Printer Troubleshooting - Local Printing - Windows 95
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STEP 0
Questions to Ask?????

· How is the printer hooked up?  Parallel Port?  Com Port?  Switch Boxes?  Network? Length of Cable?

· What Kind of Printer?  Manufacturer?  Model?  PCL-Printer Control Language? PS-Postscript?

· Has it ever worked?  What’s Changed?  New Hardware?  New Software?

· Is it Application specific?  Does it print in Wordpad?  Notepad?  MSWord?  3rd Party Applications?

· Does it print in DOS

Problem Statement - Must be complete not just “It doesn’t print” - You need specific information in order to solve the problem.  Like “It prints in DOS but not Windows” “It prints in Wordpad but not MSWord” “It prints text but not Graphics” “It prints, but it is Garbled” … you need a specific Problem Statement in order to get you going in the right direction.

Doesn’t Print in DOS  - If this is the case then in reality it is beyond our support…. But of course the inevitable “It worked in 3.x” pops up.   The common thread is that they just installed Windows 95.  You need to let them know the support boundaries (tactfully) and mention that we cannot rule out that it is a hardware issue.  Then do the steps below.

· Run Printer Self Test - User will need to determine from printer documentation on how to run

· Check printer cables - IEEE 1284 Compliant Cable is required for Bi-directional printing, ECP ports

· Replace cable if possible

· If these don’t work, the client will need to contact the manufacturer, they need to get it to work in DOS

If it does print in DOS………Then:


STEP 1
Prints in DOS but Not in Windows - We need to determine whether it is a port problem or a driver problem.

· Has the client tried the printer troubleshooter?  If so what have they tried?   Make a note of the things tried.
· Verify that it truly does print in DOS - don’t assume that if the client says that it does…that in fact it does!!

· Clean the Temp and Spool directories - Command prompt only, type set to determine where the temp directory is, at that directory and type “Del *.tmp”, at  \windows\spool\printers and type “Del *.spl” .

· Start Windows 95

· Printer Properties - Print directly to printer (Details Tab\Spool Settings), Disable Bi-directional support (Details Tab\Spool Settings) if available, Uncheck ‘Chk Port State Before Printing’ ‘Spl MSDos Jobs’ (Details Tab\Port Settings)

· Shell out to a DOS VM and try printing a file   “C:\copy filename LPT1: “ or  “C:\copy testps.txt LPT1:” for PS

· Did the file print?   

If NO then proceed to Step 2 (Port Problem) Else proceed Step 8 (Driver Problem)
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It’s a Port Problem

STEP 2

Troubleshooting a Port Problem

· Try printing to LPT1.DOS or LPT1.PRN - (Printer properties, Details Tab, Add Port, Other Local) 
· After setting up the port, make sure you “apply” then try a “Test Page” if it works then you are done, if not continue
· LPT1.DOS bypasses much of the Windows error checking and prints as if it were printing from DOS. 
Remember that LPT1.Dos may be too slow for some printers and may not get full graphics functionality.
STEP 3
Is it an ECP Port?  Enhanced Capability Port - Passes information faster making use of the IRQ and DMA to transfer Data.  If the client has an EPP-Enhanced Parallel Port Windows 95 will treat it as a standard LPT port, Win95 does not support EPP ports.
· Device Manager, Ports  - It will say ECP Port if it was detected.  Clarify that it has the proper resources for an ECP Port which are “I/O 378H, IRQ7 and DMA3” although it should be confirmed by checking hardware manual and/or the BIOS.  Basic Configuration 2 is the only one that has a DMA address.  Please note that in order for an ECP port to work properly you must have bi-directional printer, an IEEE 1284 compliant cable and a properly configured port.  If these are not met, then the port should be changed to a standard port.  If the client does meet these three requirements then possibly all you may have to do is update the LPT.VXD - proceed to Step 4
· If it is not an ECP Port then proceed to Step 5
STEP 4

Has an ECP Port!

· Change the Port Driver to a “Standard Printer Port”   (Device Manager, Ports, ECP Port Properties, Driver Tab, Change Driver, Show all devices and select Standard Printer Port).  In some instances the client will need to disable the ECP in the BIOS and redetect the port as a standard port.  Client will need to refer to the manufacturer to determine how to change the settings for the port in the BIOS.   Also refer to Q141919 for further clarification.
· Update LPT.VXD which is a port driver located on the CD and was provided to solve time out errors and Bi-directional issues for Compaq computers and others.  Even though it is a port driver that was provided for these issues we still update even when using a Standard Printer Port.  To update - rename LPT.VXD to LPT.OLD, copy D:\Drivers\Printer\Lpt\Lpt.vxd C:\Windows\System if they don’t have the CD the can download LPT.EXE (Self Extracting File) from BBS 206-936-6735 or from the Web site www.microsoft.com or get the Service Pack
Original Lpt.vxd 35,479 ver. 4.00.950, Update on Win95 CD 35,487 ver. 4.00.503, Serv Pack 35,487 ver. 4.00.951
· Try a “Test Page” and if it works then your are done if not then continue
STEP 5

