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CUSTOMER SERVICE 

SOLUTION DOCUMENT 
 

Problem: Zeiss – Client software says that it cannot access the 

internet. 

The client software communicates with the Hubble server using a web service via 

HTTPS. The server requires that the connection use TLS 1 or newer for encryption 

(Windows XP SP3 or newer). The first reason the client would need to access the 

internet is during the initial setup. The client software retrieves the settings information 

from the server (currently https://www.hubble-tm.com) and will display an error if it 

cannot connect. The second reason the client would need to access the internet is 

during exam submission. When the user clicks the “Submit” button, the client software 

performs 3 test. 

1. The network adapter connection status is checked to see if the network adapter 

can talk to its local network. 

a. Failure message will indicate a network connection issue. 

2. A “GET” request is sent to https://www.google.com to confirm access to a public 

website. 

a. Failure message will indicate an internet access issue. 

3. A connection test is tested with the https://www.hubble-tm.com server. 

a. Failure message will indicate the client software cannot reach the Hubble 

server. 

The purpose of multi-level testing is to help identify that cause of the issue. The 

message displayed to the user when the client cannot connect to the server changes 

depending on the test that failed.  

1.  

Problem 

Source 

 

1. Hardware: Site/clinic network hardware issue, PC Ethernet 

hardware failure, wireless connection related issue. 

2. Internet Service Provider: Internet connection to the site/clinic 

has been interrupted. 

3. Windows driver failure: Windows internal issue or missing 

update for encryption type TLS 1 and newer. 

4. Web Filter / Firewall Issue: Content filter is blocking access to 

hubble server. 

Solution Troubleshooting: 

https://www.hubble-tm.com/
https://www.google.com/
https://www.hubble-tm.com/
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 1. Start with the easiest test. Within the client software, the user 

can click the “Help” icon (blue with question mark) to open the 

help window. Within the help window is a hyperlink to 

http://www.hubbletelemedical.com or 

http://www.retinavuenetwork.com. When the user clicks the 

hyperlink, a browser will open and should display the 

company website. If the website does not load, the operator 

needs to contact the local IT staff to troubleshoot the 

connectivity issue. If the website does load, go to step 2. 

2. Within the web browser, enter the URL https://www.hubble-

tm.com/ and press enter. The website should simply display a 

banner. If the website loads, the operator should attempt to 

repeat their original task that generated the error and the odds 

are, the issue has disappeared. If the website does not load, 

go to step 3. 

3. If the https://www.hubble-tm.com website fails to load using 

the PC with the client installed, tell the operator to use a 

different PC on the same network to test the website. If the 

website opens on a different PC without a problem, the 

problem most likely is related to the PC authentication on the 

network or Windows update related issue. The clinic IT staff 

will need to review the windows updates and network 

configuration to identify the issue. 

 

 

** 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 

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 

http://www.hubbletelemedical.com/
http://www.retinavuenetwork.com/
https://www.hubble-tm.com/
https://www.hubble-tm.com/
https://www.hubble-tm.com/

