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Start Simple
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Start with Listening

~ Your chent has been observing the
~ 1ssue for longer than you can expect to.




. Then Diagnose the 1ssue

: see. ssfully:]
221750 isProceé%e »g=1 actions=2
ron=<KSPrefetchAct® » 0x233d30>, wasOK=1
ogleSoftwareUpdateAgent [¢ W84/0xb018d000] [1lvl=2] -
startingAction:] processofr gKSActionProcessor:0x231750
I current=KSSilentUpdateAction
Action: 0x233e50> \
0 GoogleSoftwareUpdateAgent [6618
performAction] no updates availab)
80 GoogleSoftwareUpdateAgent[66181
ssor:finishedAction:successfully:)
processor=<KSActionk pcessor:0x231750 isProcessing=1 & fions=1
current=KS5ilentUpda ction>, action=<KSSilentUpdate/ ftion: 0x233e50>, was0K=1
r 2010-11-29 10:56:21.6 )\ GoogleSoftwareUpdateAgent[667 #/0xb018d000] [lvl=2] -
[KSUpdateEngine proces \r:startingAction:] processe’r fEKSActionProcessor:0x231750
v ~/Library/Logs isProcessing=1 actions=\ urrent=KSPromptAction>,// ion=<KSPromptAction:
Ox233fb0> : ‘
» CrashReporter 2010-11-29 10:56:21.080 G

M LOC QUERIES [KSUpdateEngine processor:fip”
. N processor=<KSActionProcess~
All Messages current=KSPrefetchAction
2010-11-29 10:56:21.08¢
[KSUpdateEngine proceys
isProcessing=1 actior
action=<KSSilentUpda
» User Diagnostic Reports 2010-11-29 10:56:21,
[KSMultiUpdateActio|

2010-11-29 10:56:21

[KSUpdateEngine proi

"

Oxb018d0ee] [lvl=2] -

xb®18d000] [lvli=2] -

va

ftwareUpdat 66184/0xb018d000] [lvl=2] -

» DiagnosticReports [KSMultiUpdateAction performA available.
_ _ 2010-11-29 10:56:21.080 GoogleSoft ateAgent [66184/0xb018d000] [1vli=2] -
DiscRecording.log [KSUpdateEngine processor:finishedAction:successfully:]
DiskUtility.log processor=<KSActionProcessor:0x231750 isProcessing=1 actions=0
current=KSPromptAction>, action=<KSPromptAction: 0x233fb0>, wasOK=1
fsck_hfs.log 2010-11-29 10:56:21.080 GoogleSoftwareUpdateAgent [66184/0xb018d000] [lvl=2] -

[KSUpdateEngine processingStopped:] processor=<KSActionProcessor:0x231750
isProcessing=0 actions=0 current=(null)>, wasSuccesful_=1
» iStat Menus 2010-11-29 10:56:21.082 GoogleSoftwareUpdateAgent [66184/0xb018d000] [lv1=3] -

Little Snitch Network Monitor.log [KSAgentApp uploadStats:] Failed to upload stats (null)

[a] Size: 65 KB

‘e

nce you know what has been =~
happ€n1ng> then you Call begm ¢

.
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- Always Start off night
Seeking knowledge trom All your

sources before you start to fix the 1ssue

——— N— p—N
= @ g" String Matching =
D

Clear Display Reload Filter

e

[KSUpdateEngine processor:finishedAction:successfully:]
processor=<KSActionProcessor:0x231750 isProcessing=1 actions=2
current=KSPrefetchAction>, action=<KSPrefetchAction: 0x233d30>, wasO0K=1
2010-11-29 10:56:21.080 GoogleSoftwareUpdateAgent[66184/0xb018d000] [lvl=2] -

i DIAGNOSTIC AND USAGE INFORMAT [KSUpdateEngine processor:startingAction:] processor=<KSActionProcessor:0x231750
isProcessing=1 actions=1 current=KSSilentUpdateAction>,
action=<KSSilentUpdateAction: 0x233e50>

