Troubleshooting
Your DDMS

System

dams

d|str|hut|nn




Troubleshooting Your DDMS System

© Copyrighted by D.D.M.S., Inc.
Printed in the United States of America.



Troubleshooting Your DDMS System

Contents

Taking the Time to TroubleShoot.........iiiiniiiiinininininniiiinininencnieseseesessenens 4
Transmission Troubles ..o 5
Whose Price is it ANYWaY ....c.coveiiiiiiiieieieeeeccec e 5
BeSt PLiCING ..ooviiieiiieec 5
CoNtract PriCING ...cucucuieieciciciciccccc s 8
COSt FIOW ChOICES ......uoeieiiie s 8
Average/Acttual CoSt ..o 9
Pricing Cost or Average Cost ... 10
Your A/R: It’'s a Balancing Act ........ccccooiiiiiiiiiiiccc e 11
Zeroing Your On-Hand Quantities .............cccooeiiiiiiiiicc e 12
Solving the Case of the Missing Item..........cccoiiiiiiiiice 13
Checks that Jam or WOon t PrNt .......ccooieieiieeeeeee ettt 13
When Sales Tax QUESHIONS ATISE ....cceeviieriieiieiieiieteete e ere ettt reereeresaeebesveeraesraessaesssenens 14
Which Method t0 USe........covoiiiiiii e 14
SAleS TaX QUESTIONS ..cveeiiiiieiieiiieiteeeie et et et e teesteeste e beebaesteesbeesssesbeasssesssesseesssesssasssenssenens 15
Handling Tax Changes ..o 16
Additional Tax Cases ......cccccurururieiiicieicieicieee s 16
Laundry List ISSUES .......c.cvovoiiieiicie e 17
Flushing Frustrations ..........cccoeeeiioiiiiicececce e 17
The Flush that Stopped ... 17
The Flush that Wouldn't ..., 18
The Ticket that Refused ..., 18
The Flush that Wouldn't Print ..., 19
The Trouble With ShOrt-Buys ........ccceiiiiiiie e 19
Launching the LAUNCHEFILE ..........ccccoooiiiiiieeee e 21
Invoices and the Duplication Dilemma ..........cccooeuiiiiiiiiiiiicccccce 22
KO BacKup EITOTS .....oviiiiiiii s 23
Customer Accounts that Seem to DiSappear ...........cccoeeeeiriccciciccccccccccccccce 24
Usage Report QUESHIONS.........c.ccueicieieieieicicictcieiee e 25
When Sales Reports and General Ledger Don’t Match..........ccoooiii 25
Fixing Invalid General Ledger Numbers .............cccocooiiiiiiiiccc 26
Be in the KNOW ... 27
Printing a Report Writer Analysis Report .........ccoooovoiiiiiiiiiii, 27
Searching for Control Characters ..o, 28
Checking for Crossed Files ..o, 30
Testing Your Hard DIIvVe ... 31
Locating Bad Numbers in System Files ..........ccccocovoiiiiiiiiiiiiie, 32
Printing a System CONSOlLe ... 33
Printing @ Pick DUIMNP ..o 35
Printing @ P/O DUIMP ...c.cuoviiiiiiceecce s 36



Troubleshooting Your DDMS System

At ECI?, we're
continuing
working to improve
the service you
receive. Educating
you to resolve
comrmon system
issues whenever
possible is just part
of that
commitment.

Each issue of Key
Ops magazine
contains pullout
sections with
helpful tips and
procedures. Save
them in a binder to
build your own
quick-reference
library. They can
help you quickly
troubleshoot quick
questions and

Eroblems.

Taking the Time to Troubleshoot

Each day the ECI? Support Department fields over 300 calls, answering your
questions and solving your problems. Learning to troubleshoot simple system
errors can save you hours of time. Not only can you avoid waiting for us to re-
turn your call, you'll also gain a better understanding of how your system op-
erates. On those occasions when you can’t resolve the issue yourself, you'll
find that the time spent hasn’t been wasted. Instead, the information you've
gained will help the support technician more quickly troubleshoot your indi-
vidual problem.

When you investigate system problems, keep in mind how the system worked
before you discovered the problem, while also examining what’s changed.
This simple task can often be a key factor in identi-
O U B tying and resolving the dilemma.
A\Q" ‘( <('\ For example, Ensite Pro uses about 2000 param-

. . eters. Merely adjusting one can greatly affect your
system’s performance. Employees often don’t un-
derstand that turning on one flag can alter modules
across the entire system. By keeping this in mind,

you can help significantly reduce the time we spend
troubleshooting errors.

V) S
VoO%
Don’t forget — one of the most valuable tools you

have is your DDMS documentation. This includes your 11 standard books, ap-
proximately 20 optional books covering additional modules, and hundreds of
handouts from user’s meetings and classes we hold during the year.

In addition to this documentation, DDMS produces Key Ops every other
month. Recently we’ve added a new feature to your Key Ops newsletter: Tech
Tips from the Help Desk. This information provides answers to our top hits —
questions we hear the most. We’ve placed it in the center page, so you can eas-
ily remove it and save it in a binder for future reference. Tech Tips has two for-
mats: the “If... Then” columns, which ex-
plain how to solve a problem, and “How
Do I....” columns, which describe a specific
procedure. They can be an invaluable tool
when trying to troubleshoot system errors
and questions.

B
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DDMS Support Technicians also use the
documentation to help find quick answers
and solutions. While it may not always
have the exact information you'll need, more often than not, you'll find the an-
swer if you're willing to look. Before you pick up the phone, consider first
checking your documentation to find an easy solution.



Ifit’s a sale flyer,
you don’t have to
assign it directly to
the customer’s
record.
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In this session, we’ll cover several different areas of the system and methods
for troubleshooting common system problems. We'll also discuss some fre-
quently asked questions (FAQs) that our DDMS Quick Response team re-
ceives on a regular basis.

Transmission Troubles

When you transmit data, you have to consider many factors. First, you're deal-
ing with two sets of hardware and software — yours and the party to whom
you're transmitting. Next, you have to take into account the various phone
lines involved in the transmission. For all these reasons, troubleshooting
wholesaler communication problems can be frustrating at best. Since this topic
could take hours to examine, we'll focus on the common areas to check when
troubleshooting wholesaler communications:

* Most importantly, did the modem dial?
¢ [s the modem turned on?
¢ Is the modem plugged in?
¢ [s there a dial tone on the line?
¢ Did the wholesaler receive your transmission?
* Are you using the proper cable?
* Are your parameters set correctly?

Before you call support, check each of the above questions. It could be as
simple as a disconnected modem.

Whose Price is it Anyway

As a dealer, selling price is a vital component to your business. Several factors
can contribute to how the system calculates selling price. The Best Price field,
Contracts fields, Standard Discount field, and Hold Type fields all play an es-
sential role in determining the selling price of a particular line item. Settings in
the (E) Inventory Master screen and sale flyers often contribute to determining
an item’s selling price. In order to maintain a gross profit percentage, you
must understand how these factors influence an item’s selling price and the
system flow for calculating it.

Best Pricing

Basically, the system uses a method called Best Pricing to determine what
pricing flow to use for a specific customer. The chart on the following page
lists the order in which the system will search for the best price.

In all cases, if a price is found on a fixed contract, the search will stop. If the
tixed contract is preceded by one or more flexible contracts in the Contracts
tield in the (A) Customer Master screen, the system will compare the contract
prices and use the lowest one.
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Chart 1: The Best Pricing Field

If BP = (BLANK)

First Search

1.%N CONTRACTS
If price is found, search stops (if you specify X or O
in the HAVE SPECIALTY CONTRACTS field in
(LG3)).

2.CUSTOMER CONTRACTS—ALL FOUR
If price is found on fixed contract, search stops.

3.SALE CONTRACTS—ALL
If price is found, search stops. If price is not found,
search continues in remaining matrix.

Second Search
4. ITEM QUANTITY BREAK PRICES

5. CUSTOMER COLUMN PRICES
6. CUSTOMER DISCOUNT/COST-PLUS
7. LIST/CATALOG PRICE

If the item is found on fixed contract, search stops. If
not, checks all contracts and takes the best price. If no
contract price is found, checks quantity breaks, col-
umn prices, and discounts/cost-plus and takes the
best price. If no price is found, uses list/catalog price.

IfBP=Y
1.%N CONTRACTS
If price is found, search stops (if you specify X or O
in the HAVE SPECIALTY CONTRACTS field in
(LG3)).

2.CUSTOMER CONTRACTS—ALL FOUR
If price is found on a fixed contract, search stops.

3.SALE CONTRACTS—ALL

4.ITEM QUANTITY BREAK PRICES
5.CUSTOMER COLUMN PRICES

6. CUSTOMER DISCOUNT /COST-PLUS
7.LIST/CATALOG PRICE

8. ASSORTMENT PRICE

If item is found on a fixed contract, search stops. If

If BP =X

First Search

1.%N CONTRACTS
If price is found, search stops (if you specify X or O
in the HAVE SPECIALTY CONTRACTS field in
(LG3)).

