Vault Support Checklist

General Questions to ask yourself and help define the problem:

1. How can you most efficiently define the problem using the smallest number of words? (imagine each word you use costs you $5)

2. What information do you need to solve the problem? 

3. What information do you have?

4. What are the benefits of solving the problem? 

a. (is it worth solving? 

b. Aside from the technical aspects, what are the business implications?

5. What is not known? (Is there a bigger problem you are not being told about?)

6. What do you not yet understand? (what do you need to know to)

7. What is NOT the problem? (document what has already tried)

8. Can you provide precise instructions on how to reproduce this? (if needed the files\backup as well?)

a. Would drawing a diagram of the problem help explain it to someone else?

b. Would taking a screenshot help explain it to someone else?

c. Would recording a movie with Jing help explain it to someone else? 

9. What cannot be changed? (OS, SQL, Vault, time constraints, deadlines).

Supportability Questions.

1. Have you checked Autodesk.com for any relevant Vault\CAD Client Hotfixes that address this issue?

a. Vault
b. Inventor
c. AutoCAD Mechanical
d. AutoCAD
e. For others See Product Support 

2. Have you searched for the error message? (google\bing etc)

3. Is the problem reproducible after restarting the machine? (Client and Server)

4. Have they run a maintenance plan? See Advanced Configuration Guide (ask for the log)

5. Did it suddenly start? Or has it always been like this? 

a. When did it start? What changed?  Suspect; Windows Update, Configuration changes (client\server), Group Policy, Network Configuration (driver settings)

6. Is it a supported Environment? (See Vault System Requirements)

a. Check Operating System version and language

b. Check SQL version and language.

c. Check Vault Server version and language (See TS1093327)

d. Check CAD Client version and language(See TS1093327)

i. Note: All languages must be the same. Ie Vault, OS and SQL.

7. Have they uninstalled\reinstalled all components?

a. Vault 2010 Client (See TS1104567)

b. Vault 2010 Server (See TS1104187)

c. Vault 2011 Server (See TS15038912)

d. Vault 2012 Client (See TS16662442)

e. Vault 2012 Server (See TS16662284)

8. Is the client and server all up to date with maintenance patches?

a. Have they installed all the latest updates on the server?

Are there any special instructions in the readme that were not followed?

b. Have they installed the latest Updates to the CAD Applications?

Are there any special instructions in the readme that were not followed?

c. Have they installed the latest Updates to the Vault Client?

Are there any special instructions in the readme that were not followed? 

9. Can you reproduce it, if you restore their backup to your server? (minus the backup)

Troubleshooting Questions

· Is it a Server Or Client issue?

· Does it affect one, multiple or all clients?

· Can you reproduce it, if you create a new Vault on the same server?

· Is it reproducible in the latest release?

· Does it happen if you are NOT logged into Vault? 

· Can you reproduce when you log in as another Windows user?

· Are you logged in as a member of the Local Admin, Power users or Normal Users?

· Can you reproduce when you log into Vault as another Vault user? (using Windows Authentication)

· Can you reproduce when you log into Vault as another Vault user? (NOT using Windows Authentication)

· Did you try logging into Vault as a user with a different level of permissions?

· Did you try deleting the local Vault user Profile?
· Did it install from the media or network deployment? (suspect a corrupt deployment)

· Can the problem be reproduced when Anti-Virus and the Firewall is disabled? (On the Client)

· Can the problem be reproduced when Anti-Virus and the Firewall is disabled? (On the Server)

· Can the problem be reproduced when Anti-Virus and the Firewall is disabled? (On both Client and Server)

· Can you provide all the log files? (vlogs, ADMSConsole logs, JobProcessor logs, Event Viewer Logs)

Lastly, Have you questioned all assumptions?