Check for Resource Conflicts

· Check Device Manager to see if there are any conflicts!!!!  Clarify the printer port resources, common resources are I/O range 378H and IRQ7  (Port properties, Resources).  Basic configuration 0 does not have an IRQ  you may need to switch to a different configuration that does use an IRQ and switch it to 7.  Before doing so MAKE CERTAIN that nothing else is using IRQ 7…. For Example the Sound Card.
· If for instance another device is using IRQ7 then change that device so that it is using another IRQ that is available.  The most common device that causes conflict is a Sound Card.  In most cases you will have to either softset (Diagnose, Sbconfig, Install utility) or hardset (Jumper Settings) the card to use a different IRQ and also change the setting in Device Manager.
· Try a “Test Page” and if it works then your are done if not then continue

· If everything was fine and there were no conflicts then continue
STEP 6

Clean Boot

· Reboot Clean Autoexec.bat and Config.sys F8 boot, step-by-step say NO to Config and Autoexec

· Try a test page… if it works then troubleshoot the Autoexec and config

· Rename the Win.ini to Win.pss (or other) Rename System.ini to System.pss (or other) refer to Q140441

· Copy system.cb to system.ini DOS prompt C:\Windows\copy system.cb system.ini

· Warn the client that when you reboot that they will not have a mouse and will be in VGA - Be familiar with keyboard commands OR better yet, add to the system.cb [BOOT] mouse.drv=mouse.drv , system.drv=system.drv , drivers=mmsystem.dll [386ENH] mouse=*vmouse, msmouse.vxd … and you’ll  have mouse support … but still VGA.

· Try a “Test Page” if it works then the problem is in either the System.ini or Win.ini IF NOT THEN reset the INI’s 

· Depending on the skill level of the client you can try to narrow the specific problem line.

· If the client has a minimal skill level then you will need to add “drivers=mmsystem.dll” in the boot section of the system.ini and go through “Add New Hardware” to redetect the mouse and other devices that may have been lost due to renaming the ini files…. Or if you have had already added those lines then just do a hardware detect.

· Reinstall MCI devices in “Add new Hardware”  (Manual, Sound Cards, Microsoft MCI) the four that are required are “CD Audio, MIDI Sequencer, Motion Video and Wave Audio.”  It is not necessary to reboot after adding each device just reboot after the last device.

· Remove and Reinstall multimedia components Add/Remove programs - You may also need to reinstall some Apps

· If the “Test Page” doesn’t work then continue

STEP 7
Check All available Resources

· Note KB articles referenced and use different search techniques

· Call Mentor

· Escalate

It’s a Driver Problem
STEP 8

Spooler Problem

· Restore defaults in “Spool Settings”  (Printer properties, Details, Spool Settings)

· Choose “Print directly to printer”  (Printer properties, Details, Spool Settings)

· Try a “Test Page” if it prints then there is a spooler problem, run Scandisk and Defrag OR

· Change data type to “Raw” instead of  “EMF”  (Printer properties, Details, Spool Settings)

STEP 9
Driver Problem

· Try removing and reinstalling the current driver

· Try using the Generic/Text only for PCL printers and Apple Laserwriter II NT for PS printers

· Does it emulate another printer?  If so try it.  Remember client will need refer to the printer documentation to determine jumper settings. Also sometimes the jumper settings might be set to the wrong emulation. Verify jumper/Dip settings!    Ultimate Printer Guide \\Santiago1\00Win95$\Technical Training\PVF-MultiMedia\HelpFiles (Subject to Change)

· Try a “Test Page” if it prints you may need to clean out all old driver files and rebuild printer driver database.  Move printer files, drvdata.bin, drvidx.bin and OEM*.inf in \Windows\Inf and reinstall driver

· Clean Boot - Refer to Step 6

STEP 10
Bi-directional Problem

· Turn off Bi-directional support - refer to Step 4
· Make sure that the Printer is a Bi-directional printer, the cable is IEEE 1284 compliant cable and the port is properly configured (I/O range 378H, IRQ7 and DMA 3).  A true 1284 compliant cable will have 1284 written on the cable itself, it is a thicker cable than a normal parallel cable and costs $25 or more.  Refer to Q141919
Printer Troubleshooting Flowchart
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