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KDS Utility (Windows)

Troubleshooting Guide

About this Guide

This document is intended for users of the EPSON KDS System that are experiencing
issues with the KDS Configuration Utility. Common issues and their causes are
outlined. Troubleshooting steps and potential solutions and/or work-arounds are also
provided. Issues specific to hardware, networking and other devices outside the scope
of the Configuration Utility are covered in accompanying documentation.

EPSON is a registered trademark and EPSON Exceed Your Vision is a registered logomark of Seiko Epson Corporation. All other
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1. Overview

This is a troubleshooting guide that can be consulted if the Epson KDS Configuration Utility
(Windows) does not work as expected. If the troubleshooting suggestions are performed and the
issue is not resolved then Epson should be contacted for technical support.

1.1. Terminology
KDS - Kitchen Display System

POS — Point of Sale
Chit — The print job typically sent to kitchen printers with the items to cook/prepare.

1.2. KDS Software

This document applies to the following versions:

KDS Firmware v2.50 and above
KDS Windows Configuration Utility v2.5.0.0 and above

The KDS Firmware version can be referenced on KDS station power up on the splash screen:

EPSON

EXCEED YOUR VISION

MAC: 00:26:ab:c9:56:62
IP: 192.168.0.26
Version: 2.50-r1484.0
KDS Printer
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2. Unable to Discover KDS device(s)

The KDS wizard can be used to discover devices or devices can be discovered by clicking the (+)
Add Device icon. The KDS utility tries to find devices on the current network. If devices cannot
be found the following message will be shown:

Discovered Devices

Q

Discovery will not display devices which are already

includ¢
Motification

Unable to discovery any devices on the network. Make sure firewall is

turned off, or an exeption for this application exists in the firewall
settings. Also make sure your KDS devices are turned on and are

connected to the same network as this computer.

2.1. KDS Device is not powered on

Make sure the power supply is plugged in and the KDS Printer or KDS Controller Box is
switched on. There should be a green light showing on top of the printer or at the back of the KDS

Box.

KDS Printer

KDS Box (back
side)

Green light

Green light

EPSON
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2.2. KDS Device is not connected to the network

Make sure the PC is connected to the network. This might be either by using an Ethernet cable or
over Wi-Fi. For the KDS device, a connection can be checked by observing the LED lights on the
Ethernet connector:

Ethernet connector

WGt Blinking green light

2.3. PC is not connected to the same network as the KDS devices

2.3.1. Physical Network

Make sure the PC and the KDS device(s) are connected physically to the same network switch or
router. Usually via an ethernet cable unless the PC is connected to the network wirelessly. Check
that the KDS devices are connected to the same Wi-Fi router (via Ethernet cable).

N
\}

A
|

EPSON
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2.3.2. Logical Network

Make sure that all devices and the PC/Laptop are on the same logical network segment, that
means their network settings are similar so that they can talk to each other. The main network
settings are IP Address and Subnet Mask. These need to correlate in order to allow for
communication.

Subnet Mask: PC/Laptop needs to have the same subnet mask as the KDS devices.
IP Address: Same segment (network address) as the KDS devices, different host address.

For example:
Printer Setting computer
Subnet mask 255.255.255.0 255.255.255.0
IP address 192.168.192.168 192.168.192.2

2.3.2.1. Adjusting PC network settings (Windows 10)

To see your PC’s network settings, click on the network icon on the right side of the taskbar:

6:32 PM

A =

Then select the network connection you want to see/modify, for example the wired connection
(note: your network connections will most likely look different):

Network 3

EI Connected

TRENDnet

No Internet, secured

Properties

Disconnect

2 “»
Mobile
Airplane mode hotspot

633PM
A T e B
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This will open the Ethernet Settings page. Click on the same Network again:

Ethernet

Related settings
letwork 3 .
Connected Change adapter options

Change advanced sharing options
Network and Sharing Center

Windows Firewall

Have a question?

Troubleshoating network
connection issues

This will then show the settings for that specific network. Scroll down until you see the IP
Settings and Properties:

& Settings - [m) >

& Network 3

Metered connection

If you have a limited data plan and want more control over data
usage, make this connection a metered network. Some apps might
work differently to reduce data usage when you're connected to
this network.

