12-03-2008

Subject: Service Executable Error on Full Scan - Ref: SR1085853291

     I have had two chat sessions with the WLOC Customer Support person -

Jemina Bacosa - Email: v-4jbaco@mssupport.microsoft.com

See the SR1085853291 History.

     This WLOC AntiVirus/Malware TuneUp and Full Scan Failure is a Program Module Problem that the Program Development Team will have to address! Regular Tech Support probably can't solve the Failure, so I will create an Email Support Request on this issue and include a history and the troubleshooting steps I have tried:

1. When WLOC is doing a full scan during TuneUp or a Manual Full Scan it will start @ 0% completed and run to ~5% and finish the Quick - Windows Files - Program Files - Registry Scans. Then the scan process will reset to 0% and start the Data Files scan. The failure will occur ~5-10% completed with the Service Executable Error display window reporting a

SzApp Name = MsMpEng.exe - ver1.5.1958.0

SzMod Name = MpEngine.dll  - ver1.1.4104.0 - Offset = 029840e

And the process will stop - asking to report the error to Microsoft then close the Scan Process.

2. The Chat  1 session ended with the Support Person requesting to try and Exclude the file that was reported at the Service Executable Failure and run the Scan again. When the Error occurred again it would stop at a different file. Most all of the files that the scan process failed on were Outlook Express or Windows Live Mail Email files. I tried to Exclude the entire list of storage folders, but the scan would find another Email file to fail on! The scan window containing the file path name was compressed, so I couldn't be sure where the reported file was located on the hard drive! See Note: listed below! 

3. The Chat  2 session ended with the Support Person requesting an Uninstall/Reinstall of WLOC on this System and the failure reoccurred with the same Service Executable Error.

4, This Failure started ~6-8 weeks ago on a TuneUp Failure when I was first informed by a client that I support. I tested 5 other systems and 2 of them fail with the same Error and the other 3 will run the Scan OK! All of the Systems are running Windows XP Pro or Home and are fully updated with no recent Software installations. The 2 Systems that fail have the smallest number of software installations of the 5 total - Go Figure! I say again "I have ran and installed all of the latest Updates on all machines and most all failures are related to Email as stored in a database or individual files."

5. I ran a Custom Scan on failing machine #2 and did not include the User Profile Folders and the Scan ran to completion OK. That is where most of the Windows Live Mail Program Email files are located on the #2 machine that is failing and the Email Files are mostly the ones that are being scanned when the Service Executable Error stops the scan. Also I Excluded the User Profile Folder and Ran the Full Virus/Malware Scan on the failing machine #2 and it ran to completion OK. The Quick Scan runs to completion OK with no errors or failures. Extended troubleshooting proved that the Custom Scan always ran to completion with No Service Executable Failures regardless of what folders were selected. Only the Complete System Scan Fails with the Service Executable Failure
And I believe the System Files have No Virus or Spyware on the Hard Disk! I traced the failure back to mainly 2 pre-existing Emails that have been stored in an Email Folder for ~ 8 months and Full Scan / TuneUp did not cause the Service Executable Failure until ~6-8 weeks ago! I don’t know why these 2 Emails are the Main Culprits that cause the Service Executable Error! I deleted the suspected Emails out of the system and The Full Scan / TuneUp runs OK now! I will send the 12-03-08 - OneCareSupportData.zip and the 12-03-08 - Pat's Temp Save Email.zip files that contain the Emails and Logs saved from one of the Failing Computers along with this troubleshooting report. If the .Zip files are too large to send by Email then I will upload them to my Website and they can be downloaded or Opened from there. http://dudeanddoll.net/newsletter.aspx in the Downloads Section
NOTE: An increasing number of Microsoft programs are displaying a compressed PathName format in the display or prompt GUI window. This allows the application window to be a smaller size; this is OK for a running application to report the applications progress. But if Settings are being made or adjusted (i.e. Exclusions, Quarantined, etc) or on a Failure Error Display, then the Full File PathName needs to be displayed for troubleshooting or setting options. (I.e. a Full PathName Display - Not Compressed - or a Mouse Hover over - PopUp Display) You can't troubleshoot using a Compressed PathName and WLOC is one of the Worst Microsoft Applications that are designed this way!

P.S. I read that WLOC is being Discontinued on June 30, 2009 and “Morro” is being developed now. WLOC is the Most Complete and BEST OVERALL Protection Program that I have found for the Average User and I have recommended this one to all my supported clients. It would be a Real Disaster if “Morro” doesn’t offer the same features and all of us would be willing to pay for the use of this type of application. No other Protection Program is as complete as WLOC. I did use Symantec/Norton previously for ~20 years, but lately they want to do is take over the OPS, Not Play Nice, and Symantec Support REALLY SUCKS all they want to do to fix their Software Problems is to Sell Upgrades. That STINKS! !  !   !    ! – By the way Windows Home Server is GREAT. This Development Team has done a Great Job Also – Keep Up The Good Work! !  !   !    !
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