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Aranda Virtual Support



This guide details the steps required to address common errors in Aranda Virtual Support (AVS) services.

AVS Site

Alerts
AVS Login Alerts

Unauthorized Alert

If when you try to log in to the Aranda Virtual Support (AVS) website, the following error is displayed:

Enter the information to access

Authentication type

ARANDA b

User

Password

e Lo

Unguthorized

To fix this error, perform the following checks:

Validate that the Aranda License Windows Service is running correctly.

Validate that the database connection string of the AVS site and the Aranda License Windows Service service point to the same database.
Validate that the credentials entered are correct.

If the credentials are correct, validate that the user is in an active state.

Unable to connect to the device

Connection Error

If the following error is displayed when entering an authorization support session:

Unable to connect to the device

Support session x
® Workstation Name iy e
VI > : e : L:';] | E ] { @ | UNBUTHORIZED ACTIVE
Serial number: 20222222-22227222-6800-4076-6068-0_.. i A e
Last activity date; Mov 12 2024 5:38 pm 50: Microsoft Windows Server 2022 Standard Model: YVirtual Machine Device type: Sarver
Q Unable to connect to device x

To fix this error, perform the following checks:

Validate that the workstation (device) has the latest agent version correctly installed and configured. View Release Notes

If the agent is correctly installed, validate that it is in an online state and pointing to the notification server. View Agent Statuses
If the agent is not put into a state Online, validate that the workstation can access the Notification Server.

If the alert continues to be generated, force the agent service to restart Aranda AVS Agent on the workstation.

Unable to connect to the notification server

Connection Error

If the following error is displayed when entering an authorization support session:


https://docs.arandasoft.com/avs-release-notes/en
https://docs.arandasoft.com/avs-agent/en/pages/agentes/notificaciones.html
file:///avs-ts/en/pdf.html#section-006

Unable to connect to the notification server

Support session x
® Workstation Name - - —
VI ¢ ! _ Bd | UMAUTHORIZED ACTIVE
Serial number: 20222222-22222222-68
Last activity date: Mov 12 2024 5:38 pm 50: Microsoft Windows Server 2022 Stansard Model: Virtuaol Mochine Device type: Sarver
e Unable to connect to Notification Server X

To fix this error, perform the following checks:
e Validate that the notification serveris online and that you are on the latest released version. To validate server status and version, follow these steps:

1. In the browser, enter the domain path plus the Integration Path (ADM-ARC) adm/arc/notification AVS-ARC notificationavs) example
https://cliente.arandasoft.com/notificationavs/
2. Validate the version of the notification server

O @ https://cliente.arandasoft.com/ruta_acceso_integracién {3 [I:l

j Aranda Ren Contr

Version : #version actual

3. The version must correspond to the last one released by Aranda Software. View Release Notes
4. If the server does not load the view that allows you to view the version, validate the error that is presented. View Notification Server Errors

e |fthe serverisonline and the version is applicable, validate that the WebSocket protocol is enabled on the notification server.
Could not get local Turn server

Local Turn Server Connection Error

If you see the following error when you try to take remote control of a workstation:

Could not get local Turn server
Support session x

AUTHORIZED ACTIVE

Vl ® Workstation Name '."E’J e i\_,

AR AT9999 7% EOnN LOe BAER N T
ber: 2022222-22222222-5800-4076-6068-09... AN

Last activity dote: Nov 12 2024 1:03 pm S0: Microsoft Windows Server 2022 Standard Model: Virtual Machine Device type: Sarver

Q Unable to obtain the local Turn server X

To fix this error, perform the following checks:

e Validate that the configuration or tenant database has the settings turnserverlocal correctly completed.



https://docs.arandasoft.com/avs-release-notes/en
file:///avs-ts/en/pdf.html#section-006

select sett_value from AFW_SETTINGS where sett_key ="turnserverlocal’;

View Turn Local Server Configuration

External Turn server could not be obtained

External Turn servers could not be obtained. Contact your administrator

select sett_value from AFW_SETTINGS where sett_key ='turnserverextern';

View Turn Local Server Configuration

Could not connect to specialist service

You could not reach the Specidalist service, you may not have the Specialist agent installed or you may be detained. Contact the administrator.

