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INSTALLATION

A MANDATORY PREREQUISITE WAS NOT INSTALLED

SYMPTOM(S)

Duringthe installation process of ICON the followingerror message appears

CON Su

S

te™ x

Microsolt SO Seever 2016 Express SM mandatoty

prefrequisite was not correctly mstalied

CAUSE(S)

ICON Troubleshooting Guide

Computer needsto be restarted

Windows updates need to be installed

User is notan administrator

Systemis notrunning Windows 10

Conflict with installed version of Microsoft SQL Server Data-Tier Application
Firewall/Anti-virus

SQL Server - Attempted to perform an unauthorized operation (Windows 10 20H2)

RESOLUTION
1. CheckWindows Update. Make sure all patches areinstalled (This may take multiple restarts and check for
updates).
2. Ensure Window versionis Window 10
3. Ensure user hasadministrator permissions to install software on the machine.
4. Remove the following Microsoft SQLServer components if they existin Apps & Features
a. MicrosoftSQL Server2016 (Remove IconSuite4 Instance)
b. MicrosoftSQL Server Data-Tier Application Framework (x64)
c. MicrosoftSQL Server Data-Tier Application Framework (x86)
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E Microsoft SQL Server 2008 Setup Support... 39.0 MB q)

30 Nov 2018 _D

Microsoft SQL Server 2012 Native Client 7.20 MB - 5

y
Microsoft SQL Server 2016 (64-bit) (D
29 Aug 2019 c)

Microsoft SQL Server 2016 Setup (English) 162 MB . E

17 Jul 2019 46

Microsoft SQL Server 2016 T-5QL Languag... 7.25 MB o

30 Nov 2018 R

Microsoft SQL Server 2016 T-5QL ScriptDom 7.37 MB (7))

30 Nov 2018 q)

Microsoft SQL Server Data-Tier Application... 392 M Q
& 06 Dec 2017

. : -

_i_IZ__I‘ Microsoft SQL Server Data-Tier Application... 19.7 MB *________....—- o

i< 05 Sep 2018 | —
C) Microsoft 5QL Server Management Studio... 283GB

i3 29 Aug 2019 Z

Remove ICON 4 folder from C:\ProgramData
(Folder is hidden by default) O
6. Follow Microsoftarticle KB4594205 for Attempt to perform an unauthorized operation (Windows 10 U

20H2) https://support.microsoft.com/en-ca/help/4594205/kb4 594205 -setup-or-patching-sql-server-
instances-fail-with-error-attem

7. RestartComputer

8. Runlcon Installer

CLEAN INSTALLATION

SYMPTOM(S)

Sometimes it may become necessary to performa clean installation if ICON because of upgrades or failed
installations.

CAUSE(S)

e Major Upgrade
e Failed Installation

RESOLUTION

1. Uninstallthe following Items from Apps & Features
a. ICON
b. MicrosoftSQL Server2016 (Remove IconSuite4 Instance) SQL Server 2016 (ICONSUITE4 Instance)
c. MicrosoftSQL Server Data-Tier Application Framework (x86 and x64)
d. Microsoft XNA Framework Redistributable 4.0 Refresh
e. Medialooks MPlatform SDK
2. Remove the Medialooks folder from C:\Program Files (x86) if found
3. Remove ICON 4 folder from C:\ProgramData (Folder is hidden by default)
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4. Remove ICON folder from C:\Programfiles if found

VIDEO

BLACKMAGICDOES NOT APPEARIN ICON

SYMPTOM(S)

e Blackmagic capture devices do notappear as selection options in the Grabber Device dropdownmenu

CAUSE(S)

e Blackmagic devicedrivers notinstalled
e CorrectBlackmagicdriverversion installed
e Upgraded ICONversion

RESOLUTION

1. CheckBlackmagicisinstalled.
a. Apps & Features: Blackmagic Desktop Video (Should be in the Apps & Features list)

b. Device Manager: No Unknown devices. Shouldshow up under Sound, video and game controllers
w I 5ound, video and game controllers

ij| Blackmagic Decklink Studio 4K
ij| Blackmagic Decklink Studic 4K Audic
i Iy Blackmagic Decklink Studio 4K AVStream

2. Checklnstalled Blackmagicversion (Version11.6or greaterrequired as of November 16, 2020)

Ll

Desktop Video Setup

Version 11.4.1

© 2019 Blackmagic Design Inc.
All Rights Reserved.

a. |Ifversionislessthan 11.6.x (ie.10.8.6). Upgrade to the latestversionavailable from
blackmagicdesign.com
3. [Ifstillnotresolved Uninstall Blackmagic Desktop Video from Apps & Features. Reinstall with latest version
available from blackmagicdesign.com
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BLANK VIDEO PREVIEW

SYMPTOM(S)

e Blankscreenappears wherevideo shouldbe displayed in ICON.

