By Dan Conroy

Ticket 626511
[image: ]I have recently completed a ticket where a user asked me to take a look at their laptop to see why it was running slow. The user had not logged a ticket at first as the machine was needed for working from home when the COVID-19 lockdown was enforced. As this was an urgent job that needed completing I did not get the user to log a ticket straight away instead I logged one for them. The machine was a “Standalone Machine” which means that it is not on our restricted network, this in turn means that corporate QinetiQ IT do not support it so the best I could do was to give it my best efforts to fix the issue I was not allowed to replace any parts in the computer.
[image: ]The first thing that I did was use Task Manager to see if there was anything that was standing out. When I loaded Task Manager I show that the hard drive was running at 100%, which was worrying. This mixed with the user telling me that the laptop sometimes comes up with the blue screen of death made me think that the hard drive might have been at fault for this.


I then went into the Windows command prompt as I believed it was the hard drive that was causing all of the errors. I used the command line “chkdsk” (Check Disk) to see if any file system errors or bad sectors of the hard drive we flagged. When “chkdsk” had finished running it told me that there were no errors with the hard drive.


[image: C:\Users\djconroy\AppData\Local\Microsoft\Windows\INetCache\Content.Outlook\KLBWOVHH\IMG_1178.JPG]
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I then went into Event Viewer to see if there was anything stood out with regards to what was happening with the hard drive. When event viewer booted up it showed me that the machine had 3 critical events since I had booted it up. Upon looking into these events they were called “DriverFrameWork-Usermode” event ID 10110. 
[image: ]
[image: ]This event ID tells me that there is a driver incompatibility somewhere in the system. Which did not make much sense to me as the issue I saw on task manager was with the hard drive.




















[image: ]I then went on to the HP website to see if I could see any drivers that may have obviously fixed the issue. And I was able to find a BIOS update that was released in December 2019. I then spoke with the customer who told me that they had not completed this BIOS upgrade and the machine was purchased at least 5 years before this upgrade was released. 

[image: ][image: D:\College pics\Ticket\IMG_1158.JPG]I decided to install this onto the machine as it could only help improve the performance of the machine. 



Once I had completed the BIOS update I restarted the machine and it booted up much smoother and allowed me to log in much quicker. I then went back to the task manager application and looked to see if the BIOS update had made any difference to the hard drive running at 100%. When Task Manager opened it showed me that the hard drive was using 0% at first and then as everything levelled out the hard drive usage stuck at around 30%. The machine then ran all programs perfectly fine at a decent speed, allowing me to successfully close the ticket.
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