gproplanner
License Activation Troubleshooting -
Flow Planner & Workplace Planner

Location of License Files
e Astandalone license will be named license.lic and can be found in the folder that contains
the binaries for the Proplanner product.
e A network license will be a file with a 1ic extension found in the folder that contains the RLM
binaries on the license server.

General Troubleshooting
1. Verify that the correct host ID is in the license file. The first step will be to find the host ID or IDs
for the computer. For a standalone license you will want to query the computer that is running
the Proplanner product. For a network license you will want to query the license server. To get
the host ID or IDs start a command prompt and type ipconfig /all.

C=>ipconfig ~all

m

Windows IP Configuration

Host Name . . . . . . . . . . . . =
Primary Dns Suffix . . . . . . . =
Mode Type . . . . . . . . . . . . = o

IP Routing Enabled. . . . . . . . = N

WINS Proxy Enabled. . . . . . . . =

DMS Suffix Search List. . . . . . & Proplanner2.local

Ethernet adapter Local Area Connection:

Connection—specific DNE Suffix . : Proplanner?.local

Description . - . . . . . . . - . = Intel{R)» FRO-1888 MI Hetwork Connection
Physical Address. . . . . . . . . = BA-AC-29-53-B3-—2?7

DHCP Enabled. - . . . . . . . - . = Yes

Autoconfiguration Enabhled . . . . = Yes

Link-local IPv6 Address . . . . : feBB::20aa:632:927f7:1hd5x18(Preferred?
IPv4 Address. - . . . . . . . - 172 .168.18_66(Preferredd

Subnet Mask . . . . . . . . . . 255.255.255.8

Lease Obtained. . . . . . . . . . & Wednesday, Hovembher B4, 2815 9:4%9:48 AM .
Lease Expives . . . . . . . . . . & Thursday, Hovemher B85, 2815 9:-4%:48 AM
Default Gateway . . . . . . . . . = 192_168_18_254

DHCF Server . . . . . . . . . . . = 192.168.18.9

DHCPv& IAID . . . . . . . . . . . & 234884137 &

The license files use the Ethernet MAC address for the host ID. So you will want to look for the
Physical Address in the command prompt dialog. Note that some computers will have multiple
Ethernet MAC addresses.

Now you need to compare these Ethernet MAC addresses with the one in your license file. Note
that the Ethernet MAC address in the license file will not contain the dashes shown in the
command prompt. For example the 00-0C-29-58-B8-97 physical address shown above would be
000c2958b897 in a license file.



For a standalone license file the host ID is the text highlighted below.
[ license - Notepad S EERE=v—

Eile Edit Format Niew Help
LICENSE demo flowplanner 5.0 permanent uncounted hostid=[{[[EFETITE -

customer=aAcme issued=4-nov-2015 _ck=aafea55bba sig="60PG4580VIEGUA 3
P3TYOGQEYMSYVRIBVEKELVUDS208A54R24U40AEMOBWAWKQQK 7 4YNHPAF 7 GDHO" .

=

For a network license file the host ID is the text highlighted below.

File Edit Format View Help

| »

HOST PPMLEPHARTW? -64 5053

ISV demo

LICENSE demo flowplanner 5.0 permanent 5 customer=Acme
issued=2-nov-2015 _ck=aadaa3fbe3 sig="60P0451RINSCEIRFSNTAS2ZENTYEES
S37FYUMNEBO22GLKQT3I5V5BATEBE7 ANDRVAWGRRXMA7TCMG"

LICENSE demo rlm_server_enable_wvm 1.0 permanent 5 customer=Acme
issued=2-nov-2015 _ck=47daa31b57 s5ig="060PG4580VOBGEPVOQKT JO4NLACKRD
UZMCKMOBO9EOBAT GESGATSGMPESH26DW0O3P 2 6VCWNCEGEKD

LICENSE demo rlm_roam 1.0 permanent 5 customer=Acme jssued=2-nov-2015
_ck=57daa39836 sig="60PG4 5B0UYXDSMMNW2ZAPONGSSMA1BMEECA SQUCMIDBATXRI
RFM2WCO0QIPJ4B2FNTWNSQXDPDWAFG™

m

If one of the Ethernet MAC addresses on the computer does not match the one in the license
file you will need to contact Proplanner Support to resolve the problem.

Verify that the license has not expired. Open the license file and check for an expiration date.
For a standalone license file the expiration date is the text highlighted below

o

Eile Edit Format Niew Help

LICENSE demo flowplanner 5.0 E@m uncounted hostid=000c298bdhed .
customer=Acme issued=4-nov-2015 _ck=02fea57a6l sig="60PG45046BG0TU 3
BUNM23AEGTAMUF 368GGPOKTO022MOCATWSESBUUECUJE TFOTIBE98AUDTHEXG" .

