


































































































































































































































































































































































































































































































































































































Dealing with the Dealer and TechnicaL Support (Who Ya Gonna Call?) 
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Totalmstalled memory System software vers1on 

Figure A.2 

To determine which System 
version you're using and the 
amount of RAM {Total 
Memory) in your Mac, 
return to the desktop, pull 
down the Apple menu, 
and select About This 
Macintosh (System 7) 
or About the Finder 
(System 6). 

just the facts, ma'am. When you connect, state your problem as 
briefly and directly as possible, such as: "Every time I choose a new 
font in WeasleCalc 1.5, the cursor locks up." The temptation is to 
recite a 1 0-minute diatribe listing everything you tried and the result of 
each unsuccessful attempt. Yes, you can do that. Bur if the brief expla­
nation above happens to describe a lmown problem with a known 
solution, you'll have wasted ten minutes. 

In general, most support people will want to direct the conversa­
tion-asking you specific questions or having you perform particular 
actions on your Mac. The more responsive you are to the questions 
and directions, the quicker the problem can be resolved. 
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Keep your cool. It's sometimes tempting to use a support call as an 
opportunity to vent frustration and anger-don't. (Besides, your anger 
is misdirected. The support person and programmer are generally two 
different people.) Don't get mad at the person who is trying to help 
you. 

c73ut I don't understand. "During the conversation, it's perfectly 
acceptable to say that you don't understand something that's being 
discussed. Because of their in-depth product knowledge, support 
people can occasionally lapse into a cctechier-than-thou" monologue. 
They also may misjudge your level of Mac expertise. If their explana­
tions or questions go over your head, it's up to you to tell them. 

Other Ways to Get Support 
If a product or an upgrade has just shipped or the company has few 
support people, it can be extremely difficult to get through to Tech 
Support. If your problem isn't urgent, there are other routes that you 
may want to consider. 

1. Fax. If the company's fax number is listed in the manual, you can 
fax them a detailed description of your problem. Some of the 
larger companies also have a ccfax-back" support service. You call 
an automated system and order particular support documents by 
pressing numbers on your telephone keypad. Mter hanging up, 
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the documents will be faxed to you-usually at the software or 
hardware company's expense. 

2. Company BBS. Some Mac companies maintain a support BBS 
(bulletin board system). If you have a modem, you can log onto 
the BBS, download technical notes and program patches, and 
leave messages for technical support. 

3. Electronic maiL Many companies also have support forums on 
major information services, such as GEnie, CompuServe, America 
Online, and AppleLink. Although a modem and an account is 
required (the information services aren't free), you may be able to 

get a quick answer to your question by leaving a message on one 
of these services. (Of course you'll need to be a member of the 
service.) 

4. Regular mail. Consider this a last resort. Unless the support de­
partment is well-staffed, mail is often given lower priority than a 
phone call, fax, or modem contact. 

5. Support contracts and 900 numbers. Some companies offer two or 
more levels of support. If you anticipate frequent problems or need 
preferential treatment, you may want to investigate the availability 
of a support contract or a 900-number service (so many dollars 
per minute or per call). Support contracts may also include one or 
more free upgrades to the product, making them good values even 
if you seldom use the support line. • 
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Troubleshooting Tools 
Prime requisites for successful troubleshooting are keeping a level head 
and attacking each new problem methodically. However, there are 
many problems which can be diagnosed easily with current software 
utilities. Having the proper tools can save you hours of aggravation 
and can help you diagnose and correct many common problems. 
Although there are other utilities you may want to consider, here are a 
few of the marker leaders. Most of these programs should be readily 
available from local software dealers and mail-order houses. 

· Programs designated as "shareware" or "freeware" are available from 
user groups, information services, BBSs, and publishers of Mac 
shareware/freeware catalogs. 

Hard Disk Setup Utilities 
Hard disk setup programs provide essential functions such as format­
ting, partitioning, and testing hard disks. 

HD SC Setup (Apple Computer, Inc.) This program is included as 
parr of the system software. It allows you to test, format, partition, and 
update the drivers for any disk sold by Apple Computer. 

• 
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If your hard disk is Apple-made, you do not need an extra hard disk 
utility program.lfyou buy a non-Apple hard disk, it will usually 
come with its own setup ptogram. However, you may prefer to use a 
different, third-party progmm; sometimes these offer more features and 
an easier-to-use interface. 

DiskMaker (Golden Triangle) If your non-Apple hard disk didn't 
come with its own formatting and testing program, DiskMaker is an 
excellent choice. It's easy to use and contains options for formatting, 
testing, partitioning, and installing new drivers for most hard disk 
brands. 

Disk Manager Mac (Ontrack Computer Systems) This program is 
frequently bundled with third-party hard disks, and performs func­
tions similar to HD SC Setup. In addition to the usual formatting, 
partitioning, and testing functions, Disk Manager Mac can also park 
disks (safely position the read/write heads in preparation for moving 
the hard disk to a new location). 

Hard Disk Tune-Up Software 
If you have a hard disk connected to your Mac, you should consider 
buying one of the following utility packages. Regular testing and 
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defragmenring is essential to your hard disk's health, and you will find 
the included file utilities indispensable. 

