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PanelMate Power Pro Support FAQs

1. My company has upgraded our computers and I’ve reinstalled the Panelmate Power Pro software, but am having problems communicating to my Power Pros.
The Panelmate Power Pro software for the 1700 series of Panelmates is a 32-bit software and will have to be installed and run in XP Compatibility Mode on Windows 7 32-bit systems. It is not recommended that the software be run on Window 7, 64-bit systems. Verify that the COM Port being used to communicate to the Power Pro is set to 4 or lower, as the software will not recognize COM Ports set higher than 4. Check the communications cable being used is the Serial Transfer Cable needed to communicate to the Power Pro.

2. The screen on my Power Pro has gone dark. What are my options? 
[bookmark: _GoBack]The most common cause for this failure is that the backlight for the LCD screen has gone out. Contact ATS Customer Service to find out if a backlight replacement kit is available for your model of Power Pro, otherwise, the unit will need to be repaired. The second most common cause for this problem is that the LCD screen has failed. The LCD screen is not field replaceable and units with a failed LCD will need to be repaired.

3. The screen on my Power Pro has gone white. What are my options?
The most common cause for this problem is a failed logic board. Contact ATS Customer Service for repair pricing and a repair RMA.

4. What happens to my configuration when I send a unit in for repair?
If the configuration can be retrieved from the unit, it will be stored in a file under the ATS barcode that’s assigned to it and be reinstalled in the unit prior to shipping back to the customer.

5. I want to back-up my Power Pro configurations. What will I need to do this?
To back-up the Power Pro configuration, the Panelmate Transfer Utility and a Serial Transfer Cable will be needed. The Transfer Utility is available on the Downloads page of the ATS Online Store, http://info.atsonlinestore.com/html/panelmate_downloads.html. This software, when installed on a Windows XP or older computer, will allow the configuration to be uploaded from the Power Pro to the computer. The manual for the Transfer Utility is also available on that page. Configurations can only be uploaded and downloaded to a Power Pro through Port 1 on the Power Pro. The Transfer Utility is only used to upload and download configurations. If a configuration needs to be modified or edited, the Panelmate Power Pro software, PMPROSW, will be needed. The PMPROSW is available through distribution. Please contact ATS Customer Service for the distributor in your area.

6. The RTC (Real Time Clock) battery on my unit has failed.
The unit should be sent in for repair. Trying to replace the RTC battery in the field could cause the base configuration of your Panelmate Power Pro to be reset to the PM3000 configuration. If this occurs on a PM5000 keypad unit, the unit will lose the use of the fifth control button to the right of the display. If this occurs on a PM5000 touchscreen unit, the touchscreen buttons will not correspond to the button area of the display.
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