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Issue resolved.

Contact Technical support for
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Select the status light
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SB600 Troubleshooting Diagram

Back

Home

Issue resolved.

Issue resolved. Contact
your system administrator
as there may be something

conflicting or corrupt on

your machine.

1. Solid Red

Solid Red

Bypass all extenders /
ECP and connect directly
to SC12
Does that resolve the
issue ?

Swap the computer with
known working
Does that resolve the
issue ?

Swap the SC12 controller
with known working
Does that resolve the
issue?

Revision History

Contact Support

Ensure the latest SMART
product drivers are
installed
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Back

Home

Issue resolved.

Issue resolved. Contact
your system administrator

as there may be something

conflicting or corrupt on
your machine.

2. Flashing Red

Revision History

Flashing Red

Bypass all extenders /
ECP and connect directly
to SC12
Does that resolve the
issue ?

Swap the computer with
known working
Does that resolve the
issue ?

Swap the SC12 controller
with known working
Does that resolve the
issue?

Contact Support

Ensure the latest SMART
product drivers are
installed
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Back

Home

Issue resolved.

Issue resolved. Contact
your system administrator
as there may be something

conflicting or corrupt on

your machine.

3.0 Flashing Green

Flashing Green

What is the SMART
Board tools Message ?

Revision History

Contact Support

Ensure the latest SMART
product drivers are
installed. Mac 10.5 is
minimum requirement for
SMART Board with SC12

controller

SMART Board

No Board

service is not
running

Ensure SMART Board tools are
running in System Tray by the time

clock

Also SMART Notebook software
must be installed from Admin account

connected

Ensure no extenders / ECP are

in the connection setup.
Connect straight single 16"

USB cable from computer to

with access to teachers account

Does that resolve the issue ?

Connect SMART Board
with a known working
computer with other similar

Does that resolve the issue

SC12

Does that resolve the issue ?

Connect SMART Board
with a known working

computer with other similar

Does that resolve the issue

Swap the SC12 controller
with known working
controller.

Does that resolve the issue
?

board

?

Yes Issue resolved.

Issue resolved. Contact
your system administrator
NS4 as there may be something
conflicting or corrupt on

your machine.
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Back

Home

Solid Green

Select the most

appropriate symptoms

Revision History

Contact Support

Orientation issue

Pen Tray Issues
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Back

Home

Orientation issue

Select the
symptom

Revision History

Contact Support

Ensure the latest SMART
product drivers are
installed

Orientation is

consistently off
along the bezels /
edges of Board

Mouse cursor
offset to the actual
touch on the
board / Orientation
off

Jagged Lines Orientation drop in
every time writing the center of the
on board board
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Back

Home

Issue resolved. Monitor the

issue and contact SMART &S]
if it continues to persist.

Orientation
Consistently off

Perform a 9-point
orientation. Is the
issue resolved?

Swap the SC12
controller and
perform orientation

again.
Does that resolve
the issue ?

Revision History

Contact Support

Ensure any Extender /
_| ECPis bypassed here and
straight single USB
connection is being used
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Back 4.1.2 Mouse cursor offset

to the actual touch on Contact Support

Home

board

Mouse cursor
offset

Ensure any Extender /
ECP is bypassed here and
straight single USB
connection is being used

Issue resolved. Monitor the

Perform a 9-point
issue and contact SMART Yes orientation. Is the — —
if it continues to persist. issue resolved?

Save log file from Located in SMART Board
the diagnostic log Tools > SMART Settings >
from this controller - — About Software and
then proceed to Product Support > Tools >
next step. Diagnostics.

Swap the SC12
controller and
perform orientation
again.

Does that resolve
the issue ?

Yes
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Back 4.1.3 Jagged Lines

Home

Issue resolved. Monitor the
issue and contact SMART

if it continues to persist.

Issue resolved.

Issue resolved.

Jagged Lines

Perform a 9-point
orientation. Is the
issue resolved?

Save log file from
the diagnostic log
from this controller
then proceed to
next step.

Swap the SC12
controller and
perform orientation
again.

Does that resolve
the issue ?

Detach pentray from the
board and unscrew two
screws holding board
against wall.

Test to see if it’s still
jagged.

Is the issue resolved?

Keep pentray disconnected
and turn off projector, use a
different power socket for
projector power.

Test once power source for
projector is completely
changed to different wall
outlet.

Does that resolve the issue
?