911 Utilities (Microcom) Complete Undelete, 91l's undelete utility, 
is my favorite. Not only does it show you the percentage of each file 
that is recoverable, but it will also let you peek inside a deleted file and 
examine its text. It includes an exceptional troubleshooting guide, but 
it is currently geared to System 6 problems. 

Central Point Mac Tools (Central Point Software) Formerly called 
MacTools Deluxe, it-like the other hard disk rune-up packages- gets 
bigger, more flexible, and more powerful with each release. Version 2 
performs hard disk analysis and repair, data recovery, backups, virus 
protection and eradication, and disk optimization. 

Disk First Aid (Apple Computer, Inc.) Although not the most 
powerful hard disk utility around, you already own a copy of it-it is 
included as part of all system software releases. Disk First Aid is useful 
for diagnosing and repairing disk catalog problems. 

Norton Utilities for the Macintosh (Symantec Corporation) Norton 
Utilities is an excellent package of programs for keeping your hard disk 
in top-notch condition. Norton Disk Doctor performs a general diag­
nostic scan of any attached disk, and can repair catalogs, check the 
boot blocks, and correct minor file problems. The program is simple 
enough to be used by novices. Other components of the package 
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include a disk optimizer (defragmentation), floppy formatting utility, 
backup program, encryption utility, and programs to help recover 
deleted files and crashed or reformatted hard disks. Also included is the 
KeyFinder desk accessory, an extremely useful utility that shows you 
every character available in every installed font. 

Public Utilities (Fifth Generation Systems) This package is still under 
development, but should offer features similar to those provided in 
Norton Utilities and Central Point Mac Tools. 

Hardware Troubleshooting Tools 
There are precious few hardware diagnostic tools for the Mac. If you're 
repair service shy, a good diagnostic tool will let you know what-if 
anything-is wrong with your hardware and give you some idea of the 
size of the repair bill you're looking at. 

Snooper (Maxa Corporation) Problems with hardware can be espe­
cially difficult to diagnose. Determining that there's something wrong 
with the SCSI chain, for instance, can save you hours of fruitlessly 
attempting to locate what you think is a software problem. 

Snooper is available in two versions: software only and software plus 
a NuBus card. The NuBus card (for slotted Macs only) checks the 
power supply, the system clock, bus activity, and the ADB data and 
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power lines. The Snooper program runs diagnostics on the internal 
and attached hardware, including memory, mouse, keyboard, clock, 
math coprocessor, audio, video, serial ports, SCSI, and floppy disks. 
The software also calculates benchmarks covering the CPU speed, 
math calculations, memory, and video performance. (If you perform 
the benchmarks on a regular basis, you can compare performance over 
time and determine if part of the Mac is degrading.) 

If you are charged with caring for several Macs, the entire package is 
a "must buy." If you're only worried about your own Mac, consider 
buying just the software. 

Software Troubleshooting Tools 
Help! (Teknosys) Help! is a utility program that checks all programs 
on your hard disks, and reports incompatibilities, improperly installed 
software, and duplicate copies of programs. Help! contains an enor­
mous database of compatibility information that has been provided by 
Macintosh software publishers. If there is a known !NIT/extension 
conflict for a program or an incompatibility with a particular version 
of system software, Help! will point it out. Help! can check your pro­
grams based on the current version of system software that you're using, 
or it can perform simulations and point out problems you are likely to 

encounter if you upgrade to a newer version of system software. 

• 
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Help! is most useful to individuals who are in charge of in-house 
computer support. To maintain the program's usefulness, you should 
subscribe to the update program. 

Extension Managers 
An extension manager enables you to selectively include and exclude 
extensions/INITs dw·ing any computing session. Normally you have to 
do this by manually dragging the extensions into or out of your System 
Folder. An extension manager can also be extremely helpful when 
testing for conflicts between extensions or between extensions and 
programs. 

Extension Manager (Apple Computer, Inc.) (freeware) Extension 
Manager can be found on most information services or obtained from 
a user group. It's more difficult to use than the other two utilities, but 
it is free. 

!NITPicker (Microseeds Publishing) An extension manager that 
enables you to create sets of extensions for different purposes, change 
their loading order, and keep a log of extension activity. 

StartUp Manager (part of the NOW Utilities from NOW Software) 
Simple-to-use control panel device that enables you to specify groups 
of startup extensions and CDEVs, and create a system profile report 
(useful when chatting with tech support personnel) . 
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Heap Adjustment Utilities 
In System 6, unexplained crashes and other memory-related problems 
are frequently a result of insufficient heap space. The following utilities 
enable you to eliminate heap problems by increasing or decreasing the 
size of the system heap as needed. 

Heap Fixer (CE Software) Heap Fixer is frequently included along 
with other programs sold by CE Software. It is relatively easy to use, 
and is most appropriate for individuals who have fairly static systems. 

Heap Tool (shareware) Heap Tool is extremely easy to use, and is well­
suited to individuals who make frequent changes to their system. 

SCSI Utilities 
Hard drives and scanners are normally connected in series to the Mac's 
SCSI (Small Computer System Interface) port. Since each SCSI device 
must have a unique ID number, you can use either of the following 
utilities to determine which IDs have already been assigned and which 
ones are free. You can also use them to mount removable hard disks on 
the desktop. 

