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Network Problem Resolving

By Bruce Melcher, SSAISD


First I will explain a little about terminology.  In order to clearly understand and describe problems, you need to understand ‘networkese’.  The Glossary starts on page 5 for more information.  Your computer is considered a workstation.  It and all the other computers on your campus are attached to the campus server.  This workgroup is known as a LAN (Local Area Network).  Each campus is a LAN.  The LAN’s are all tied together and are called a WAN (Wide Area Network).  This WAN is called “the district network”. 


The software that ties all the workstations and servers together is Novell NetWare.  When you turn your computer on, you will get a “Novell” login box.  If your computer is NOT attached to the server or the campus server is NOT working, you will NOT get the Novell login box.  What you may see is the “Windows” or “Microsoft Network” login box.  You can easily identify the difference by noting the box identification in the upper left corner of the login box.


GroupWise is the Novell written email program that the district uses.  This program relies upon Novell NetWare and utilizes the district’s network for transmitting messages.


Now that you fully understand NETWORKS, let’s delve into the INTERNET.  The Internet, or World Wide Web (WWW), is accessed by way of a browser.  The district standard is “Netscape”, but “Internet Explorer” is also a popular browser.  This is a huge simplification, but the magic that makes the Internet accessible from your workstation is TCP/IP.  As I said, it is a simplification, but that is all you need to know about TCP/IP to diagnose the problem.

Getting down to finding the Problem!


Hand in hand with knowing terminology is observation.  From the time you turn your computer on until Netscape is loaded and you are not surfing, there are numerous clues to the problem that you are having with your network connection.  (Region 20 connection problems usually parallel the problem with “getting out” on the Internet)  


The first step to take if you are having a problem with “login” to Novell/GroupWise, or “getting out” on the Internet, is to see if anyone else in your vicinity is having the same problem.  If you are the only one having a problem, then we can narrow the riddle down to your workstation.

Finding the Problem

The following is a troubleshooting sequence to narrow the enigma down.  Start at step 1 and continue until you are told to notify Technology.  Let Technology know at which point you called; i.e. “Step 1cc no”

Note: Region 20 problems.  If your computer does not have Novell, and you are having a problem with Region 20, skip down to Region 20, step 7, page 4.  If your computer has Novell, start at step 1.

Novell Login

1. Are you getting the Novell login when the computer is started?  

A. Yes, continue with step 2. 

B. No, on all the computers, call Technology and report code “1B”.

C. No, but only on one computer.  Shut the computer down and turn the power off.  Wait about 10 to 20 seconds and turn the computer back on.  If you still have a problem, continue.

a. Check the network cable between your computer and the wall.  When I say check, I mean physically grab the plug on each end of the cable and press it into the outlet. 

b. If the cable is plugged in properly, then plug the non-working computer’s cable into a working computer’s network outlet if there is a working computer outlet near by. Restart the computer, if you still do not get the Novell login, notify Technology and report code “1CB”. 

c. If there is NOT a working outlet nearby, look at the back of the computer where the cable plugs in.  Is there a green light AND a flickering orange light?  Call Technology and report either code “1CC no lights”, “1CC only a green light” or “1CC yes, both lights”.

2. You get the Novell login, are you able to log in? 

A. Yes, GroupWise problems go to step 3.  Netscape problems go to step 4.

B. No, notify Technology and report code “2B” along with a description of your problem.

GroupWise

3. Did GroupWise attempt to start but failed after Windows started? 

A. Yes, notify Technology and report code “3A”.

B. GroupWise loads, but you have other problems.  Notify Technology and report code “3B” and a description of your problem.

Netscape

4. Start Netscape.  Did Netscape open?

A. No, notify Technology and report code “4A”.

B. Yes, continue with step 5.

5. Can you access any Internet sites?

A. Yes, there is no problem. 

B. No, go to step 6.

6. Have you previously accessed the Internet on this computer?

A.
No, notify Technology and report code “6A”.

B.
Yes. Using the mouse, go to “Start” and left click on “Run”. Type in winipcfg .  Select “OK”.  Are there all zeros in the IP address box?

a. No, notify Technology and report code “6BA”.

b. Yes, notify Technology and report code “6BB”.

Region 20

You are here because you do not have Novell installed and are unable to log in to Region 20.  First, check to see if anyone else on your campus or in the district is having problems logging in to Region 20. 

7. Are others in the district having a problem?

A. Yes, the problem is most likely with Region 20.

B. No, but more than one computer on my campus is not reaching Region 20, call Technology and report code “7B”.

C. No, I’m the only one having a problem.  Shut the computer down and turn the power off.  Wait about 10 to 20 seconds and turn the computer back on.  If you still have a problem, continue.

a. Check the network cable between your computer and the wall.  When I say check, I mean physically grab the plug on each end of the cable and press it into the outlet. If the cable is plugged in properly, continue with step 8.

