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Neo Hardware Issues

IMPORTANT:

e To froubleshoot Neo hardware issues, all solutions should be performed without Trinity. Disconnect
the DB9 connector and check in the Neo software that a red cross is displayed on Trinity.

e Ensure mains power is only connected to Neo and there are no wire connections between Neo
and Trinity.

Error messages

‘Check fuse’

e Ensure the fuse is not blown.

e Check the fuse is not over tightened. This can cause it to be turned past the contacts.

¢ Connect to a different power supply socket (use different GPO) to power your equipment.
e Ensure the power supply is on and connected properly to Neo.

‘No mains power’ or ‘Check mains polarity’

e Use the solution as per 'Check fuse' above.

o Try the tests with 2-3 different assets.

e Perform a class 2 leakage test without any asset connected only on Neo (no Trinity).

¢ Connect to a different power supply socket (use different GPO) to power your equipment.
e If using a new extension lead, try a different one in case it is faulty.

‘Low AC adapter voltage (between 1V- 6V)' and not charging

e Use the solution as per 'Check fuse’ above.

e Ensure the AC adapter is properly connected on the power supply.

e If possible, connect a different Neo AC adapter to verify the actual AC adapter has no issues.

‘Byte3’ often indicates a USB issue within the computer

e Check the USB connection.

e Perform the test without hub and direct connection to PC.
e Start the Neo software and hardware.

e If unsuccessful, restart the PC.
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Problems

Constantly failing earth continvity of leakage test

e Use the solution as per 'Check fuse’ above.

e Ensure the earth probe is properly connected/ if possible change the probe.

e Try the tests with 3-4 different types of assefts.

e Try connecting to the different earth parts of the asset.

e If using extra-long leads, ensure the settings are correct in the ‘Long Leads’ section in Setfings.
Repeat the test without the long leads aftached.

Replace the plug or extension lead used to power up the unit (trolley).

Red cross on AC adapter, battery

e If the AC adapteris connected correctly this may indicate a problem in the USB connection to
the hardware.

¢ Change the USB port on hub.

e Try connecting without hub, Connect the USB cable from Neo directly on PC.

e Restart the Neo software.

e Restart the PC.

Constant failures on leads or EPODs

e Connect leads directly on Neo.

o Test with 3-4 different leads and EPODs.

e Ensure leads are properly pushed into the Neo sockets.

e If using extra-long leads, ensure the settings are correct in the ‘Long Leads’ section in Settings.
Repeat the test without the long leads attached.

Scanner does not scan properly. Asset is not displayed when scanning.

e Asset ID is not recognised. This is due to an incorrect keyboard layout being selected for the
tablet. This is common following a Windows 10 upgrade or on a new Windows 10 PC when the
keyboard default is set to UK.

e Verify the asset ID:

— Open Notepad.

— Scan the asset code info it.

— Ensure the asset code starts with I and ends with #, for example 14614A5D48595#

— Ifthe l and # are not there or are different, for example, ! and £, the scan will not work.

— If the codes are missing completely the scanner will need to be programmed to add them.
This would only occur with a new scanner which has not been configured af the office.

¢ Change the default keyboard:

— Go to Control Panel.

— Select ‘Language’.

— Inthe 'Options’ menu, remove all keyboards other than US. If for any reason additional
keyboard layouts are required, ensure the US keyboard is the default.

Wi-Fi icon is red
¢ Indicates Wi-Fi is not connected. Tap on the icon to attempt to reconnect.
e Also see section ‘Could not search the job and Wi-Fi in Neo is off (red)’

2
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Neo Software Issues

Errors

‘Device not connected’

Check all connections to ensure Neo is connected properly.

Check USB connections and hub.

Try connecting without the hub.

It may be necessary to restart the application or PC if the issue is USB related.

‘Duplicate assets will be created after some assets’

Change the last asset ID in Settings. Increase ID or change character to the next one.

The adaptor has been disconnected. Connect to a power point or Neo.

- The battery is low. Connect to a power point or Neo.

£ No connection between the serial port and the socket box. Connect the
= q
-8 hardware as per the diagram in section ‘Neo Hardware' in the Neo User Manual.

Problems

Required makes, asset types or logos are not avdilable.

