Remote Deposit (' CENTRAL BANK

Centered around you.

Troubleshooting Guide

Exception has been thrown by the target of an invocation

This message appears when attempting to open WebScan when it is already running. Itis a
normal message for this action and can be ignored.

Status: Start scan failed to start. StartFeeding () failed Panini
* Navigate to task Tray, Right click WebScan icon (WS).

* Select Panini Settings. Change “DISABLEDOUBLEDOCDETECT” value
from O to 1.

Start Scan routine failed: Could not set endorsement
+ If the user is set up for physical endorsement, WebScan will not work unless an ink cartridge is

properly installed. O Open the proper demo and test ink cartridge by checking the “endorse’
box before scanning item. The demo will indicate if the ink cartridge is not properly seated.

+ Verify the merchant’s endorsement settings. In the DLM site, click on the Merchant. Look at the
Endorsement section under the Capture tab.

Error occurred while initializing WebScan hub

*  WebScan may not be running. Check the system tray for the WebScan icon. It helps to unhide
this from the system tray, so the merchant can easily tell if it is running.

» Try another browser.

Franker is not working
WebScan does not currently support franking.

Checks jamming with Panini VisionX in WebScan, but not in demo.
* Navigate to C:\Program Files (x86)\FIS\WebScan. Open reader.ini.
» Search for “DISABLEDOUBLEDOCDETECT” and change the value from 0 to 1.

DLL error when installing WebScan
* Make sure .NET 4.5.1 or newer and the appropriate version of Microsoft Visual C++ (32 or 64-bit) is
installed.

* Reboot PC after upgrading .NET or C++.



API failed to initialize

Close WebScan.
Power cycle scanner.
Reboot PC.

If customer uses a Panini Vision X, check the Panini MultiDemo to see if the printer is Enabled or
Disabled. Currently, WebScan will not work if the printer is Disabled. If the printer is enabled, treat
this error like Device Library Failed to Load.

Test in demo to verify no connectivity or cartridge issues.
This error message can occur if the customer is configured for physical endorsement and the
scanner does not have a slot for an ink cartridge.

For customers using Tellerscan scanners, ScanLite allows you to test the ink cartridge by checking
the “endorse” box and scanning an item. If you get an error message when testing the printer
function, the cartridge either isn’t installed or it must be reseated.

Device library failed to load Check for resolution after each step listed.

Make sure the proper scanner is listed in the merchant’s FIS DirectLink Merchant User profile.
Check the software installation under Programs and Features and make sure scanner appears
correctly under Device Manager. If the drivers do not show under Programs and Features, reinstall
drivers.

Unplug both cables from the back of the scanner, wait 15 seconds, then plug back in.

Reboot PC while both cables are unplugged. After PC starts up, plug both cables back in. Have
the user double-check all 4 connection points - both sides of the USB cable and both sides of the
power cable.

Switch USB ports and watch for activity in Device Manager.

Confirm the user is plugging it into a 2.0 port. Also confirm this is being plugged directly into the
PC, and not into a hub.

Point drivers. In Device Manager, right click the scanner. Select Update Driver Software.
Choose Browse my computer for driver software/Locate and install driver software
manually. Browse to C:\Program Files and select the appropriate scanner folder. For example, for
a Canon, choose C:\Program Files\Canon.

Toggle power settings for each USB root hub by expanding “Universal Serial Bus controllers” in
Device Manager. Right click each USB Root Hub. Uncheck “Allow the computer to turn off this
device to save power.”
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Communication failure with device/Read error
Treat this like Device Library Failed to Load. See above.

View Devices by Connection
Determine is scanner is plugged into USB 2.0 or 3.0 port.

* The 3.0 ports are sometimes blue and may also have a small “SS” printed beside or above them.

+ Find images of the computer online and verify which ports are 2.0, which are 3.0, and walk the
merchant through choosing the correct one. The technical specs should show how many of each
connection are available and the diagram will show where on the PC they are located.

* Open Device Manager. Click on View, then Devices by Connection. Expand the top option,

whichever has “ PC.” Expand the Microsoft entry. Expand PCI Bus or similar. Expand any
entry with “USB” listed.