Vi

View Release Notes

Errors

Error 405 AVS Server


https://docs.arandasoft.com/avs-onpremise/en/pages/configuracion/infraestructura.html#turn_local
https://docs.arandasoft.com/avs-onpremise/en/pages/configuracion/infraestructura.html#turn_extern
https://docs.arandasoft.com/avs-release-notes/en

Managing users or roles in user groups.

Associating users or user groups with support groups.
Editing an agent profile.

Create, edit, or delete external Turn servers.

Local Turn Server Configuration.

File storage settings.

Editing or deleting directory services.

Editing or deleting an external authentication provider.

You might see the following error:

405 Method Not Allowed

Associate users

Associate users to this group here

Associated users

<!DOCTYPE html PUBLIC ™//W3C//DTD XHTHML 1.0 Strict//EN"
“hitp:/fwww.w3.org/TR/xhtmIl/DTD/xhtmil-strict.dtd™> <html
xmins="http:/fwww.w3.0rg/1999/xhtml™> <heod> <meta http-equiv="Content-Type"
content="text/htmil: charset=iso-8853-T/> <title>405 - HTTP verb used to access this page
is not allowed.</title> <style type="text/css™ <!— body{margin:0;font-size:. 7em;font-
family:Verdana, Arial, Helvetica, sans-serif;background: #EEEEEE ] fieldset{padding:0
15px 10px 15px;} hiffont-size:2.4em;margin:0;color: #FFF;] h2{font-

size:1.7em;:margin:0;color: #CC0000;} h3{font-size:1.2em;margin: 10px 0 0

0;color: #000000;} #header{width:96%:margin:0 0 0 0:padding:6px 2% Gpx 2% font-
family:"trebuchet MS", Verdana, sans-serif;color: #FFF; background-color: #555555;}
#content{margin:0 0 0 2%:position:relative;} .content-
container{background: #FFF:width:96%:margin-top:Bpx: padding: 10px:position:relative:} -
-> </style> </head> <body> <div id="header><h1>Server Error</h></div> <divid="content™
=div closs="content-container><fieldset> <h2>405 - HTTP verb used to access this page is

not allowed.</h2> <h3>The page you are looking for cannot be displayed because an invalid

method (HTTP verb) wos used to ottempt occe:

<fhtmi>

Validate that the feature is not enabled on the application server WebDAV Publishing. If it is active, disable it.

= r
& Remove Reoles and Features Wizard

Remove server roles

Before You Begin

Server Selection Roles

Hyper-V (Not installed)

Features Network Controller (Not installed)

Confirmation

Network Policy and Access Services (Not installed)
Print and Document Services (Mot installed)
Remote Access (Not installed)

Remote Desktop Services (Not installed)

Volume Activation Services (Not installed)

4 [m] Web Server (IIS)
4 (W] Web Server

4 [m] Common HTTP Features
Default Document
Directory Browsing

HTTP Errors
Static Content

HTTP Redirection (Not installed)
Y WebDAV Publishing
i [W] Health and Diagnostics

I [m] Performance
b [ Security

Error 500.19 on the AVS server
If the following error is evident when entering the Aranda Virtual Support (AVS) website:

HTTP Error 500.19 - Internal Server Error

s5.</h3> </fieldset></div> </div> </body=>

DESTINATION SERVER

To remove one or more installed roles from the selected server, clear their check boxes.

Description

WebDAV Publishing (Web
Distributed Authoring and
Versioning) enables you to publish
files to and from a Web server by
using the HTTP protocol. Because
WebDAV uses HTTP, it works
through most firewalls without
modification.

< Previous | | Next>

Remove Cancel




G () localhost/avs g = - 0

HTTP Error 500.19 - Internal Server Error
The requested page cannot be accessed because the related configuration data for the page is invalid.

