktop Manager, double-click the source that is not being
displayed.

3. Verify the source is being played (encoded) on your computer.
4. Navigate to the Source page in the Web Manager.
5. Click on the source and verify the source is configured properly.
a. Check the associated input node and verify it is online and assigned to your controller.

SOURCE INFORMATION
‘ Source List e
Titlez Sony BDS Phoenix DV)

Input

Phoenix Node: PHOENKL02
Encoding Input: A

gress: E6-40-F2-D2-61-6C

n Edit Source
Resolution: 1920 x 1080

Aspect Ratio: 16 %2
Capabilitios Allowsd:

Manned: |

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

At Ny Wiles. Sagvels Selftmai e Fummwese

[
Decader Tirpst s Qaiza

m Un-assign
! Input Settings

m Stop Decoding p g opust A Decalibend

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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Sourg < Reset Decoder Network Stream>
Sourd Refresh®
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8. Reboot the node associated with the source. Refer to Rebooting a Node, page 5.

Cannot hear audio from a source

Audio is supported on RTSP Stream and Phoenix DVI Input sources.
1. Verify the source is selected as the audio source for the wall.

Test Wall 4

vJ ator Window Source Test Pattern
> [] Enable
ﬁ Moo Fa8T
| & Kartika -|36 -
nfiguration yout = . @nm -
onfiguratio ay'o ) Imege III..!! B U A-v A' s

Management = Layout Background Titling

B

Window 3 - Source 15 1 Window 4 €Sotrce 107)

Window 2 -

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

19 ~
1
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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 ¥ "
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 and the node. If audio cannot be heard from any source, there is a
problem between the node and the speakers/amplifier.

5. Verify the settings and the volume controls on all audio devices are set correctly.

8 Phoenix System Troubleshooting Guide
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Tip: A source, such as a desktop computer, may have its own volume control that is
simply turned down too low. Check if the computer source has a set of speakers that
may have a volume knob. On larger systems, check any attached amplifiers.

6. Reboot the node associated with the source. Refer to 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 Interaction is allowed for the source.

WORKSTATION 1

SOURCE INFORMATION
Source List
Add Source
3 Edit Source

Name: Workstation 1

Title: Workstation 1

Resolution: 1920 x 1080
Aspect Ratio: 16 x 9
Manned:

Thumbnail Refresh Interval: Less Frequently

i

VNC

IP Address: 10.2.0.229
Port: 5800

Display Index: 1

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

3. Once engaged in Interaction Mode, click on the mouse cursor icon located on the top right
corner of the source on the actual wall. This will allow you to interact with the source.

Phoenix System Troubleshooting Guide
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Troubleshooting

Window 0 - Workstation 1 1

4. For Phoenix DVI Input sources, verify an 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 source to 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. Unplugging a USB from the
device and plugging it back in often resolves the issue. You can also try plugging the
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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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 strength is 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, contact 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 wirelessly (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
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Troubleshooting

Phoenix Desktop Client

a Layouts E Treatments
ui‘u, LS EU’,--"

a Node Profile 00008D - PHOENIX100Controller
& Change Controlle
Musdie Adisard s e v e
Cortcler ® put A
Nodes List o

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, restart 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:

| BEWARE: Thin process requires saultiple restarts of the xysterm snd may
Protocol Tester take sevoral minutes 10 comgiete, while your kystem s offling. 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. If the problem persists, contact 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 network, 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 disabling the automatic configuration of the
routing metric:
1. From the Control Panel, click View network connections.

12 Phoenix System Troubleshooting Guide
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& 3 =t B ComiFanel v & venrewan x

Netwoark and Sharing Center
o View netvn ok it 30 tacis
Qe matwark connvections 3
E====.

Davices and Printers

*‘ Vv Swvwces s prirden
& Dewce Marnages

* System

Visw gystesn sesaurce isage in Tesh Manages
5 Oevice Manager

? Action Center
Reriew your computes  datus and ressfae asces

3 Device Managet
& Usdate devece dipvans

@ Semrcr Vardemny Halp and uspom far “view nataece

2. Double-click on the active network adapter.

© 1t @ CortetPased + Netwosk and mtsmet + Network Conmactons + v G am=s Motmirk Connestions .
Crganas » =« 0l ®
™y Bheedt ™ VEthemnet ~_ Veu'WN
Eratiied vwtacuntrot g t Cwconmected
I EISTRM Gyabt Netwok Myper V Viausd Eihvernet Adapter a WAN Mo port [I0E42)
-’ wrF

Not connetind
X . e — Auap

& tarm = =

H Tip: To verify your active network adapter, view your basic network information.
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View your basic network information and seLup connections
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= ks
HemeGroup
wlernet Optices
Vindews Fusmal

orget

3. Click Properties.

4. Click the appropriate TCP/IP version, and then click Properties.

Tip:

Select by clicking the text, not the check box to the left of the text. If you clear the
checkmark, you will disable TCP/IP on your computer.