SCSI Tools (shareware) SCSI Tools is a CDEV that can be used to 
mount recalcitrant devices, such as removable hard disks. It also shows 
you which SCSI IDs are currently in use and which ones can be 
assigned to new devices. 
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SCSI Probe (SyQuest Corporation) (freeware) Consider SCSI Probe, 
a slightly more sophisticated version of SCSI Tools. In addition to 
SCSI Tools, features, it shows the specific device assigned to each SCSI 
ID. It also enables you to password-protect selected devices and to 
specify a period that the Mac wi ll wait at startup before attempting to 
mount the drive. 

Backup Programs 
When an important file disappears or becomes damaged, you have to 
either reconstruct the information from memory or a printout, or 
restore the file from another copy on disk. Since it's easy to forget to 
back up your data, a backup program formalizes the process for you. If 
you back up using a tape drive, the backup program can even auto­
mate the process for you-setting the system to automatically back up 
at a particular time each day. A good backup system is essential for 
recovering from hard disk tragedies. 

DiskFit Pro (Oantz Development) An easy-ro-use backup program. 
It can only back up to Finder-mountable devices, such as floppies and 
removable hard disks. 

Fastback II (Fifth Generation Systems) Powerful backup and 
archiving program. Supports many backup devices, including those 
that are not mountable, such as proprietary tape drives . 
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Redux (Microseeds Publishing) Backup program similar to DiskFit 
Pro. Designed for Finder-mountable media only. 

Retrospect (Dantz Development) Powerful backup and archiving 
program. Supports many backup devices, including those that are not 
mountable, such as proprietary tape drives. 

File Compression Utilities 
Although hard disks have come down in price, they're still not cheap. 
One way to reclaim some disk space is by shrinking seldom-used 
programs and files using a compression utility. Compression programs 
are also very useful if you do any telecommunicating with other com­
puters. Since a compressed file is smaller than the original file, it will 
transmit much faster, resulting in long-distance savings. 

Compact Pro (shareware) Compact Pro is an inexpensive shareware 
compression utility. Although it only runs as a stand-alone program 
(malcing it a little less convenient than the commercial programs), it 
does an excellent job of compressing flies, and will let you divide a 
group of files automatically across as many floppies as needed. Highly 
recommended. 

DiskDoubler and AutoDoubler (Fifth Generation Systems) Different 
compression utilities for different needs. DiskDoubler is a stand-alone 
compression/decompression utility. AuroDoubler is for users who need 
automatic and on-the-fly compression. • 
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More Disk Space (Alysis) Automatic compression utility. Compresses 
entire hard disks in the background and decompresses files on the fly. 

Stujflt Deluxe (Aladdin Systems) Stufflt Deluxe got its start as a 
widely used shareware program. It is now one of the most popular 
compression utilities around. 

Anti-Virus Utilities 
Computer viruses are like infectious diseases. Undiscovered and un­
treated, they can lead to data loss and corrupted programs. The follow­
ing utilities can be used to check disks for viruses and, in many cases, 
remove any viruses that are found. 

Disinfectant (freeware) This free, stand-alone, anti-virus program is 
available through the usual sources. It does not contain an INIT or 
CDEV, so it lacks the automatic file- and program-checking capabili­
ties of its commercial cousins. It's still extremely useful, though. Watch 
the information services for updates as they're released. 

Rival (Microseeds Publishing) Unlike the other anti-virus utilities, 
Rival runs entirely from a CDEV/INIT combination, while providing 
both virus detection and eradication. 

Virex (Microcom) Virex combines an extension/CDEV and a pro­
gram to provide complete virus detection and eradication capabilities. 
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Miscellaneous Utilities 
The programs and !NITs/ extensions listed below are a grab bag of 
other utilities you may find useful. (In case you've already forgotten, 
an !NIT-called an extension in System 7-is a small program that 
automatically runs each time you start up the Mac. Usually, !NITs are 
designed to supplement the system software, or they provide a func­
tion that needs to be constantly available regardless of what the Mac is 
currently doing, such as the ability to receive a fax or execute a macro 
command.) 

Adobe Type Manager (Adobe) Adobe Type Manager (ATM) is an 
INIT that enables the system software to create scaled screen fonts 
from PostScript outline font files instead of using bitmapped fonts. 
Also provides non-PostScript printers with the ability to use PostScript 
outline font files . 

After Dark and More After Dark (Berkeley Systems) Mter Dark (the 
base program) is a modular screen-saving INIT. More After Dark 
provides additional screen-saver modules for users who want greater 
variety. 

Can Opener 2 (Abbott Systems) The perfect utility for peeking into 
files and examining the text and graphics they contain. Excellent for 
recovering data from files that can't be opened by any other means. 

• 
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Macro Maker (Apple Computer) A macro utility included as part of 
System 6. Not supported in System 7. 

Master]uggler- (Fifth Generation Systems) Utility for managing fonts, 
DAs, and sounds. 

MODE32 (Connectix Corporation) (freeware) MODE32 allows 
some older Macs (II, IIx, Hex, and SE/30) to support 32-bit address­
ing, letting them use more than 8M of RAM. If you have an even 
older Mac, this utility will be useless to you. Similarly, newer Macs are 
already 32-bit capable, so MODE32 isn't required. You can obtain a 
free copy of this utility through most information services and user 
groups. 