No

Revision History

Contact Support

Ensure any Extender /

_| ECP is bypassed here and

straight single USB
connection is being used

Located in SMART Board
Tools > SMART Settings >
About Software and
Product Support > Tools >
Diagnostics.
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Back

Home

Issue resolved. Monitor the

4.1.4 Orientation is

dropping in the middle

Orientation is
droppingin the
middle

Perform a 9-point

issue and contact SMART Yes orientation. Is the

if it continues to persist.

Issue resolved.

issue resolved?

Delete SMART board
orientation entries from
registry. Delete board
entries in Plist for
MAC. Re-orient the
board. Is the issue
resolved?

Does the serial
number of your
interactive
whiteboard begin
with SD or SBD?

Revision History

_| ECPis bypassed here and

Contact Support

Ensure any Extender /

straight single USB
connection is being used

Follow the link for instructions to delete
Board entries in Mac.

Follow the link for instructions to delete
Board entries in Windows

Serial number is located on
the bottom right hand side
of the board.
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Back

Touch Issues

Select the most
appropriate symptoms

Revision History

Contact Support

You have pen writing
capability but no touch
or vice versa

Mouse cursor is stuck in
the same spot (constant
contact)

No touch or writing
capability

Finger touch or pen
interaction appears on
the wrong display or
board



http://smarttech.com/Support/Contact%20Form/InteractiveWhiteboardSupport

SB600 Troubleshooting Diagram

Back

Home

There should be 4 pens
and an eraser located in
the pen tray.

Issue resolved.

You have pen writing
capability but no touch
or vice versa

Are you using Windows
Vista, Windows 7, or
Windows 8 operating

system?

Yes

One at a time, remove
an object from the pen
tray and confirm the
associated light turns
on. Did all the light turn
on for each object?

Disable single finger

panning in tablet PC

settings. Is the issue
resolved?

Disable touch
recognition by
unchecking “Enable
Touch Recognition”. Is
the issue resolved?

Revision History

Contact Support

Clean the sensors
located beneath each
object using
compressed air. Did the
light turn on for each
object?

Control Panel > Hardware
and Sound > Pen and
Touch > Panning tab.

Uncheck “Turn on Single

Finger Panning”.

SMART Board Tools >
SMART Settings > SMART
Hardware Settings. Select

Mouse and Gesture
Settings in the dropdown.
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Back

Home

v

Issue resolved.

Update firmware. Is the
issue resolved?

Yes

Issue resolved. Yes

There should be 4 pens
and an eraser located in
the pen tray.

Disconnect and
reconnect the 4-wire clip
that plugs into the
controller located on the
bottom right-hand side
of the interactive
whiteboard.

Is the issue resolved?

Did you see any visible

damage to the 4-wire
clip?

Reset the controller by

pressing the blue button

located on the side. Is
the issue resolved?

Check for any firmware
updates by launching
the SMART Firmware
Updater. Is an update

available?

Flash the firmware by
pressing
CTRL+SHIFT+F on the

screen that shows your
firmware is up-to-date.
Is the issue resolved?

Swap the controller with
a known working unit. Is

the issue resolved?

No touch or writing

capability

Yes

One at a time, remove
an object from the pen
tray and confirm the
associated light turns
on. Did all the light turn
on for each object?

Does the SMART Board
Diagnostics show x and/
or y sheets our of
range?

Install the latest

software if applicable. Is

the issue resolved?

Issue resolved.

Revision History

Contact Support

Clean the sensors
located beneath each
object using
compressed air. Did the
light turn on for each
object?

Yes

Located in SMART Board
Tools > SMART Settings >
About Software and
Product Support > Tools >
Diagnostics.

No—

Restart the computer, is
the issue resolved?

The controller is located on
the bottom right hand side
of your interactive
whiteboard behind the
status light.

The pathway where you can find the SMART firmware
updater tool will vary depending on your installation.
Generally itis located here:

Windows — C:\Program Files (x86)\SMART Technologies\
Education Software\SMARTFirmwareUpdater.exe

Mac — /Applications/SMART Technologies/SMART T ools/
Firmware Updater.app
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Back

Home

Mouse cursor is stuck
in the same spot
(constant contact)

Disconnect then
reconnect the USB
cable between the
computer and the

SMART Board.

Check the SMART
Board Diagnostics and
see if it lists any
constant contact
message in the logs.

