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SAPGUI 7.10 TROUBLESHOOTING GUIDE

Introduction

This guide contains the most common problems reported to the I1SIS Help Desk. Before calling Basis to
report problems you may be able to resolve them yourself. Locate the problem reported in the list below
and follow the reference for instructions to troubleshoot and resolve the issue.

. Problem Scenarios

A. User receives “Logon Balancing Error 88”

Solution:  There are several things to consider when troubleshooting this error. The following
questions should be asked to determine the cause of the error.
Following each question is a sequence of steps to carry out based on the response:

1. Have any network issues been reported?

Yes: See Section Il, Steps A & C
No:  Continue to question 2

2. Can others in the immediate area connect?

Yes: See Section Il, StepsA,B&C
No:  See Section Il, Steps A & C, and Section 111

3. Has a new firewall been installed or the existing firewall been changed?

Yes: See Section Il
No:  Continue to question 4

4. Has the user been able to connect previously?

Yes: Continue to question 5
No:  See Section Il, Steps A, B & C and Section Il

5. Has the user just been set up on a new PC or operating system?

Yes: See Section Il, Steps A & B
No:  Continue to question 6

6. Has the SAPGUI just been installed?

Yes: See Section Il, Steps A & B
No:  Contact Basis personnel
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Il.  Troubleshooting Steps

1. Logon Balancing Error 88

There are many factors affecting a SAPGUI user’s ability to connect to ISIS HR, ranging from
configuration on the local PC to network issues. This section offers solutions to common causes of this
error, and a few troubleshooting scenarios.

A. Network Connectivity  As a preliminary step, the user should be asked to check if he/she can
reach “outside” internet sites via the web browser (for example, ask the
user to connect to www.yahoo.com, and refresh the page by pressing F5
or clicking Refresh to confirm connection). If the user cannot connect to
the Internet, the LAN technicians for his/her building should be contacted
to resolve any connection issues.

B. Services File SAP uses the Windows services file to establish communication port
numbers. In order to load balance to ISIS HR, a certain entry must exists
in the services file. This file is located in <System Drive>\<Windows
Directory>\System32\Drivers\etc (i.e., file location on Windows NT/
2000 is C:\Winnt\System32\Drivers\etc or on Windows XP,
C:\Windows\System32\Drivers\etc).
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Note: There may be several files named [CEEErEEETTETT BEE
services in that di rectory’ but Only | Fle Edt View Favortes Tools Help |ﬁ
- . . - v 3 P —
the one without a file extension } j:BETD = - (2] Qsesch | Eyros B[ 18 8 X 0 | [ ==
. Address CHWINMT system32\driversiete - Go
should be modified for SAP _ _
Folders ® || Mame ¢ | Size | Type | Modified |
pu I’pOSGS. 21 hhsp a| | l#lhosts 1KE File 12{7/1999 6:00 AM
21 Media Imhasts,.sam 4KE SAM File 12{7/1999 6:00 AM
(21 Microsoft MET networks 1KE File 124711999 6:00 AM
21 Minidump protocol 1KE File 12{7/1999 6:00 AM
Cms 5 11KE File 8/12/2002 7:59 AM
21 msagent services. 001 TKE 001 File 12/7§1999 £:00 AM
= msapps services, 002 11 KB 002 File 652002 11:50 AM
1 msdownld.tmp SERWICES. NI TKE NILFile 6/5{2002 11:50 &M
7 Moz J SERVICES NIZ 11 KB MIZ File 8/12/2002 759 AM
0 w2
Offline Web Pag
21 Profiles
(21 PSUNINST
D RegisteredPack,
D Registration
21 repair
21 sEscache
21 schicache
[:I securiby
(21 servicePackFile:
(21 Shelaw
(21 speech
21 system _l;l
H w5
‘Type: File Size: 10.8 KB 10.5 KE |@‘ My Computer &

1. The user should view the services file by right clicking openwih . D ETEY
on the filename, selecting Open With..., then selecting @ e e s

Notepad from the list and click OK: ‘schema.ini’.