2. CUSTOMER CONTRACTS—ALL FOUR
If price is found, search stops. If price is not found,
search continues in remaining matrix.

Second Search
3.ITEM QUANTITY BREAK PRICES

4. CUSTOMER COLUMN PRICES
5.CUSTOMER DISCOUNT /COST-PLUS
6.LIST/CATALOG PRICE

If the item is found on fixed contract, search stops. If
not, checks all contracts (except sale) and takes the
best price. If no contract price is found, checks quan-
tity breaks, column prices, and discounts/cost-plus
and takes the best price. If no price is found, uses list/
catalog price. This replaces the ZY contract on the
classic system.

If BP =L
1. %N CONTRACTS
If price is found, search stops (if you specify X or O in
the HAVESPECIALTY CONTRACTSfield in (LG3)).

2. CUSTOMER CONTRACTS—FIXED ONLY
If price is found on a fixed contract, search stops.

3.LIST/CATALOG ONLY
Replaces contract ZZ.

not, checks all prices for the best price.

6




Figure 1: The
Contract Fields
in the (A)
Screen
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The Contracts fields in the (A) screen let you specify up to four contracts for
each customer account. (This doesn’t include sale flyers. They are automati-
cally checked, unless excluded by the Best Pricing field.) If the item appears on
a contract, the system uses the contract’s price as the item’s selling price.

Suppose you've set up a customer with two different contracts: 55 and A3, and
the customer wants to purchase an item that appears on both. Contract 55 has
the item listed for a higher price. When you retrieve the customer’s record in
order entry, you'll find that the system defaults to use the higher selling price
— in this example, the price from contract 55. Troubleshooting this problem
resides with a single parameter setting in the (LG3) Order Entry Pricing Pa-
rameters screen.

If you check the Sale Contracts From/To fields in the (LG3) screen, you'll find
that these fields default to use contract 95 through contract 99. Any contract
which falls below this range is fixed. Any contract which falls above this range
is flexible. In our example, we set our Contracts fields in the (A) screen with
contract 55 in the first field and A3 in the second. See Figure 1. In this case, the
system will locate the item on the fixed contract and stop searching. As this
example illustrates, the system uses several criteria to determine an item’s best
pricing.

When you have difficulty determining how the system is calculating selling
price, don’t forget to check the (G) Order Entry screen. The system shows you
if the item is a sale flyer, has a standard discount, has cost plus pricing, or is
on a contract. If an asterisk (*) appears next to the Discount Type field, the
item is on a sale flyer. If the letter C appears, the item is on a contract. If the
item is on a contract, the system also displays the contract where the item ap-
pears on the screen.

ﬁo: 23:48 (A) CUSTOMER NMASTER REV. (03/26/99) 04/ 01/ 99 \
ACTION [I]

A=Add, C=Chg, D=Del, I=Ing, H=H's, Q=Serv, S=Sale, T=Tax, R=Reindex, O=Qt her
======== Conpany Location [ 1] ============== S HI|-P-P-1-NG ADDRESS ===
Acct # 101 Dept : Nanme :

Name : ABC COVPANY Suite :

Suite : Addr. :

Addr. :1655 TI MBER RI DGE Gty :

Gty :ROANCKE State : Zip # [ ]

State : TX Zip #76248 [ ] Route :Cl00 Contact [ ]

Phone #800-366-4778 Sic :SICC Prepay ? Nati onal Drop Ship Account Y/N ?
Status QE :K Slsm# 911 Add. SIsm# 904 ------------ ORDER ENTRY --------------
Stat. Exenpt [N Credit Limit $ 20839 Taxable Y/N :Y Dist :1101 Renote ID :77
Entry Date :08/03/93 Start Limt $ 90000 Status CE : ™ : ™ : CE Exnp :
---- ADDI TI ONAL DEPT, NAME & CONTACT --- Catalog Price : Best Pricing :

Dept. [G L #03-2020-30 ] Disc Type : T 10.0% Hold Type :# # 2
Nane [ ] Contracts [55] [A3] [ 1 [ 1]

Cont act [ SKI P VALENTI NE ] Type ? Cost MWA/P/2-9 ?M Cost Plus if Net :
------- Fax Number #817-431-0956 ------ Up List % Col umms :

[ ] P/ O Required ?! B/O? Substitutes ?

[ ] Format: Pick : I nvoi ce : Hold ?

[ - ] Inv. Copies : Laundry List ID:

\Eress H Hi story, S-Sales, Q Service, or Any G her Key for Next Record ? /
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There are several
different types of
contracts available:
Fixed, Flexible,
Specialty, and Sale
Flyers to name but

a Zew.

By checking the (A) screen settings for the customer, you can easily determine
how the item’s selling price is being calculated and make any necessary
changes. However, before you make serious changes, DDMS recommends that
you first consider the entire picture and how the change you're making will
affect the selling price of other items on your system. Occasionally, it’s wise to
override the price for an individual item rather than make a global change.

Contract Pricing

When you set up contracts and have difficulty getting the contract pricing to
work, there are several factors you should consider:

* Does your contract contain valid dates? If the contract’s dates are
expired, the contract won’t work. If dates aren’t the problem, de-
termine whether the contract is assigned to the customer’s record.

¢ Secondly, check the contract to determine if it’s the price the cus-
tomer should receive based on best pricing, any other contracts
assigned to the record, and the contract type. Remember, if the
customer has a fixed contract set up in the (A) screen in the first
position, the system will default to use the item price from the
fixed contract.

¢ Next, you should consider the contract’s Quantity Break field.
Perhaps the customer ordered an item quantity of 10. However, in
order to receive the contract pricing, they needed to order 15.

¢ Finally, check whether the Allow Contract Dates By Line field in
the (LE1) Inventory Parameters screen is set to Y. This field lets
you set beginning and ending contract dates for individual line
items. If your item has a different date, the system could override
the contract’s date for the item, and the item may not be included.

Since best pricing and contract pricing can be very confusing, DDMS recom-
mends that you carefully read your system documentation to gain an overall
understanding of how these factors interact. Once you’ve gained this knowl-
edge, you'll be able to more easily troubleshoot pricing questions.

Cost Flow Choices

Like wholesaler communications, cost can also be a confusing area to trouble-
shoot. Most of the dilemmas you’ll encounter aren’t software issues. Since

they’re more often setup problems, we’ll examine the general process for cost
flow on the DDMS system. In order to efficiently troubleshoot cost,
you’ll also need a basic grasp of the difference ;;L\f:
between pricing cost (P Cost) and average/actual cost (A Cost). dp

Cost is recorded as part of the information about the sale as each /
item is placed on a customer’s order. Both P Cost and A Cost are I
used for reporting, general ledger, commissions and possibly item .



Average cost is
subject to change
based on updated
information from

the suﬁelier.

A Cost can be
affected by using
the weight rate
when flushing, or
by using the % To
Up Cost option
when receiving in
the (F) screen or
Purchase Order

Entﬂ window.
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pricing. In addition, if the customer is a cost-plus customer, the system uses P
Cost to calculate a suggested selling price. The system records both costs for
an item in the order entry file. These costs follow the other order information
to the sales journal. The costs recorded at order entry are P Cost and A Cost.

You control where the system gets the cost information by the value you enter
in the Cost field in the (A) screen.

Average/Actual Cost

If, at the time of the sale, the on-hand quantity of the item fills the order, A
Cost is the average cost (all cost averaged by all quantities or weighted aver-
age). If there are no on-hand quantities, the manufacturer, primary/secondary
wholesaler or purchasing vendor cost is used, depending on how the cus-
tomer is set up and your (LG3) screen parameter settings. This is called actual
cost. For now, we'll discuss actual cost. It’s displayed when placing the item
on the order, when inquiring, or verifying. When the item is backordered and
purchased on a short-buy purchase order, the average/actual cost is updated
by the cost from the purchase order and acknowledged from the wholesaler if
transmitted when it is final received. The cost in this field can also be changed
during verification. The flow of A Cost through the system is as follows:

Read I-AUX for on-hand quantities. Value
displays in On Hand column in Item
History.

Is the on-hand quantity A COST = COST field (average
H——— Yes —p| . -
greater than 0? s cost) in the Pricing record.

‘ A
No

|

Is the WHEN NO ON-HAND, USE
AVERAGE COST AS ACTUAL COST IN Yes
P-MASTER field in (LG3) set to Y?