» User Diagnostic Reports 2010-11-29 10:56:21.080 GoogleSoftwareUpdateAgent[66184/0xb018d000] [lvli=2] -
[KSMultiUpdateAction performAction] no updates available.
2010-11-29 10:56:21.080 GoogleSoftwareUpdateAgent[66184/0xb018d000] [lvl=2] -
. [KSUpdateEngine processor:finishedAction:successfully:]
— processor=<KSActionProcessor:0x231750 isProcessing=1 actions=1
current=KSSilentUpdateAction>, action=<KSSilentUpdateAction: 0@x233e50>, was0K=1
2010-11-29 10:56:21.080 GoogleSoftwareUpdateAgent [66184/0xb018d000] [lvl=2] -
: [KSUpdateEngine processor:startingAction:] processor=<KSActionProcessor:0x231750
v ~/Library/Logs isProcessing=1 actions=0 current=KSPromptAction>, action=<KSPromptAction:
0x233fb0>
» CrashReporter 2010-11-29 10:56:21.080 GoogleSoftwareUpdateAgent [66184/0xb@18d000] [lvl=2]
» DiagnosticReports [KSMultiUpdateAction performAction] no updates available.
. _ 2010-11-29 10:56:21.080 GoogleSoftwareUpdateAgent [66184/0xb018d000] [lv1=2]
DiscRecording.log [KSUpdateEngine processor:finishedAction:successfully:]
: DiskUtility.log processor=<KSActionProcessor:0x231750 isProcessing=1 actions=0
current=KSPromptAction>, action=<KSPromptAction: 0x233fb0>, wasO0K=1
fsck_hfs.log 2010-11-29 10:56:21.080 GoogleSoftwareUpdateAgent [66184/0xb018d000] [lv1=2]
[KSUpdateEngine processingStopped:] processor=<KSActionProcessor:®x231750
isProcessing=0 actions=0 current=(null)>, wasSuccesful_=1
» iStat Menus 2010-11-29 10:56:21.082 GoogleSoftwareUpdateAgent [66184/0xb018d000] [lv1=3]

Little Snitch Network Monitor.log [KSAgentApp uploadStats:] Failed to upload stats (null) ¢

[a] Size: 65 KB :
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Listen then Diagnose

*'he majority of your task 1s to listen and
completely uinderstand the 1ssue

*Ask lost of questions

*['he Clues will present themselves
* | ake mental or written notes
*Work backwards towards the cause

*Never try to fix the 1ssue without finding the
cause

*Guessing 1s okay as long as you have a way
back!!!




1’ he Clues will evolve

*Rule out items, narrow your possibilities
[t may be a moving target
*['he 1ssue may be caused by multiple 1ssues

*One fix may create more symptoms or
1Ssues

*Don’t fixate on just one path to the solution
* lest your 1deas |
*Work on one 1ssue at a time




Remain Calm

*It your clhient feels like you are unsure, they
may hover and cause uhnecessary pressuré
on you -

*Be methodical, and note your steps

*You may need to repeat the solution

*Or you may need to back up and try again
*Seek the root cause ot the 1ssue

*>imple fixes may fix symptoms and not the
1SSUC

*Look for multiple causes tor the symptoms




Skills required for
Iroubleshooting
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Listening: How lo...

*Always let the client finish what they have to
say

*Listen to the Mac, 1t can also speak to you
*Never interrupt the client

* Ity to tollow how the client discovered the
1sstie

*Never mterrupt the client

*Understand that the chient 1s your best
observer

*Never interrupt the chient




Finding a source

*Livery 1ssue has to start somewhere
*Watch the user recreate the 1ssue

*Observe what happens
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Best Practices




1'he Force 1s strong with this

* [ rust your instincts

*Jollow tried and true methods that have
worked for you mn the past

*tYOU don’t need to remvent the wheel every
ime

*Share vour lechFu with other Mac
consultants

*|'hat creates a two-way communication
*Eiverybody benefits, including your chent

&




Best Practices Walkthrough

*What happened?
*Did thls work

before?
*Has anythmg

changed?
*Hardware
*Software

*An upgrade or
update

*Does 1t happen every
time or JUSt |




Best Practices Walkthrough

*(heck the

Environment

- *Check for UPSs or
Y MacBook Pr- dSurge strips

| - == *Is the Mac tull of
dust?

