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pre-preso tl;dr
• Feel good? Sorry, bitter truths within

• Listen & observe, but don’t expect truth 
handed to you

• Exude confidence, even if you’re not sure 
yet

• 75% is you NOT being technical, 25% is 
actual technical brawn

• Stay HUNGRY

• OK, feel free to take a nap
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Know the boundaries

• Respect the client’s patience

• Not all clients want to pay hours just to 
hunt down one problem (if you have 
that client: yay!)

• Balance between thoroughness and 
Alexander at the Gordian Knot

Thursday, April 19, 2012



How to diagnose

• Usually they want you to ‘take over’ and 
figure out what’s going on. Not so fast!

• Tell them to sit in the driver’s seat and 
‘show me’ what’s been going on

• Sometimes you have to hear the words 
that aren’t being spoken

• Your vast experience is your trusty co-
pilot.
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Troubleshooting Mindset
• Most problems all lead to same core set 

of problems:

• Something’s broken

• Something’s unplugged

• Something’s glitching

• Someone did something wrong

• Remember the Gordian Knot

Thursday, April 19, 2012



Put them at ease

• I’m here to help 

• Commiserate

• Be confident – but not cocky

• Pretend to listen even if you’ve already 
got a bead on the problem
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Basics

• Before arriving, prep ahead

• Can the error be reproduced?

• Start small/easy, work your way up to 
big/hard

• When testing a hypothesis/solution, 
always give yourself an escape hatch

• BACKUP BACKUP BACKUP

Thursday, April 19, 2012



Things to assess

• Isolated to one machine?

• Isolated to one user account?

• Wear and tear? How old is the computer?

• How recent did the problem start? 
Anything change since then?

• Clean power?
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Things to assess

• Does your pristine laptop, as a 'control,' 
not have the same problem?

• Updates recently applied?

• What sez the intertoobs?

• Physical location a clue?

• Anything weird going on?
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Best Practice Always

• Watch your step

• Swap-out

• Split-half tests

• Consult others

• Sleep on it (luxury!)
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Simple easy tricks

• Ahem, restart the machine

• Safe boot – flush the caches

• Create a temp user

• Reseat memory, cables, etc.

• Temp swap the library folder

• Swap cables

• Reapply last combo updater
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You fixed it!

• Confirm with the user

• Test and double-test

• Document the issue and solution

• If origins are suspicious, keep an eye out
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Tools
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Troubleshooting
Non-Physical Tools

• GOOGLE!

• Sites/Forums/Lists - Apple Consultants 
Network

• GOOGLE!

• join.me / logmein / iChat / Skype / VPN

• GOOGLE!
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Web Resources
http://www.macenterprise.org

http://www.omnigroup.com/mailman/listinfo

https://lists.apple.com/mailman/listinfo

https://discussions.apple.com/

http://consultants.apple.com/

http://macintouch.com/

http://www.afp548.com/

http://xlr8yourmac.com/

http://apple.stackexchange.com/

http://macfixit.com/

http://hints.macworld.com/

http://www.commandlinefu.com/

http://www.macsurfer.com/

http://www.macobserver.com/tmo/features/tmo_quick_tip/
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Troubleshooting
Physical Tools

• Ext. drives with various systems/
installers/updaters

• Network / tone / ground tester. Cables!

• Don’t be stingy with good drivers

• Real champ? Carry spare RAM!

• Real champ with strong back? Spare UPS!
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Built-in Tools

• Disk Utility

• Activity Monitor

• System Info / Profiler

• Console

• Terminal
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What you have to learn

• Files & Permissions

• OS X standard directories

• Single user mode

• Terminal commands

• What OS X can do for you
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What you should learn

• CUPS   localhost:631

• dscacheutil -flushcache

• dd and GNU ddrescue

• fs_usage   tcpdump -vv -i en0

• redirect output to text file for uber-
manipulation
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Advanced
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Thank You
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