ATS Updater program is out of date.
Uninstall the current version of the ATS Updater. Download and install the latest ATS Updater.
Refer to the section FAQs.

Data not uploading or downloading.

Ensure the date format is set to day-month-year on the tablet in control panel.
Ensure the tablet is connected to the internet. The Wi-Fi icon should be green. If it is red, tap on
the icon to attempt to reconnect.

Could not search the job and Wi-Fi in Neo is off (red)

Disconnect and connect the Wi-Fi again.

Tap on the Wi-Fiicon in Neo to attempt to reconnect.

If Neo is still displaying no Wi-Fi, restart the PC.

Ensure the Wi-Fi connection has intfernet access.

Some mobile phone hotspots can be unreliable. Try changing location or test on a different Wi-
Fi connection if possible.
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Printing Problems

Label printing over 2 labels or printing stops with red error light

It is necessary to set the gap sensor.
1. Turn the power off,

2. Hold ‘Pause’ whilst turning the power on.

On / off
switch

3. Once the labels start to feed out of the printer, let go of the button. Wait for the feed to stop.
4. Switch the printer off and on again.
5. The gap has now been sef.

6. Wind back the labels to avoid wastage.

No text printing on the label — only barcode and logo

It is necessary to uninstall / disable the anti-virus software. Follow the same solution detailed in the
section ‘Data corruption / unable to run program’.

4
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Label not pulled back after power restored

This can happen on some older printer models especially. Click the label backup icon . This pulls
the label back a predefined distance.

SxXGI0e

Moo riait

IMPORTANT: To enable this to work it is necessary to share the printer in Control Panel printer setup.

1. Go to Control Panel.

2. Select Devices and Printers.

,g,,;" Devices and Printers

3. Right click on the printer used for printing labels. Select Printer Properties.

7

WP
h‘ggir See what's printing
= Set an default printer

Printer properties
Create shortcut

Troubleshoot

Remove deve

Properties
—— 4
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4. Click on the 'Sharing’ tab.
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5. Select ‘Share this printer’ checkbox.
6. Enter the share name NEO.
7. Click Apply.

8. Click Ok

9. A symbol displays indicatfing the printer is now shared. The actual symbol may vary depending
on the version of Windows.

)
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Printer installation fails

The installation gets to the final stage but no printers are shown as successfully installed. (This applies
mostly to Windows 10.) Restart the PC if the printer has just finished as sometimes it may not appear
until rebooted.

Seagull Driver Wizard Co
Successtully

The following operations were compieted succassfilly:

=

Install an alternative printer driver by following the link on the Neo website:

www.datatransformation.com.au/Software/neo/neo.html

Or, follow the instructions below to install from Conftrol Panel.

1. From the Start menu or Control Panel, select Devices and Printers.
;.g.,;fl Devices and Printers

2. The wizard scans for printers.

w

Select Add a Printer.

4. Select The printer | want isn’t listed.

The printer that | want isn't listed

5. On the next pop-up, select Add a local printer or network printer with manual settings.

(®) Add a local printer or network printer with manual settings

6. Click Next.

7
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7. Leave the selection on Use an existing port:

8. Click Next.

9. Select Have Disk...

10. Select Browse...

EPSON

Choose a printer port

A printer port s a type of connection that allows your computer to exchange information with a printer.

®) Use an existing port: LPT1: (Printer Port) ~

O Create anew port:
Adobe PDF Part Monitar

Cancel

| ‘ EPSOMN WF-3640 Series
v

Install From Disk

Insert the manufacturer's installation disk. and then
‘H make sure that the comect drive is selected below
Cancel
Copy manufacturer’s files from:
|ﬁ ~ | | Browse...

11. Navigate to the Seagull folder on C:\

12. Select the TSC.inf file.

13. Click Open.

T Locate File

Look in ‘ Seagull w | @ ¥ = m-

Name . Date modified

is] TSCoinf 16/07/2014 859 AM e
<

Filename: [ TSCinf ~| [Open

Files of type Setup Information {™.inf) Cancel

14. Click OK and follow the steps to complete the wizard.

15. Once complete, the printer should appear in printer list.

v
[5) This driver s digitally signed. Have Disk...
Tell me why driver signing is important
Mext Cancel

8
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16. Right click on the printer icon and select Printer Properties.

a

te ]
See what's printing

Set as default printer
Printing preferences

Printer properties

Create shortcut

) Remove device

Troubleshoot

Properties

17. On the Ports tab, select the USB port the printer adapter is using.

f'=t Tagging LPT1 Printer Properties

Fonts Tools About
General Sharing Ports Advanced Color Management Security

.:?:. Tagging LPT1 Printer

9
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Printer missing in Control Panel

The printer can sometimes be missing after Windows updates. It is necessary to add the printer again.
1. Navigate to C:\ on the PC.
2. Ensure there is a folder called ‘Seagull’.