14
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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
& Link-Layer Topology Discovery Responder

i nte Protora - e

Description
Transmission Control Protocol/Intemet Protocol. The default

wide area network protocol that provides communication
across diverse interconnected networks.

ok || Cancel

5. Click Advanced.

Generdl | Ntermete Configuration |

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

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

3

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

Vatdate setbrgs woon exrt

6. Clear the Automatic metric check box, add a priority in the Interface metric field (1 is the
first and highest priority), and then click OK.

Phoenix System Troubleshooting Guide 15
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No sources are displayed on the wall simulator

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

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

3. Reboot the controller. Refer to Rebooting a Node on page 5.

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

5. If all appears to be normal with the controller, from the Global Settings page, restart the
system.

Update System

Browse your computer 1o find a .phw file to update the software and firmware for your Phoenix systerm:

1§ BEWARE: This process nequines saultiple restarts of the xysterm snd may
take servorsl minutes 10 compiete, whils your kystem 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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If you received this message in the Web Manager when attempting to view a node profile, possible

causes are:

When displayed on the...
Metrics tab

Utilization tab

Decoding tab

Encoding or Notes tab

To recover from this condition:

Probable Cause
The background diagnostics results where unavailable for the node.

One of the following:
e The node could not be found on the network.
e The utilization for the node was unavailable.

One of the following:

e The node could not be found on the network

e The output configuration for the node was unavailable.
e The decoding information for the node was unavailable.

The node could not be found on the network.

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 logging onto the source
machine and using the task manager to verify the TightVNC Server is running on the machine.

Phoenix System Troubleshooting Guide 17

020-101186-01 Rev. 1 (09-2013)



CHRISTIE

Troubleshooting

File Options View
P:ocessuEPQM:]MWWIWIMIDM]WGJ

41% 0% 0%

Memory Disk Network
B ume/s UmMops

206ME OMB/s  OMbps
16ME  OMB/s  OMbps

Name Status
W) W FTOVIOer MosT )

& WMI Provider Host (32 bit)

- €@ iPodService Module (64-bit)

" g% Microsoft Windows Search Inde... 284 M8 0MB/s 0 Mbps
09 M8 0MB/s 0 Mbps
0gmMs OMB/s 0Mbps

594 M8 0MB/s 0 Mbps
6.7 MB OMB/s 0 Mbps

0MB/s 0 Mbps
0MB/s 0 Mbps

) Service Host: Network Service (..
» ] Epson Scanner Service (64bit)
=7 Antimalware Service Executable

(» [V TightVNC Server )

& TeamViewer 8 (32 bit)

.21 Service Host: Windows Image A...
» 87 Intel® PROSet Monitoring Sesvi... OMB/s 0 Mbps
#7 Device Association Framework ... 0MB/s 0 Mbps
OMB/s  DMbps
OMB/s  OMbps

OMB/s 0 Mbps

- @7 Epson Customer Participation

[®7 Bonjour Service

FRIIIRIRII I 3R R R

) Bluetooth Radio Management S...

v

@ Fewer details End task

3. Attempt to login to the VNC machine from your computer.

4. 1In the Web Manager, verify all information (IP address, password or port number) is correct
on the source page and verify interaction is allowed.

| =

Display Index:
i 0 <
Refresh Thumbnail
Network Info
Source Name: Address:
Workstation 1 1020229

syura Title (for walls):
Workstation 1 (VIHC)

Default Treatment:

o Treatment =
| Manned (operator attended)

Thumbnail Refresh Interval

Norma| -
] Override Default Bitrate  Kbps

Titling Overrides
By selecting the Titling Overrides checkbox (below), you will be able to override the source trling In evary 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 there is no 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 click on Remote Settings.)