No

|

A COST =P COST
Goto Point A.in P
COST flow on page 10.
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Pricing Cost or Average Cost

This is the primary or secondary wholesaler’s replacement cost, the direct buy
replacement cost or purchasing vendor’s replacement cost, whichever you
specified for the customer (the wholesaler’s cost is the default). It can also be
the contract cost. The flag which determines which cost is used is set in the Cost
tield of the C-DISC file and is displayed when the item is placed on the order.
Therefore, for cost-plus customers, this is the cost that the system uses to deter-
mine a suggested selling price, hence, pricing cost. Contract cost is used only
if the item is on a contract that is effective for this customer and the cost was set
in this contract. P Cost is also affected by the value set in the % field of the Pric-
ing Record in the (E) screen. The flow of P Cost through the system is as follows:

Is the selling price of an item P COST = contract

from a contract, and is Cost Yes ——— cost
set in that contract?
\
No
v
Is the Cost Code -
box in the v Does the item BPUC%SOTS} ng?:]
Customer Order |— '°% —»! have a Direct Buy — Yes —» Y
the Item Vendor
u Entry Tab set to record?
Tab
M?
No
v
EEE—— No DEFAULT TO P. VEN IF NO
lfthe Set p COSt to MFG COST field in (LG3)
L Cost field in the | |
. Yes No
(LG3) screen is set v
1 Is the Cost Code
to Y’ p COSt Is box in the Is there a Primary P COST =COST
equal to the value Customer Order — Yes -t»  Wholesaler |— Yes -»field in the Primary
. Entry Tab setto W record? Wholesaler record
entered in the o blank?
LCost field in the \
Primary No No
v
Wholesaler Record Is the Cost Code
; box in the . Is there a P COST =
m the (E) SCT"EETI or Customer Order Purchasing PURCHASE COST
Item window. Entry Tabsetto [— Yes —» Vendor record? —— Yes —» field in Purchasing
pP? ‘ Vendor record
No
¥ ° Ils the Cost
_ ) s the Cos
P COST = COST field (average <« Yes —{ Code box set to
cost) in the Pricing record. A2

10

No

The number entered into the Cost Code
box must agree with the priority number
assigned the secondary wholesaler in the

No Primary Wholesaler record.
\ P
lls the Cost Code Is there a priority | »| P COST = COST
box in the - R
wholesaler in the field in the
Customer Order ; .
— Yes —p Primary — Yes —p matching
Entry Tab setto a -
Wholesaler Wholesaler priority
number from 2 to
97 record? record.
|

1
No




I
The Full Aging
procedure is
dedicated.

Figure 2:
Viewing A/R
Totals in the
(PDA) Screen
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Your A/R: It’s a Balancing Act

By balancing daily totals, we refer to checking your AR-BATCH Report
against your President screen totals on a daily basis. Since accounts receivable
is at the heart of your business, it’s vital that you balance your (PDA) screen
on a daily basis. The (PDA) screen allows you to do this with a minimum of
effort and fuss. It provides a recap of your A/R transactions and is divided
into several major sections — Over 90, Over 60, Over 30, and Total. These
tields are located in the upper left-hand corner of the screen. The system recal-
culates these fields each time you perform a full aging function. It's important
that you do the full aging function as often as you need a current aging. For
some dealers, this may be at the end of each business day. For others, once a
month may be sufficient.

The lower section of the screen is divided into two portions — the left side,
which shows the total of all accounts receivable, and the right, which shows
your daily A/R data. By using these fields, you should be able to view your
daily column at day’s end and balance it against your AR-BATCH Report as
well as your Total A/R figure listed in the Total field in the upper left-hand
corner of the screen. Since this screen is updated on a real-time basis, you can
only do this at day’s end.

To balance, begin by running a full aging procedure. Afterwards, compare the
lower right-hand A /R Total to the total in the upper left-hand corner. See Fig-
ure 2. If you're in balance, these two figures will match.

ﬂ)4: 48: 40 (PDA) PRESIDENT' S A/ R SCREEN REV. (02/16/99) 05/ 06/ 99 \
YTD Daily 05/03/99
Over 90 $ 3527.43  Finance Charges $ 327.13 $ .00
Over 60 $ 21867. 48 H gh Credit $ 88370.00 $ 829. 44
Over 30 $ -476. 07 Hits # 37 # 8
Current $ 11408.38 Avg Lines # 3 # 8
Tot al $ 36327.22  Avg Anpunt $ 1157. 33 $ 664. 00
YTD Dai ly 10/01/96
Previ ous Bal ance $ 36074. 72 $ 48557. 75
| nvoi ces $ 33888. 98 $ 414.72
Paynent s $ 21401. 00 $ 283. 60
Credits $ 4.95 $ . 00
Adj ustnents  $ .00 $ .00
Net Change $ 12483. 03 $ 131.12
New Bal ance $ 48557. 75 $ 48688. 87
Location ( ) Action [ ]
+-lnc, --Dec, S-Set Date, L-Set Loc,
\M Period, Q Quarterly, P-Print Screen, Screen Letter or ESC /
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In addition, also be sure to compare the daily net change figure in the lower
right portion of the screen to the A/R Trade figure from the A/R Batch Re-
port. If all is well, these figures will also match. Checking these figures consis-
tently helps keep your accounts receivable in balance with your general led-

ger.

If you haven’t set up your (PDA) screen, or if you've already set it up but
haven’t maintained the figures, you’ll need to start over. To do this, run a full
Trial Balance and edit your daily totals, inserting the figures as the net change
for a single day. Afterward, you'll be able to start accruing new A /R data.

Zeroing Your On-Hand Quantities

You do inventory counts using the (+EF) Zero On Hand Quantities function.
This option lets you zero your on-hand quantities so that you can create a pur-
chase order with the items that you have on-hand, and release that P/O to on-
hand. If the task malfunctions, you may have unnecessary file data or dupli-
cate records which are causing the program to run in an endless cycle. If this
happens, use the following steps:

Step 1: Perform a ;UTLRESET function on the unit containing your I-
AUX file. (You do this in the (ML) System Maintenance Proce-
dures screen. For details, see the heading Checking for Crossed
Files later in this handout.)

e If the ;UTLRESET function shows crossed file problems, cor-
rect them before proceeding.

e If the ;JUTLRESET function reveals no errors, go to Step 2.

Step 2: Perform the ;SPC:NODUP program. This function deletes any
duplicate entries in your I-AUX file. (This procedure is per-
formed in the (ML) screen. For details, see the chapter concern-
ing the (ML) screen in your 1998 General Release Software Docu-
mentation.)

Step 3: Perform the ;SPC:KILOC program. This program deletes any bad
locations in your I-AUX file. (This procedure is performed in the
(ML) screen. For details, see the chapter concerning the (ML)
screen in your 1998 General Release Software Documentation.)

Step 4: Finally, perform the [E] Delete Supplemental Files function in
the (+E) screen. This function deletes all inventory records that
do not have a Master Record in the (E) screen. (For details, see
the chapter concerning deleting supplemental files in Book II: In-
ventory.)

After these steps are completed, rerun the (+EF) screen function. The program
should successfully complete. If you experience additional problems, contact
support for assistance.

12



Troubleshooting Your DDMS System

Solving the Case of the Missing Item

At times, you may discover that you can retrieve an item in the
(E) and (F) Purchase Order Entry screens only to find that you
can’t retrieve it in order entry. This problem usually occurs for
two reasons: =

* The system is excluding the item due to its
assigned stock class. If you enter stock classes to
exclude in the Inc/Exc From O/E (G) Class/To
fields in the (LE) Inventory Parameters screen and
the stock class assigned to the item falls within
this range, the system will not display the item in order entry.

* An alias definition could be set up for the item. If you set the Au-
tomatically Accept Alias Match field in the (LG5) Additional Or-
der Entry Parameters screen to Y, the system automatically ac-
cepts the alias match for the item in order entry. In this case, when
you enter the item number, the system retrieves the alias item in-
stead.

Since these are common culprits, it’s wise to examine both these parameter
settings first. If you examine both and neither are causing the problem, you
can call support for help.

Checks that Jam or Won’t Print

It’s frustrating. You're in a hurry printing your A /P checks when all of a sud-
den your printer jams. While irritating, you’ll be glad to know that this prob-
lem is easily fixed.

¢ Clear the checks from the printer and reload a fresh set. Simply re-

print them, changing only the starting check number. Suppose
you started with check number 1000 and printed 15 before the
printer failed. After you re-start, enter your new starting check
number. Since checks print in vendor number order, limit the
checks by using the last vendor number for which checks printed
to vendor ZZZZ. The system will reprint only the checks that
jammed, putting the appropriate check number on the invoice.

¢ If you created the AP-PAY file and marked the invoices that you
were going to print, you'll have two steps instead of one. First, re-
run the To Be Paid Report and create a new AP-PAY file. After the
report prints, hand mark the invoices that you want to pay again
and rerun the checks, using the appropriate starting check number.

If you released the checks before you discovered that the checks weren’t print-
ing, you'll need to void them, and repay the invoices from the beginning.

