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SESSION OVERVIEW 

Basic Troubleshooting Techniques 

Overview of  Tools 

Real-World Scenarios 

Other Resources 



Basic Troubleshooting Methodology 

Discovery – Ask questions and gather 

relevant clues about the symptoms, 

scope, nature and severity of  the issue 

Planning – Which tools will you employ? 

Reproduction  - Make it happen again 

Isolation – Distill repro to fewest number 

off  steps and find the source of  the issue 

Analysis – Determine potential causes 

and possible solutions or workarounds 



Basic Troubleshooting 

 Work from the back-end to the front 

Impresario 

(SQL Server) 

TessituraService 

(REST Service) 

Tessitura 

(C#, .Net, PowerBuilder) 

 Seat Server, PGS 

(NT Services; C#, .Net, Powerbuilder) 



Overview of  Tools 

Impresario 

(SQL Server) 
TessituraService 

(REST Service) 

 Seat Server, PGS 

(C#, .Net, PowerBuilder) 

Management Studio 

Profiler 

Activity Monitor 

Sp_blocked 

Sp_who2 

Rest Client 

Log 

ServicesDashboard 

Client Logs 

Service Logs 

Tessitura 

(C#, .Net, PowerBuilder) 



Services Dashboard 

https://servername/.../servicesdashboard 



SQL Server Management Studio 

Query tool for execution of 

– Sp_blocked 

– Sp_who2 

 

Access to 

– Profiler 

– Activity Monitor 



SQL Server Profiler 

Configurable SQL logging 



SQL Server Profiler 

Configurable SQL logging 

– By process, user, SPID 

 



SQL Server Profiler 

Configurable SQL logging 

– By ApplicationName 

 “.Net SqlClient Data Provider”=REST 

Service; 

 “Tessitura(ug=groupname)”=Tessitura 

application not using service; 

 “Report Server” 

 



SQL Server Activity Monitor 

View of  current state of  SQL Server 

– Processes 

– Resource Waits 

– Data File I/O 

– Recent “Expensive” Queries 

 





SP_WHO2 

View of  current processes w/blocks 



SP_BLOCKED 

View of  blocks only 



REST Client 

Makes direct calls to service endpoints 

and displays results 



REST Client 



REST Client 



REST Client 



REST Client 



Logs 



Logs 

Written by “Nlog” 

– Tessitura REST service 

– Payment Gateway Service 

– PrintServer service 

– Tessitura application 

– Controlled by “Nlog.config” file 

Non-Nlog 

– SeatServer 

– “TessituraSeatServer.exe.config” 



Nlog.Config/Targets 

<targets>    

    <target name="file" xsi:type="File"

 fileName="C:\Tessitura\Services\PrintServer\Logs\${shortdate}.log" 

 layout="${longdate}|${level}|${message}"  

 createDirs="true"  

 fileAttributes="Normal" 

      archiveFileName="C:\path\Logs\${shortdate}.{#####}.log" 

 archiveEvery="Hour" 

 maxArchiveFiles="200" 

 archiveNumbering="Sequence" 

 concurrentWrites="true” 

 keepFileOpen="false" /> 

</targets> 



Nlog.Config/Rules 

<rules> 

    <!-- minlevel could be one of Trace, Debug, Error or Fatal. Should be Error or Fatal 

for production --> 

   <logger name="*" minlevel="Trace" writeTo="file" enable="true"/> 

</rules> 



Debug Tools 



Tessitura Log Viewer 



Tessitura Log Viewer 



Scenario 1: 
 
Client is Slow or Hung 



What Questions Do You Ask First? 

 Is it slow for just you or everyone? 

 Is everyone hung on the same action? 

 Is network connectivity good? 

 

 

Are The Services Responding? 
 Services Dashboard 

Respond to any entries with a red X 

 
On to the SQL Server… 



SQL Server Troubleshooting 

SP_who2 

Activity Monitor 

Profiler (in this case, capture events on 
Lock:Deadlock, Lock:Deadlock Chain to 
see the resource in contention) 

If  Activity Monitor turns up 
disproportionately expensive queries, 
filter Profiler on that ObjectName with 
the Performance>Showplan XML to 
capture runtime query plan 



Scenario 2: 
 
XML Parsing Error When 
Searching For a Constituent 



User Complaint: 

“When I search for a customer with a 
particular last name, I get an error message 
and get kicked out” 

 When Reproducing, You See This: 



Scenario 3: 
Discrepancy between Tessitura and 
Payment Processor 



User Report: 

“When balancing Tessitura payment 

reports to bank deposits, it looks like there’s 

a payment registered by our processor that 

doesn’t exist in Tessitura” 



Troubleshooting Steps 

Boost verbosity in Nlog.config for PGS  

Review XML in log for requests to/from 
processor 

T_CC_SERVER_LOG 

– Key fields are 

 Transaction Type 
 P (sometimes A) for Authorization 

 B - Finalized/Complete 

 V – Reversal (void when order cancelled) 

 D – Refund requested 

 C – Refund finalized/complte 

 S – Refund Reversal 



Why Was There No Completion 
(or Reversal?) 

Did Tessitura crash before the order was 
saved (or did the user exit ungracefully?) 

Check the T_APPLICATION_ERRORS 
table or run the Application Error Report 

Compare the processor response in the 
log with a successful transaction. 

– There may be a successful authorization 
matched with a processor response that 
caused the Payment Gateway to interpret 
it as a failure. 



Resources 

Knowledgebase 

Technical Support & Escalation 

Forums 

 



QUESTIONS? 

Tell us who you are and where you 

are from…………. 



WHAT’S NEXT? 

Venue Tour starts at 6.05pm – 

meet in the Royal Concert Hall 

foyer 

 

Content Planning Committee 

meet up is 7 – 7.30pm in RED at 

the Crowne Plaza Hotel 

 

Evening Networking welcome 

drinks served from 7.30pm and 

food served at 7.45pm – don’t 

forget your dancing shoes! 
 