Pyro! (Fifth Generation Systems) Solid screen-saving INIT with 
flexible options. Not as many modules as After Dark. 

QuicKeys 2 (CE Software) A general-purpose macro utility for 
System 6 or 7 users. 

Suitcase II (Fifth Generation Systems) Desk accessory/INIT for 
managing fonts, DAs, and sounds. 

Super Spool and Super Laser Spool (Fifth Generation Systems) Print 
spooling utilities for dot-matrix (SuperSpool) and laser printers 
(SuperLaserSpool) that enable your printer to print in the background 
while you go on with your work. 
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color monito rs 
cha nging senings, 188-189 

to meet program 
requirements, 
189- 190 

fining gam es on-screen, 
190- 191 

IBM, using on Macintoshes, 
186-187 

supporring, 187 
Command key, 208 
Compact Pro (shareware), 91, 
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programs, 226 
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dots per inch (dpi), I 0 extensions, 33, 50 linking, 242 
double-sided , double-density Chooser, 153 loading, 95-96 

floppy turning off, 24-26 locked, 145 
disks, 106 external munged, 133-134 

double-sided printing, 167 hard disks, I 0 I, 103 opening without creation-
downloading fonts, 168 modems, 252 programs, 146 
dpi (dots per inch), 10 PostScript, 170-171 
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drives 93,286 trashing, 143- 144 
C D-ROM, 8 fax modems, 12-13, 248-250 accidentally, 124- 133 
disk, 5-9 faxing problems m compan ies, veriJYing, 112 
tape, 106 276-277 Fi nd (File menu) command, 44 

Duplicate (File menu) command, file-naming conventions, 123- Find Fi le desk accessory, 44, 136 
127, 139 124 Finder, 17- 18,32-39 

dust removal sprays, 22 • 



Help! The Mnc Answer Book 

• 

ejec~ing disks, 137 
Get Info (File menu) 

command, 
14 1, 144 

memory allocation, 14 1- 142 
srarrup programs, 66 

finding documents, 135- 137 
fixed hard disks, 6-8 

see also hard disks 
Floppier (Norton Urilities), 11 5 
floppy disks, I 06- 109 

copy-protected, 115 
directories, 112 
errors, 112 
formarting non-Macinrosh, 

110-111 
ghosts, 114 
jammed in drives, 117 - I 18 
repairing, 11 1- 112 
safcry precautions, I 18- 120 
saving data f11es to, 116 
scarring up system, 46 
swapping, 113 
unreadable, I 09- 110 
verifying formars, 11 2-11 3 

floppy drives, 6, I 06- 109 
copying files, 137- 142 
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fo lders, 77-78 

aliases, 40 
compressing, 90-92 
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System Folder, 43-50 
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TrueType, I I 
foreign characters, 209-2 14 
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programs, 237 
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hand.sh~ng,257-263 
hard disks, 6-8 

defragmenring, 95-96 
running programs after, 

240-24 1 
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formatting by mistake, 
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memory, 41 -42 
organizing by program rypcs, 

79-80 
partit ioning, 88-90 
reclaiming disk space, 90-94 
root level, 79 
SCSI devices, 8 1-86 
setup programs, 279-280 
startup, 98- 104 
resting, 98 
rune-up programs, 280-282 
viruses, 73 

hardware 
device driver software, 37 
diagnostic tools, 282-283 
handshaking, 257-263 
help, 269 
protection devices, 19-2 1 
safeguarding b)' placement, 

22-23 
troubleshooting problems, 

13-15 
Hayes-compatible modems, 248 



Index 

HD SC Setup (Apple Com purer, SCSI device problems, 83 key bounce, 2 1 G 
Inc.), 87 , 89, 279 illegal characters, 216 Key Caps desk accessory, 2 13 

heap ImageGrabber (Sebastian Keyboard contro l panel, 215 
adjustment programs, 61, 285 Software), 196 keyboards, 5, 11-1 2 
system space, 60 lmageWriters, 149 no response co, 2 16-2 18 

Heap Fixer (CE Software), 61, using with IBM PCs, 166 types, 203-204 
285 imaging technologies, 10-11 KeyFinder desk accessory 

Heap Tool (shareware), 61,285 imporring clara, 24 1-242 (Norton Uti lities for tl1e Mac), 
help information services, 62 2 13-214 

900 numbers, 277 !NITPicker (Microsceds keys, 206-2 15 
Balloon Help, 39 Publishing), 26, 
BBSs, company-mainrained, 57,284 L 

277 I N ITs, 33, 50, 56-58 
electronic mail, supporc Heap T ool, 6 1 labels, priming, 165-166, 176-

forums, 277 turning off, 24-26 177 
F.txing problems to compa- ink-jct printers, 10, 149- 150 landscape mode, 159 

nics, 276-277 input devices, 11- 12 laser printers, 10, 149- 150 

hardware, 269 multiple, 222 darklligha printouts, 172-1 73 
mail, 277 see nlso keyboards, mouse, double-sided print ing, 167 
support contracts, 277 trackballs downloading fonts, 168- 169 
T echnical Support Depart- fnstallcr program, 36-37 Mac-compatible, I 50 

ments, installing programs no-print zone at edges of 

269-276 adding fli es to System Folder, pages, 17 1-172 
Help key, 206 232-233 PoscScripr fli es, creating, 170-
Help! (T eknosys), 38, 283-284 manually, 23 1-232 17 1 

high-densiry floppy disks, I 07, system software, 34-37 refilled cartridges, 173-174 