13
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You may also experience problems with checks that refuse to print. If this hap-
pens it can usually be attributed to three reasons:

® You ran the A /P checks based on a voucher or net date, and don’t
have an appropriate date range for the checks you're attempting
to print. If this is the case, correct the dates and run the checks
again.

* You ran the To Be Paid Report and accidentally created the AP-
PAY file. If you did, delete the AP-PAY file and run the checks
again.

* You meant to create the AP-PAY file and mark the invoices you
wanted to pay, but forgot to mark the invoices. If so, mark them
and run the checks again.

If you follow these steps and still can’t get the checks to print, contact support
for technical assistance.

When Sales Tax Questions Arise

Troubleshooting sales tax issues can be a problem for any support technician.
First, we have to consider the many parameters and settings

that can affect your sales tax. Then, we have to understand

your specific sales tax laws. When you call support, you have

to detail how your taxes should work, while also describing

what’s currently wrong, wasting valuable company time. If

you are in a point-of-sale environment, you can’t wait for us

to return your call. You need an answer now. In many cases,

it can be easier for you to solve sales tax issues once you un-

derstand how sales tax works.

Which Method to Use

Several factors can affect sales tax — which method you use depends on your
laws and your business needs. You can use the state tax percentage set in the
(LO) Global Master Parameters screen. You can set up specific tax districts or
combined tax districts. In addition, you can use a combination of the (LJ)
state tax and the tax districts you create.

You should also note that tax can be calculated by line or by invoice. Nor-
mally, this parameter is set depending on the laws in your area. DDMS recom-
mends not using the (LO) state tax percentage. Instead, we prefer that you set
up tax districts or combined tax districts for calculating your sales tax.
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Sales Tax Questions

Sometimes your sales tax is double what it should be. Suppose you have a 5%

sales tax, but it’s calculating 10%. This happens when you have 5% entered in

the (LQ) screen and set up a tax district for the customer for 5%. When this oc-
curs, the system adds the figures to calculate the sales tax at 10%.

If you also discover point-of-sale tax problems, be sure to check the setting in
the Use Only State Tax For POS field in the (LO) screen.

Another problem is when you find that your customers aren’t being taxed at
all. There are several reasons this can happen:

¢ The customer is set up as non-taxable in the (A) screen.

* You have a tax district set up as non-taxable in the Non-Tax Dis-
trict # field in either the (LG5) or (LG2) Point of Sale Parameters
screens.

¢ The Sales Tax % in the (L) screen is correctly defined, but the
customer’s billing address is in a different state. If you use the
(LO) tax field, in order for the customer to be taxed, the
customer’s billing address must match the address set in the State
field in the (LO) screen.

¢ The customer’s items have an inventory department that is higher
than the (LG3) First Non-Tax Department field. If you set the First
Non-Tax Department field to 5, for example, any item that has an
inventory department of 5 through Z will not be taxed.

¢ The item has been assigned a different department in the I-PRICE
tile than the I-MASTER file. If the item has been assigned a de-
partment in the I-PRICE file, the system will use this department,
overriding the item’s assigned department in the I-MASTER file.
Therefore, if the department assigned to the item in the I-PRICE
file is non-taxable, the item will not be taxed.

¢ If regular merchandise is taxed properly but uncataloged items
are not, it’s possible that your system is set in the (LG) screen to
have a default department for uncataloged items that is lower
than the First Non-Tax Department field in the (LG3) screen.

Occasionally, you may discover that the tax prints correctly on the original in-
voice and that the (B) Accounts Receivable screen reflects the proper amount.
A month later the customer asks you to reprint the invoice and you discover
that the total and tax amounts differ. In this scenario, it’s possible that the tax
percentage on a tax district was changed.

15
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When the tax rates change — either by going up or down — you should never
modify the tax district percentage. When you do and create an invoice, the
previous tax district is assigned to each line item on the invoice. The system
will use that tax district to calculate the tax each time you print that particular
invoice. The tax amount is not stored in a field. Therefore, if you change the
percentage and reprint the invoice, the tax will reflect a different amount.

Handling Tax Changes

Invariably your local tax rate will change over the years. To handle tax rate
changes, we advise that you never change the tax district percentage. Instead,
create a new tax district with the appropriate percentage. After the tax district
is created, perform a mass change, limiting to the old tax district and changing
it to the new one. This way, you can retain the old tax district information.
When you reprint invoices, the system will list the correct tax, whether it re-
tlects the new tax or the old one.

Additional Tax Cases

Obviously, these are just a few of the many sales tax problems you could en-
counter. Other complex issues involve questions concerning sales tax on paid
invoices, tax by line, and so forth. If you read your system documentation and
follow these instructions, you may be able to troubleshoot many of your sales
tax questions. If you find you have a unique problem, contact support for fur-
ther assistance.
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Laundry List Issues

Since laundry list problems rarely occur, if you're having problems, you'll
probably be able to troubleshoot them yourself using your documentation and
the following steps.

¢ In order to use laundry lists, you must set the Option field in the
(L1) Terminal and Ticket Parameters screen to B, as shown in Fig-
ure 3. You must do this for every terminal for which you want to
access customers with laundry lists. If you use laundry lists, every
terminal ID that your order entry clerks use should have this op-
tion enabled.

* Your laundry list ID must be four characters in length. Do not set
it to less than four characters. The ID must also be assigned to the
customer’s record in the (A) screen in the Laundry List ID field.

¢ The laundry list must also be set up as an item in the (E) screen.
Be sure to leave the Co field blank. Setting up a company for this
item can cause specific problems.

Flushing Frustrations

You flush your tickets using the [G] Flush Backorders function in the (TR) Or-
der Entry Reports screen. When you do, several problems can occur including:

¢ The flush stops — sending the tickets to a status 3.
* No tickets flush.
¢ A particular ticket won't flush.

¢ The printer jams while flushing.

The Flush that Stopped

If the tickets stop flushing during the procedure, begin by determining
whether you have a filled file on your work unit. A filled file is a temporary
file that the system creates when flushing backorders. The format has the
name “Filled” followed by the location and the logical name of the printer to
which the flush was sent. For example, if you flushed location 1 tickets to the
P1 printer, the file would read “FILLED 1P1”. If you locate this file, you
should be able to begin flushing tickets where you ended. However, if you
perform the flush again and it stops, you'll need to delete the file from your
work unit. After you do, you'll discover that your tickets have been flushed to
a status 3. At this point, use the following instructions to end the tickets:

¢ Use the [A] Picking Tickets function in the (TR) screen to batch
print your pick tickets. This program will pick up any status 2 and
status 3 tickets and move them to any status you specify. If you

17
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normally flush to a status 8, you must perform the (TR)[A] proce-
dure and move the tickets to a status 6 instead. This moves all the
items to a status 6 and ships the items.

¢ Next, manually final-verify each ticket. At first glance, this seems
like an unnecessary step. Sending your tickets to a status 8 during
the (TR)[A] procedure would be much quicker. However, if you
do this, you’ll only move those items that were supposed to flush
to a status 9, but not the items that weren’t going to flush during
the procedure — the items that were previously shipped. They
will remain instead at a status 6.

The Flush that Wouldn’t

What do you do when the tickets won’t flush? If your flush never started,
check to see if you have accidentally set a limit that would prevent your tick-
ets from flushing. Perhaps you entered inventory location 1, but you meant to
flush tickets for your location 2 — location 1 might not contain any tickets to
flush.

You may have also accidentally released inventory to on-hand before flushing.
To check, print the Stock Receipts Report using the [H] function in the (TR)
screen. However, do not release the information. When the report prints, it
will list everything that is currently in the RECEIPTS file. Pay special attention
to the Left column on the report. This column lists the items that need to be
flushed. If the Left column on the report is empty, you may not have final-re-
ceived your purchase orders, or you already released to on-hand.

¢ If you didn’t final-receive your purchase orders, do so, and try
flushing again.

e Ifyou are live on inventory and released to on-hand, make sure that
the When Flushing, If Item Cannot Be Filled From Receipts, Fill
From O/H parameter in the (LF1) Purchase Order Flushing Pa-
rameters screen is not set to N. If it is, set it to Y and try the flush
again. Only perform this function if you are live on inventory. If you're
not and you perform this step, you will flush items you didn’t mean to
flush.

The Ticket that Refused

If you find that only specific tickets won't flush, determine whether those
items are on a P/O that has been final-received. Also, make sure that the items
on the P/O have an assigned pick ticket which should have flushed. If not, it’s
possible that they could update another pick ticket that had the same item
backordered, depending on the Flush Only Items Assigned To Invoices
prompt. If this is the case then be sure you haven’t used some sort of limit that
would exclude that ticket from flushing.
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The Flush that Wouldn’t Print

One of the more frustrating flushing problems you can encounter is when
your printer jams, and prints all the information on a single line. Because the
information printed, the tickets aren’t left at a status 3. While the system con-
siders the flush successful, you're left without the printed tickets. This is one
of the more difficult situations to recover from.

