Support Information

MxManagementCenter Service Report

1. Introduction

In the event of problems while using MxManagementCenter (MxMC) the MxMC Service Report is one of the most
important pieces of information that the Support Technician will need to analyze an issue. In addition to the service
report, the Support Technician will need a complete description of the issue, the computer specifications, and any
crash report or diagnostic reports available as well as what troubleshooting steps have been tried and what was the
result, a complete camera report, and a description of the system. The sections bellow explain how to collect this
information.

2. Exporting the Service Report

2.1. Debug Mode

The debug mode will need to be activated so that MxMc will start logging information that will be exported in the
next steps. To activate the debug mode click on >Help and select Debug Mode as shown bellow. NOTE: you need to
turn off the debug mode once you are finished exporting the Service Report because the log file will continue to
grow and use up the available hard drive space on the computer.
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2.2. Reproduce the Issue

Once the Debug Mode is active, reproduce the steps necessary to duplicate the problem so that these actions will
be added to the log file.

2.3. Export Dialog

When the problem has been reproduced it is time to export the Service report. This is done by long click (about five
seconds) on the Gear symbol in the upper right hand corner of the MxMC window. If you do not see the Gear symbol,
you may need to collapse the Camera bar/Camera Group bar so that it is visible. You then get a dialog that will allow
you to email or save the Service Report to the desktop. The report should contain three files with a .dmp extension.
Please save this file and attach to your support request email along with the other information described bellow.
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If the program crashes you will see an export dialog when you start the program again that tells you that the
program shut down unexpectedly and allow you to email or save the Service Report.

MxManagementCenter quit unexpectedly
the last time.

E-mail service report or save to desktop?
If you observe further crashes, please try to

start MxManagementCenter in secure mode
by holding down the Shift key.
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2.4. Startingin Safe Mode

If the problem is that MxMC is crashing on start you will need to try starting in Safe Mode which will start the
program without loading the project configuration. To start the program in Safe Mode hold down the shift ({) key
while starting the program. If the program starts properly in Safe Mode you can activate the Debug Mode, close the
program, start the program normally, reproduce the crash, and then start again in Safe Mode to export the Service
Report.

Note: It is also possible to start MxMC from scratch and delete any project configuration setting by holding down
shift ({*) + s+ c +r and starting the program. If the program is started with this key combination the settings will be
permanently lost.

3. System Information

As mentioned above, it is important to supply the Support Technician with the computer specifications and any
crash report or diagnostic reports available from the computer system that is running MxMC. On a Windows PC it is
best to use the suggested freeware applications to collect the information. On a Macintosh computer the system
tools are sufficient to get the needed information.

3.1. Windows

PC Specifications

Speccy from Piriform is a useful tool to collect detailed information about your pc. The system information can be
exported as an .xml or .txt file. The program can be downloaded from the following link.

https://www.piriform.com/speccy/download

Crash Report
WinCrashReport is a freeware available from NirSoft which is used to collect information about program crashes.

Something that is especially nice about using WinCrashReport is that it provides the same report format regardless
of which version of Windows is used. The program can be downloaded from the following link.

http://www.nirsoft.net/utils/application_crash report.html
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3.2. Mac

System Report
To get the System Report from a Macintosh computer, click on the apple in the upper left corner of the screen and
select About This Mac to get the following About This Mac dialog.

About This Mac
| Overview | Displays Storage Memory Support Service

MacBook Pro

Processor 2.66 GHz Intel Core 2 Duo
Memory 8 GB 1067 MHz DDR3

Graphics NVIDIA GeForce 9400M 256 MB
Serial Number W801304Q64B

Software OS X 10.9.5 (13F1077)

| System Report... | | Software Update... |

Then when you click on System Report... you will get the System Report which you can save by clicking on File and
Save...