3 Device Hanager — =10/ x1

] Fle Acton Vew Heb

g wp || o o L !
3 Merosoft ACPIComplat Contral Mathod Battery -l

o e 0soft ACP] Compiant Contral Nethod Eateery
& Mooscft Wesiows Management Iderface for ARt
= Lo {5
%1 {8 tagh Defiryton Audko Convoler
s (88 Inbei(R) B Serws LPC Controfler (Prassum S6U) - 9C4)
151 (I IntedR} B Senes PCI Express Root Port 21 -3C10
12148 Inted) 0 Serms PCT Exoress Root Port 24 - 3C 10
{8 I [ntedR) A Seres PCI Express Qoat Port 35 < 9C18
I8 Int=iR) § Seres PCI Express Root Port 26 - 3C 1A
B [nbel) B Seres SMBLs Cortroier - 9027
5§ IntelR} B Series USE Enhanced Host Controfier =1 - 902
= § UsBRosth
) @ Gererk LSS Hb
=i § Generc USE Wb
¥ ) Generc Bantoot Adaptar
= § GenercUSSHD
T 020 OL7 USS CCID Smaritard Reace
§ valdity Serees (WEF) (PID=003)
& IntedR) Etherret Connecton [2554M
=1 By InteiR} +D Gragteca iy
151G IntadR) [OMEM-EICHIM £ SATA RAD Controder
1B [ntelR) Managenent Engre [nteface
[ 9 IntetR) USS 3.0 eXtercble Host Controler
A el | 18 3 O oot s
£ g USB2.0MTT R
=1 Q) Moosoft USE Whee! Mouse Cptical
4 Mot USE Weheel Mouse Optcal
= 9"] LS8 Input Dewee
== MID ¥eyboard Devece
9 USB20MTT Ha
1B Morozoft Windoss Management Interface for ACFT
1% 21 stercard host CPU brdge
(IR STMTcdectrons 3-Axs Digital Acctiarnmeter
§3 Cuco AnpCormect Secure Mobéty Clent Vrrtual Mnport Adapter for Windows
N} Cisco Systers PN Adagter
™ Composite Bus Enurerator
B MovsofRt Composte Battery
1N Monsoft Systen Managerment SI0S Driver
1™ Moosoft Vel Orve Enumerator Oriver
& Pariei USE Debewr
W Phug and Py Softmare Device Erumerator
18 Dernbe Dedkiop Devios Sadrector Bus
[ (W UMSLS Root Bus Enumerator

el

* The 2.0 ports may read as “USB enhanced.”

+ Locate the scanner under the USB controller it is connected to and determine if this is 2.0 or 3.0.
When the merchant switches ports, this will show on the above list in real time.



Steps to Reinstalling Drivers

* Make sure you are on the local admin profile on the PC.

» Drop User Account Controls, found under Control Panel, to the lowest setting.

» Verify scanner is unplugged.

» Within Programs and Features in Control Panel, uninstall old scanner drivers by right-clicking and
selecting Uninstall.

* Reboot PC.

» Download scanner drivers.

+ Disable antivirus before installing new drivers. Many of these can simply be right-clicked from the
toolbar and disabled for a specified amount of time, such as 15 minutes or until the next restart.

* Create a 32-bit IE shortcut on desktop to the DLM site.

* Have the user plug in both scanner cables.

» If applicable, open demo and test scanner.

* Navigate to DLM site. Scan check. If successful: Re-enable antivirus and raise User Account
Controls to the previous settings. If unsuccessful: Troubleshoot error message.

Application to Test WebScan

* Navigate to C:\Program Files (x86)\FIS\WebScan\WebScanCap_TestForm. 0 Select scanner.
* Click “Initialize Scanner.” Start Scan/Stop Scan.

« Shutdown Scanner befordlclosing application.

An error occurred while submitting this deposit. Please try again. If
this problem continues, contact a support representative.

+ The merchant’s limit is likely too restrictive to allow this deposit.

« Check item, deposit, and daily limit settings.