110 ue nlso reinsra.lling spacing between characters, 

Home key, 206 internal modems, 252 172 

HP Desk·w riter, 149 In Touch (Advanced Software), whire srrcaks, 173 

HyperCard 177 line cond itioning, 20 
files, saving, 127 INrouch desk accessory, 265 line-feed (LI;), 262 
sracks, 39 isolation , program problems, 227 lines, gray hairline on-screen, 194 

linking fi les, 242 

I J-K loading fil es, 95-96 
loc.~l echo, 260-26 1 

icons jamming locked up Macinroshes, 2 17, 
lose, 145 floppy disks in drives, 117- 22 1-222 
printing files from, 177- 178 118 locking 
Sad Mac, 103-11 8 pri ntcrs, 158 fil es, 145 

10 numbers floppy disks, I 19- I 20 
fonts, 180 K (kilobytes), 7 

• 
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M 
M (megabytes), 7 
MacEnvclopc (Syncx), 177 
Macintosh Plus Keyboard, 

203-204 
Macinrosh PowerBook keyboard, 

205 
Macintosh-compatible laser 

printers, 150 
Macinroshes 

ADB (Apple Desktop Bus), 
204,222 

crashes, 217, 22 1-222 
shurcing down, 17-18 
starring up, 15- 17,46-50 
using PC modems with , 

252-253 
Macl:tbeiPro (Avery Labels), 177 
Macro Maker (Apple Compurcr, 

Inc.), 
2 15,290 

Macworld magazinc, 5 
magnets, floppy disks, 118 
mail, 277 
Make Alias (File menu) 

command, 40 
manual compression utiliries, 

90-92 
Master] uggler (Fifth Generation 

Systems), 290 
Memory CDEV, 33 
memory 

ollocaring more ro programs, 
14 1- 142, 235-236 

copying files, 141 
problems, 60-65 
RAM (Random Access 

Memory), 6, 42 
virtual, 4 1 

VRAM (video RAM), 186 
Memory conrrol panel, 64 

32-bir addressing, 63 
merging informacion from 

multiple 
programs, 24 1-243 

mi ni-saves, 127 
MODE32 (Conneccix Corpora­

tion), 290 
modems, 5, 12-13, 16,247 

adding, 253-254 
advertised speed, 250-25 1 
dialing phone numbers, 

263-264 
displaying characters while 

ryping, 
260-26 1 

double characters, 260-261 
external, 252 
f.1..x, 248-250 
hardware handshaking, 

257-263 
Hayes-compatible, 248 
hearing other people through 

speakers, 264-265 
internal, 252 
losing connections (carriers), 

262-263 
nor working, 258-260 
on-screen garbage, 260 
over-writing or wraparound 

text, 

261-262 
PC, usi ng wiLI1 Macinroshes, 

252-253 
modifier keys, 207-209 

foreign characters, 209-214 
monirors, 5, 9 

24-bit cards, 189 
builr-in, video problems, 193 

burn-in, 191-192 
color 

changing settings, 
188-190 

fi tt ing games on-screen, 
190-191 

IBM, using on 
Macintoshes, 186-187 

supporting, 187 
gray hairline on-screen, 194 
gray-scale, 187-190 
image problems, 193-194 
multiple, 197-20 l 
no video, 192- 193 
running programs, problems 

from, 
194-196 

starrup, 200 
using video cards with built­

in video porrs, 187-188 
Monirors control panel, 195-196 
More After Dark (Berkeley 

Systems), 289 
More Disk Space (Alysis), 9 1, 

288 
mouse, 5, 11-12 

moving poorly, 219-221 
no response to, 2 16-2 18, 22 1 

Mouse control panel, 220 
mouse pads, 220-22 1 
munged files, 133-134 
MultiFinder, 32-39 

smrmp programs, 66-74 
multiple 

input devices, 222 
monitors, 197-20 1 
printers, d irecting jobs ro, 160 
programs, merging informa-

tion from, 24 1-243 
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N using lmageWriters with, 166 extra wide printouts, 159 
Phone Dialer stack, 263 flies from icons, 177-178 

naming flies or folders, 123-124 phones fonts 
Network Extension, 33 900 numbers, 277 different from formatted, 
New Folder (File menu) dialing, 263-265 179-180 

command, 78 Pixe!Fiipper utility, 190 order of precedence, 182 
911 Utilities (Microcom), 97. PMMU (Paged Memory improving wirh Adobe Type 

130 Managemem Unit) chip, 4 1 Manager (ATM), 160- 161 
non-ADB (Apple Desktop Bus) porrs in background, 154- 155 

Macintoshes, 222 built-in video, using video labels, 165-166, 176-177 
Narron Utilities (Symanccc cards with, 187-188 nothing happens, ISS- 158 

