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Diagnosing Wonderware Hardware Key Failures


by Mike McCulty


Wonderware requires that a Wonderware hardware key be plugged in the computer’s parallel printer port in order to run a Wonderware software product.  This includes:


Wonderware® InTouch™ Release 6.0 and earlier


Wonderware® InBatch™ Release 4.1 and earlier


Wonderware® InTrack™ Release 3.0b and earlier


Any release of Wonderware® InSupport™


Wonderware® DDE I/O Servers Release 5.x and earlier


If the Wonderware hardware key is having problems working correctly with a Wonderware software product, then you will see one of the following errors displayed: 


Key not installed -  Abort; exit   Retry; Try key again   Ignore; Demo


Or


Key not found -  Abort; exit   Retry; Try key again   Ignore; Demo


Usually, the cause of either error is a missing hardware key.  (That is, the hardware key is not plugged into the computer’s parallel port.)  However, there are a number of other situations that can generate these errors.  This Tech Note discusses these situations and shows how you can troubleshoot a hardware key failure.


There are also other types of hardware key errors that you may receive.  For more information, see “Other Types of Hardware Key Errors” later in this document.


Background on the Wonderware Hardware Key


Wonderware uses one of two types of hardware keys for its products: the Sentinel C hardware key and the new SuperPro hardware key.  Both hardware keys are provided to Wonderware by the manufacturer, Rainbow Technologies, Inc.  You can tell which type of hardware key you have by reading the embossed label on the outer case of the key.  A Sentinel C hardware key will have the label “Sentinel” or “Sentinel C Plus”.  A SuperPro hardware key will have the label “Pro” or “Sentinel Pro”.


The Sentinel C hardware key is the older of the two models.  Though, in most cases, Wonderware Technical Support has found the Sentinel C hardware key to be reliable, it can be sensitive to voltage spikes and is prone to electronic signal reprogramming when it is plugged into the parallel port with other I/O devices attached (except for printers).


Note  The Comprehensive Support Knowledge Base CD (KBCD) provides an updated “Wonderware Hardware Key Incompatibility List” which lists specific models of I/O devices and computers that are known to be incompatible with the Sentinel C and SuperPro hardware keys.  However, in addition to what is included in this list, Wonderware Technical Support has found that at least for the Sentinel C hardware key, you should not use the Sentinel C hardware key with these devices: parallel port removable media, such as Zip drives, external floppy drives or CD-ROM drives; parallel port file transfer software such as LapLink or Windows Xtree software; parallel port network adapters, laptop computer docking stations, and direct-print laser printer configurations.  If you use the Sentinel C hardware key with any of these devices or configurations, it could damage the key.


The Sentinel C hardware key cannot be stacked or attached with other software vendor hardware keys (or dongles as they are sometimes referred to).  If it is plugged in with other hardware keys, it will not work.  It also does not work in low voltage situations which occurs on some laptop computers, especially when it is operating on battery power.  You also cannot use parallel port splitters or printer sharing devices with the Sentinel C hardware key and the SuperPro hardware key.


The SuperPro hardware key is a newer design and it has a low voltage tolerance which makes it less susceptible to some of the problems of the Sentinel C hardware key.  However, the SuperPro hardware key cannot be used with older Wonderware software products including:


InTouch Release 4.11 and earlier;


Any DDE I/O Server Release 4.x and earlier;


Any release of InSupport;


InTrack Release 3.0b and earlier;


InBatch Release 4.1 and earlier


If you attempt to use a SuperPro hardware key with an older version of a Wonderware product, then you will see the “Key not found” or “Key not installed” error message.


Hardware Key Installation Checklist


Follow this list of suggestions to ensure that your Wonderware hardware key is properly installed on your computer’s parallel port and to minimize the risk of receiving a hardware key error:


Before you install the Wonderware software product, make sure that the hardware key is plugged into the parallel port with the arrows on the key pointing toward the computer.  If the arrows point away from the computer, then the hardware key is plugged into the computer’s DB-25 serial port or the Universal bus port, and not the parallel port.


