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● Troubleshooting Methodology

● Tools 

● Putting the Method into Practice

Agenda



● What is it?
► A systematic approach to solving a problem

● Many different varieties, but all essentially do the same 
thing

Troubleshooting Methodology



5 Steps:

1. Discovery

2. Planning

3. Reproduction

4. Isolation

5. Analysis

Steps



● Do you understand the issue and what person reporting the 
issue is wanting to achieve?

● Can be further broken down into 3 stages
► Verify

► Probe

► Evaluate

Step 1 - Discovery



● Planning
► Which tools will you employ?

● Reproduction
► Can you make the issue happen again?

Step 2 and 3 – Planning and Reproduction



● Distill reproduction to fewest number off steps and find the 
source of the issue

Step 4 - Isolation



● Determine potential causes and possible solutions or 
workarounds

Step 5 - Analysis



Tools



● TessituraNetwork.com

General Tools



● Knowledge Base

General Tools



● Phone a Friend

General Tools



It’s Log
(it’s big, it’s heavy, it’s wood)



● TesssituraProcessingService

● Payment Gateway Logs

● Tessitura Log Viewer

● Debug Tools

● EMV Logs

● TNEW Admin logs

Logs



How to Read Logs

When?

Where
?

Who 1?
Who 2?

What happened?



Putting the Method to the Madness



● Issue:
► Tessitura is running slow

It’s Running Slow



● Discovery
► What is?

► Prod, test or both?

► When did it start?

► Does this start coincide with something happening - eg. A big 
on-sale

It’s Running Slow



● Planning – what tools will you use?
► Sp_blocked

► SP_who2 or SP_Whoisactive

► Long running queries – extended events

► Support

It’s Running Slow



● Reproduction
► Is the slowness on going and are you able to see that?

► Can you repro with a certain process?

It’s Running Slow



● Isolation - Narrow down to what you see
► If the slowness only occurs during a certain process, you know 

you can take a closer look at what that process is doing vs. 
should be doing 

► If you have Database blocking, there is a good chance that’s the 
cause of the issue, so you know to focus on clearing that up first.  
Note: once you clear up the blocking, if it goes away completely, 
then you won’t be able to reference what was doing the 
blocking.  Possibly take a screenshot for future reference prior to 
clearing.

It’s Running Slow



● Analysis 
► Take information gathered back to your team

► Put into practice what you have discovered and what you 
believe to fix

It’s Running Slow



Questions?
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