Corporation), 130 SCSI (S mall Computer odd-sized paper, 177 
Norton Utilities for the System Interface}, 81-86, Prodigy, 62 

Macintosh (Symantec 285 program types, organizing hard 
Corporation), 95, 97, 28 1-282 serial, all full, 253-254 disks, 79-80 

number keys, 207 PostScripr, 150-151 programs 
fLies, crcaci ng, 170- 171 911 Utilities (Microcom) , 

0 fonts, 10- 11 130, 28 1 

opening Illes without creation-
order of precedence, 181- Adobe Type Manager (ATM), 

182 11, 
programs, 146 power 160-161' 178-179, 289 

optical floppy disks, 8 control centers, 16 After Dark (Berkeley 
Option key, 209 cycling, 24 Sysrcms), 192, 289 
order of devices, SCSI chain, 86 Power key (open triangle}, 207 aliases, 40 
order of precedence, foms, 181 - PowcrBook keyboard, 203 allocating memory, 235-236 

182 PRAM (parameter RAM), anti-virus, 288 
overwriting text, 26 1-262 zapping, 52 AucoDoubler (l;ift:h 

prim spooling utilities, ISS Generation 
p primer drivers, 33, 152 Systems), 287 

Page Down key, 206 
primers, 5, 9- 11 , 16 backup, 286-287 

Chooser, 151-1 55 beeping, 234-235 
Page Up key, 206 dor-matrix, 10, 149, 161- 166 Both Retrospect, 93 
Paged Memory Management ink-jet, I 0, 149-150 bugs, 225-226 

Unit (PMMU) chip, 41 jamming, 158 busy or missing, 143 
paper laser, 10, 149-ISO, 167-174 Can Opener 2 (Abbott 

misfeeding, 163- 164 multiple, directing jobs co, Systems), 134, 146,289 
odd-sized, printing, 177 160 Capture (Mainstay), 196 

parity, 255 printing Central Point Mac Tools 
partitioning hard disks, 88-90 current screen or window, (Central Point Software), 
PCs (personal computers) 177 95, 130, 281 

modems, using with double-sided, 167 Compact Pro (shareware), 91, 
Macincoshes, envelopes, 174 287 • 2S2-2S3 
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Comparibili cy Checker, 38 
copying, 11 5 
defragmenting disks, 95 
design flaws, 226 
determining problem causes, 

228-23 1 
device driver, 37 
diagnostic tools, 283-284 
Disinfectant (freeware), 288 
Disk First Aid (Apple 

Computer, Inc.), 98, 28 1 
Disk Manager Mac (Ontrack 

Computer Systems), 88-89, 
280 

DiskDoubler (Fifd1 
Generation Systems), 142, 
287 

Diskl~it Pro (Dantz Develop­
ment), 286 

DiskMakcr (Golden 
Triangle), 
88-89, 280 

Disk Top (CE Sofrware), 137, 
139 

distributing copies co friends, 
243-244 

drivers, 87-90 
Extension Manager (Apple 

Computer, Inc.) , 57, 284 
extension managers, 26, 50, 

57. 284 
Fastback 11 (Fifth Generation 

Systems), 93, 286 
file compression, 90-92, 

287-288 
file finder, 136 
Floppier (Norron Urilicics), 

115 
fragmented, 237 
freeware, ue freeware 
GOfer (Microlyrics), 136 

hard disk 
general packages, 96-98 
secup, 279-280 
resting, 98 
rune-up, 280-282 

hardware d iagnostic tools, 
282-283 

liD SC Setup (Apple 
Computer, Inc.), 87, 89, 
279 

heap adjustment, 61, 285 
Heap Fixer (CE Sofrware) , 

6 1,285 
HeapTool (shareware), 61, 

285 
Help! (T eknosys), 38, 283-

284 
I mageGrabbcr (Sebastian 

Software), 196 
incompatibilities, 226 
!N ITPicker (Microseeds 

Publishing), 26, 57, 284 
Installer, 36-37 
installing 

adding fil es to System 
Folder, 
232-233 

manually, 231 
In Touch (Advanced 

Software), 177 
MacEnvelope (Syncx) , 177 
MacLabeiPro (Avery Labels), 

177 
Macro Maker (Apple 

Compurer, Inc.), 215, 290 
Master) uggler (Fifth 

Generation 
Systems), 290 

merging informacion from 
multiple, 
24 1-243 

MODE32 (Connectix 
Corporation), 290 

monitor problems after 
running, 194-196 

More After Dark (Berkeley 
Systems), 289 

More Disk Space (AJysis), 288 
Norton Utilities, 130 
Norton Utilities for. the 

Macintosh (Symantec 
Corporation), 95, 97, 
28 1-282 

PixeiFiipper, 190 
print spooling, 155 
Public Utilities (Fifth 

Generation Systems), 282 
Pyro! (Fifth Generation 

Systems), 
192,290 

Q uicKeys 2 (CE Software) , 
215,290 

quitting 
saving files when, 239 
unexpectedly, 235-236 

Redux (Microsecds Publish­
ing), 287 

reinstalling, 27 
Rcrrospcct (Dantz Develop­

ment), 287 
Rival (Microseeds Publish­

ing), 73, 288 
running 

after defragmeming hard 
disks, 
240-24 1 

from multiple monitors, 
199 

screen captures, 196 
screen savers, 19 1- 192 
SCSI Probe (SyQuest 

Corporation), 286 
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SCSI Tools (shareware), 285 Vircx: (Microcom), 73, 288 replacing boot blocks, I 03 
serial numbers, 240 virus-detection, 73 replicabiliry, program problems, 
shareware, su shareware viruses, 7 1-75 227 
Shortcur, 92 protection devices, hardware, Reset burton, 59 
Snap Jot (WildFlower 19-22 resizing \\~ndows, 70-71 