Your best option is to manually reprint the tickets. To quickly determine the
tickets that should have flushed, print the Open Pick Report, adding the due
date detail. When the system flushes the tickets, it automatically changes the
due date to the vendor’s name from whom you received the merchandise.
Therefore, any ticket that has a due date containing this information should
have flushed. If you flushed the tickets to a status 8, you could also run the re-
port by limiting to only status 8 and status 9 tickets. However, this option is
only available if you didn’t previously have any status 8 or 9 tickets. After you
determine the tickets you need to reprint, you must manually reprint them.

Note: The Print Code field in the (LGO) screen lets you specify what infor-
mation prints on the ticket. Since you're reprinting the tickets, the sys-
tem considers the original printing successful. Therefore, unless you
edited your format to reprint this information for each successive
printing, when you reprint the tickets again, the information you have
set up to print in the Print Code field will not appear on the tickets.

The Trouble With Short-Buys

DDMS allows you many different options for purchasing items. You can cre-
ate purchase orders manually by entering each item, or you can use the short-
buy process to create purchase orders. Using this method, you transfer items
from the SHORT-BUY file onto the purchase order. (You create these files
when running the Short-Buy Report.) This method is faster and easier than
creating purchase orders manually, because it eliminates entering the items
and quantities individually. However, in order for an item to appear on the
Short-Buy Report, it must:

¢ Be backordered on a pick ticket
* Be set at a status 6 or 7
¢ Not appear on a different purchase order.

If these three criteria aren’t met, the item won’t appear on the report. If the
item meets the above list, but doesn’t appear on the report, use the following
list of questions to help you troubleshoot the problem.

1. Did you set limits when printing the report that would exclude
the missing item? To check, print the report again using different
limits.
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2. Are you using a custom limit that would automatically exclude
the missing item? To check, go to the (+Y) screen and view any
special limits you have set up for the Short-Buy Report. You do
this using the S-BUYS selector name. Press Return until the This
Selector Exists Change Or Delete prompt appears. (If the This Se-
lector Does Not Exist prompt appears, you do not have custom
limits set up for the Short Buy Report and this is not the problem.)

The This Selector Exists prompt gives you the option of changing
your limits or deleting the report. If you choose to delete the re-
port, you'll return it to its default limits. (You should use caution
when deleting reports. Many Short Buy Reports are specifically al-
tered to meet your needs. In addition, by deleting the report, you
do not ensure that the items will automatically appear. There are
other reasons why the items may not be listed on the report.)

e If an item appears on the report that shouldn’t, check whether it
meets the three criteria we’ve listed. Most likely, the item is listed
on the report because it has a pick ticket assigned to it and it’s on
a P/O. For whatever reason, the item on the pick ticket doesn’t
have the P/O number assigned. If you change this and rerun the
report, it should disappear.

Once the report has printed and you have your items in the SHORT-BUYS file,
you can use the file to automatically place the items on a P/O. You do this us-
ing the [S] S Buys function in the (F) screen.

/08: 50: 09 (F) Purchase Order Entry rev. (04/01/99) 05/06/99 \
-------------- Inv Loc [ 1] ----------------------- File [PONMASTER ] Vol [WB ]
ACTION [S] (C Chg,l-Ing, D-Del, O Oder, R Rec, S-Short Buys, T- Trans, P-Pri nt, F- Fax)
Vendor #ABC CO Cont act : Phone # -
Narmre : Fax # - - R Phone #...-...-....
Street : Account # Last P/ O # 10004
Gty : State : Zip # - Current P/O # 10068
---------- Total Weight # . % .__ --------- Due Date :_/__|__
STOCK NUMBER CO. DESCRI PTI ON UNIT C ORDER RECEIV ACK. NBR

LR R E R R R R SRR R R R R R R R R R R R R R R R R R R R E R R R EEE R EREEEEEREEEEEEEES
* Entire Short-Buy for P/O Y/ N ?N *
* Assign Pick Ticket Nunbers Y/N ?Y |Include Specials Y ND Pronpt ?P *
* Only Items for Oasses From#. To #. (Blank-All d asses) *
* Only Items that Match Vendor 2 [.......... ] (Blank-All Vendors) *
* For C=Conpany, M=Mg., W-Vendor |ID, P=Program V=Pur. Vend. ID?. *
* Dollar Limt for Building PPOS$........... (Blank-No Linmit) *
* Update "I-PRICE" List with List Price Changes Y/ N ?. *
* Reset "MFG " Cost Y/N ?Y (Only if Vendor Matches) *
* Check for Econonmic Buy Y/N ?Y Econonic Contract to Use [ GH *
* Use Vendor Contract Range [10] to [12] Y/N ?Y *
* Contract to Use Cost From? [..] *
LR R R R R R R R SRS EE SRR R SRR EE R SRR R SRR SRR EREEEEEEREEEREEEEESEEREESEEESES
- J
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When you do, the system displays the Short-Buys Window, as shown in Fig-
ure 4. This window provides many options, including the ability to match
items for the purchasing vendor, primary wholesaler, and so forth. If you use
this option, the system will automatically select all of the items that match the
vendor you selected and for whom the P/O is for.

If you don’t have any items that match this vendor on the P/O you're creat-
ing, the system will not add them to the P/O. In addition, if the vendor ID on
the P/O (set in the Vendor ID field in the (C) Vendor Master screen) does not
identically match the Vendor ID in the (E) screen, the system will not place the
items on the P/O. For this process to be successfully completed, the following
must occur:

¢ The item must appear on the Short-Buy Report.

¢ If you use the vendor matching option, the item must match the
vendor for whom you are creating the P/O. Suppose the item’s
primary wholesaler is United and the purchasing vendor is
Daisytek. When you run the [S] S Buys function in
the (F) screen, you select the match on pur-
chasing vendor option using United.
In this case, since the purchasing ven-
dor is Daisytek, the item will not be
placed on the P/O.

If, after trying all the options we’ve listed and
checking your system documentation, you still
can’t determine why the items aren’t appearing
on the Short-Buy Report or on the P/O, call
DDMS for assistance.

Launching the LAUNCHFILE

Occasionally, your LAUNCHFILE may not successfully launch programs or
procedure files as it should. To troubleshoot this issue begin by making sure
that the launched field is clear. In other words, no time displays in the launch
column. If a time is listed for the launch, the launcher program assumes that
the item has already been launched. It won’t launch the item again. The sys-
tem automatically clears the times at midnight, so if you turn off your system
before midnight, the system won’t automatically clear the times for you. In-
stead, you’ll have to manually clear the times yourself.

If you determine that the launched column is clear and the time and date are
correct, print the screen or record the information in the (Z)[E7] screen and de-
lete your LAUNCHFILE from the SR volume serial. Next, go in the (Z) System
Utilities screen and select the [E7] Activities Scheduler function. This option
creates a new LAUNCHFILE. After the LAUNCHEFILE is created, you can re-
enter the information. This task usually corrects the problem.
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In the event that you come to work and find your LAUNCHFILE empty, it’s
likely that a procedure file you were running failed. When a procedure file
fails to complete, the system renames the LAUNCHFILE to SAV-LAUNCH,
thereby preventing additional procedure files from starting. To verify that the
system created the SAV-LAUNCH file, delete your blank LAUNCHFILE and
rename SAV-LAUNCH to LAUNCHFILE. Obviously, you'll also want to de-
termine when your procedure file stopped and the reason why.

Invoices and the Duplication Dilemma

Duplicate invoices can sometimes appear in order entry. If this happens, use
the inquire function in the (G) screen to determine what caused the duplica-
tion. Note each line item, along with its corresponding file. This information
can help you quickly determine what caused the following two problems:

¢ If you have invoices in the P-MASTER and JOUR-S files, it’s pos-
sible that your (MA) Daily Backup Procedure didn’t complete the
previous night. In addition, if you have duplicates that only exist
in the JOUR-S file, it was probably caused by running the (MA),
having it fail, and running it yet again. Depending on when the
(MA) failed, several problems, including duplicate invoices, can
occur.

¢ A second factor for duplicate invoices can be blamed on mistakes
made during year-end procedures. At the end of the year, you
merge your monthly sales journals into one yearly sales journal.
When you perform this procedure, you have the option of updat-
ing the (LGA) Sales Journal Parameters screen with the name of
the yearly sales journal you're creating. The problem occurs when
you forget to remove the monthly journals that you merged into
the new yearly journal. If you choose to update the (LGA) screen,
but forget to remove the monthly journals that you merged into
the new yearly journal, the system will search both the yearly and
monthly journals for your invoices. Since the invoices reside in
two separate journals, you've created duplication. To fix this
problem, remove the journals from the (LGA) screen that you've
duplicated.