Note: If the folder does not exist, the printer has not been previously installed or the driver folder
has been deleted. Refer to the ‘Neo Printer Setup’ manual to install the printer.

3. From the Start menu or Control Panel, choose Devices and Printers.

4. Select Add Printer.

» Control Panel > All Control Panel ltems > Devices and Printers v O Searct

Add a device Adda pnnter

~ Devices (7)
_
ATIHDMI Output  ATS-WS-011 LG LG Logitech® Logitech® USB Keyboard
(ATl High 22MP55(Analog)  22MP3S(HDMI)  Performance  Unifying Receiver
Definition Audio Mouse MX™
Device)

~ Printers ()

Canon iPF635 Lanier DT Lanier Workshop ~ Microsoft Print to Microsoft XPS novaPDF Lite v Send To OneNote  Send To OneNote
PDI Document Writer 2010 2016

5. Select the required printer from the list.

Choose a device or printer to add to this PC

Select a device

FX DocuCentre-V C5580 PCL 6 on
ATS-5B5M
Printer

Q DocuCentre-V C5580 T2
Printer

HPGB3029 (HP Deskjet 3520 series)
Printer, Inkjet printer, Scanner

< -
<

6. Click Next.

7. Click Have Disk....

EPSON | ‘ [=JEPSON WF-3640 Series
v

[5) This driver s digitally signed. Have Disk...

Tell me why driver signing is important

Mext Cancel

10
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8. Click Browse...

Install From Disk

Insert the manufacturer's installation disk. and then
hg makce sure that the comect drive is selected below
Cancel
Copy manufacturer’s files from:
|ﬁ v | | Browse...

9. Navigate to the Seagull folder on C:\

10. Select the TSC.inf file.

T Locate File X

Lockin: [ | | Seagul e d i mE-
Mame . Date modified Ty
ik TSCinf 16/07/2014 8:59 AM 5S¢
< >
Filename: | TSCinf ~| [_Open
Cancel

Files of type: | Setup Information (*inf)

11. Click Open.

12. Click OK.

13. Scroll through the printer list to locate the required model. (The model should be on the label on

the underside of the printer.)

Install the printer driver

- Choose your printer from the list. Click Windows Update to see more models.

f=y
To install the driver from an installation CD, click Have Disk.

Printers

[=)TSC TTP-366M

[=]TSC TTP-384M

[E]TSC TTP-644M

[S]TSC TTP-644M Pro v

Windows Update Have Disk...

Cone

I__‘;, This driver has an Authenticode(tm) signature,

Tell me why driver signing is important

14. Click Next.
15. Enter a name for the printer.

16. Click Next.

17. If prompted to allow installation, click Install.

11
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18. Select Do not share this printer.

0 Asd Prister

Primier S.':.rl'lg.

30 el 05 Ehae thel Brsbis, you st paoie 5 Shase e, Fou BN U The peggested rame of e
wraper ore The share name will be visible 8o cther netescrk wnen

{1 D ok plhagre Thag pranies
TRl e T Prerler 5 DL CHRETE [0 ylast et Las vl poed it

Shise nae: Mex

Locatr

L eommank:

19. Click Next.

20. If required, select as the default printer.

You've successfully added Neo

Set as the default printer

Te check if your printer is working properly, or to see troubleshooting infermation for the printer, print a
test page.

Print a test page

[ ) Conce

21. Click Finish.
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Data Problems

Error: ‘Error occurred in filename x’’

If the above error occurs, it indicates the data is corrupt in the file. Do not continue to test as this will
also corrupt the backup files.

1. Close Neo immediately.
2. Open Neo again. Do not logon.

3. On the logon screen, press ‘Check Data Integrity’.

| Check Data Integrity

AIRS Technician Login

4. A message similar to the following appears:

NEQ, Assets.xml file corrupted, Do you want to back up and delete the file?