Set as metered connection
@ orf

If you set a data limit, Windows will set the metered connection
setting for you to help you stay under your limit.

Set a data limit to help control data usage on this network

4 . N
IP settings
IP assignment: Automatic (DHCP)
Edit
Properties
|Pv4 address: 192.168.123.119
IPv4 DNS servers: 192.168.123.254
Primary DNS suffix: Cisco
Manufacturer: Intel Corporation
Description: Intel(R) Ethernet Connection 1217-LM
Driver version: 12.17.10.8
\Physical address (MAC):  6C-0B-84-69-38-02 .
Copy

Click Edit to change as required.
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2.3.2.2. Adjusting KDS Device network settings

To check the network settings of the KDS devices click on the Devices configuration:

EPSON: KDS Configuration Utility

= MainMenu

Ol ae

Device Configuration

(® Basic Information
KDS ce Name Device Version KD ion
TM-TBBV 2.21KDS_200505 2.21-r915.0

Tentative IP Address D Number Configuration Time Stamp

192.168.1.101 10/6/2015 5:39:44 PM

Please note:

Due to an error in the configuration software
v2.3.0.6 and previous, the Mode might not be
displayed correctly. However, selecting and
setting it will work.

o 168 1101 The KDS device web server accurately shows

the mode:
ateway:  NEPREERR
e P http://<KDS Device IP.address>/webconfig

Password: epson

For KDS network requirements please refer to the separate document: KDS Network
Requirements-User Manual

Please note: Whenever any network router settings, network connection or hardware changes,
please restart the KDS Utility to ensure proper functioning of the app.
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2.4. Windows Firewall is blocking traffic

Usually, when the KDS Configuration app is started for the first time, Windows will display a
security alert message:

™ Windows Security Alert

G Windows Defender Firewall has blocked some features of this
app

Windows Defender Firewall has blocked some features of KDS Configuration Utility on all public,
private and domain networks.

Q MName: KDS Configuration Ut
“

Publisher: Epson Canada Ltd.
Path: C:lusersecl16 24'projects waxwing-ix kds\kds \bin\debug
Ykds. exe

Allow KD5 Configuration Utility to communicate on these networks:
[(1Domain networks, such as a workplace network

Private networks, such as my home or work network.

[JPublic networks, such as those in airports and coffee shops (not recommended
because these networks often have little or no security)

What are the risks of allowing an app through a firewall?

E;gllow access Cancel

Click “Allow Access” and follow the prompts to allow the required network traffic to pass
through the firewall. If this was cancelled, simply restart the KDS app and the message will re-
appear.

It is possible that this message will not display, for example if a prior version was previously
installed. In this case you can either make firewall changes manually (if needed) or completely
switch off the Windows firewall (please consult your IT department prior to making this
decision), see next page.
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2.4.1. Turning off Windows Firewall Manually (Windows 10):

1) Click the start button and type “firewall”

Apps  Docume web  More ¥

Windows Defender Firewall
Control panel

Windows Defender Firewall

9 Firewall & network protection > Control panel
@ Check firewall status %
@ Allow an app through Windows > I open
Firewall
54 Find and fix problems with Windows 5
Firewall
¥ Windows Security >

Search the web

2) Click on “Windows Defender Firewall” that comes up on top.

* Windows Defender Firewall - ] X
5 v 4 @@ > Control Panel » System and Security > Windows Defender Firewall v o Search Control Panel

Help protect your PC with Windows Defender Firewall

Control Panel Home

Windows Defender Firewall can help prevent hackers or malicious software from gaining access to your PC

Allow an app or feature through the Internet or & network.

through Windows Defender

Firewall @ For your security, some settings are managed by your system administrator.
& Changenatificalign settings

& Tum Windows Defender . 9 Domain networks Not connected
Firewall on or off o

e . e Private networks
& Advanced settings

Troubleshoot my network Networks at home or work where you know and trust the people and devices on the network