While the second scenario is easier to correct, each of these situations can re-
sult in invoice duplication. If you experience difficulty with your (MA) failing
and are not sure how to correct the problem, it’s often best to call support for
assistance. If you're unsure and the (MA) fails, you should restore and correct
the problem that caused the (MA) to stop. Then run the (MA) procedure
again.
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KO Backup Errors

The data stored on your DDMS system’s hard drive contains vital
information concerning your customers and your business. If
you're a PGDOS system user, there are several ways to ensure
that you're protecting your data, and to troubleshoot backup er-
rors when things go wrong.

First, back it up. Just as a boxer wears a mouthpiece to protect the
teeth he wants to keep, you should back up the data you can’t af-
ford to lose. Imagine what would happen if you lost a day’s data.
What if you no longer had any record of transactions for an entire
day? What if you lost every sale, every check written, every check
received? Recreating each keystroke is time-consuming and
nerve-racking. If you back up your system at the end of the day,
reconstruction is as simple as restoring the data from the streamer
tape. An accurate backup can mean the difference between a little

inconvenience and a major headache.

Another common source of headaches are your tape drives and streamer
tapes. It’s important to ensure that your tape drive is properly functioning.
Having a faulty backup is as bad as having no backup at all. Unfortunately,
there is always the possibility that an error will occur when backing up your
information.

Backup errors can be caused by any number of things including a bad tape, a
tape controller board that need reseating, problems with a file, or physical
problems with your hard drive or tape drive. If you're a PGDOS user and you
receive an error when backing up, there are several things you can try:

Back up your system using a different streamer tape.

If the problem is not immediately corrected, realign your tape
with the tape drive heads by running the ;TAPRETEN program.
(You do this using the [B4] Execute Program function in the (Z)
screen.)

Try reseating the tape drive controller board inside your CPU.
(For details, see Book X: Hardware.)

If these steps fail, the problem may be with the information you're
backing up, the hard disk area where the data resides, or the tape
drive. In this case, check for crossed files by running the
;UTLRESET, ;UTLDSKTST, and ;SPCFINDBU programs. Run
them on the unit that is causing the problem. (If the system re-
ports crossed files, contact DDMS support for help.)

Next, check for disk problems by running the ;SPCDSKTST pro-
gram on the problem unit.
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¢ Finally, retention the tape. You do this by selecting the [N] Tape
Drive Utilities function in the (ML) System Maintenance Proce-
dures screen.

If you try the above functions, and the backup errors continue, it’s possible
that the tape drive or controller card need to be replaced. If you try backing up
a different unit with plenty of data and the backup fails on this unit also,
verify that this unit does not contain crossed files. If it doesn’t, you should
contact DDMS support for assistance.

If you receive a tape from DDMS which your tape drive is unable to read,
don’t automatically assume that your drive is at fault. Since tape drives con-
tain moving parts, different drives may seat the tapes in a different position.
This means that the heads on your tape drive may be aligned differently than
the drive heads that were used to create the tape. The drive isn’t broken, it
simply can’t read the tape. If this happens, call DDMS so we can send you a
different tape.

Customer Accounts that Seem to Disappear

Sometimes you cannot access the customer’s account in the (G) screen. If this
occurs, do the following:

* Try to retrieve the customer’s record using the customer’s account
number instead. If you can, simply reindex the customer database
— the C-INDEX file in the (A) screen. Once the reindexing is com-
plete, you should be able to access the customer’s account by
name in the (G) screen.

e Next, check the (LA) Customer And A /R Parameters screen to de-
termine whether the customer’s assigned status code is excluding
the record from being accessed in either the (G) or (B) screens. The
Inc/Exc In (B) and Inc/Exc In (G) fields are often used to exclude
customers with delinquent accounts and so forth. In general, you
should avoid using these fields whenever possible. Frequently,
when order entry clerks can’t retrieve a customer’s record, they’ll
add the customer into the system again as a new account. To re-
solve this dilemma, use the (LA1) Customer History Parameters
screen Order Entry Exempt Messages instead. These fields let you
set up five exempt codes and corresponding messages that will
display in order entry. If you assign an order entry exempt code to
the customer’s record in the OE Exmp field in the (A) screen, the
customer will not be allowed to place orders.

If you discover that you can retrieve the customer’s record in both the (A) and
(G) screens, but not in the (B) screen, try the following:

¢ Since the (B) screen uses only master account information, make
sure that the customer’s master account hasn’t been deleted. If
you create an invoice for a departmental account, the customer’s
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accounts receivable will only be updated for the master account,
not the departmental account. If the master account is accidentally
deleted, you won’t be able to retrieve the account in the (B)

screen. To correct the problem, retrieve the customer’s record us-
ing the account number. Record the number in the Next Customer
Number field in the (LA) screen. After you determine that no one
else is using the system, you can clear the Next Customer Number
field. Next, add the account in the (A) screen using the original ac-
count number. After you've re-created the customer’s record, re-
turn to the (LA) screen and re-enter the number you recorded.

If you perform all these troubleshooting tips and review your system docu-
mentation but are unable to retrieve the customer’s account, contact the sup-
port department.

Usage Report Questions

You can print customer monthly and quarterly usage reports through the (UR)
Sales Reports screen. If the report fails to include information for a customer
for whom you have journal invoices, do the following:

¢ Check the monthly usage and quarterly usage ranges that you
have set up in the Monthly Usage From/To and Quarterly Usage
From/To fields in the (LA) screen. Only customer statuses listed
within this range will be included on the report. If you don’t
specify a range, the system won’t print a monthly usage or quar-
terly usage report in the (UR) screen. To include all your customer
accounts, enter a range of 1 through Z.

e If this doesn’t work, try printing a Monthly Invoice Register Re-
port using the [C] function in the (UR) screen. Be sure to use the
sales journal limited to your customer to determine if they have
any invoices in the journal. (For more information about printing
this report, see Book VIII: Sales and Commissions.)

If you follow these steps, read your system documentation concerning
monthly and quarterly usage reports, and still can’t resolve the problem, con-
tact DDMS support.

When Sales Reports and General Ledger Don’t Match

When you run sales reports and notice that your figures don’t match your
general ledger, you can use the General Ledger Journal Report to help you de-
termine the problem. To do this, run the report by selecting the [B] Select G/L
Levels And Or Detail Reports option in the (W) General Ledger Reports
screen.
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When printing this report, be sure to also select the [5] Detail option in the
Level field. This level prints a total by day for each G/L account within the
limits you specify. This information comes from the CHARTFILE and G/L
MASTER file.

Next print the Sales Analysis (Recap) Report using the [E] Sales Analysis (Re-
cap) function in the (UR) screen for each day. After the reports are all printed,
compare them, checking for the following:

¢ A manual journal entry that was made to sales in the (K) General
Ledger Posting screen

¢ A posting in the (B) screen made to a sales account

¢ An adjustment made to the selling price using the [J] Journal ac-
tion code in the (G) screen.

By using these instructions, you should be able to pinpoint where the problem
occurred. Use appropriate measures to correct the error. For details concerning
accounts receivable instructions, see Book IV: Accounts Receivable. For details
concerning general ledger information, see the DDMS General Ledger Manual.
Be aware, however, that these problems can often be very time consuming to
troubleshoot. Unfortunately, as this is usually the way these problems occur,
it’s the best manner in which to troubleshoot these issues.

Fixing Invalid General Ledger Numbers

When you post transactions in the (B) screen for an invoice, the system may
display invalid general ledger number errors. This may occur for two separate
reasons:

* You modified the general ledger location by entering a password
in the Order Writer field in the (G) screen. This function allows
you to change the G/L location for the entire ticket. If you enter
an invalid location, once the ticket is moved to an invoice (status
B), the system updates the (B) screen with the invoice informa-
tion, including the invalid general ledger number you specified. If
you attempt to post a credit, an adjustment, or an invoice pay-
ment, the system notifies you that the G/L number is invalid.

* You changed the G/L location in the DDMS Master Menu before
placing the order and the number you specified is invalid. In this
case, the system will use the number you entered for the order —
creating similar problems in the (B) screen.

To correct this issue, go to the (+]) Special Chart of Accounts screen and use
the [X] Xerox Records function to copy a valid G/L location to the invalid G/L
location you specified. Suppose your company has one location but you
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Figure 5:
Selecting the [E]
Report Writer
Analysis
Function in the
(ML) Screen
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placed an order for location 3, you can create a G/L location of 3 in the (+])
screen. Afterward, you can adjust the invoice and report it to the proper loca-
tion — in this example, location 1.

If desired, an alternative is to add four new accounts in the (J) Chart of Ac-
counts Master screen. If you decide to use this method to correct the problem,
create the following four accounts: Cash in Bank, AR Trade, Discount, and
Sales. After the accounts are added, retrieve the G/L numbers for these ac-
counts in the (L2) G/L Master Numbers screen and add them for whatever lo-
cation was incorrect.

