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CUSTOMER SERVICE 
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Problem: Zeiss – Visucam Pro software and RetinaVue Network 

software do not start automatically 

The Zeiss camera has an internal PC that runs either Windows XP or Windows 

Embedded. Normally when the camera is started, the Visucam software starts and will 

essentially lock the user out of the operating system. After the Visucam software starts, 

the RetinaVue Network starts and is the top most application. Although it is rare, if the 

hard drive becomes corrupted or someone/something tampers with the file system the 

software will not run automatically. 

Problem 

Source 

 

1. The RetinaVue Network software does not start automatically. 

2. The Visucam Pro software does not start automatically. 

3. Neither the RetinaVue Network or Visucam Pro software 

starts. 

Solution 

 

The most likely outcome of a situation like this will be a service call 

from Zeiss. A few things can be tried to see if there is a quick way 

around having to start scheduling the service call. Keep in mind, if a 

service call is performed by Zeiss, 99% of the time they will reimage 

the internal PC and the RetinaVue Network software will need to be 

reinstalled. 

Troubleshooting: 

1. Both the Visucam Pro software and the RetinaVue Network 

will create a desktop icon when they are installed. Try and 

open each program with the shortcut on the desktop.  

2. If the shortcuts open the applications, a copy of the shortcuts 

needs to be placed in the startup folder. To copy the 

shortcuts, right click the shortcut and then navigate to 

Start>Program Files>Startup and then right click and paste. 

3. If the shortcuts do not open the applications, it is typically a 

sign that the system has either become corrupt or been 

tampered with and a service call will be needed.  

 

** ZEISS ONLY: When the local IT staff attempts to bypass the Visucam Pro software 

on the camera, they will quickly find that the camera interface is very restricted. To 
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access Windows File Explorer from the Visucam Pro software, the user will need to 

open Help > About > and then press Alt and “E” at the same time. To simplify moving 

from one window to the next, the user should use ALT+TAB 


