Video End Site Troubleshooting Checklist
Video problems can be very complicated and can encompass anything as simple as end site equipment problems to network related issues. The first steps to troubleshooting video problems are often the most critical and having the correct information when calling about problems is crucial.

Some tips for troubleshooting and the kind of information to have when calling the TSSC (Technical Services Support Center):

1. Gathering Appropriate Information…is the first step in troubleshooting video problems. Asking the right questions makes all the difference. These questions should among others include: 
· Call at test time:  Try to report problems real time, and during event test time, this allows the TSSC’s to troubleshoot with minimal disruption to class time. 

· Event Name: What is the name of the event you are having problems with?

· Site Name: What is the name and 4 digit dialing number of your IVC site? ( Ex: USU-A; 2009 , MONUMENT-VALLEY-C; 4097, the building room number does not help the TSSC to identify the site )
· Nature of problem: Quality or connectivity? Quality of video, quality of audio, lack of connectivity or drop out issues, etc., etc. Please be prepared to indicate clearly the type of problem you are having.

· Codec Type: Is it a Tandberg or Polycom or other IP video device?

· New or Ongoing: When did the problem first appear? Has this been an ongoing problem? Was the device in operation and working properly before this problem started? Have you reported it to the TSSC before?

· Other information: Any other pertinent and relative questions that may apply.

This information will help the TSSC to more easily diagnose and resolve the problem. If the problem is not resolved the TSSC should indicate that they will open and escalate a trouble ticket to get the issue resolved as quickly as possible.  You can ask for a Trouble Ticket number for future reference if needed.

There are some preliminary tactics you can take before calling the TSSC for problems that may either resolve the problem, or give you more insight on the information to have when calling:

A. Basic Connectivity Checklist

1. Power to the unit.  “Is it on?” Is the power cord plugged in to the codec and the wall correctly?

2. Ethernet cable connection.  “Is the unit plugged into the network?  Is it plugged into the wall?
3. Verify IP address and status (green IP icon on menu page).
4. Are you aware of any other internet connectivity issues in the building?
5. Have you tried rebooting your codec?
6. Do you have good network connectivity lights on the back of the unit where the Ethernet cable plugs in? 
B. Audio Issues

1. Verify mixers and mics are on and working correctly, (you can call the TSSC at almost any time to do a mic check), monitors are turned up to appropriate levels and that RCA connectors are snug in the back of the codec and TV monitor.
2. Verify that all mics are off except the one that is actively speaking and that mics are turned off immediately after speaking.
3. Echo? Check that your mixer pot that controls the VCR is turned down and your TV monitor is not on CH 3 (it should be on Video 1 at all times except to   play back a VCR/DVD)
4. No audio: ensure that both the TV monitor volume is up and not muted and that the Crestron or Remote control volume for the codec is not muted and at an appropriate level.
5. Other sites report you have bad audio: You can mute all audio leaving your site by pressing the mute button on your remote control or Crestron control screen. Then call the TSSC to further troubleshoot the source of the audio problem at your site.
C. Video Issues

1. Verify that the projector or TV is properly powered on.
2. Verify that the correct input is selected on the projector or TV.
3. Check that the cables and connections are snug in the back of the video unit and the TV or projector.
4. Ensure you do not have the self-view for your unit selected and are looking at an auxiliary source and not the room camera and that you are looking at the incoming signal during a connection.
5. Contact the UEN TSSC, relay all this information to them
