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Technology Troubleshooting

Try these troubleshooting tips to see if you can resolve the problem on your own. If you can’t resolve the
issue, gather the details in the Issue Report form on the next page and call DRC Customer Service.

Audio and microphone issues

v

v

The headphones or the headset is properly connected and set as the default recording and playback
device. If DRC INSIGHT doesn’t recognize that the headphones or the headset has been connected,
close the program and then sign back in.

Neither the testing device nor the headset is muted. Increase the volume if possible. You may need to
close DRC INSIGHT, adjust audio settings, and then sign back in.

The headset is positioned where the microphone captures the student’s voice.

The most up-to-date sound card driver is installed.

Other issues

Frozen or gray screen with spinning wheel: Close DRC INSIGHT and reboot the testing device.
Image doesn’t load as expected: Click the Pause Test button and then return to the test.

Inactive Record button: The student has already recorded a response and must proceed to the next
screen.

Inactive Next button: The student must respond to the question before proceeding to the next screen.

Error Messages

The Technology User Guide provides a list of common Error Messages you may encounter while
installing, configuring, or using DRC INSIGHT, Central Office Services (COS), and COS Service Devices
(COS-SDs). It also provides recommendations to resolve them. Please refer to Volume IV:

Troubleshooting of the Technology User Guide for this information.

System issues

If only a few students are experiencing the issue, reboot the affected computers.

If multiple students are experiencing the same issue, check the system status page for outage
information. See the WIDA Assessment Management System (WIDA AMS) User Guide for details on
this feature.

DRC Customer Service
(855) 787-9615
WIDA@datarecognitioncorp.com
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Issue Report Form for DRC Customer Service

If after troubleshooting there are still issues with testing, gather the details below and contact DRC
Customer Service with the completed information.

Today's date: Your name and phone number or email:

Your school, district, and state:

Specific system or error message (if applicable) and when the message appeared (for example, while
the student was signing in, in the middle of testing, etc.):

Description of the issue:

Number of affected test-takers or devices: Are the affected devices connecting wirelessly?

The IDs, usernames, and passwords of affected test-takers:

The operating system and version of the affected devices:

The ORG Unit ID specified in the Device Toolkit:

When you run a System Readiness Check, which settings are marked with red or yellow exclamation
points?

Securely destroy this form if it contains identifying student information.

DRC Customer Service
(855) 787-9615
WIDA@datarecognitioncorp.com
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