Detailed Error Information:

Module 115 Web Core Requested UR BN @ mOm B
Notification BeginRequest e
Handler Mot yet determined
Error Code  0xB007000d
Config Error

Config File

Physical Path ENTE BN Il
Logon Method Not yet determined
Logon User  Not yet determined

Config Source:
=1z
a:

More Information:

This error occurs when there is a problem reading the configuration file for the Web server or Web application. In some cases, the event logs may

contain more information about what caused this error.
»

To fix this error, perform the following checks:

o Validate on the AVS server that the ASP.NET Core Runtime 6.0.32 Hosting Bundle or a higher version, is properly installed.
e |f you already have a version of the ASP.NET Core Runtime Hosting Bundle installed on your AVS server, reinstall it and restart the server.

AVS Server Error 500.30

If the following error is evidenced when entering the Aranda Virtual Support (AVS) website:

HTTP Error 500.30

@' https://cliente.arandasoft.com/avs/login A ﬁ? {:3 |:|:| fé

<!DOCTYPE htmi>
<html lang="en- US" xmins= 'M‘p;l’,.l’www.wa_urgﬂ 999/ xhtm|™>
<head >
<meta charset="utf-8" />
<tithe> HTTP Error S00.30 - ASP.NET Core app failed to start </tithe>
<style>
bady [
font-family: Segoe U, Tahoma, Arial, Helvetica, sans-serif:
font-size: 813em;
color: 2222
background -color: #ff;
}

h1, h2 h3, b4 hS |
ffont-family: “Segoe Ul', Tahoma, Arial Helvetica sans-senf;™/
font-weight: 100

}

. hi{
color: 34452 5e;
margine 15px 0 15px 0;
1

h2{
marginc 10px Spx 00
}

h3{
color: ¥363636;
marginc Spx Spx 0 O
1

code |
font-family: Consolas, “Courier New”, counier, monospace;
H

[x] <!DOCTYPE html> <htmil lang="en-US" xmins="http://www.w3.0rg/1999/... X

[x] <!DOCTYPE htmi> <htmi lang="en-US" xmins="http:/fwww.w3.0rg/1999/... X

Or it staysin the loader for an extended time


https://dotnet.microsoft.com/en-us/download/dotnet/6.0

&« o (- & https://cliente.arandasoft.com/avs/login E:}

To fix this error, perform the following checks:

e Validate that the connection string to the Database is configured correctly.
e Validate that the AVS Server is running on a 64-bit platform.
e Inthe case of On-Premise implementations, validate that the connection string is configured correctly. See Database Connection Settings.

Error 502.5 AVS Server
If the following error is evidenced when entering the Aranda Virtual Support (AVS) website:

HTTP Error 502.5

@ https://cliente.arandasoft.com/avs/login A 7 {:3 El] fé

<!DOCTYPE htmb> <html lang="en-US" xmins="http://www.w3.0rg/1999/xhtml"> <head>
<meta charset="utf-8" /> <title> HTTP Error 502.5 - ANCM Out-Of-Process Startup Failure
</title> <style> body { font-family: ‘Segoe Ur, Tahoma. Arial, Helvetica. sans-serif: font-
size: .813em; color: #222; background-color: #fff; } hl, h2, h3, h4, h5 [ /*font-family: ‘Segoe
UI,Tahoma, Arial Helvetica,sans-serif;*/ font-weight: 100; } h1{ color: #44525e; margin:
15px 0 15px 0; } h2 { margin: 10px 5px 0 0; } h3 { color: #363636; margin: 5px 5px 0 0; } code {

font-family: Consolas, "Courier New”, courier, monospace; } body .titleerror { padding: 3px

3px 6px 3px; display: block; font-size: 1.5em; font-weight: 100; }a{ color: #1bale2; text-

decoration: none; }a:hover { color: #13709e: text-decoration: underline: } i { margin: 5px: }
</style> </head> <body> <hl>HTTP Error 502.5 - ANCM Out-Of-Process Startup Failure
</h1> <h2> Common solutions to this issue: </h2><ul><li> The application process failed to
start </li><li> The application process started but then stopped </li><li> The application
process started but failed to listen on the configured port </li></ul> <h2> Troubleshooting
steps: </h2> <ul> <li> Check the system event log for error messages </li> <li> Enable
logging the application process’ stdout messages </li> <li> Attach a debugger to the
application process and inspect </li> </ul> <h2> For more information visit: <o
href="https://go.microsoft.com/fwlink/linkid=808681"> <cite>
https://go.microsoft.com/fwlink/?LinklD=808681 </cite></o> </h2> </body> </html>