Be in the Know

There are several functions that you should be familiar with in the event that
you can’t determine a problem’s solution and contact DDMS for technical sup-
port. The following functions are essential when troubleshooting system prob-
lems.

Printing a Report Writer Analysis Report
The ;SPC:RWA program lets you print a summary report for a specific format
or a selector library. You can also print a detailed report for a specified format.

Step 1: Go to the (M) Operational Procedures screen and select the [L]
System Maintenance Procedures function.

Step 2: The Enter Password prompt appears. Enter the password set in
the ML Password field in the (LM) Operational Procedures Pa-
rameters screen. If no password has been set, press Return.

/16: 19: 49 (M) System Mai nt enance Procedures (01/30/98) 03/24/98

A Print System Consol e (; SPCCONSQL)

B. Pick File Data Dunp (; SPCPRTPM )

C. PO File Data Dunp (; SPCPRTPO )

D. Bad Nunbers Report (; SPC. NBR )

E. Report Witer Analysis (; SPC. RWA )

F. Format Conversion Program (; SPC. FMI )

G Find Binaries in Data File (; SPCFI NDBN)

H Find Data Files with Binaries (; SPCFI NDBU)

*|. Clean Binaries fromData File (;UTLCLEAN )

*J. PGD Di sk Test (; UTLDSKTST)

NOTE: K. Check for Crossed Files (; UTLRESET )
Progranms not ed L. Verify Tape (; TAPVERI FY)
with an ‘*’ may M Tape Read (; TAPREAD )
be dedi cat ed. N. Tape Drive Uilities (; TAPTAPE )
Check docunenta- *O Delete Duplicates froml-AUX (; SPC: NODUP)
tion for proper *P. Delete Bad Inventory Locations (;SPC KILQOC
use. *Q Change |tem Keys (; SPCCHA T )
*R Reset Application Uilities (; UTLLDUTL )

Letter of Requested Function [
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Step 3: When the (ML) screen appears, select the [E] Report Writer
Analysis action code. See Figure 5.

Step 4: At the Are You Sure prompt, type Y.

Step 5: The system displays the Format/Selector Library Report screen,
with the cursor in the Do You Wish To Analyze Format Or Selec-
tor Or Total Library field. At this prompt, press Return or type S.

Step 6: In the Library Name field, press Return to accept the default li-
brary !USS.

Step 7: In the Volume Serial field, press Return to accept the default vol-
ume serial SR.

Step 8: In the Which Selector field, press Return.

Step 9: At the Print Limit Detail prompt, you can specify whether you
want to print the limit detail for this report. Press Return or type
Y to include the limit detail.

Step 10: At the Print Format Detail Report, you can specify whether you
want to include format detail on the report. Press Return or type
Y to include the format detail.

Step 11: In the Enter Printer field, press Tab to accept the default printer,
or enter the logical name of a different printer.

Step 12: At the Are You Sure prompt, type Y.

Searching for Control Characters

The ;SPCFINDBU program searches for control characters in one or all of the
files on a disk unit.

Note: You must run the ;JUTLCLEAN program for some of the files where
control characters are found. For information on which files with con-
trol characters require the ;UTLCLEAN program, call DDMS Support.
For instructions on performing the ;JUTLCLEAN program, refer to
“Chapter 23: Running Diagnostic Programs” in Book VII: System Main-
tenance and Utilities.

Step 1: Go to the (M) screen and select the [L] System Maintenance Pro-
cedures function.

Step 2: The Enter Password prompt appears. Enter the password set in
the ML Password field in the (LM) screen. If no password has
been set, press Return.

Step 3: When the (ML) screen appears, select the [H] Find Data Files
With Binaries action code.

Step 4: At the Are You Sure prompt, type Y.



Figure 6:
Entering a File
to Check
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Step 5: The system displays the screen shown in Figure 6, with the cur-
sor in the Enter Files to Check field. At this point, you can search
a single file, an entire unit, or all files in a specific database.

¢ To search a sing]le file for control characters, enter the name of
the file. Press Tab to move to the Unit Number field and enter
the number of the unit where the file is located.

¢ To search an entire unit for control characters, press Tab. In
the Unit Number field, enter the unit number to search.

¢ To search all files in a specific database, use the wild card
function. To do so, enter the first character or the first few
characters of a file name followed by question marks (?) in the
Enter Files To Check field. For example, if you want to search

tem will search all files that begin with C-.

Step 6: At the Send Results To Printer prompt, enter your response ac-
cording to the following:

Y  Print the results. At the Enter Printer To Use prompt, press
Return to accept the default printer or enter the logical
name of a different printer.

N Do not print the results. The system will display the re-
sults on the terminal instead.

Step 7: The system begins searching the specified files and displays the
Searching For Binaries Record Number message.

UTI LI TY FOR FI NDI NG CONTROL CHARACTERS I N FI LES
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Step 8:

e If a control character is not found, the system continues with
the search until all the files have been examined.

¢ If a control character is found, the system will stop the search in
that particular file and will begin searching the next file, if any.

When the program is complete, the cursor returns to the Enter
Files To Check field. Enter the name of the next file you want to
search, or press Esc to return to the Master Menu.

Checking for Crossed Files

You should run the ;UTLRESET program before you perform a manual full
disk compression. The ;UTLRESET program checks for crossed files.

Note: This is a dedicated function. Make sure that no one is using the system
and that all other terminals are in the Master Menu screen before con-
tinuing.

Step 1:

Step 2:

Step 3:

Step 4:
Step 5:

Step 6:

Step 7:

Step 8:

Step 9:

Go to the (M) screen and select the [L] System Maintenance Pro-
cedures function.

The Enter Password prompt appears. Enter the password set in
the ML Password field in the (LM) screen. If no password has
been set, press Return.

When the (ML) screen appears, select the [K] Checking For
Crossed Files action code.

At the List Of Files On Printer prompt, type Y.

In the Printer field, press Return to accept the default printer or
enter the logical name of a different printer.

At the Pause When Screen Is Full prompt, enter your response
according to the following:

Y Pause when the page becomes full.
N Do not pause when the page is full.
E  Only pause if the file has an error.

At the Enter Unit Number prompt, enter the unit number of first
PGDOS unit you want to compress.

The system will print each file on the disk unit along with a list-
ing of the cylinders occupied by that file, using the printer you
specified. When the Flag Unused Cylinders As Free prompt ap-
pears, type N. (You should always type N at this prompt.)

The system displays and prints the free cylinders. When the pro-
gram is complete, the message Done ----Press Any Key To Con-
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tinue appears. Press Return. Examine the report generated by the
;UTLRESET program. It will show each file on the disk unit
along with a listing of the cylinders occupied by that file.

e If any warnings appear, call DDMS.

¢ If no warnings are reported on the printout and you are com-
pressing more than one disk unit, repeat the steps listed
above.

Note: A row of asterisks (*) next to a file indicates that the file is open.
If this occurs, perform a single file compression. (For details, see
“Chapter 3: Compressing Files” in Book VII: System Maintenance
and Utilities.)

Step 10: Run the ;ULTRESET program for each unit that you want to

compress. When you finish, press Esc.

Testing Your Hard Drive

The ;UTLDSKTST program tests your hard drive and the files it contains. Use
the following steps:

Step 1:

Step 2:

Step 3:

Step 4:
Step 5:

Step 6:

Step 7:

Step 8:

Go to the (M) screen and select the [L] System Maintenance Pro-
cedures function.

The Enter Password prompt appears. Enter the password set in
the ML Password field in the (LM) screen. If no password has
been set, press Return.

When the (ML) screen appears, select the [J] PGD Disk Test ac-
tion code.

At the Are You Sure prompt, type Y.

At the Enter Unit Number prompt, enter the number of the unit
you want to test and press Return.

At the Select Function T=Test Unit, F=Fix File prompt, type T.
(You can’t select the F=Fix file option. This function is reserved
for use by DDMS.)

At the Select Type Of Test, F=Files, D=Disk, B=Both prompt,
type D to test the disk drive.

The system displays the Test Reading Entire Unit message, and
counts the cylinders, heads, and sectors until all of the units have
been displayed. If no errors are found, the No Errors Reading
Disk message appears, along with the Enter Unit Number
prompt. At this point, you can enter another unit number to test.
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Figure 7:
Selecting Files
to Check

If the system finds an error, the exact cylinder, head, and sector
where the error is located appears. Record the unit number that
contains the error, and call the DDMS Support Department im-
mediately.

Locating Bad Numbers in System Files
The ;SPC:NBR program is designed to locate bad numbers in a specified file.