Make sure that you always install the Wonderware software product, such as InTouch, from the original disks or CD-ROM that are provided by Wonderware.  If the Wonderware product is installed from other sources, such as from another hard drive, the files for the hardware key’s device driver may not install properly.


The parallel port mode in CMOS should be set to either the IBM AT mode, SPP mode, or Standard mode.  Most Intel-based motherboards come with a boot configuration manager (referred to as the CMOS setup or BIOS setup).  Contact your computer manufacturer’s technical support representative or consult your computer’s user manual for instructions on how to check the CMOS configuration.  If the only mode offered in CMOS is ECP, then you will need to install another parallel port on your computer in order to use the Wonderware hardware key.


Hardware Key Diagnostic Tests


If, after following the checklist above, you are still receiving the “Key not found” or “Key not installed” errors, then try the following diagnostic tests to determine the source of the problem:


Print a document to a printer using the parallel port, first with, then without the hardware key attached.  If you can only print to the printer without the hardware key attached (that is, not with the hardware key attached), then you have a defective hardware key and you should contact Wonderware Technical Support.  If this is the case, then see “If All Else Fails, Call Wonderware Technical Support” below to find out how to get a replacement hardware key.


If you can print with and without the hardware key attached, then test the hardware key on another computer (preferably a different computer model) with the same Wonderware software product installed, such as InTouch.  If you can still print with the hardware key and you are running Windows NT, then you should reinstall the Wonderware software product on the original computer and see if the hardware key error goes away.  See “Diagnosing Hardware Key Failures Under Windows NT” below for more information on troubleshooting under Windows NT.


Industrial computers, laptop computers, and desktop computers with integrated motherboards, in some rare cases, have parallel ports with a voltage tolerance that falls below the minimum voltage required by a Wonderware hardware key.  If your computer has a built-in parallel port and you are experiencing a hardware key error, then you should resolve the error by installing a parallel port device card and plug the hardware key into this port.


Note  When you install a new parallel port device card, Wonderware Technical Support recommends that you assign it a memory address (278 or 378) and an interrupt request (IRQ 5 or 7) that is different from the original parallel port.  You may also want to disable the built-in parallel port.  Once you install the parallel port device card, you may need to reconfigure your printer under the Control Panel.


Diagnosing Hardware Key Failures Under Windows NT


If you are getting a hardware key error under Windows NT, then follow these suggestions:


When you install a Wonderware software product under Windows NT, make sure that you log on as the Administrator.  An Administrator can update the Windows NT registry which is required by the Wonderware installation.


If the hardware key’s device driver was properly installed under Windows NT, then you should see the Sentinel key device driver listed in the Devices dialog box as shown below, which is located under the Devices program icon under Control Panel.
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If you do not see the Sentinel key device driver listed, then it was not installed during the installation of the Wonderware software product.  Again, make sure that you log on as the Administrator when you install a Wonderware software product to ensure that the Sentinel key device driver will get installed.


If you are using the Sentinel C hardware key, then install the latest version of the Sentinel key device driver for Windows NT by downloading it from the Wonderware Bulletin Board Service (phone (714) 727-0726) under the PATCHFIX file library.  For Windows NT 4.0, download the file Sentinst.zip.  For Windows NT 3.5, download the file Nt_key.zip.  (Use Pkunzip or Winzip to extract and install the Sentinel key device driver files as described in the provided Readme file.  If you do not have Pkunzip, then you may download a copy from the Wonderware BBS.)


If the program icon for the Wonderware software product is part of the Windows NT Startup program group, then you may get the “Key not found” error message.  However, if you double-�click the program icon, the Wonderware program will start with no hardware key errors.  This is usually because the installed Sentinel key device driver has the Startup Type set to Automatic,�as shown here in the Device dialog box:


�


This is a rare situation where the Sentinel key device driver will not be allowed to completely initialize and let the software to check for the hardware key.  The solution is to double-click the Devices program icon under the Control Panel and highlight the Sentinel device driver on the Devices dialog box.  Then, click the Startup button.  The Devices dialog box should appear as shown above.  Switch the Startup Type from Automatic to Boot mode.  Click the OK buttons to exit the dialog boxes and then reboot your computer.  This will raise the priority of the execution of the Sentinel key device driver during the boot process and it will allow the hardware key to work properly.