If the program is nok in the list, click Other,

. . . .. ; Choose the program you wank ko use:
Note: This will open the file for editing in Notepad: @ ticrossit scheduls for windons s [

Microsoﬂ: Whord For Windows
bMicrosoFt(R) Windows Media Plawver
MicrusuFt@ Publisher 2000 Yersion 6.0
{ Matepad
@Paint Shop Pro 7

&Powersoft Corparation Product File LI

™ &lways use this program ko open these files

oK I Cancel Cther... |
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2. The user should then select =10l
- . ile  Edi ormal =
Edit->Find from the menu. e s

# Copyright (<) 19583-1999 Microsoft Corp. 7

#

# This file contains port numbers for well-known services defined by Tana

L

# Format:

i

# <service name> <port numbers/cprotocols>  [aliases...] [#<comment >]

echo 7lrcp

echo 7Audp

discard 9/Tcp sink null

discard 9 udp sink null

Systat 11/tcp users #active users

systat 11/tcp users #ACtive users

daytime 13/tcp

daytime 13 Audp

gotd 17/tcp quote #ouote of the day

gotd 17 Audp quote #ouote of the day

chargen 19/tcp TTYLST SOuUrce #Character generator

chargen 19/ udp TTYLST source #Character generator

ftp-data 20/Tcp #FTP, data

'th 21/tcp #FTP. control

telnet 23/tcp

smtp 25/tcp mail #zimple mail Transfer protocol

Time 37/tcp timserver

time 37 /udp timserver

rip 39/udp resource #Resource Location Protocol

nameservar 42/tcp name #HOST Mame servar

nameserver 42 fudp name #HosT MWame Serwver

nicnamea 43/tcp whois

domain 53/tcp #Domain Mame Serwver

domain 53 /udp #0Domain Mame Server

bootps 67 fudp dhcps #Bootstrap Protocol sServer

bootpc &8/ udp dhepe #BoOtstrap Protocol Client

tft 69 /udp #Trivial File Transfer

gopher Fostcp e

< | aw

3. In the Flnd dlalog bOX, the & services - Notepad g =101 x|

Flle Edit Format Help
user ShOUId type 3602’ and # Copyright (<) 1993-199% microsoft Corp. -
then Clle Flnd NeXt. # This file contains port numbers for well-known services defined by Tawma

#

# Format:

#

# <service namex> <port numbers>/<protocol>  [aliases...] [#<comment =]
&

e 2l
eghu Find x|
aec
#active users

disca Findwhat

zlyst.::r Direction Cancel | #Active users
aytir

da)f"é'” ™ Mateh case £ Up & Down

SYSTa’

got #ouote of the day

gotd - = #quote of the day

chargen 19/tcp ttytst source #-haracter generator

chargen 15/udp TTYEst source #character generator

frp-data 20/tep #FTP, data

Tt 21/tep #FTP. control

telnet 23/tcp

smtp 25/tep mail #simple Mail Transfer Protocol
T ime 37Step timserver

Time 37 udp timservear

rip 39 udp resource #Resource Location Protocol
nameserver 42/tep name #HOsST Name Server

nameserver 4z /udp name #HOST Mame serwver

nicname 43/tcp whois

domain 53/tcp #Doma’in Mame Server

domain 53/udp #Domain MName Server

hootps 67/ udp dheps #BOOTStrap Protocol Serwver
hootpc 68/ udp dhepe #B00TSTrag Protocol Client
tft 59, udp #Trivial File Transfer

gopher 7o/tep -
4 | vz
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4. The search should locate the