MacBook Pro

» Hardware Hardware Overview:
> Network Model N. MacBook Pr
el Name: acBook Pro
» Software Model Identifier: MacBookPro5,3
Processor Name: Intel Core 2 Duo
Processor Speed: 2.66 GHz

Number of Processors: 1
Total Number of Cores: 2

L2 Cache: 3 MB
Memory: 8GB
Bus Speed: 1.07 GHz

Boot ROM Version: MBP53.00AC.B03
SMC Version (system):  1.48f2
Serial Number (system): W801304Q64B
Hardware UUID: EO60EE92-C8D3-522B-825C-237E12D70FD5
Sudden Motion Sensor:
State: Enabled

/&l mc-sup02 » Hardware
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Diagnostic Report

If MXxMC has crashed the Mac OS should display a “quit unexpectedly” dialog.

r

MxManagementCenter quit unexpectedly.

Click Reopen to open the application again. Click Report
to see more detailed information and send a report to
Apple.

©) | Ignore | | Report... | | Reopen |

By clicking on the Report... button, here you should click on Show Details to get the Diagnostic Report.

|| Problem Report for MxManagementCenter

MxManagementCenter quit unexpectedly.

Click “Send to Apple” to submit the report to Apple. This information is
collected anonymously.

» Comments

@ | Show Details | | Don'tSend | [ SendtoApple |

Here it is best to highlight all and then copy and paste into your support request email.

|| Problem Report for MxManagementCenter

MxManagementCenter quit unexpectedly.

Click “Send to Apple” to submit the report to Apple. This information is collected anonymously.

» Comments
Problem Details and System Configuration

Process: MxManagementCenter [4941]

Path: /Applications/MxManagementCenter.app/Contents/Mac0S/MxManagementCenter
Identifier: com.mobotix.MxManagementCenter

Version: 1.1.1 (1.1.1)

Code Type: X86-64 (Native)

Parent Process: launchd [3360]

Responsible: MxManagementCenter [4941)

User ID: 506

Date/Time: 2016-05-19 19:31:42.553 +0200

0S Version: Mac 0S X 10.9.5 (13F1077)

Report Version: 11
Anonymous UUID: 3AAE2BFB-F15B-ESDF-04A3-4F7112BABABY

Sleep/Wake UUID: ASAD1F27-6AE@-4D59-AC@1-86D010294075
Crashed Thread: @ Dispatch queue: com.apple.main-thread

Exception Type: EXC_CRASH (SIGSEGV)
Exception Codes: @ , @

.@ | Hide Details | |  Don't Send \E—&nMplo—j

Alternatively you can find this file under /Users/<username=>/Library/Logs/DiagnosticReports
The file name is formatted like this - MxManagementCenter_yyyy-mm-dd-nnnnnnnn_macname.crash
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4. Required Troubleshooting Information

4.1. A Complete Description Of The Issue

Although this may seem obvious, it frequently happens that the problem description is insufficient. Please make
sure that there is enough detail given so that the Support Technician can understand what the issue is.

4.2. What Troubleshooting Steps Have Been Tried And What Was The Result

This is important because often the results of trying to fix a problem can lead the Support Technician directly to the
cause of the problem, usually a mis-configuration or conflict in the configuration. Details about the steps taken and
the result can also assist the Support Technician in duplicating the issue when needed.

4.3. A Complete Camera Report

This is undoubtedly the most important tool that the Support Technician has to figure out what the issue is and how
to correct it. The camera report, which is exported from the camera as an .eml file, includes up to twelve different
files. There are Images from the camera, system messages, the camera configuration, the report file, and various
logs are included. The report file can be exported from the cameras web browser interface under >Admin
>Download Support Information.

4.4, System Description

This is probably the piece of information that needs to be asked for most often. Many support requests describe the
problem and include a report file but the information about the rest of the system is missing. The system
description should include: the number of cameras, network infrastructure, and the type of storage device.

Subject to change without notice. MOBOTIX does not assume any liability for technical or editorial errors or omissions contained herein.
All rights reserved
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