Windows Defender Firewall state: on
Incoming connections: Block all connections to apps that are not on the list
of allowed apps
Active private networks: P Network 3
¥ TRENDnet
Notification state: Notify me when Windows Defender Firewall blocks a
new app
. 0 Guest or public networks Not connected

Security and Maintenance

Netwark and Sharing Center

3) Note which kind of network you are currently connected to: Domain, Private or
Guest/Public.
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4) On the left side, click on “Turn Windows Defender Firewall on or off”

« « 4 @ « System and Security » Windows Defender Firewall » Customize Settings v O O Search Control Panel

Customize settings for each type of network
You can modify the firewall settings for each type of network that you use.
Domain network settings -
° = Tuin on Windows Defender Firewall
[ Block all incoming connections, including those in the list of allowed apps
Notify me when Windows Defender Firewall blocks a new app
g Turn off Windows Defender Firewall (not recommended)
Private network settings
° = Tuin on Windows Defender Firewall
[ Block all incoming connections, including those in the list of allowed apps

Notify me when Windows Defender Firewall blocks a new app
0 Turn off Windows Defender Firewall (not recommended)
Public network settings
v ® Tuin on Windows Defender Firewall
[[]Block all incoming cennectiens, including those in the list of allowed apps

Notify me when Windows Defender Firewall blocks a new app

o Turn off Windows Defender Firewall (not recommended)

Cancel

5) For your current network connection (that you noted at point 3), click on “Turn off
Windows Defender Firewall”

2.4.2. Allowing the Utility through the Firewall

1) In the Windows Defender Firewall, click on “Allow an app or feature through
Windows Defender Firewall”

efender Firewal

5 ~ 4 @ > ControlPanel > System and Security > Windows Defender Firewall v o Search Control Panel

Help protect your PC with Windows Defender Firewall

Contrel Panel Home

Windows Defender Firewall can help prevent hackers or malicious software from gaining access to your PC
through the Internet or a network.

‘Allow an app or festure
through Windows Defender

Firewall @ Foryour security, some settings are managed by your system administrator.

®) Change notfication settings

& Turm Windows Defender l @ Domeain networks Not connected
Firewall on or off
& Restore defaults l g Private networks Connected

& Advanced settings

Troubleshoot my network Networks at home or work where you know and trust the people and devices on the network

Windows Defender Firewall state: On
Incoming connections: Block all connections to apps that are not on the list
of allowed apps
Active private networks: & Network 3
% TRENDnet
Notification state: Notify me when Windows Defender Firewall blocks a
new app
l 9 Guest or public networks Not connected

Security and Maintenance

Network and Sharing Center

Troubleshooting Guide

Page 11 of 23 R2.50

Form: F-730-028 v1.00



Search for the KDS Utility “kds.exe” and select the appropriate network connection (domain,
private or public).

* Allowed apps

- © 4 @ « Systemand Security > Windows Defender Firewall > Allowed apps v o Search Control Panel

Allow apps to communicate through Windows Defender Firewall
To add, change, or remove allowed apps and ports, click Change settings.

What are the risks of allowing an app to communicate? & Change settings
O For your security, some settings are managed by your system administrator.

Allowed spps and features:

Name Domain  Private  Public  Group Policy *
o m Ne

ROSCallbacks 3000 No

[ KDSCustomerDisplay No

[IKey Management Service [} m} O No

P LANDesk Message Service O m] No

P LANDesk Message Service m] m] No

[l LANDesk Message Service ] O No

B LANDesk Ping Discovery Service O O No

[ LANDesk Ping Discovery Service [m} [u] Mo

P LANDesk Ping Discovery Service O [} No

P LANDesk Ping Discovery Service m] [} No

I LANDesk Ping Discovery Service O O No ©

Details. Remove

Allow ancther app...

oK Cancel

2) Ifthe “kds.exe” entry does not exist, click on the “Allow another app...” button.
3) Click the “Browse...” button and find the KDS Utility application “kds.exe”.