Yes

Is there any constant
contact messages?

Yes

Follow the instructions
found on knowledge
base article 077799. Is
the issue resolved?

Issue resolved.

Revision History

Contact Support

Located in SMART Board
Tools > SMART Settings >
About Software and Product
Support > Tools > Diagnostics.

No—

Swap the controller with
a known working unit. Is
the issue resolved?

Yes
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Back

Home

Fingertouch orpen
interaction appears on
the wrong display or
board

Enter the orientation
screen by pressing the
mouse and keyboard
buttons on the pen tray.

Yes

Does the orientation
screen appear on the
display/interactive
whiteboard that you
wish to write and/or
touch on?

Complete orientation. Is
the issue resolved?

Disable single finger
Issue resolved. parymng in tablgt ol
settings. Is the issue

resolved?

Revision History

Contact Support

You may also press the
orient button located it in
the SMART Settings

Press space bar to
move the orientation
screen between the
displays/boards until it is
on the display/board you
want writing/touch
capability on

Once the orientation
screen is on the
SYHYED Cl gl Yes! Issue resolved.
board, complete the
orientation procedure.
Is the issue resolved?

Control Panel > Hardware
and Sound > Pen and
Touch > Panning tab.

Uncheck “Turn on Single
Finger Panning”.
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Back

Home

Touch Issues

Select the most
appropriate symptoms

Revision History

Contact Support

Pen tray button(s) do
not respond

Button(s) on the pen
tray is constantly
pressed

Pen tray light(s) stays
on

Pen tray light(s) does Pen tray lights

not come on

continuously cycle
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Back Revision History

Contact Support

Home

Pen tray button(s) do
not respond

Disconnect and
reconnect the i2c cable
connected beneath the Yes Issue resolved.
pen tray on both ends.
Is the issue resolved?

Swap the i2c cable
preferably one from a
working pen tray. Is the
issue resolved?

Swap out the pen tray
with a known working
unit. Is the issue
resolved?



http://smarttech.com/Support/Contact%20Form/InteractiveWhiteboardSupport

SB600 Troubleshooting Diagram

Back

Home

The controller is located on
the bottom right hand side

of your interactive
whiteboard behind the
status light.

Button(s) on the pen
tray are constantly
pressed

Are the button(s)
physically pressed down
permanently?

Reset the controller by
pressing the blue button
located on the side. Is
the issue resolved?

Check for any firmware
updates by launching
the SMART Firmware

Updater.

Flash the firmware if
there was no updates by
pressing
CTRL+SHIFT+F on the
screen that shows your
firmware is up-to-date.
Is the issue resolved?

Swap the controller with
a known working unit. Is
the issue resolved?

Revision History

Contact Support

Attempt to clean the
surrounding area of any
affected buttons. Is the

issue resolved?

Yes Issue resolved.

Swap out the pen tray
with a known working
unit. Is the issue
resolved?

Yes—»

The pathway where you can find the SMART firmware
updater tool will vary depending on your installation.
Generally itis located here:

Windows — C:\Program Files (x86)\SMART Technologies\
Education Software\SMARTFirmwareUpdater.exe

Mac — /Applications/SMART Technologies/SMART Tools/
Firmware Updater.app

Yes

Issue resolved.
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Back

Home

The controller is located on
the bottom right hand side
of your interactive
whiteboard behind the
status light.

Pen tray light(s) stay
on

Clean the sensors on
the pen tray. Is the

issue resolved?

Reset the controller by

pressing the blue button

located on the side. Is
the issue resolved?

Disconnect and
reconnect the i2c cable
connected beneath the
pen tray on both ends.
Is the issue resolved?

Swap the i2c cable
preferably one from a
working pen tray. Is the
issue resolved?

Swap out the pen tray
with a known working
unit. Is the issue
resolved?

Revision History

Contact Support

Yes

\ 4

Yes Issue resolved.
Yes Issue resolved.

v
v
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Back

Home

The controller is located on
the bottom right hand side
of your interactive
whiteboard behind the
status light.

Pen tray light(s) do not
come on

Clean the sensors on
the pen tray. Is the

issue resolved?

Reset the controller by

pressing the blue button

located on the side. Is
the issue resolved?

Disconnect and
reconnect the i2c cable
connected beneath the
pen tray on both ends.
Is the issue resolved?

Swap the i2c cable
preferably one from a
working pen tray. Is the
issue resolved?