Software), 196 Public Utilities (Fifth Generation resources, 54 
Snooper (Maxa Corporation), Systems), 282 Rcsrart (Special menu) command, 

282-283 Publish & Subscribe, 242-243 25 , 11 7 
speed and perfo rmance, Pyro! (Fifth Generation Systems), Restart burton, 59 

improving, 192,290 Retrospect (Danr£ Development), 
237-238 287 

scarrup, 66 Q Rival (Microseeds Publishing), 
Finder, 66 73,288 
MultiFinder, 66-74 Q uickD raw, 10-11 , 149-150 root level, hard disks, 79 

ScanUp Manager (Now QuicKeys 2 (CE Software), 215, 
Sofrware), 26, 57. 284 290 s 

Stuffit Deluxe (Aladdin quitting 
Systems), 288 emergency, 218 Sad Mac 

Suitcase II (Fihh Generation saving files when, 239 face, 49 

Systems), 290 icon, 103-118 
SuperLaserSpool (Fifth R Save (f'ile menu) command, 125 

Generation Systems), 155, Save As ... (File menu) command, 

290 RAM (Random Access Memory), 125 
SuperSpool (Fifth Generation 6,42 saving files, 95-96, 125-128 

Systems), 155, 290 chips, 49 changes when locked, 145 
Switch-A-Roo, 190 disks, 63-64 darn, to floppy disks, I 16 
system, 3 1-33, 66 read-only disks, 9 when quitti ng programs, 239 

selecting and installing, rebuilding desktop, 51, 93-94 scanners, 5 

34-37 Redux (Microseeds Publishing), screen savers, 191- 192 
starrup programs, 66-74 287 screens 
System 7, 39-42 refilled laser cartridges, 173- 174 bitmapped fonts , 149 
upgrading, 35-39 reinstall ing capruring partial, 196-197 

Technical Support Depart- sofrwarc, 27 printing current, 177 
menrs, System 6, 54-55 SCSI (Small Computer System 
269-276 System 7, 55-56 I nrerface) 

telecommunications su also installing chain, 81 
parameters, 254 removable hard disks, 6-8 order of devices, 86 

undelete, 130-133 dismounting, I 05 terminating improperly, 
user errors, 226-227 repairing 84-86 
version compatibili ty, 238 boor blocks, I 03 devices, 15- 16, 8 1-86, I 0 I 

floppy disks, 111 -112 cables, 82-83 
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10 numbers, 83 
improper ccrmination, 

84-86 
order of devices, 86 

pons, 8 1-86, 285 
SCSI Probe (SyQuest Corpora-

tion), 286 
SCSI Tools (shareware), 102,285 
sequential devices, I 06 
serial numbers, 240 
serial porrs, ail full , 253-254 
Ser Srarmp ... {Special menu) 

command, 
66-67 

shareware, 61, 9 1, I 02, 244, 285, 
287 

Shift key, 208 
Shorrcm, 92 
Shut Down (Special menu) 

command, 
17- 18,59 

shutting down Macinroshes, 
17- 18 

SIMMs (single in-line memory 
modules), 49 

single-sided, double-density 
floppy 
disks, 106 

size boxes, 70 
Snapjot (WildFlower Software), 

196 
Snooper {Maxa Corporarion), 

282-283 
software, su programs 
Sound CDEV, 33 
speed 

24-bit cards, improving 
performance, I 89 

advertised for modems, 
250-251 

programs, improving 
performance, 
237-238 

telecommun ications 
parameters, 254 

stacks, HyperCard, 39, 263 
stamping rime and date on files, 

51 
starti ng files from Trash, 145 
srarrup 

disks, 48, 99 
hard disks, 98- 104 
Macinroshcs, 15- 17, 46-50 
monitors, 200 
programs, 66-74 
Sad Mac icon, I 03- 11 8 

Startup Device, System 6, 
99-10 1 

Sta rt up Disk, System 7, 99-101 
Sta rtup Disk control panel, 48 
StartUp Manager (Now 

Software), 26, 
57,284 

static electricity, 19 
floppy disks, 11 9 

stop bits, 255-256 
storage capacity, computers, 6 
Stuffit Deluxe (Abddin 

Sysrems), 92, 
142, 288 

Suilcase II (Fifth Generation 
Systems), 290 

SupcrDrive, 7, 107- 11 8 
SupcrL1SerSpool (Fifth 

Generation 
Systems), 155, 290 

SuperS pool (Fifth Generation 
Systems), J 55, 290 

support contracts, 277 
surge protectors, 19 

swapping disks, 113 
switch boxes, 253 
Switch-A-Roo uriliry, 190 
Symbol. .. (Microsoft Word 5 