4) Click “Open” and then “Add”

Troubleshooting Guide

Page 12 of 23 R2.50

Form: F-730-028 v1.00



3. KDS Devices are Offline

This issue will occur when the user is making changes to the KDS settings but one or more KDS
devices are not responding. When the user is clicking on “Apply KDS Settings” the error message
“KDS devices are offline” will show.

In the KDS Configuration Utility, devices will then show as offline as shown below:

“Connected” symbol is not showing “Connected” symbol

KDS Printer

185.185.185.31 0
00:00:48:16:F6:F4

KDS Printer

&) 0
O 00:00:48:16:F6:F4

RH3F336128
QA

RH3F336128
Olfitte

Dark blue color means off-line Green color means on-line

Solution: Ensure that the KDS app is switched on and has the proper network connection. For
details, refer to section 2: Unable to Discover KDS device(s) .
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4. Unable to Apply Settings

After clicking on “Apply KDS Settings” the app will perform several checks on the configuration
to ensure that it is valid.

The following table shows the possible error messages and what to do to fix them:

Error Message Solution
No Master Device One of the KDS devices needs to be the master device. It can be any device in
Selected! the system.

In order to make a device the master, select the device and then click
“Attached to POS” under Configuration:

(» Configuration

NET) Description IP Address

00:00:48:16:F6:F4 { O Attached to POS

Your selected master = The device selected as master device is not a KDS device. Select a different

device does not device or check its firmware version.

support KDS

function.

Some of your Check all KDS devices and their IP addresses. They must all be unique. If they
devices appear to are not, change one of the duplicate ones by clicking on the wrench icon:

have the same IP

address. 0K

KDS Printer %372,

&) 1026811020 %
00:00:48:16:F6:F4

RH3F336128
QA eaw
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Firmware version All of the KDS devices in your setup must have the same firmware version.
among your KDS You can see the firmware version under Basic Information when selecting a
devices is device:

inconsistent!

) Basic Information

KDS Device Name Device Version KDS Version
TM-T88V 2.20KDS_200116 2.20-r864.0

Tentative IP Address Device's Serial Number Confguration Time Stamp

192.168.123.31 RH3F336128 9/25/2020 1:07:09 AM

In order to update the device firmware and bring all devices to the same
firmware version, request a firmware update file from Epson. Then click on
“Update Firmware” in the main menu and follow the prompts:

= MainMenu
Setup
Devices
Displays
Tiles
Menu & Recipes
Preferences
Project
Import/Export
Apply KDS Settings
Start Wizard
Set KDS Time to Now

Set Time & Time Zone Settings

Update Firmware...
Show/Hide Menu Tabs
Settings

About

User Manual (.pdf)

You have not The POS type must be specified. Go to “Site Wide Settings” and select one
selected any POS under Configuration:
Type under Site Configuration

Wide Settings.

Name POS Type POS Connected Device

Version 20-r183.0 KDS Printer  MAC [D0:00:481676:54]

Menu Routing Daily Maintenance Time

POS Menu Routing v B 7:00 AM EH B Siore Receipts on Device

B Consider Orders Unique
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At least one printer
is required in the
setup!

Display has not been
assigned to device
'<Device Name>' (<IP
Address>).

Display assigned to
your master device
'<Device Name>' (<IP
Address>) is invalid.

A KDS system consists of at least one KDS device. Please select one by
clicking the “+” icon on the Devices tab:
EPSON: KDS Configuration Utility

= MainMenu

Sefup evice ) Tiles
Setup new KDS or see what's configure your KDS  Manage how the KDS displays
aready on the network. tiles on the screan

Menu
Manage
recipes

Preferences
ind their  Application Properties and

Devices
ot thaw

The KDS device with name <Device Name> and IP address <IP Address>
does not have a display assigned to it. Assign one by selecting the device,
then under Display Manager, select one from the drop-down list:

Display Manager

Assigned Display

If there is no display available, add one on the Displays tab, by clicking on the
“+” icon:
EPSOMN: KDS Configuration Utility

= MainMenu

Setup Displays Tiles
r define and configure  Setup and configure your KOS Manage how the KDS displays
digplays tiles on the screen.

