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iy Resolving Intermittent Disconnections

What It Does

If you experience occasional disconnections with the ASP
service, we need to determine where the problem occurs
before we can help you resolve it. By taking a few simple
steps to gather information, you can make the problem-
solving process much faster.

Because it also helps to understand how information
flows through an ASP service, we’ll cover that as well.

How to Do It

To help you quickly resolve occasional disconnections,
we’ll cover three topics:

< How information flows through an ASP service
= Tracing the route
= Monitoring your connection.

How Information Flows through an ASP Service
When you connect to your ASP service, the information
moves through several hands along the way. Each of
them may potentially be responsible for occasional dis-
connections. The chart illustrates how this works.
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Resolving Intermittent Disconnections

You can see from this chart that your information passes
through two ISPs and two phone companies on its way
from the server to your browser.

You'll notice that the information must pass through the
Internet to get from our ISP to yours, or vice versa. The
Internet is a collection of networks. Your information
may be routed through several of these networks to get
from your ASP server to your PC. Each time the informa-
tion moves from one point to the next, it’s called a hop.

To diagnose occasional disconnections, we need to trace
these hops, to know exactly where information travels on
its way to you.

Tracing the Route

To trace the route that information follows from your
building to your ASP server, follow these steps:

1 Atyour PC, click the Start button, then click Run.
2 Inthe Run dialog box, type one of the following:

= If you use Windows® NT or 2000, type cmd and
press ENTER.

= If you use Windows® 98 or 95, type command
and press ENTER.

3 Atthe C: prompt, type tracert 63.149.191.130 and
press ENTER, as shown here.
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Microsoft(R> Windows 98
(C>Copyright Microsoft Corp 1981-1999.

C:\WINDOWS\Desktop>tracert 63.149.191.130

The program will display a line for each hop, and
display the message Trace Complete when it’s fin-
ished.

Now you need to save this information. To do this,
follow these steps:

= Right-click the window’s title bar (the colored
area at the top, which contains the title MS DOS
Prompt).

= From the menu, select Edit and then Mark, as
shown:
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= Drag the white cursor in the upper left diago-
nally across the page until all the trace informa-
tion is highlighted, as shown here. (To drag, you
hold down the left mouse button as you move

the mouse.
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= Copy the highlighted information by pressing
ENTER.

= Open Notepad by clicking Start, then pointing to
Programs, Accessories, and Notepad.

= Paste the information in Notepad by pressing the
CTRL and V keys at the same time.

= From the File menu, click Save, and save the text
document with an appropriate name (XYZ Com-
pany Trace.txt, for example).

5 Attach the text document to an e-mail, and address
the e-mail to support@ddms.com
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Please make the subject ASP trace. In the body of
the e-mail, include your company name and ac-
count number, and the reason for the trace.

Monitoring Your Connection

Another tool you can use to help your support technician
diagnose intermittent disconnections is LiveCon! for
Windows. You can download a copy at
www.remotetek.com/software/livecon There is no
charge for this program, but you’re encouraged to send
the authors a donation if you find it useful.

Note: LiveConl! is a third-party program that we find
helpful. However, we cannot support it, since
ECI2/DDMS did not program it.

LiveCon! comes with complete documentation, but we’ll
briefly explain here how you can set it up to monitor
your ASP connection.

You can use LiveCon! to monitor two important parts of
the path your data follows:

= Your connection to our ASP hosting center

< Your connection to your ISP.
You can only monitor one of these at a time.

Install LiveCon! and start the program. You’'ll see a yel-
low face icon in your system tray.
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Monitoring Your ASP Hosting Center Connection
1 Right-click the icon, and select Options.

2 Inthe Echo Host Address box, type 63.149.191.130
and click OK. This is the ASP IP address; it allows
you to monitor your connection to your ASP
server.

3 Right-click the face icon again, and select Log Now.

LiveCon! will begin monitoring your connection.

Monitoring Your ISP Connection
1 Call your ISP, and ask them for the IP address of
your network gateway host. (This is the host that is
closest to your system.)

2 Right-click the yellow face icon in your system
tray, and select Options.

3 Inthe Echo Host Address box, type the IP address
that you received from your ISP, and click OK.

4 Right-click the face icon again, and select Log Now.

LiveCon! will begin monitoring your connection.

Checking the Connection Log

1 Right-click the yellow face icon in your system
tray, and select Analyze Log.

2 Select an appropriate time in the Analysis Period
portion of the dialog box.
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3 Tosee asummary, click the Display drop-down
menu and select Connection Status.

Click Analyze.

To see details about disconnections, click the Dis-
play drop-down menu and select Disconnection
Periods.

Click Analyze.

Sending Data to your Support Technician

4 To send the data displayed in the Log Analysis
window to your support technician, click the Copy
button.

Select All Entries, and then select to Clipboard.

Start an e-mail, and click your cursor within the
message area of your e-mail.

7 Paste the log data in your e-mail by pressing the
CTRL and V keys at the same time.

Address your e-mail to support@ddms.com

Add text to the e-mail to indicate why you’re send-
ing it, and be sure to include your company name.
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