If you configured Windows NT for automatic log ons and you upgraded to a new Wonderware software release, then read on.  Wonderware’s installation procedure will not install a new version of the Sentinel key device driver if the installed driver has the Startup Type set to Boot.  To resolve this, open the Device dialog box as shown above and switch the Startup Type from Boot to Automatic mode.  Click the OK buttons to exit the dialog boxes and then reboot your computer.  Then, reinstall the new Wonderware software release. 


Other Types of Hardware Key Errors


There are two other types of hardware key errors that you may run into when running a Wonderware software product:


Here is the first type of error:


WindowMaker


[!] Key Violation


Retry Cancel


Usually, this InTouch WindowMaker error is caused by a missing hardware key.  However, in some cases, even if you have a valid hardware key, you may not see the error, but then, after you switch to WindowViewer, the error appears after a few minutes.  In this situation, the error may be caused by the hardware key’s Sentinel device driver failing to execute due to low memory.


Normally, during the execution of WindowMaker, the Sentinel device driver periodically checks to see if the hardware key is still attached to the parallel port.  If the computer is running low on memory, the Sentinel driver will not be able to respond to WindowMaker in time to let it know that a valid hardware key exists.  Thus, the above error will result.  The solution is to exit all applications and reboot the computer.


(There is a rare situation where under Windows NT, the hardware key is accidently reprogrammed and the above error results.  To verify if this situation happened, make sure that the hardware key is still attached and then download and install the latest Sentinel key device driver from the Wonderware BBS as described on page 4 of “Diagnosing Hardware Key Failures Under Windows NT”.)


Here is the second type of error:


Key does not enable <WW product name>


This error means that the attached hardware key does not have the listed Wonderware software product enabled or licensed for use.  For example, if you purchased an InTouch runtime license and attached the Wonderware RT hardware key, but you installed and attempted to run WindowMaker, you will get the above error.  Your Wonderware hardware key is pre-configured to allow you to run with specific Wonderware software products.  If you need to obtain licenses for other Wonderware products to your hardware key, you should contact your local Wonderware distributor to make arrangements.


If All Else Fails, Call Wonderware Technical Support


If you are still experiencing hardware key errors after following the suggestions in this Tech Note, or if you suspect your Wonderware hardware key is defective, then fax or email Wonderware Technical Support these four items (fax is (714) 727-9733, email is support@wonderware.com):


1)	A printout or written record of any error messages, as well as a screen shot (or a written record of the contents) of the relevant dialog boxes from the Wonderware software product.


2)	A MSD report of your system.  For Windows, Windows for Workgroups (WFW) and Windows 95, you can generate a MSD report by entering “MSD” at the DOS prompt and then select the menus File/Print Report and choose Report All.  For Windows NT, you can generate a WinMSD report from the Run command line.


3)	The release of the Wonderware software product that you installed and the version of Windows, WFW, Windows 95 or Windows NT that you are running.  Include the name and version of any installed third party software product that is using the parallel port or is using a hardware key or dongle.


4)	The serial number of your Wonderware hardware key.


Wonderware Technical Support will determine the cause of your hardware key error.  If we determine that your hardware key is defective, then we will promptly send you a replacement hardware key.


The Tech Note publication is published periodically by the Wonderware Technical Support group.  Editors: Mari Fujii and Sabrina Haag;  Technical Publications Coordinator: Sabrina Haag;  Director of  Technical Support: Sheila S. Kester;  Publisher, Wonderware Corporation, 100 Technology Drive, Irvine CA 92618.  E-mail your questions or requests to techpubs@wonderware.com.


There is also technical information on the Wonderware software products on the WonderTech Web site at http://wondertech.wonderware.com, the Wonderware Bulletin Board Service at (714) 727-0726,  the Wonderware CompuServe forum (GO WONDER), the Comprehensive Support Knowledge Base CD, and the WonderFax FaxBack® service at (714) 450-5050.  Call Wonderware Technical Support at (714) 727-3299 for more information on the WonderTech Web site, the BBS, the Wonderware CompuServe forum, the Comprehensive Support Knowledge Base CD or the WonderFax system.
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