Detection Trouble-Shooting Flowchart

Step 1. Determine if we support the
Brand/Model and Carrier from the

Houdini website. (Some Reps may be

referencing an old PDF.)

NO

l YES

2. Is the Rep using the recommended

Houdini cable model type?

NO

Explain our scope of
support and end call.

l YES

3. If phone requires pre-provisioning
steps, have they been completed

NO

Advise the Rep to use the
recommended cable from the
Houdini website. If no cable is
available explain our scope of
support and end the call.

successfully?
1 YES

4. Is the Rep’s PC detecting the
phone? (Device Manager)

NO

Ensure that Rep has followed
the pre-provisioning
instructions from the Houdini
website and continue with the
detection process.

YES

5. Are the recommended drivers
installed from Houdini website?

NO

Instruct Rep to unplug USB
cable from port, power-cycle
phone, reconnect to different
USB port, if available.

YES

6. Try auto detection again. Did
Houdini now auto detect the phone?

NO

Refer customer to Houdini
website, help-desk/downloads.

l YES

7.Continue with provisioning.
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Manually select the correct
COMPORT, phone brand and
model from the Houdini drop-
down menu.

Note: If the phone is still not being
detected by Houdini after following
these steps correctly, then the cause is
likely a Hardware/Software issue with
PC or Phone. Explain our scope of
support to the customer and end call.




Failed Flash Trouble-Shooting Flowchart

Note: If Houdini is displaying a FAILED error message, if possible, first determine
whether you may be able to trouble-shoot the error or if it is going to be strictly on the

carriers side.

Step 1. Determine if we support the
Brand/Model and Carrier from the
Houdini website. (Some Reps may be
referencing an old PDF.)

NO Explain our scope of

1 YES

2. Is the Rep using the recommended
Houdini cable model type?

support and end the call.

Advise Rep to use the
recommended cable. If no
NO cable is available explain our

1 YES

3. If phone requires pre-provisioning
steps, have they been completed

» scope of support and end the
call.

Have Rep follow pre-
provisioning steps from website

NO »| then reattempt flashing

successfully?
1 YES

4. Is Houdini displaying an error upon

process. If FAILED again, see
step#4.

NO If this is the second time they
»| have received this error the

failure to flash?
l YES

5.Give a brief explanation of the
meaning of the error, Check for any
similar issues that may have recently
arisen with that particular Brand/Model
or Carrier. Create an open trouble
ticket if necessary and/or explain our
scope of support and end the call.

problem is going to be likely
with the Software/Hardware on
the phone and/or on the
Carriers side.
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HDUI DINT Programming Issues Flowchart
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Step 1. Determine if we support the

Brand/Model and Carrier that the phone NO ai ;
is coming from. (Some Reps may be > Explain our scope o
referencing an old PDF.) support and end the call.
1 YES Advise the Rep to flash the
NO phone first. Direct Rep to the
2. Has the Rep flashed the phone. » Houdini website for the correct
flashing instructions.
1 YES
3.Is the Rep referencing the correct
and/or add!tional !orogramming from NO > Refer Rep to the Houdini
the Houdini website. website for correct instructions.
1 YES
Check the flash history in the
g.lshthg tF;ep iure t?air':hey havi DO »| users Houdini Report
as'eo € phone 1o the correc Provisioning Log to ensure the
carrier: correct carrier was selected.
1 YES See step#6.

5.Check flash history in the users
Houdini Report Provisioning Log to
ensure the correct carrier was
selected. See step #6

Remind the Rep that Houdini
displays a confirmation window
NO before provisioning to ensure
6. Did they the Rep flash to the »| that the desired carrier is
correct carrier? properly selected. Customer
will not be able to receive credit
1 YES

for flash.

Note: If the phone will still not allow the
Rep into the programming screen then
the cause is likely an existing
Hardware/Software issue with the
phone and/or a carrier related issue .
Explain our scope of support to the
customer and end call.

7. Check for any similar issues
that may have recently arisen with
that particular Brand/Model or
Carrier. Create an open trouble
ticket and/or explain our scope of
support and end the call.
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