Or it stays in the loader for an extended time


https://docs.arandasoft.com/avs-onpremise/en/pages/instalacion/conexion.html

« = C & https://cliente.arandasoft.com/avs/login E:}

To fix this error, perform the following checks:

e Validate that the connection string to the Database is configured correctly.
e [f the connection string is configured, validate has the parameters Encrypt=True;TrustServerCertificate=True.
e Inthe case of On-Premise implementations, validate that the connection string is configured correctly. See Database Connection Settings.

Notification Server

ARC-Server Errors - Notifications
Note that the ARC - Notifications server is used in the ADM-ARC and AVS-ARC integrations. Depending on the integration, access paths are used.

e ADM-ARC integration path adm/arc/notification
e AVS-ARC integration path notificationavs

Select the error that occurs when entering to validate the Notifications server \<dominio>/ruta_acceso_integracién from the following list to see the possible causes and
how to fix it:

o Error404 <
o Errorb500<
o Error500.30

Errors

Error 404
Note that the ARC - Notifications serveris used in the ADM-ARC and AVS-ARC integrations. Depending on the integration, access paths are used.

e ADM-ARC integration path adm/arc/notification
e AVS-ARC integration path notificationavs

If you enter to validate the Notifications server \<dominio>/ruta_acceso_integracion The following error is evident:

The resource you are looking for has been removed, had its name changed, or is temporarily unavailable.

Server Error

404 - File or directory not found.

The resource you are looking for might have been removed, had its name changed, or is temporarily
unavailable.

e Validate that thereis aredirect rule according to the integration that is failing.
e |f the rule exists, validate that it is correctly configured by pointing to the corresponding App Services and path. € List of errors

Error 500

Note that the ARC - Notifications serveris used in the ADM-ARC and AVS-ARC integrations. Depending on the integration, access paths are used.

e ADM-ARC integration path adm/arc/notification
e AVS-ARC integration path notificationavs

If you enter to validate the Notifications server \<dominio>/ruta_acceso_integracion The following error is evident:


https://docs.arandasoft.com/avs-onpremise/en/pages/instalacion/conexion.html
file:///avs-ts/en/pdf.html#section-005
file:///avs-ts/en/pdf.html#section-003
file:///avs-ts/en/pdf.html#section-004
file:///avs-ts/en/pdf.html#section-006

B

Esta pagina no funciona

La péagina cliente.arandasoft.com no puede procesar esta solicitud ahora.

HTTP ERROR 500

Volver a cargar

e Validate that the Claims Serveris running.
e Validate that the App Service Virtual Paths if they are correctly configured in Configuration>Path Mappings (cloud service).
e Validate that the redirect rule is correctly configured by pointing to the corresponding App Services and path (cloud service). € List of errors

Error 500.30

Note that the ARC - Notifications server is used in the ADM-ARC and AVS-ARC integrations. Depending on the integration, access paths are used.

e ADM-ARC integration path adm/arc/notification
e AVS-ARC integration path notificationavs

If you enter to validate the Notifications server \<dominio>/ruta_acceso_integracién The following error is evident:

HTTP Error 500.30 - ASPNET Core app failed to start

Common solutions to this issue:

* The app failed to start

e The app started but then stopped

e The app started but threw an exception during startup
Troubleshooting steps:

* Check the system event log for error messages
e Enable logging the application process' stdout messages
e Attach a debugger to the application process and inspect

For more information visit: https.//go.microsoft.com/fwlink/?LinkID=2028265

e Validate that the Notification Serveris running on a 64-bit platform. € List of errors
Recording Server

ARC-Recordings Server Errors

Note that the ARC - Recordings server is used in the ADM-ARC and AVS-ARC integrations. Depending on the integration, access paths are used.

e ADM-ARC integration path adm/arc/recording
e AVS-ARC integration path arc/recording