=

If the license file has expired you will need to contact Proplanner Support to resolve the
problem.

Note that if the license has no expiration date the word permanent will be in the license file
instead of the date shown above.

Verify that the requested product (feature) is in the license file. Open the license file and check
if the requested product is specified.

For a standalone license file the product is the text highlighted below.



| license - Notepad

File Edit Format View Help

LICENSE demo m@ 5.0 4-dec-2015 uncounted hostid=000c298bdbe4
customer=aAcme 1ssued=4-nov-2015 _ck=62fea57a6l sig="60PG45046BG0TU
BUNM2 3AEGTAMUF 368GGPSKTH022MOCATWSESBUUECUIE TFOTIES98AUDTHEXG"

For a network license file the product is the text highlighted below.

| activatel - Notepad

File Edit Format Wiew Help

HOST PPMLEPHARTW7-64 000c2958b897 5053

ISV demo

LICENSE demo m 5.0 permanent 5 customer=Acme
issued=2-nov-2015 _ck=aadaaifbel sig="60P0451RINSCBIRFSNTAS2ZENTYGES
S37FYUMNBO22G1KQT35VSBATEBE7 ANDRVAWGRRXMI7 CMG"

LICENSE demo rlm_server_enable_vm 1.0 permanent 5 customer=Acme
issued=2-nov-2015 _ck=47daa3lb57 s51g="60PG4580V6BGEPVOQKT JO4N14CKRD
U2MCKMOB09EOBATGESGATSGMPE5H26DW03P26VCWNC 6GEKO"

LICENSE demo rim_roam 1.0 permanent 5 customer=Acme issued=2-nov-2015
_ck=57daa39836 sig="60PG4580UYXDSMMNW2APONGS5M41BMEECS 5QUCMA08ATXRI

RFM2WCOQIPJ4B2FNTWNSOQXDPDWAFG"

Note that license files can contain multiple products.

If the requested product is not in the license file you will need to contact Proplanner Support to
resolve the problem.

Network Licenses Only

1. Verify that the license server can be contacted from the client computer. This can be done by
opening a command prompt on the client computer that is running the Proplanner product and
then pinging the license server. Note that you need to replace pptestsvr2 with the host name of
your license server.

-ommand Prompt I

C:%>ping pptestsuvr2

Pinging pptestsuve? _proplanner2.local [192.168.18.791 with 32 bytes of data:
Reply from 192.168.18.79: bhytes=32 time{ims TTL=128
Reply from 172.168.18.79: bytes=32 time{lms TIL=128
Reply from 192.168.18.79: bhytes=32 time{ims TTL=128
Reply from 192.168.18.79: bytes=32 time<ims TTL=128

Ping statistics for 192.168_18_79:

Packets: Sent = 4. Received = 4, Lost = B8 (@x loss),
Approximate round trip times in milli-—seconds:

Minimum = Bms, Maximum = Bms, Average = Bms

LR

If you can’t successfully ping the license server you will need to verify that the correct host name
has been provided for the license server.

2. Verify that the license server port is reachable from the client computer. The easiest way to do
this is to attempt to telnet the license server port from the client that is running the Proplanner
product. In most cases telnet will not be installed on the client computer. Perform the



following steps to install telnet.

Start up Control Panel and then click on Uninstall a program.

’ - @ v Control Panel »

Adjust your computer's settings View by: Category

System and Security User Accounts

Review your computer's status @ Change account type
Back up your computer i

Find and fix problems Appearance and

Network and Internet ; p Personalization
Change the theme

Change desktop background
Adjust screen reselution

View network status and tasks
Choose homegroup and sharing options

Hardware and Sound .
View devices and printers Clock, Language, and Region

Add a device Change keyboards or other input

Connect to a projector methods

Adjust commonly used mobility settings Ease of Access

Let Windows suggest settings

Programs o .
Optimize visual display

Uninstall a program
Get programs

Now click on Turn Windows features on or off.

=)
"‘-\' - | < Programs » Programs and Features - Search Programs and Features e

Control Panel Home .
Uninstall or change a program

View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or
Turn Windows features on or Repair.

off

Install a program from the Organize =

network
Mame Publisher

[577-Zip 9.20 (464 edition) Igor Pavlov
a0 A360 Desktop Autodesk
uAdobe Acrobat Reader DC Adobe Systems Incorporated
B Adobe Flash Player 19 ActiveX Adobe Systems Incorporated
[n7] Akarnai MetSession Interface Alkamai Technologies, Inc
[L—IAutoCAD 2009 - English Autodesk
ﬂAutoCAD 2010 - English Autodesk
ﬁﬁ.utoCAD 2011 - English Autodesk
1 AutoCAD 2012 - English Autodesk

T |

' ? Currently installed programs Total size: 28.0 GB
285 programs installed



Now scroll down through the list to Telnet Client, toggle the checkbox to checked and then click
OK.