Menu pes Preferences
Manage meru s and their  Application Properties and
redpss Settings

Setup new KDS or see what's
already on the network.

Displays

L+ Jumna

The KDS device with name <Device Name> and IP address <IP Address>
does not have a valid display assigned to it. Please assign one by following the
above instructions.

EPSON

KDS Utility (Windows)
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In a single station
setup the display
cannot be set to
expeditor.

Display Tile
definition for '<Tile
Name>' has not been
assigned.

If the KDS system has only one station, this station cannot be configured as
Expeditor. De-select the “Is Expeditor” switch on the Displays tab under

Configuration:
® Configuration

Name Description Tile Arrangement

Summary Tile Priority Time Rush Time

Minutes: 03 Seconds: 00 Minutes: 04 Seconds: 00

B s Expeditor M Touch Screen B Station Print Only

B Customer Facing Display

Alternatively, add a second KDS device. You can then make one of them an
Expeditor station.

Every display needs to have a Tile definition assigned to it. Please select one
for your display on the Displays tab under “Display Tile”:

® Display Tile

If there is no tile available, add one on the Tiles tab, by clicking

EPSON: KDS Configuration Utility

on the “+” icon:

= MainMenu

Setup Devices Displays =S Menu & Recipes Preferences
Setup new KDS or see what's Discover, define and configure  Setup and configure your KDS ~ Manage how the KDS displays  Manage menu items and their  Application Properties and
already on the network your KDS Devices displays thes on the screen recipes Settings

Tiles

L+ JLIS
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In a multi-screen If the KDS system has multiple stations, these stations cannot all be
setup, at least one configured as Expeditor. De-select the “Is Expeditor” switch for at least one

display must be set

station on the Displays tab under Configuration:

as non-expeditor. @ Configuration

Name Description Tile Arrangement

Kitchen No Description 2 Rows x 5 Columns

Summary Tile Priority Time Rush Time

Minutes: 03 Seconds: 00 Minutes: 04 Seconds: 00

B s Expeditor M Touch Screen B Station Print Only

B Customer Facing Display

EPSON
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5. Firmware Update Failure

During firmware update of the KDS devices, the user will see several different messages. These
are status update messages but can also include error messages.

Note: DO NOT abort the FW update process no matter what error/status message is shown.
In many cases the utility will retry. The utility will notify when it is done (successful) or
when there is a problem which can show the following errors:

5.1. Error/Status messages

The following table shows each message along with comments and suggested actions if any is

required:

ABORTED FIRMWARE UPDATE
BECAUSE DEVICE COULD NOT
BE REACHED.

or:

CANNOT PING DEVICE.
STOPPING UPDATE

ABORTED FIRMWARE UPDATE
DUE TO HTTP SERVER BEING
OFFLINE

or:

DEVICE DID NOT RESPOND TO
HTTP REQUEST. STOPPING
UPDATE

UPDATE CANCELED BY THE
USER.

MEMORY USED: xx Mg @ yy
GB LIMIT

MEMORY LIMIT REACHED.

WAITING TO FREE MORE
MEMORY.

RESUMING UPDATE...

The KDS Utility tried to contact (ping) the device but did not receive
any response. This could mean the device is switched off or not
connected to the network. Please make sure it is switched on
(green light is visible) and the network connection is working
(blinking lights at the network port). Please see the top of this
document for more details on resolving the issue. Once the issue is
fixed please restart the firmware update.

The KDS device is usually running an http server that is currently
not responding. Please restart the device and try the update again.

The firmware update was canceled by the user.

This is a periodic status message informing about the memory
usage situation of the PC/Laptop. No user action is required.

This is a message that can show if more than one device is
updated at the same time. It means that the PC/Laptop’s memory
usage is reaching a critical limit. One of more firmware updates will
be paused until the remaining ones have completed and freed their
memory. Then the paused processes will be resumed. No user
action is required.

This message will show if the above situation occurred and
memory is again available. Paused firmware update processes will
then be restarted. No user action is required.

EPSON

KDS Utility (Windows)
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WAITING FOR DEVICE TO
REBOOT

WATING FOR DEVICE TO
PROCCESS THE UPDATE
SECTION

FIRMWARE UPDATE FAILED!