View basic information about your computer

§ Device Manage Windows edeion

Wt -
& Sreem potecron ;ﬁ;ﬂmfwum == WlndOWS 8

Sydem
Ratng: mx‘-rvn:m.ixzceﬂ = inoe
Proceisoe Sael(R) Conn{TIV) i 7- 372000 CPU @ 280GHr 2.9 GHx
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
Acnen Center Computer desogton
Windows Update Dormanm vistacontrol ocsd

Pedormance Infermation and

1 Wingows actnation
ooh

Windows o UvIRed  ¥ies dutain i Vindows Aancn 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 all information (user name, password, address, and port) is correct on the Source page
and verify interaction is allowed.

Edit Source

[wzazr

Pret:

e

Nika's Laptyp (RUDY

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. Attempt to connect to the source using Remote Desktop software from your computer.

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

o

Verify the source is on and operating normally.

Attempt to login to the source by typing the IP address of the source in your browser’s
address field.

Verify the settings for the source. This will differ for each manufacturer. You should verify the
main settings (including the IP addresses, username, and password) and verify any multicast
settings on the camera are enabled.

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

Phoenix Web Manager

Soureeila
Network info

LRl
E3 Owieee Saiten e
T o34

Source Fyolle Part:

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

Verify the Video File Name from the manufacturer matches the file name in the source profile.
The file name can usually be found in the product’s documentation. Often an administrator is
required to configure the product. The file name provides a path to the RTSP stream.

Reboot the source.

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:

ks N

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 between 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.

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 interaction mode is enabled. ]
Source Profile SONY DVD 3 ?

— ¢

Aspect Ratio: 3
Capabilities Allowed: C‘ .J.-r

4. 1If the source is a HID-capable device that is configured as a Phoenix DVI Input source (e.g., a
workstation connected via DVI), verify the USB to Mini USB cable is connected to the
corresponding input (e.g., if workstation 1 is connected through a DVI connector on 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.

SOURCE INFORMATION ?

Namez SONY Dvd 3

Tithes SONY Dved 2

5. If hardware is connected properly, restart the source.
6. After the source 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. Refer
to Rebooting a Node on page 5.

Unable to assign a controller

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. SB 1 with 32 hyteg uf data'

Reply from 18.2.58.1: b TTL=12Z8
Reply from 18. 2 L@.1: byt TTIL=128
Reply from 18.2.58.1: byt i TTIL=1Z8
Reply from 18.2_.58.1: bytes i TTL=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

Nodes List A Node Allowed Roles: v Decodng v Ercoding/Transcodin
& 5
Node Name:  Controbiar
Nodé Profile '
- 1 Adck

¥ 1PvE Address

I¥1 1P Addiress 102507
Suboet Mask 25525500

Default Gateway 10200

Ay~

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. On the Edit Wall page in the Web Manager, verify the Enable Frame Synchronization is

enabled.
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 Liss Dt 3 succesaial Wall previe, Contings 00 50 Map yOur Phisnis NOGES 10 your OULEuES (0N the twiat page -
Basic Information
Wall Mame Wall manage's name
Wall Profile Top Wal
Output Array Output Format
2 Wice x ] High Format: ® Factory VESA
Output Spacing e dssateind
Bersl Compensation () Blend Soeenz (-} @ None Rotatom (111 ¥ Enabie Frame -
Syachromdration é
Horwontal Vertical
o Pinels

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. Edit the Node to set the IP address of the new node to the 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 problems 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 of the controller does not populate in the lists in the desktop client or controller
manager, you may have a multicasting network issue. If you don’t see a node on the node list, it is
because the nodes did not connect to 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. If the 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 address. If the 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 devices, 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
different port or into a different hub.
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This section contains useful information that describes some of the technical details for the Phoenix
system.

Refresh Thumbnails

The refresh interval for updating 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 25 complete the update.

Internet Information Server (lIS) Setup for Web
Manager

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

Phoenix System Troubleshooting Guide
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IIS Configuration:
Application Pools -> DefaultAppPool->Advanced Settings

Process Model->Identity: should be an admin account for the box (something like
PHOENIX....). Requires username/password

Sites->DefaultWebSite
Authentication->Anonymous Authentication
Set to Application pool identity
Authentication->Forms Authentication

Set to Enabled

Permissions:
C:\Applications\Phoenix\Version x.x.x\WebClient
Right Click->Properties->Security (Tab)
Add:
IIS_IUSRS
IIS AppPool\DefaultAppPool
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