CAUSE(S)

e A monitor wasadded or removed
e Windows was locked
e  Alt-Ctrl-Delete was used to lock the system or launch Task Manager

RESOLUTION
Close ICON and relaunchthe application.

e Thisonly affects Preview, not capture.
e Allthese functions cause a change to how windows drive the display. This requiresarefresh to the Direct

X device managedby our Video APl Vendor (Medialooks) to reset. This was turned off on purpose to avoid
the preview fromflickeringon systems without powerfulgraphics.

ICON Troubleshooting Guide
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NO VIDEO SIGNAL

SYMPTOM(S)

e LaunchingICONresultsin a “No video Signal” screenbeing shown.

DeckLink Studio 4K

No video signal

ICON Troubleshooting Guide

CAUSE(S)

e  Grabber Device configuration incorrect

e Power issues with camera/system and top end interface
e Video cable(s) have become loose or disconnected

o Video Grabberdevicedriverissue

e Videosignalissue

RESOLUTION

1. Checkthatthe Grabber device has been configured correctly. Refer to the ICON user manual for how to
adjustthe grabber settings. Refer to the camera/system/interface manuals to find the correct video
format.

2. Ensurethe cameraand interface have powerand are plugged in and turnedon.

3. Checkvideocablesfrominterface to grabber. Make surethey are plugged in correctly. Unplug and plug
them back in to make sure they are connected properly. Checkinterface manualto make sure cableis
plugged into the correctvideooutputjack.

4. Grabber device driverissue. The Blackmagicdriver has been observedto notswitch the inputlineon the
grabber.The resolutionis as follows.

a. OpenBlackmagic Desktop Video Setup
b. Selectgrabberand open settings
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5.

BO3

[E) Blackmagic Desktop Video Setup - O

Help

Desktop Video Setup

DeckLink Studio 4K

1@

c. Selectthe Videolnputtab.Selectthe correctinputconnectionto be used (Example.

Component). Click Save.

DeckLink Studio 4K

DeckLink Studio 4K

video Outpuf™| Video Input Audio Conversions About

Input Connection

3
) ©00©

Component

Analog Video Input Levels

Ch: . 0.00

g =N

b

d. Repeatstepsband cfor eachBlackmagicgrabber installed.

If there is a suspicion of avideosignal issue (Distorted image, flickering, no signal) after all previous steps

have been attempted. Contact Eddyfi Robotics Service and Support.
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COMMUNICATION

ICON Troubleshooting Guide

NO SERIAL PORTS FOUND

SYMPTOM(S)

e The serial port(s) for my system do not appearin the drop-down menu in ICON

CAUSE(S)

e USBto serial convertercableis unplugged or damaged
e Interface boxis unpluggedor turned off
e USBto serial converterdriveris notinstalled

RESOLUTION(S)

1. InspectUSB cable usedfor communications for PC to Interface box for damage (kinks, cuts, etc..). Replace
if damage is found or cableis missing

Unplugthe cable atboth ends and plugbackin to make surecableis plugged in and seated properly
Ensure the interface boxis pluggedin and powered on

Install the latest FTDI Chip Serial driver from website, https://www.ftdichip.com/Drivers/D2XX.htm

If problem persists, uninstall, and reinstall serial port drivers

vk wnN

SERIAL DEVICE(S) NOT FOUND

SYMPTOM(S)

e Duringsysteminitialization in ICON a Device ConnectionErroroccurs
e Device fails discovery in ICON Diagnostics

CAUSE(S)

e Device(s)are unpluggedor powered off
e Device Serial numberand or Node ID conflict
e Device Serial numberentered incorrect

RESOLUTION(S)

1. Ensuredeviceis pluggedin properly andis poweredon.
Inspectcabling fordamage (kinks, cuts, etc.)
Using ICON Diagnostics, Scan for Devices. Does the device appear?
e If the devicedoesappeardo the following
i. Hookup the deviceseparately and use Broadcast function
ii. Ifthe deviceappearsverifythe serial numberis correct. If not update the serial number.
e If the devicedoesnotappear. Contact Service.
4. Verifythe deviceserialnumber is correctin the loaded ICON configuration
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5. In ICON Diagnostics scan the system. If device(s)do notappearscan using their serial number. If they
appear verify thereare no duplicate node id’s or serial numbers. If there are resolve the conflicts by

changing the necessaryserial number(s) or nodeid’s with ICON Diagnostics

Contact Service if problem persists.

JOB ISSUES

CAN’T STARTJOB

SYMPTOM(S)

Upon starting ajob an error message appears with the following details.

User

ICON Troubleshooting Guide
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CAUSE(S)

e User does not have permissions to access the recording folder

RESOLUTION(S)

1. Add Full Control Permissions to the C:\ProgramData\ICON 4 folderto all Users.

ICON 4 Properties

General Sharing Security Previous Versions Customize

Object name:  C:\ProgramData“ICON 4

Group or ussr namss

& Cody Gessner (cgessner@eddyfi com)
B2 Administrators {INUK-160'\Administrators)

Ta change permissions, click Edit

Permissions for Users Alow

Full control

Modify

Read & execute
List folder contents
Read

White:

For special permissions or advanced settings,
click Advanced
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