Insert menu) command, 2 I 4 
system 

heap space, 60 
troubleshooting, 51-59 

System 6, 32, 34 
Find File desk accessory, 44, 

136 
Finder, memory allocation, 

14 1-142 
memory problems, 60, 64 
rebuilding desktop. 5 1 
reinstalling, 54-55 
startup programs, 66 

System 7. 7, 32, 34, 39-42 
aliases, 139 
drag-and-drop, 146 
extensions, 33 
Find command, 44 
heap space, 62 
memory problems, 64 
Publish & Subscribe, 242-243 
rebuilding desktop, 5 1 
reinstalling, 55-56 
startup disks, 48 
sra rtup programs, 66 
Tune-Up, 4 1-42 

System 7.0. 1, 35 
System Folder, 32-33, 43-50 

adding files at program 
insrallarion, 
232-233 

system software, 3 1-33, 66 
installing and selecting, 34-37 
setti ngs, 52 
startup programs, 66-74 
System 7, 7, 39-42 
upgrading, 35-39 



T 
rape drives, 5, I 06 
T echnical Suppo rt Departments 

calling, 274-276 
guidelines fo r what nor ro 

expect, 
270-273 

preparations for calling, 
273-274 

rclecommunicarions, 247 
hardware handshaking, 

257-263 
program paramcrers, 254 
s~~ also modems 

temperatures, floppy disks, 11 9 
termination, SCSI devices, 84-86 
resring uciliries for hard disks, 98 
rcxr 

clipping edges when priming, 
17 1-172 

overwriring, 261-262 
wraparound, 261-262 

time- and date-stamping, files, 5 1 
trackballs, 5, II - I 2 

moving poorly, 219-221 
no response ro, 216-2 18,221 

Trash 
placing files accidentally, 

124- 133 
starting fi les from, 145 

trashi ng 
fi les, 143- 144 
folders, 143 

Trojan Horse virus, 72 
troubleshooting 

files, 143- 146 
floppy disks, I 09-118 
fan ts, I 78-182 
hard disks, 90-1 06 
hardware, 13-1 5, 23-28 

keyboards, 215-2 18 
memory, 60-65 
modems, 252-265 
monitors 

mulriplc, 197-20 I 
setup and expansion, 

186- 189 
mouse, 2 19-222 
printers, 16 1-1 74 
printing, 155- 16 1 

special requirements, 
174- 178 

programs, 225-244 
SCSI devices, 82-86 
srarrup, 46-50 
system, 5 1-59 
trackballs, 2 19-222 
video, 185-186, 189- 197 

True T ype fonts, II , 150- I 51 , 
179 

o rder of precedence, 18 I -182 
Tune-Up, 4 1-42 

u 
undelete utilit ies, 130-133 
un readable floppy disks, 109- 110 
updating hard disk drivers, 87-88 
upgrading system software, 35-39 
UPS (uninccrruprablc power 

supply), 19-21 
user errors, 226-227 
uriliries, su programs 

v 
vacuu ms data, 22 
verifying files, 11 2 
video 

black screens, 192-193 

built-in monitor problems, 
193 

rroubleshooting, I 85- 186, 
189-197 

ue also monitors 
video cards, using with builr- in 

video ports, 187- 188 
Vi rcx (Microcom), 73, 288 
virtual memory, 4 1 
vi ruses 

anti-virus programs, 288 
detection utilit ies, 73 
preventing, 7 1-75 
Trojan Horse, 72 

VRAM (video RAM). 186 

W-Z 
windows, 68 

lost when using multiple 
monitors, 
200-20 1 

prinring current, I 77 
resizing, 70-7 1 

wraparound text, 26 1-262 
write-enabled disks, I 19- 120 

zapping PRAM (parameter 
RAM), 52 

room boxes, 70 

Index 
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Learn computers 
the easy way with 

PC Novice! 

Learning to use computers is 
like anything new - getting 
started is the hard part. Now 
there's a computer magazine 
designedspecificallytohelpyou 
get started. It's called PC 
Novice - the only magazine 
that presents PersoTilll Comput­
ers In Plain English. Every issue 
of PC Novice is packed with 
articles that explain the basic 
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how to use your PC. 
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D Nothing ever goes wrong with a Mad 

D The Mac is so intuitive, you never need help! 

Even Mac lovers agree, no computer is trouble-free. But that doesn't have to slow down your 
productivity. Now you can easily diagnose and fix most Mac malfunctions, whether you have 

an older SE or a new Power Book. 

HELP/ The Mac Answer Book's problem-wlution format mal(es Macintosh troubleshooting 
a breeze. Use the handy Error Message Table at the front of the book to jump to your 

problem. Learn easy steps to help you correct the problem, or know when to rake 
your Mac to a dealer. 

Easy-to-understand explanatiOllll and clear illustrations let you confidently: 

Keep your Mac from crashing 
Solve disk and file problems 

Troubleshoot printer, mouse, keyboard, moni tor, and other hardware glitches 
Run the systems software and other programs smoothly 

Plus, this book helps you feel confident talking to a dealer about Mac problems and needs. 
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