Netscape

8. Start Netscape.  Did Netscape open?

A. No, notify Technology and report code “8A”.

B. Yes, continue with step 9.

9. Can you access any Internet sites?

A. Yes, there is no problem. (Region 20 failure is probably located at Region 20 and not at the district level.)

B. No, go to step 10.

10. Have you previously accessed the Internet on this computer?

A. No, notify Technology and report code “10A”.

B. Yes.  Using the mouse, go to “Start” and left click on “Run”. Type in winipcfg .  Select “OK”.  Are there all zeros in the IP address box?

a. No, notify Technology and report code “10BA”.

b. Yes, notify Technology and report code “10BB”.

Glossary of Terms


These terms were gleaned from the C|NET online glossary.

browser - In brief, a browser is your interface to the World Wide Web; it interprets hypertext links and lets you view sites and navigate from one Internet node to another.  Among the companies that produce browsers are NCSA Mosaic, Netscape, and Microsoft, as well as commercial services like CompuServe, Prodigy, and America Online.

Email (electronic mail) - Whenever you send messages to people using a computer and they read it later, you've sent a piece of email.  You can send email in several ways--across a local area network, via the Internet, or through an online service like CompuServe or America Online--and you can send it to a single recipient or to a whole slew of them.  But all email behaves pretty much the same way: you send it to a virtual mailbox, and the recipient has to pick it up or can use software that does it automatically.

HTML (Hypertext Markup Language) - As its name suggests, HTML is a collection of formatting commands that create hypertext documents--Web pages, to be exact.  When you point your Web browser to a URL, the browser interprets the HTML commands embedded in the page and uses them to format the page's text and graphic elements.  HTML commands cover many types of text formatting (bold and italic text, lists, headline fonts in various sizes, and so on), and also have the ability to include graphics and other non-text elements.

Internet - The Internet originated in 1969, in the midst of the Cold War, as a "nuke-proof" communications network.  As you might guess, it received most of its early financing from the U.S. defense department.  Now, however, it consists of countless networks and computers across the world that allows millions of people to share information.  The lines that carry the majority of the information are known as the Internet backbone.  While the government used to run things, now major Internet service providers (ISPs) such as MCI, GTE, Sprint, UUNET, and ANS own portions of the backbone--a good thing as they have the motivation and the revenue to maintain the quality of these large networks.

intranet - A play on the word Internet, an intranet is a restricted-access network that works like the Web, but isn't on it.  Usually owned and managed by a corporation, an intranet enables a company to share its resources with its employees without confidential information being made available to everyone with Internet access.

IP address (Internet protocol address) - This address is a unique string of numbers that identifies a computer on the Internet.  These numbers are usually shown in groups separated by periods, like this: 123.123.23.2. All resources on the Internet must have an IP address--or else they're not on the Internet at all.

LAN (local area network) - A local area network is a short-distance network used to link a group of computers together within a building.  A piece of hardware called a hub serves as the common wiring point, enabling data to be sent from one machine to another over the network.  LANs are typically limited to distances of less than 500 meters and provide low-cost, high-bandwidth networking capabilities within a small geographical area.

NIC (network interface card) - An adapter card that physically connects a computer to a network cable.

RJ-45 - RJ-45 connectors look a bit like a standard phone connector but are twice as wide (with eight wires).  RJ-45s are used for hooking up computers to local area networks (LANs) or for phones with lots of lines. 

TCP/IP (transmission control protocol/Internet protocol) - These two protocols were developed by the U.S. military to allow computers to talk to each other over long distance networks.  TCP/IP forms the basis of the Internet, and is built into every common modern operating system (including all flavors of Unix, the Mac OS, and the latest versions of Windows).

WAN (wide area network) - Take two local area networks, hook them together, and you've got a WAN. Wide area networks can be made up of interconnected smaller networks spread throughout a building, a state, or the entire globe.

World Wide Web - Also known as the WWW, the W3, or most often simply as the Web, it was originally developed by CERN labs in Geneva, Switzerland.  The World Wide Web Consortium oversees continuing development of the Web.  The Web can be described (dryly) as a client/server hypertext system for retrieving information across the Internet.  On the Web, everything is represented as hypertext (in HTML format) and is linked to other documents by their URLs.  The Web encompasses its native http protocol, as well as ftp, Gopher, and Telnet.

Network Problem Code Conversion

Code
Responder
Probable Problem

1B
Network
ALL workstations not detecting Novell server

1CB
NW then HW
1 workstation not detecting Novell

1CC no
Network
Dead drop

1CC green
Network
Dead drop

1CC yes
Hardware
1 workstation not detecting Novell

2B
Network
Workstation detects Novell, but will not log in

3A
NetWare
GroupWise may need reloading

3B
Network, NW
User setup, reload GroupWise

4A
Software
Netscape may need reloading

6A
Network
Network Config/Netscape may need TCP/IP set

6BA
Hardware
Possibly a bad NIC, or drivers 

6BB
Network
Workstation not getting DHCP address

7B
Network
ALL workstations not getting out on TCP/IP

8A
Software
Netscape may need reloading

10A
Hardware
Possibly a bad NIC, or drivers

10BB
Network
Workstation not getting DHCP address

Responder: HW – Hardware, NW – NetWare (Network Software)
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