[“4 Windows Features l = | El |_ﬂh]
. -
Turn Windows features on or off L2
To turn a feature on, select its check box, To turn a feature off, clearits
check box. A filled box means that only part of the feature is turned on.
i o Remote Differential Compression *
RIP Listener
T Simple Metwork Management Protocaol (SMMP)
Simple TCPIP services (i.e. echo, daytime etc)
| |, Tablet PC Components
o Telnet Client
Telnet Server L
TFTP Client ]
J| | Windows Gadget Platform
+ (¥ Windows Process Activation Service
o Windows Search
Windows TIFF IFilter i
Ok l | Cancel | :J

When the process is complete Telnet will be installed.

Now open a command prompt on the client computer and run the following command. Note
that you need to replace ppsqlsvr2 with the host name of your license server. You also need to
supply a different port number if you did not use the default when setting up the license server.

E® Command Prompt

C:\>telnet ppsqglsvr2 5653
Connecting To ppsqglsvr2...Could not open connection to the host, on port 5653:
onnect failed

C:\>

If the port is reachable the dialog above should be empty. However, if you see the Connect
failed message shown above, there is a problem accessing the port on the license server. If the
connection fails you will want to verify that a firewall exception has been made for r1m.exe
and port number 5053 on the license server. Note that you may need to supply a different port
number if you did not use the default when setting up the license server.

Verify that the license server is not on a separate subnet from the client computer. The easiest
way to confirm this is to run a tracert to your license server from the client that is running the
Proplanner product. Note that you need to replace pptestsvr2 with the host name of your
license server.



B Command Prompt

C:s>tracert pptestsur?

NTracing route to pptestsur?._proplanner?.local [192.168.18.791
over a maximum of 38 hops:

1 <1 ms <1 m= <1 ms pptestsur2.proplanner?.local [192.168.18.77]
Trace complete.

LEERN

If there is more than one hop, your client computer and license server are on separate subnets.
In this case the license checkout request will be going through one or more routers. For the
license to be checked out successfully the router or routers will need to properly route the
traffic on port 5053. Note that the port number will be different if you did not use the default
when setting up the license server.

Due to the complexity of setting up the port routing rules on a router, Proplanner recommends
that the client computers and the license server be on the same subnet.

Error Codes:

Error message -1 or -3: Your license activation code for your 30-day trial or your purchased
license maintenance has expired.

Resolution: Take a screenshot of the error windows and email it to support@proplanner.com if
you believe the license should not have expired, or to purchase a new license.

Error message -102 or -1022 or -132: The internet connection to the licensing server is being
blocked by your network’s routers, proxies, and/or VPN connections.

Resolution:

1. Take a screenshot of the error window.

2. In the software’s licensing screen, select the radio button next to ‘Email Activation’ and copy
the text in the Host ID field

3. Email licensing@proplanner.com the Host ID and the error message screenshot to request a
license.

Error message -1005: The license code you’re attempting to activate has already been activated
on another user’s computer (if it’s a standalone license) or on the RLM server (if it’s a floating

user license).

Resolution: Contact your IT department for help activating the floating license, or contact
support@proplanner.com with a screenshot of the error window.

Error message -1027: There is an issue with the license activation code you've been provided.



Resolution: Contact licensing@proplanner.com with a screenshot of the error window and the
license code or file you were provided to request a new one.

e Error message -17: there are multiple potential causes of this error.
1. The proplanner.exe file is missing from your RLM directory.

Resolution: Follow the steps in the installation instructions to obtain the file and activate the
license.

2. A necessary port (49155, 5053, 5054, or other) is being blocked by your firewall.
Resolution: Confirm that the ports listed above are not blocked. If the error persists, contact
licensing@proplanner.com with a screenshot of the error window, a copy of the *.lic file(s) (e.g.

activate.lic) in your RLM directory, and a summary of the troubleshooting steps you’ve taken.

3. There is an issue with the license file generated upon activation.



Resolution: Contact licensing@proplanner.com with a screenshot of the error window, a copy
of the *.lic file(s) (e.g. activate.lic) in your RLM directory, and a summary of the troubleshooting
steps you've taken.

Error message -43: The license activation code you’ve received is for a floating user license, but
you’re attempting to activate it as a standalone user.

Resolution: Follow the steps in the installation instructions to activate as a floating license.