*Are all the Cables

plugged 1n
*Are.the Cables

damaged?
*Is 1t really hot or
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Best Practices Walkthrough

- Account

*[ets try reproduce 1t

i'tl:obnealg:iccice)ﬂr::rough the steps to set up an | ’Wat(:h What th@

get started, provide the following information: Cllent does and When
| the 1ssue presents

: ; Full Name: Steve Balmer 1tself

mail Address: developer.developer@live.com

, ? N — ——  *Could 1t he an 1ssue

between the

keyboard and the

chair?
i N NG g g j
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Best Practices Walkthrough

*lest 1t yourselt

*(Gan you reproduce
the same 1ssue?

*Does 1t work for all
users?

*Do you have a
known good system?
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Best Practices Walkthrough

l.‘

iallatlon was completed successfully. ) ’TI'Y th@ QUiCk ﬁX@S

i - *Fix Permissions

Em
: *Run DiskUulity
L ,f W *Applejack

installation was successful. 'Install Combo

' The sof installed E ater
| ' *Check tor updates
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~/Library/Logs

» CrashReporter

» DiagnosticReports
DiscRecording.log
DiskUtility.log
fsck_hfs.log

» iStat Menus
Little Snitch Network Monitor.log
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Clear Display

Reload

[KSUpdateEngine proc:
processor=<KSActionP
current=KSPrefetchAc
2010-11-29 10:56:21.
[KSUpdateEngine proc
isProcessing=1 actiol
action=<KSSilentUpda“
2010-11-29 10:56:21..
[KSMultiUpdateAction
2010-11-29 10:56:21.!¢

[KSUpdateEngine proce

processor=<KSActionPi
current=KSSilentUpda:
2010-11-29 10:56:21.!
[KSUpdateEngine proc:
isProcessing=1 actio
Ox233fb0=>

2010-11-29 10:56:21.
[KSMultiUpdateAction

2010-11-29 10:56:21. -

[KSUpdateEngine proc.
processor=<KSActionP
current=KSPromptActi.
2010-11-29 10:56:21.¢C

[KSUpdateEngine proct

isProcessing=0 actio!

Best Practices Walkthrough

*]s this a known
1ssue? .

*Check the log
*What app 1S causing

the 1ssue:

*Any error
messages?

3y o
2010-11-29 10:56:21. e
[KSAgentApp uploadSt. :

: e -\'-‘.~ A i ' — " > . o S 2
AR, i i 05 o




Best Practices Walkthrough

*Research 1t online

*Call 'Tech Support
*Check the lech lists
*Ask other ACNs

*Get back to clhient at
}DGCI ed time
*All

Oow your brain _to
process {all the 1nfo |

*(ve yourselt
research time




lools of the trade
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lools of the trade

*Bootable "I’ humbDrive(s) or HardDrive(s)
*Known good Mac OS5
*Mac OS Installers 10.4 through 10.7

+Favorite Utilities

*Apple CGombo Updaters
*Common Application Upgrades and

Installers
*Known good cables
*Known good wired keyboard and mouse

*Your MacBook or 1Pad




Apple Uthties

* General Apps (/Applications/ Utilities/)
* Console: Displays your log files
* Activity Monitor
* System Profiler
* Network Utility
 Disk Utility
* lerminal

* Server lools (/Applications/ Servi
* Server or derver Admin -

* Workgroup Manager...




Essential Applications

*fseventer *Data Rescue Pro
*Applejack *Print 'T'herapy
*Bonjour Browser *Phstldit Pro

* lextWrangler *SQthe Database
*CarbonCopyCloner ~ Browser

*AP Grapher

*[.ingon

*Pacifist

* | ransmait




- The Real World...
- Most fixes are quick
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