Bad numbers

are non-numeric characters that appear in numeric fields. It also

searches the sales journal for items with zero cost, or with a selling price more

than four tim

es the cost of the item. If any bad numbers are found, a report

will print that lists the name of the record where the bad number is located. A

message will

also print, indicating the part of the record affected by the bad

number. To run this program, use the following steps:

Step 1:

Step 2:

Step 3:

Step 4:

Go to the (M) screen and select the [L] System Maintenance Pro-
cedures function.

The Enter Password prompt appears. Enter the password set in
the ML Password field in the (LM) screen. If no password has
been set, press Return.

When the (ML) screen appears, select the [D] Bad Numbers Re-
port action code.

At the Are You Sure prompt, type Y.

4 PROGRAM CHECKS FOR NON- NUVERI C DATA | N NUMERI C FI ELDS I
(PROGRAM W LL ALSO CHECK THE SALES JOURNAL FOR ZERO COST OR)
(PRI CES GREATER THAN 4 TI MES THE COST)
RECORDS W TH BAD DATA WLL PRI NT ON PRI NTER ? [Pl
CLEAR THE "N' OR "T" FROM BAD DATA FIELD Y/N ? [N|

1 [Y] CUSTOVER FILES
2 [Y] ACOOUNTS RECEI VABLE
3 [Y] VENDOR FILES

WHICH GROUP 4  [Y] ACOCOUNTS PAYABLE

OF FILES 5  [Y] INVENTCRY FILES

TO CHECK ? 6 [Y] SERIAL FILES
7  [Y] PURCHASE ORDERS
8 [Y] ORDER ENTRY
9  [Y] PERSONNEL FILES
10 [Y] PAYROLL FILES
11 [Y] SALESPERSON FI LES
12 [Y] GENERAL LEDGER
13 [Y] JOURNAL-U AND JOURNAL-P FI LES
14 [Y] JOURNAL-S FILES -- FILE ? [JOUR'S ] VAL ? [WL.??]
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If you want to
print a specific
screen, retrieve that
screen on the main
monitor.

Step 5:

Step 6:

Step 7:

Step 8:

Step 9:

Step 10:

Troubleshooting Your DDMS System

The system displays the screen shown in Figure 7. In the Records
With Bad Data Will Print On Printer field, press Return to accept
the default printer, or enter the logical name of a different
printer.

In the Clear The “N” Or “T” From Bad Data field, enter your re-
sponse according to the following:

Y Delete all non-numeric characters from numeric fields.

N (default) Do not delete all non-numeric characters from
numeric fields. If you specify N in this field, you must
manually delete all non-numeric characters. DDMS recom-
mends that you specify N so that you can locate the prob-
lem before you delete it.

When the cursor moves to the Customer Files field, you can use
this and the remaining fields to specify groups of files that you
want the system to search for bad numbers.

¢ To search all of the groups of files, press Return.

¢ To search specific files, tab to each group of files you do not
want to search and enter an N in the corresponding field.

In the File field, enter the name of the sales journal where you
want the system to search and press Tab.

In the corresponding Vol field, enter the unit number where the
tile you specified is located.

At the Are You Sure prompt, type Y. The system displays the
name of each group of files as they are being searched. When the
system is finished, the End Of Program message appears. Press
Return.

Printing a System Console

You can print any information displayed on the main monitor by using the
;SPCCONSOL program. This can be helpful if you have an error message that
you want to save or send to DDMS, or if you want copies of the screen for
training and record-keeping purposes. Use the following instructions:

Step 1:

Step 2:

Go to the (M) screen and select the [L] System Maintenance Pro-
cedures function.

The Enter Password prompt appears. Enter the password set in
the ML Password field in the (LM) screen. If no password has
been set, press Return.
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Step 3:

Step 4:
Step 5:

Step 6:

Step 7:

When the (ML) screen appears, select the [A] Print System Con-
sole function.

At the Are You Sure prompt, type Y.

The system displays the Select Type of Video Controller prompt,
as shown in Figure 8. When this prompt appears, specify
whether you have a color monitor or a monochrome monitor.
Enter your response according to the following:

V  Color monitor.
M Monochrome monitor.

At the Send Output To Screen/Printer prompt, you can specify
whether you want to print this information to the system’s main
monitor or to a printer. Enter your response according to the fol-
lowing;:

P Print the information to a printer. In the Printer field, press
Return to accept the default printer, or enter the logical
name of a different printer.

S Display the information on the system’s main monitor.

The system displays or prints the information on the main moni-
tor, according to the function you specified.

¢ If you specified to display the information on the screen, when
you finish viewing the information, press Return. The Send
Output To Screen/Printer prompt reappears.

Select Type of
Video
Controller

Proth

(< SELECT TYPE OF VI DEO CONTROLLER: )
(V) VGA OR CGA

Figure 8: The e e
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If you enter a pick
ticket or invoice
number that does
not exist, the
CUYSOY Yemains in
the Pick # field and
the Pick # Does
Not Exist message

EIEEEEU’S.

Step 8:
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¢ If you specified to print the information, the cursor automati-
cally returns the cursor to the Send Output To Screen/Printer
prompt as the information prints.

When the Send Output To Screen/Printer prompt reappears,
you can change the information on the main monitor and dis-
play or print the new information, or display or print the old in-
formation again. The system stores the screen you viewed or
printed in memory. Therefore, to display or print a different
screen, you must press Esc until the system redisplays the Mas-
ter Menu, and begin again.

When you finish viewing and printing information, press Esc.

Note:

If you change the screen displayed on the main monitor, you
may need to respond to the Send Output To Screen/Printer
prompt more than once before the system responds.

Printing a Pick Dump

The ;SPCPRTPM program is a diagnostic program designed to help DDMS lo-
cate and correct problems in a specific pick ticket record. The program prints
the Pick File Record Dump. This report shows the file layout for the specified
pick ticket. Use the following instructions:

Step 1:

Step 2:

Step 3:

Step 4:
Step 5:

Go to the (M) screen and select the [L] System Maintenance Pro-
cedures function.

The Enter Password prompt appears. Enter the password set in
the ML Password field in the (LM) screen. If no password has
been set, press Return.

When the (ML) screen appears, select the [B] Pick File Data
Dump function.

At the Are You Sure prompt, type Y.

The system displays the Program To Dump Invoice Data To
Printer screen, and the cursor moves to the Pick # field. At this
point, you can change the printer or the file for which you want
to search for the invoice. For example, you may want to check for
an invoice in a sales journal.

¢ To accept the default printer and file, in the Pick # field,
specify the number of the pick ticket or invoice that you want
to check. Do not include the extension (-0 or -01, for example).
Press Return.
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Figure 9: The

Program To

Dump P/O Data
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To Printer
Screen

¢ To change the printer or file, press Esc to move the cursor to
the appropriate fields and enter the new information over the
existing information. Press Tab to move from one field to the
next. After the appropriate printer and file is specified, in the
Pick # field, specify the number of the pick ticket or invoice
that you want to check. Do not include the extension (-0 or -01,
for example). Press Return.

Step 6: After you enter the pick ticket or invoice number, the Printing
message appears. After the procedure is complete, the cursor re-
turns to the Pick # field so you can continue to specify the next
pick ticket or invoice number that you want to check. When you
tinish, press Esc.

Printing a P/O Dump

The ;SPCPRTPO program is a diagnostic program designed to help DDMS lo-
cate and correct problems in a specific purchase order record. The program
prints the P/O File Record Dump. This report shows the file layout for the
specified purchase order. Use the following instructions:

Step 1: Go to the (M) screen and select the [L] System Maintenance Pro-
cedures function.

Step 2: The Enter Password prompt appears. Enter the password set in
the ML Password field in the (LM) screen. If no password has
been set, press Return.

4 PROGRAM TO DUMP P/ O DATA TO PRI NTER I
Printer ? [P1]
File Name ? [ PO MASTER | Vol une ? [WL??]
P20 # [[] 1  (MIST HAVE P/ O #)




If you enter a
purchase order
number that does
not exist, the
CUTSOT Temains in
the P/O # field and
the P/O # Does
Not Exist message
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Step 3:

Step 4:
Step 5:

Step 6:
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When the (ML) screen appears, select the [B] Pick File Data
Dump function.

At the Are You Sure prompt, type Y.

The system displays the Program To Dump P/O Data To Printer
screen, as shown in Figure 9. The cursor moves to the P/O #
tield. At this point, you can change the printer or the file for
which you want to search for the purchase order.

¢ To accept the default printer and file, in the P/O # field,
specify the number of the purchase order that you want to
check. Press Return.

¢ To change the printer or file, press Esc to move the cursor to
the appropriate fields and enter the new information over the
existing information. Press Tab to move from one field to the
next. After the appropriate printer and file is specified, in the
P/O # field, specify the number of the purchase order that you
want to check. Press Return.

After you enter the purchase order number, the Printing mes-
sage appears. After the procedure is complete, the cursor returns
to the P/O # field so you can continue to specify the next pur-
chase order number that you want to check. When you finish,
press Esc.
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