Select the error that occurs when entering to validate the Recordings server \<dominio>/ruta_acceso_integracion from the following list to see the possible causes and how
to fix it:

Error 404 <

Error500 <

Error502.5-

An unhandled exception occurred while processing the request <

Errors

Error 404 Recording Server

< List of errors

If you enter to validate the recording server \<dominio>/ruto_acceso_integracion The following error is evident: The resource you are looking for has been removed, had its
name changed, or is temporarily unavailable.


file:///avs-ts/en/pdf.html#section-006
file:///avs-ts/en/pdf.html#section-006
file:///avs-ts/en/pdf.html#section-00a
file:///avs-ts/en/pdf.html#section-007
file:///avs-ts/en/pdf.html#section-00b
file:///avs-ts/en/pdf.html#section-008
file:///avs-ts/en/pdf.html#section-009

Server Error

404 - File or directory not found.

The resource you are looking for might have been removed, had its name changed, or is temporarily
unavailable.

e Validate that there is a redirect rule according to the integration that is failing.
e [f the rule exists, validate that it is correctly configured by pointing to the corresponding App Services and path. € List of errors

Error 500 Recording Server

< List of errors

If you enter to validate the recording server \<dominio>/ruta_acceso_integracion The following error is evident:

B

Esta pagina no funciona

La pagina cliente.arandasoft.com no puede procesar esta solicitud ahora.

HTTP ERROR 500

Volver a cargar

e Validate that the recording serveris running.
e Validate that the App Service Virtual Paths if they are correctly configured in Configuration>Path Mappings (cloud service).

e Validate that the redirect rule is correctly configured by pointing to the corresponding App Services and path (cloud service). € List of errors

Error 502.5 Recording Server

< List of errors

If you enter to validate the recording server \<dominio>/ruta_acceso_integracién The following error is evident:

HTTP Error 502.5 - ANCM Out-Of-Process Startup Failure

Common solutions to this issue:

* The application process failed to start
* The application process started but then stopped
* The application process started but failed to listen on the configured port

Troubleshooting steps:

e Check the system event log for error messages
* Enable logging the application process’ stdout messages
= Attach a debugger to the application process and inspect

om/twilink/?LinkiD=808681

For more information visit: https.//go.microsoft.com/fwlink/?LinkID=80868

e Validate that the connection string to the Database is configured correctly. € List of errors

Unhandled Exception Recording Server

< List of errors

If you enter to validate the recording server \<dominio>/ruta_acceso_integracion The following error is evident:


file:///avs-ts/en/pdf.html#section-009
file:///avs-ts/en/pdf.html#section-009
file:///avs-ts/en/pdf.html#section-009
file:///avs-ts/en/pdf.html#section-009
file:///avs-ts/en/pdf.html#section-009
file:///avs-ts/en/pdf.html#section-009

An unhandled exception occurred while processing the request.

Win32Exception: The certificate chain was issued by an authority that is not trusted.
Unknown location

s successtully

Ac an error occurred

/as issued by an

SqglException:
during the login process

authority that is not trusted.)

Microsoft.Data.ProviderBase.DbConnectionPool. TryGetConnection(DbConnection owningObject, uint waitForMultipleObjectsTimeout, bool
allowCreate, bool onlyOneCheckConnection, DbConnectionOptions userOptions, out DbConnectioninternal connection)

< List of errors

Audits

Audits without recordings

Unable to save recordings

[WRN]Response code for upload file “BadRequest” and content “FAILED_SAVE_RECORD"
[WRN]Unable to send file C:\ProgramData\AVS\Recordings\{File Name}

select sett_value from AFW_SETTINGS where sett_key ='StorageProviderrecordings';

View Storage Settings

User does not exist

[WRN]Response code for upload file “BadRequest” and content “USER_DOES_NOT_EXISTS"
[WRN]Unable to send file C:\ProgramData\AVS\Recordings\{File Name}

Recording Server Version

G @ https://cliente.arandasoft.com/ruta_acceso_integracion {3 [|]

Version # version actual

View Release Notes



file:///avs-ts/en/pdf.html#section-009
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