Troubleshooting Blackberry Connections
Purpose

Due to Hurricane Rita Contingency support activities, many e-mail services were migrated from Johnson Space Center to Marshall Space Flight Center. While every effort was made to migrate all the email accounts to the service location, due to time constraints, some HEMI customers have a new account.

HEMI users who also have Blackberries may also be impacted by this activity.  

The following sections provide information on reconfiguring your Blackberry if needed and some trouble shooting information.

Depending on whether your Blackberry account was migrated prior to the JSC shutdown, and depending as well on the model, age, and version of Blackberry Operating System, you may not need to do anything (i.e., your Blackberry is working and you are receiving all mail). If you are not receiving new mail since Saturday, you may have to perform troubleshooting steps. Please read the instructions carefully for the type of Blackberry for which the instructions are intended – if your Blackberry does not match the instructions, skip the section and do not perform the steps.

Basic Trouble-Shooting for All Blackberries

If you are experiencing problems receiving mail, basic troubleshooting steps for all Blackberry devices should be performed first, before attempting troubleshooting in the sections that follow.

1. Scroll to menu item “Turn Wireless On/Off.” Click once with the scroll wheel to turn wireless on or off. The intention is to toggle wireless off, wait a couple minutes, and turn it back on. Wait up to five minutes to connect and begin to download mail. If no mail is received, continue to step 2, below.

2. Do a “soft” reset/reboot. On the back of your Blackberry is a small pinhole. Unbend the end of a paper clip, and insert it into this pinhole. This will force your Blackberry to re-boot. The re-boot process may take 5-7 minutes. After re-boot, you will be prompted to type in your password. Once entered, wait up to another 5 minutes to see if e-mail messages will begin to be received. If no e-mail messages arrive, proceed to the next section “Determining the Operating System of Your Blackberry.”

Determine the Operating System of Your Blackberry

1. Using the scroll wheel on your Blackberry, scroll down the top menu and stop on the icon labeled “Options.” Click the scroll wheel to view the Options menu choices.

2. Scroll down and look for the menu item “About.” Click the scroll wheel to select this item.

3. A screen will display with information regarding the Blackberry. Look for the version number.

a. If the version is 4.0.0 or greater, the steps taken on Page 1 of this document should have been sufficient to correct your connectivity. If these steps did NOT restore your email service, please call the Help Desk at 202-358-4357 for further assistant.

4. If the version is 3.9.9.9 or less, proceed to the next section: Re-cradling your Blackberry.

Re-Cradling Your Blackberry

First, we recommend that you re-cradle your Blackberry at your workstation and back-up your data. Although the risk is small, failure to backup your device may result in the loss of older messages you have saved on your Blackberry.

Re-Cradling and Configuring your Blackberry
NOTE: Blackberry Users who have a Macintosh Desktop can not perform this activity on their desktop; they must use a PC. PCs with cradles and the correct software will be available in the User Resource Center in Room CX74 beginning Monday morning. Staff will be there to assist you.
If you can not sync your Blackberry to your workstation, please call the Help Desk at 202-358-4357 for remote assistance. If you can sync your Blackberry to your workstation, follow these steps.

1. If you have access to your HQ computer, and it is a PC, place your Blackberry in its cradle (most Verizon models) and/or connect it to your PC using the USB cable which came with it.

a. If you do not have your HQ PC, or you are unable to complete the following steps, there is a small risk that you will begin receiving new mail on your Blackberry, but may permanently lose some or all of the old messages from it.  (If your desktop Outlook or Entourage software is working normally, this problem is unlikely to occur.)

2. Open the Blackberry Desktop Manager icon from the Desktop.

a. If you don’t see this icon on the desktop, open it from the Blackberry program group in your Start menu.

b. If prompted with a “Choose Profile” window, click the Cancel button.

c. If you receive a “Warning” window (“Use the Connection Settings dialog…”) click OK, and select “Connection Settings…” from the Options menu.

i. Click the “Connection” drop-down menu in the Connection Settings window.

ii. If you see a number next to “USB” select “USB.”

iii. If you have an older model, you may have to select a serial port such as “COM1” from the Connection menu.

iv. Click OK and wait for the connection to be established.

d. Enter your Blackberry device password when prompted.

e. Wait for the status at the bottom of the Desktop Manager window to change from “Working” to “Connected,” and the window background to change from gray to white.

f. Double-click the “Backup and Restore” icon.

g. Click the Backup button.

h. Type a name for the backup file, including your user id, “BB” or Blackberry, and “Rita.” (Example: “andersonBBRita”).

i. The backup file will be saved in your My Documents folder by default.

ii. Make a note of the file name in case it is needed later.

i. When the backup finishes, click the Close button and Exit from Desktop Manager.

