Infolink Printing Troubleshooting Guide

UNABLE TO PRINT PALLET LABELS IN INFOLINK

Incident: Printer does not print the labels created by Infolink, direct to Printer.

Probable Cause: The PC either does not have a default printer correctly installed, there are issues with the browser/Windows configuration or the connection speed is insufficient.

Problem Diagnosis and Probable Resolution: 

Note: If you are having problems post printing labels, ensure you are not trying to print too many labels at once. Try printing no more than 10 pallets at once using the post-print method. If this is successful, the connection cannot handle too many labels and should only print in batches of 10 labels at a time.

· Check Connection speed 

· Infolink requires a reliable connection to the internet. Minimum requirements are for a 56k modem and their connection should be at least 45 kbps. 

· To check the speed: Ask the user to visit either of the websites listed below:

· http://www.pcpitstop.com/internet/BwDownTest.asp
· http://promos.mcafee.com/speedometer/
· http://bandwidthplace.com/speedtest/
· Once on these sites click start to run the test, a page will be returned displaying their speed in kbps or mbps. Anything below 30 kbps requires an upgrade to the Internet connection to use infolink successfully. Between 30 and 45 kbps you may experience intermittent problems and upgrading is recommended. Over 45 kbps, you should have no problems using infolink with this connection.

· Check if a default printer is correctly installed
· Select 'Start' from the Windows menu. 

· Follow the path to printers (Start > Settings > Control Panel > Printers)

· Select default Printer and right click on it

· Select ‘Properties’, from the menu that appears

· Under the 'General' Tab, select 'Print Test Page' to print a test page.

If unable to print a test page, suggest that you contact your systems administrator to check the configuration and set-up of the printer. If the test page prints satisfactorily continue to the next step.

· Check if the correct version of Adobe Acrobat Reader is installed
· Open Adobe Acrobat Reader.

· Select 'Help' from the top menu and select 'About'.

· Take a note of the version number.

If you have a version of adobe lower than 5.0.5, then you will upgrade to this version as a minimum by downloading the relevant files from the Adobe website:

http://www.adobe.com/products/acrobat/readstep2.html
There may be occurrences where you are restricted from downloading these files from the Adobe website by your company’s firewall. 

Note: If your version of Adobe is 5.0.5 continue to the next step. If your version of Adobe is higher than 5.05 then please note that Infolink will not print directly to the printer for some higher versions of Adobe, this fix is under development. Hence please print from the Browser setting in Infolink.

· Check if the correct version of Internet Explorer is installed
· Open Internet Explorer.

· Select 'Help' from the top menu and select 'About Internet Explorer'.

· Take a note of the version number.

· If you have version 5.01 or above, continue to the next step.

If your IE is not version 5.01 with Service Pack 2 (SP2) or above, you will need to upgrade to this version as a minimum by downloading the relevant files from the Microsoft website:

 http://www.microsoft.com/downloads/details.aspx?FamilyID=9fa0b9bd-fb2c-45d2-a58c-4102f1952b99&DisplayLang=en

· Check that Active X settings are working

· Go to the following link: http://www.pcpitstop.com/testax.asp
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This page tests whether you have your browser properly configured to download, authenticate, install, and display Activex
controls, and manipulate them with VBScript
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Activex is not instafled  Solution

Activex is not enabled  Solution

You aren't runing an Intel processor with a 32-bit version of Windows  Solution
Your version of Authenticade is out-of-date  Solution

You didn't accept the certificate Solution

o If you see a blank space, ActiveX is probably working properly, but not VBScript.  Solution
o If you see the message ActiveX is not supported, then your browser does't recognize the Activex Object at

all

Solution 1 Solution 2

When you think you've carrected any problem you are having with this, simply refresh the page [FS] to try it again.




· After a period of time you should see the date and time in the yellow box (as below)
· If you do not see the time in the yellow box, please move on to the next steps.

· Check if the ActiveX controls necessary to print are enabled

· Open Internet Explorer.

· Select ‘Tools’ from the menu bar and then to select ‘Internet Options’.

· Select the ‘Security’ tab and highlight the Internet icon by clicking on it once.

· Click on the ‘Custom level’ button.

