





Troubleshooting Client

&:D AT AHE ALTH Connection Issues

Common Backup Errors from Client Side Connection Issues
“Command timed -out”

This error is reported when the DS Client sends a message to the DS System but does not
receive the response from the DS System in a limited time period before the connection is
lost.

If this is a frequent error, there may be an issue with the Client Internet dropping. Client
should contact Internet provider about the issue. Also, make sure network devices are
functioning properly, update to the latest Windows Service Pack, and apply any other
Windows networking updates.

“Software caused connection abort”

This error is reported when the DS Client cannot connect to the DS System from the
client side.

Under this circumstance, network issues must be addressed on the Client end. Client side
should check for related issues (memory, disk space, last machine reboot, network
connection issues). Also, make sure network devices are functioning properly, update to
the latest Windows Service Pack, and apply any other Windows networking updates.

“Connection reset by peer”

This error is reported on all event logs when there has been a disconnection between the
DS Client and the DS System. If a connection is established between the two and the DS
System does not receive any data from the DS Client within 2 minutes, the DS System
will send a keep-alive package to DS Client in order to keep the connection alive. If the
DS System does not get a response from the DS Client after 3 keep-alive packages, the
DS System will reset the connection thus reporting the connection reset by peer.

Under this circumstance, the Client side should check network and firewall settings to see
if there is something blocking the transmission of the backup data. Also, some DSL
providers use PPPoE. The DSL will cut its connection due to idle time. If the Client’s
DSL provider uses PPPoE, it needs to be enabled on the Client router. On the
configuration screen for PPPoE, the Client can specify the idle time or keep alive time.
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