3. Disconnect your Blackberry from your PC.

4. Remove the battery for a few seconds, and reinsert it: this will perform a “hard reboot” of your Blackberry.

a. To remove your battery, find the battery cover on the back of your Blackberry, press the button adjacent to it, and slide the cover off.

b. Pry the battery out with your finger (no tools!) or flip the device over and tap it out into your palm.

c. Reinsert the battery by pushing together the electrical contacts first, then snapping the battery back into place.

5. Wait a few minutes for the device to reinitialize, and a few more minutes to see if you begin receiving mail.

6. If you begin receiving mail, and your old mail remains on the device, you are fully configured and working! You need not continue with this document.

7. If you begin receiving mail, but your old mail disappears from the Blackberry, you will need a technician to help you restore the old messages from the backup created above.

8. If you do not begin receiving mail within 15 minutes, continue with these trouble-shooting instructions.

9. Place your Blackberry back in its cradle (most Verizon models) and/or connect it to your PC using the USB cable which came with it.

a. You must be able to receive new messages in Outlook in order for the following steps to work.  If not, call the Help Desk and ask for assistance with Outlook, or read and follow the instructions in the Outlook Reconfigure Document on the HEMI Rita Web Site (http://www.hq.nasa.gov/hemi/rita.htm before proceeding.

10. Open the Blackberry Desktop Manager icon from the Desktop.

a. If you don’t see this icon on the desktop, open it from the Blackberry program group in your Start menu.

b. If prompted with a “Choose Profile” window, select “Outlook” and click OK.

c. If you receive a “Warning” window (“Use the Connection Settings dialog…”) click OK, and select “Connection Settings”… from the Options menu.

i. Click the “Connection” drop-down menu in the Connection Settings window.

ii. If you see a number next to “USB” select “USB.”

iii. If you have an older model, you may have to select a serial port such as “COM1” from the Connection menu.

iv. Click OK and wait for the connection to be established.

d. Enter your Blackberry device password when prompted.

e. If you are prompted to regenerate your encryption key, click OK and move your mouse rapidly until the process completes.

f. Wait for the status at the bottom of the Desktop Manager window to change from “Working” to “Connected,” and the window background to change from gray to white.

g. Double-click the “Intellisync” icon.

h. Click the Synchronize Now button.

i. If you are prompted about duplicate items, select the “Apply to All” checkbox and click OK.

j. When synchronization completes, click the Close button, and disconnect your Blackberry from your PC.

11. Within 10 minutes, your Blackberry should begin receiving mail, or an Enterprise Activation icon should appear next to the Mail icon.

12. If the Enterprise Activation icon displays a completion percentage, wait for it to finish (this can take up to one hour).

13. If there is no percentage displayed, or no Enterprise Activation icon, and you are not receiving mail, try removing and reinserting the battery one more time.

14. When Enterprise Activation finishes, you should already be receiving new mail.

15. If you are receiving mail, send a test message to yourself or someone nearby.

16. If after following these steps your Blackberry is still not receiving messages, or is unable to send messages, call the HELP DESK at 358-HELP. A technician will need to trouble-shoot your Blackberry further.

If you have a new email account and none of the steps above have resolved your problem, you may need to have your system reconfigured on the server side.

1. Call the IT Help Desk at 202-358-4357.

2. They will assign the ticket to an administrator who will re-establish your connections and reset your password.

3. On the device, go to the main menu and scroll to Tools and click. Click on Options, and then click on Enterprise Activation.

4. You will then be prompted to enter your email address (this must be your full address), and your new password; the Help Desk technician will assist you with this step.

5. If wireless is turned off, you will be prompted to turn it on.

6. Finally, click Activate again.

Should you have any questions regarding these instructions, please contact the IT Help Desk at 358-HELP (4357), 1-866-4NASAHQ (462-7247), mailto:service@hq.nasa.gov,  or http://www.odin.lmit.com/hq/helpdesk.html. 
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