5. Press Yes.
6. A message appears indicating the data check has finished.

7. Logon to Neo again and continue testing.

13
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Data corruption / unable to run program

Uninstall / disable anti-virus

It is necessary to uninstall / disable the anti-virus software as this is preventing AIRS from accessing /
writing to required files.

If the PC is used only for testing and tagging, it is highly recommended to uninstall the antivirus.
Refer to the section 'How to uninstall a program’.

- Or, if the antivirus software is required on the PC, see below to exclude the AIRS folder from any
antivirus checks. This example is for the built-in Windows Defender program. If using different
antivirus or malware protection it will be necessary to consult the relevant applications operating
instructions.

1. Click the 'Start’ icon E

2. Click Setftings.
File Explorer
@ Settings

(b Power

= All apps

3. Click Update & Security.

O

Update & security
Windows Update,

Real-time protection

Cloud-based Protection

or develspers

Automatic sampile submission

14
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5. Select Add an exclusion.

6. Select Exclude a folder.

i:‘;; ADD AN EXCLUSICN

Files and folders

File types

Processes

When you exclude a process, any file associated with it will also be

excluded.

7. Select the 'A3’ folder from Documents.

8. Click Exclude this folder.

52 ADD AN EXCLUSION Select Folder
€ -+ B
Files

Crganize »  Newfolder

v s Quick access —
+ Exclude a file I Desitop + e
* Bt Light
s Fire_Extinguisher
& Pictures -
Folders aug

& Downloads

05)ui2016_10,48
+ Exclude a folder AssetTypeimage
AssetTypeimage
& OneDrive
v H ThisPC
File types

— o [

» ThisPC > Documents »

Folder | Documents
+ Exclude a file extension

=

9. Repeat the above steps for the Fire_Extinguisher and Exit_Light folders.

10. Folders will be listed as excluded.

Folders

=L Exclude a folder

C\Users\ peter o Document s\ a
CHUIsers| peter.dy Documents\Exit_Light

CALMe e\ peter ahDocuments\Fire_Extinguishe

File types

| -+ Exchude a file extension I

15
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11. Select Exclude a file extension.

$33  ADD AN EXCLUSION

Files
Add exclusion

Exclude a file .
+ Enter a new exclusion name.

ami

Folders

+ Exclude a folder

Ci\Users\peter.d\Documents\A3

Ci\Users\peter.d\Documents\Exit_Light

v d\Dc \Fire_|

File types

Exclude a file extension
+

12. Enter type xml
13. Click OK.
14. Repeat for type .xml (with a dot before the letters).

15. File extensions are listed as excluded.

& Settings

£53  ADD AN EXCLUSION

Folders

Exclude a folder
+

C\Users\peter.d\Documents\A3
CA\Users\peter.d\Documents\Exit_Light

CA\Users\peter.d\Documents\Fire_Extinguisher
File types
+ Exclude a file extension

xml

xml

Cancel

16
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How To.......

Uninstall a program

1. Click the 'Start’ icon -

2. Click Seftings.

File Explorer

@ Settings

d) Power

3. Click System.

System
Display, notifications,
apps, power

4. Select Apps and Features from the menu.

€52 SYSTEM

Display

Apps & features

Sobicatiop Jlastions Manage optional features

Apps & features Search, sort and filter by drive. If you would like to uninstall or

move an app, select it from the list,

Tablet mode =+ Sort by name ~

| E Show apps on all drives v |

Power & sleep

Storage E ATS Updater Unavailable
ATS Updater 25/10/2016

5. Enter a search term for the required program, for example ‘ATS Updater’.

6. Click on the required program name in the list.

E ATS Updater Unavailable
ATS Updater 25/10/2016

Modify Uninstall

7. Click Uninstall.

17
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Change the linked Dropbox account on a PC

b2
1. Click on the Dropboxicon in the task bar .

2. Click on the Settings icon.

@ Up to date I Ee l

RECENTLY CHANGED

MECQ Troubleshooting 2016_12 WIP.docx 2
3. Select Preferences from the pop-up menu.
4. Select the ‘Account’ tab.
E+1 Dropbox Preferences X

A l=m @ =

General Account Impart Bandwidth Proxies

Space

27.4% of 2.0GE used
Location

C:\Users'nicola\Dropbox Move...