Swap out the pen tray
with a known working
unit. Is the issue
resolved?

Revision History

Contact Support

Yes—

A\ 4

Yes Issue resolved.
Yes Issue resolved.

v
v
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Back

Home

Pen tray lights
continuously cycle

The controller is located on

the bottom right hand side

of your interactive r— —

whiteboard behind the
status light.

Reset the controller by

pressing the blue button

located on the side. Is
the issue resolved?

Disconnect and
reconnect the i2c cable
connected beneath the
pen tray on both ends.
Is the issue resolved?

Swap the i2c cable
preferably one from a
working pen tray. Is the
issue resolved?

Swap out the pen tray
with a known working
unit. Is the issue
resolved?

Revision History

Contact Support

Yes Issue resolved.
Yes Issue resolved.

v
v
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Back

Home

The pathway where you can find the SMART firmware
updater tool will vary depending on your installation.
Generally itis located here:

Windows — C:\Program Files (x86)\SMART Technologies\
Education Software\SMARTFirmwareUpdater.exe

Mac — /Applications/SMART Technologies/SMART Tools/
Firmware Updater.app

Yes

Issue resolved.

Solid Amber

Bypass any extensions
and connect the SMART
Board directly with a
USB cable no longer

than 16ft. Is the issue
resolved?

Check for any firmware
updates by launching
the SMART Firmware
Updater. Is an update

available?

Flash the firmware by
pressing
CTRL+SHIFT+F on the
screen that shows your
firmware is up-to-date.
Is the issue resolved?

Reset the controller by

pressing the blue button

located on the side. Is
the issue resolved?

Swap the controller with
a known working unit. Is

the issue resolved?

Revision History

Contact Support

Update firmware. Is the

issue resolved?

No—

Yes

The controller is located on
the bottom right hand side

of your interactive
whiteboard behind the
status light.

Issue resolved.



http://smarttech.com/Support/Contact%20Form/InteractiveWhiteboardSupport

SB600 Troubleshooting Diagram

Back

Home

The pathway where you can find the SMART firmware
updater tool will vary depending on your installation.
Generally itis located here:

Windows — C:\Program Files (x86)\SMART Technologies\
Education Software\SMARTFirmwareUpdater.exe

Mac — /Applications/SMART Technologies/SMART Tools/
Firmware Updater.app

Yes

Issue resolved.

Flashing Amber

Bypass any extensions
and connect the SMART
Board directly with a
USB cable no longer

than 16ft. Is the issue
resolved?

Check for any firmware
updates by launching
the SMART Firmware
Updater. Is an update

available?

Flash the firmware by
pressing
CTRL+SHIFT+F on the
screen that shows your
firmware is up-to-date.
Is the issue resolved?

Reset the controller by

pressing the blue button

located on the side. Is
the issue resolved?

Swap the controller with
a known working unit. Is

the issue resolved?

Revision History

Contact Support

Update firmware. Is the
issue resolved?

No—

The controller is located on
the bottom right hand side

of your interactive
whiteboard behind the
status light.

Yes Issue resolved.
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Back

Revision History

Home

Contact Support

This indicates that the
controller is not receiving
any power.

No Light

Bypass any extensions If you’ve removed any
and connect the SMART

components to meet the
Board directly with a criteria in the last step,
USB cable no longer begin to add 1 at a time
than 16ft. Is the issue to determine which part
resolved? is causing the problem.

The pathway where you can find the SMART firmware
updater tool will vary depending on your installation.
Generally itis located here:

Try a known working
Windows — C:\Program Files (x86)\SMART Technologies\ — — tﬁ:ﬂi%??'?g”&f;%ig Issue resolved.
Education Software\SMARTFirmwareUpdater.exe :

resolved?

Mac — /Applications/SMART Technologies/SMART T ools/
Firmware Updater.app

Try to connect the USB
cable to different USB
Yes

Issue resolved. USB port
Yes on the computer was not
ports on the computer.

Is the issue resolved? providing sufficient power.

Try another computer,
preferably one that
Issue resolved. works on another
interactive whiteboard.
Is the issue resolved?

The controller is located on
Reset the controller by . .
: the bottom right hand side
pressing the blue button . .
Issue resolved. . — — of your interactive
located on the side. Is . .
: whiteboard behind the
the issue resolved? .
status light.

Swap the controller with
a known working unit. Is

the issue resolved?
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