· Scroll through the list and ensure the following are checked in the correct radio boxes:

	Download signed ActiveX controls
	Enable

	Download unsigned ActiveX controls
	Prompt

	Initialise and script ActiveX controls not marked as safe
	Prompt

	Run ActiveX controls and Plug-Ins
	Enable

	Script ActiveX controls marked safe for scripting
	Enable

	File download
	Enable

	Font download
	Enable


If the settings are as above – check that the ActiveX fonts for the pallet labels are downloaded. To do this in Internet Explorer:

· Select the Tools menu and select Internet Options

· Click the Settings button under Temporary Internet Files

· Click the View Objects button.

· The 2 ActiveX files circled below should be present.

· Check the file sizes of the 2 files, if they are different from shown below they didn’t download correctly.

[image: image3.png]Sainsbury's



[image: image4.jpg]infolink



[image: image2.png]Fle Edt View Favortes Took Help

| @search yrolders (BB X 0 [E

CAWINNT|Dovnloaded Program Files ~] P |Google- =

T A Bt & Satw | Toal... [ Crestionoate
(] [U] {EDADZ1C-3564-4E56- ABAG-EEUESSEAT6. . Unknowm  120KE  26(07/2000 00:07
(] Checkers Class. Instaled  76K8  29j05/2003 15:00
Downloaded Program [y uerrtclintFartLb.1PrintClentFont Instaled  63K6  13/06/2002 14:44
Files (U] Wit ClentLb2.LPrintClent Instaled  B4K6  24f09j2002 1408
(U] Obissfety.cSuppartiis Instaled K6 2uji1je02 1525
This Folder contains the s needzd o 2} Java Runtine Envicnment 1.4.0_01 Instaled  None  28f0ej2002 12:09
splay Web pages that Y0uNave 2} Jaya Runtime Envicnment 1.4.0_01 Instaled  None  28/o8j2002 12:09
aready opened [U1kean Clss Instled  8K8  18/07/2002 14:02
Most of these files help run animtions 9] Loader Class Instaled  161KE  30/01/2003 19104
on a Web page. [9] MessengerstatsClent Clss Instaled  157KB  23/05/2003 15:00
The files are placed nths Flder when 8] M5 Project Text Conversion Class Instaled  1,951KB  20j02/2001 13:06
you visit @ Web page so that f you @] P39enuC Class Instaled  166KB  07/02/2001 15147
cpen tha page agaln, the page il be [§] PKCS12Loader Class Instaled  8KB  10/12/2001 16:0
displayed more quickly. 9] soarcc.chatce Instled  1K8 17/02j200321:22
Select an item to view its description. 9] SDData.clsData Instaled 1B 25/05{2001 17:21
(9] sowrapT.clswap Instaled 1B 14/08/2001 18:15
(9] shockwave Activex Control Instaled 1B 28/07/2000 04:26.
[9] shackwave Flash Object Instaled  3KB 27]11/2002 11:46.
(9] support.com ActiorRunner Class Instaled  2,056KB 24j04j2002 19:37
(9] support.com Configuration Class Instaled 100K 05/06/2001 17:31

il

20 cbject(s)





· Set ‘browser’ print function in Infolink

· Log into Infolink.

· Click on the Administration tab.

· Click on the Documents Printers link. Click List.

· Change all the documents to ‘browser’ print. You do this by clicking on the document and selecting ‘browser’ from the drop down menu - Click Save.

· Log out of Infolink, re log in and to try to re-print a label.

· When you click print , a new Adobe window will open and the label will appear in this window. You will then be required to click the print icon in this window to print the label. Once the label has printed, shut this window to return to Infolink.

· If the label prints fine, then there tends to be a problem with your connection. Leaving your setting on Browser will solve this issue, but they will only be able to print labels for 10 pallets at a time.

· If the label doesn’t print, ask the user if the label looks OK on the screen (including barcodes)

i. Label fine on the screen
If the label has printed out but incorrectly, there is a problem between Adobe and their printer. Please visit http://www.adobe.com/support/techdocs/150d6.htm and run through the guide that Adobe provides for fixing printing problems.

ii. Label is not fine on the screen

If the label does not appear correctly on the screen, you will need to re-install the ActiveX fonts (ensuring you delete the ones that are there first) and re-test. If this doesn’t work, re-install Adobe Acrobat and re-test.
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