Selective sync

Select which folders sync to this computer: | Selective Sync...

Account linking

e
& Help oK Cancel
5. Click Unlink this Dropbox.
6. Click Apply.

7. Click OK on the confirmation message.

N

Are you sure you want to unlink this cornputer from Dropbox?

This will stop syncing your files, but won't delete the files in your My Dropbox
folder.

18
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8. The Dropbox login screen automatically opens.

T Trorio o — =N

Signn

9. Enter email and password to signin.

19
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Adjust the label printing position

Use the 'Offset’ setting in the printer setup.

Printing Postion  User Commands  Driver Options  Passthrough

Fosition Adustment _
Honzontal Offset 0.0 mm

| Vertical Offset: 20mm ||
Oriartation Adpsstrmant

Default Orertation: | 0° ™

20
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Change the location of the AIRS ‘Documents’ folder

To avoid data corruption, the main AIRS folders should not be stored in a shared folder location (for
example, Dropbox or OneDrive).

Check the location of the ‘Documents’ folder

1. Navigate to the ‘Documents’ folder using File Explorer.

= 0 B - 0seskevin ATS Documents]

[ Desktop
£3 Dropbox

f& OneDrive - Personal

& OneDrive - THE TICK GROUP PTY LTD
B sharePoint
a Kevin Wilson
.android
Jdrx
nuget
Zenmap
[25 Centacts
Il Desktop
| Documents

2. Click =} in the address bar.
3. The location of the folder is displayed.

4. 1tis necessary to move the folder if it is located in a path showing OneDrive or Dropbox, for
example:
C:\Users\kevin.ATS\OneDrive \Documents
C:\Users\kevin.ATS\DropBox\Documents

21
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Change the location of the ‘Documents’ folder
1. Close all programs apart from File Explorer.

2. Right click on the ‘Documents’ folder.

» @ Documen Custom

% AMD Catalyst Control Center
'y Downloac

& Dropbox Expand
1. Favourite Ea Scan with Windows Defender...
& Links Open in new window
b Music Pin to Quick access
‘@& OneDrive Share with
w OneDrive Restore previous versions
=] Pictures B Scan with Bitdefender Endpoint Security Tools
#P Saved Ga Include in library
) Searches Pin to Start
B Videos Send to
w [ This PC
o Cut
[ Desktop
_ Copy
@ Documen
Delete

'y Downloag

. Rename
D Music

12 items New

| Properties

3. Click Properties.

4. Select the ‘Location tab.

m

ShaLE Sharing Security

Previous Versions Customise

= Files in the Documents folder are stored in the target
location below.

ou can change the location where files in this folder are
stored to anaother place on this hard drive, another drive or
another computer on your network.

CAUserstnicola®Documents

Restore Default Find Target...

5. Click Move.

22

© 2018 Appliance Tagging Services



6. Locate the place to move the folder fo.

« S » ThisPC » Local Disk (C:) » Users » nicola.ATS
Organise = Mew folder
Default.migrated *  MName "
DefaultAppPool [i3 Contacts
nicola [ Desktop
nicola.ATS 5| Documents

7. Click Select Folder.
8. Click OK.
9. The folder is moved to the selected location.

10. It is now necessary to check the anfti-virus settings again to ensure the correct folder is excluded.
Refer to the section ‘Uninstall / disable anti-virus'.

23
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FAQs

QUESTION

ANSWER

How to install Team Viewer.

Download from the website:

www.teamviewer.com/en/index.aspx

When testing an IEC lead on its own

or an extension lead, can a Class 2

Leakage test be done instead of the
lead test?

It is still necessary to do the full standard lead test even when it is not
a dual test, as polarity needs to be tested.

How to download the latest ATS
Updater.

Download from the website:

www.datatransformation.com.au/Software/updater/updater.ntm

The existing Updater must be uninstalled first.
Refer to the section ‘Uninstall a program’.

How to set the gap sensor.

Refer to the problem ‘Label printing over 2 labels’.

Any other problems call the ATS office on 1300 ATS NOW (1300 287 669)

Please ensure internet access is available, as Team Viewer may be required to
assist with any issues remotely.

24
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