Unknown Error Occurred

Operation timed out

or:

UNABLE TO SEND DATA TO
DEVICE. UPDATE STOPPED

FIRMWARE FAILED TO
UPDATE

FIRMWARE VERSION MISS
MATCH!

or:

WRONG SEQUENCE SENT TO
THE DEVICE

ERROR: NOT IN FIRMWARE
UPDATE MODE

ERROR: INVALID RCX FILE

Error: Unknown Exception.

During firmware update, the device needs to reboot several times.
This message indicates that the KDS Utility is waiting for a reboot
to complete. No user action is required.

During firmware update, the KDS Utility is sending chunks of data
to the device. The device must then process this data. This
message indicates that the KDS Utility is waiting for this data
processing to complete. No user action is required.

The firmware update failed. This can happen due to network
connection problems or due to other reasons. Please reboot
(toggle the power) the device and try again. If the device remains
unresponsive, contact your Epson KDS System representative.

The firmware update failed. This can happen due to network
connection problems or due to other reasons. Please reboot
(toggle the power) the device and try again.

The firmware update failed because the KDS device stopped
responding. This can happen due to network connectivity issues or
other reasons. Please reboot (toggle the power) the device and try
again.

The firmware update failed due to inconsistencies in the firmware
update file. The file might be corrupt, please request a new one
from Epson.

The firmware update failed due an internal error with the device’s
update mode. Please restart the firmware update.

The firmware update file is corrupt or meant for a different device
type. Please request a new/correct one from Epson.

This is an internal error. Please restart the KDS Ultility and try the
last operation again.

EPSON

KDS Utility (Windows)
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6. KDS Utility is already running

When trying to start the KDS Utility a message is displayed saying that the Utility is already
running.

Solution: The previous instance of the KDS Utility might not have closed properly and the
process is still active. This process must be ended manually before KDS Utility can start up
again:

(1) Right-click on the task bar at the bottom. Select “Task Manager”. The Windows Task
Manager will show.

Task Manager

" Lock all taskbars
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(2) On the Processes tab, search for “KDS Configuration Utility” and right click on it. Select
“End Task™:

i® Task Manager

File Options View

Processes  Performance App history Startup Users Details Services

4% ¥ 67% 0% 0t

MName Status CPU Memory Disk Metwo

D-q Microsoft Visual Studio 2017 (32... 2.3% 1,173.7MB 0 MB/s 0 Mby

[mE] AmSvc 0.1% 357.6 MB 0MB/s 0 Mby

[55] MinionHost 0.1% 69.8 MB 0.1 MB/s 0 Mby

* IffanView 64-bit 0% 53.5 MB 0 MB/s 0 Mby

» 43 KDS5 Configuration Utility (32 bit) Exeh 48.7 MB 0 MB/s 0.1 My
) ) ) Expand

[#5] Microsoft (R) Visual Studio Stan... End task 48.3 MB 0 MB/s 0 Mby

' Windows Explorer Provide feedback 30.9 MB 0MB/= 0 Mby

[&F CrsSve Resource values ’ 30.4 MB 0 MB/s 0 Mby

Service Host: Local System Debug 29.5MB 0MB/s 0 Mby

Create dump file

[#5] Desktop Window Manager 24.8 MB 0MB/s 0 Mby

Go to details

1Fx Task Manager 24,6 MB 0MB/s 0 Mby
Open file location

¢ Microsoft Windews Search Inde... . 19.0 MB 0MB/s 0 Mby
Search online

Start Properties 18.9 MB 0 MB/s 0 Mby

[i5 Registry 0%  163MB OMB/s  OMb;
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7. Unable to connect to the remote server

If this error shows when clicking on Apply KDS Settings, please note the following:

This error occurs if an HTTP connection to the KDS printer can not be established. Please make
sure that port 80 is not blocked on your network or your Windows firewall. This can also be
caused by corporate policies that might be enforced by yout IT department.

Troubleshooting Guide

Page 23 of 23 R2.50

Form: F-730-028 v1.00