. . o
line sapmsPRD 3602. If line [Fie rar Fomat e
- tempo S526/tCp newdate =
does not exists, the user [Foner e -
. conferance 531§tcp [aj ag
netmnaws 532/tcp readnews
ShOUId add the Ilne at the end netwall 533§udp J #For emergency broadcasts
H U 540/t uuc
Of the flle k'IoS'in 543/tcg P #kerberos login
kshell 544 /1 cp kremd #Kerberos remote shell
new-rwho 550 udp new-who
remotefs 556///t§p rfs rfs_éerver
B H H rmonitor 560/u rmonitor
Note: This entry is case |foaiio 561 furdn
ay. Tdaps B36/tCp s1dap #LDAR over TLS/SSL
sensitive and Should doaom 666/Tcp #0oom Id software
EDDE o Gﬁﬁﬁudp #DDDE Id Sngtware
erberos-adm F49/tcp #kerberos administration
be entered exaCtIy aS kerberos-adm 749/ udp #Kerberos administration
kerberos-iv 750/udp #Kerberos wversion Iv
ShOWn kpop 1109/tcp #Kerberos POP
phone 1167 Audp #Conference calling
ms-sgl-s 1433 /tcp #Microsoft-sqL-server
ms-sgl-5 1433 udp #Microsoft-saL-server
ms—sg1-m 1434 /tcp #1icrosoft-sgL-Monitaor
ms-sg1-m 1434 fudp #Microsoft-sqL-Monitor
wins 1512 /tcp #Microsoft windows Internst Name Ser
Wi ns 1512 udp #icrosoft windows Internet nName Ser
ingreslock 1524 /tcp ingres
12tp 1701 udp #Layer Two Tunneling Protocol
pptp 1723 /tcp #Point-to-point tunnelling protocol
radius 1812 /udp #RADIUS authentication protocol
radacct 1813 udp #RADIUS accounting protocal
nfsd 20459 udp nfs #MFS server
knetd 2053/tcp #kerberos de-multiplexor
man 9535/tcp #REmote Man Server
sapmsPRD  EREEEAtcp
sapdpo0  32005tcp
sapcdpll  3201/tcp -
4] | 3

5. If the line was already in the file, the user should close Notepad without saving any changes. If the
line was not found and added manually by the user, the document should be saved by clicking File-

>Save. Notepad may then be exited.

Note: When using Windows XP the line sapmsPRD 3602 must appear before any other sap lines.

6. If the sapmsPRD 3602 line does not appear before any other sap lines, user should move the line to
the top of the sap lines and save the file as noted in step 5 above.

C. Advanced Network
Troubleshooting

If the Internet connection test proved successful and the services file is
configured as outlined previously, there are a few more tests that can be

performed to further investigate connection failures. This step presents
some advanced connectivity tests that can be performed by the user under
necessary circumstances.

1. FTP Test

a. The user should open a command
prompt by clicking Start->Run, then
type cmd in the dialog box and click
OK.

Run 2 x|

2

Open: I ernd|

Type the name of a program, folder, document, or
Intermet resource, and Windows will open it For vou,

B

(4 Cancel | Browse, . |
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b. When the command prompt window appears the user should type ftp doahr5.doa.louisiana.gov
and press Enter.

c. If SucceSSfUI, the prompt f NNT\System32\command .com

will show “connected” |}  nacgmes
and prompt for a user ID. | REHEERE TIPS ORI
The user should terminate ||
the connection by
pressing CTRL and C
simultaneously.  If the
connection failed, then it
is possible that the user’s
network is preventing
connection.

2. Telnet Test

a. Using the same command prompt as the previous test, the user should type telnet
doahr4.louisiana.gov 3602/tcp and press Enter.

b. If the connection is |EHEIEEEEEE———_
nft 2088 (TM>» Uepsdion 5.08 (Build 2195>

successful, the screen will icrosoft Telnst Client
go blank. The user should | E—GgG=— CTRI+ "

press CTRL and ] (right
bracket)  simultaneously,
then type quit at the telnet

prompt and press Enter.

Hicrozoft Telnetk guit_

c. If the connection fails, then the user is unable to connect to the ISIS HR system on port 3602.
Assuming the entries mentioned previously are made in the services file, the user’s network is
blocking connections on that port, and the user should contact his/her LAN administrator.

I1l.  Ports Required by SAP

The SAP system requires that certain ports not be blocked (by a firewall, for example). The following is
a listing of those ports:

3200 through 3299
3300 through 3399
3602
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