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Use F1 key for context help

Context help
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Manuals, FAQ, Discussion forum on the WEB

Information on our website

TROUBLESHOOTING

PAGE 3



Information on our website
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TROUBLESHOOTING → TECHNICAL SUPPORT

Provide us with relevant 
info in order to get fast 
and effective support

As much details as 
possible

What is your goal?

What were the last 
steps you were 
performing?
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TROUBLESHOOTING → TECHNICAL SUPPORT AND UPDATES

Keep your Clarity 
updated with Check for 
updates...

Troubles? Send Report 
by E-mail directly from 
Clarity
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TROUBLESHOOTING → DIAGNOSTIC FILES

Files to be sent when 
diagnosing a problem

Location is C:\Clarity\Cfg
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File Meaning

Systeminfo.txt Information about Clarity version 
and other installed components

Clarity.cfg Configuration and other system 
settings

Clarity.dsk User preferences including user 
columns, tables and graphs settings

BadTrace.txt and any *.dmp files Diagnostic files intended support –
created only when problem arrises

yyyy_mm_dd.audit Created daily and holds information 
about what was performed in the 
station



TROUBLESHOOTING → ABOUT

Detailed information 
about the station
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TROUBLESHOOTING → ABOUT

Detailed information 
about the station
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„Clarity is unable to find HW key.“ error message

Possible causes:
- HW key not found
- HW unplugged during operation of Clarity
- USB port entered sleep mode

Problems related to HW key

TROUBLESHOOTING → HW KEY
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„Missing HW key“ error message

Possible causes
- HW key driver not installed properly (Only for older RkUSB or 

RkLPT keys)
- HW key not supported by older Clarity version (RockeyND USB 

supported since Clarity 2.6)

Problems related to HW key

TROUBLESHOOTING → HW KEY
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„Missing HW key“ error message

Possible causes
- USB port faulty (Check with other USB device)
- HW key faulty (Is the indicator diode blinking/lit?)
- HW key missing (Check if the HW key is properly inserted in the 

USB port)

Problems related to HW key

TROUBLESHOOTING → HW KEY
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User access rights
- User must have Read/write access to the Clarity installation 

folder
- Install from intended User account using Administrator 

privileges

Power-saving options
- Prevent sleep mode while Clarity is opened

Computer settings
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Automatic Updates
- Prevent automatic update of Operating System – it may restart 

computer while running sequence

User switching
- Avoid while Clarity is opened

Computer settings
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TROUBLESHOOTING → REMOTE SUPPORT

Arrange session time 
with respect to our time 
zone (UTC+1)

Keep the intro screen on 
until connection
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Download TeamViewer from: http://public.dataapex.com/TeamViewerQS.exe

http://public.dataapex.com/TeamViewerQS.exe


SUPPORT@DATAAPEX.COM
WWW.DATAAPEX.COM

…THANK YOU FOR YOUR TIME
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