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 Overview

 Lutron hospitality solutions offer a wide range of products and capabilities to allow the utmost flexibility in 
enabling automation and guest comfort in guest room spaces.

 In the course of normal operation, there may be instances where issues arise and troubleshooting the issue 
may be required. Prior to escalating to Lutron Customer Assistance, there are some basic things that can be 
investigated looking for common symptoms. This guide will walk through some common symptoms and give 
guidance on how to approach the problem.

 Each of these flow charts starts with a basic description of a problem (white), and each action path terminates 
in either a resolution step (green) or escalation step (pink). A note to escalate to Lutron Customer Assistance 
indicates an escalation through your normal process, which may include Lutron Service, your local Hotel 
Technology Integrator, or Lutron Customer Assistance.

 In some cases, a step may represent a deeper troubleshooting process (blue) referenced later on in the 
document. These deeper processes may require knowledge or access to tools that you may not have or be 
comfortable using. If that is the case, proceed pass the step or escalate for assistance.
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 Color Code Descriptions

  White - Symptom 
 –  A customer-facing issue to be investigated.

  Yellow - Action / Check 
 –  Some action to be taken or probable cause to be checked.

  Blue - Advanced Troubleshooting Process 
 –  A deeper troubleshooting process.

  –  May require use of Lutron software or advanced tools.
  –  Intended for a power user or escalated technician.

  Pink - Escalation 
 –  Indicates a need for another group and who to reach out to for the situation.

  Green - Resolution 
 –  An action that should resolve that particular branch of the decision tree.

  –  If a green action does not resolve an issue, it will have changed some path of what was discovered, and 
restarting the decision tree may be required.

 Assumptions:
1. System was up and running properly prior to this issue being identified.

2. Audience is an onsite DOE/Technical resource without deep knowledge of Lutron software, but is comfortable with 
electrical troubleshooting and wiring. 
–  Processes in blue are for power users or escalated contacts and may require use Lutron software or advanced 

troubleshooting tools

3. “Contact Lutron” is a stand-in for reaching out to your normal escalation channel to get assistance from Lutron. This 
may mean reaching out to the Hotel Technology Integrator (HTI) that worked on the project, Lutron’s Field Service 
group, or Lutron’s Quality, Training, and Service (QTS) team member for your region that focuses on supporting the 
Hospitality market. If you are unsure what your normal support channel is, no longer have the contact information, or 
are struggling to reach your normal contact please contact Lutron Customer Assistance using the contact information 
on the last page of this document.

4. No renovation or re-work has been done to the system, wiring, or general environment within the room since the room 
was last functioning properly.
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 Symptom Flowcharts

Contact 
Lutron

I press  
a keypad 
button for 
a light and 

nothing 
happens

Is the  
light on?

No

Yes

Is the light 
powered?

No

Yes

Check the 
breaker  
for load
Breaker 
tripped

Resolve condition 
that tripped 

breaker.  
Reset breaker

Breaker  
still on

All LEDs  
are off

Check the  
LEDs on the  
Lutron load 

control module

Contact  
Lutron

Does the 
keypad  

light up?

LEDs are 
scrolling from 
bottom to top

OR

All LEDs are off

Check the LEDs 
on the Lutron 

processor

All LEDs  
are off

Check the 
breaker for the 

Lutron processor

Resolve condition 
that tripped 

breaker.  
Reset breaker

LEDs 
are on

LEDs 
are on

Breaker  
still on

Processor and 
link are not 

powered. Fix the 
power wiring.

LEDs turn on  
and stay on

OR

LEDs turn on when 
pressed, then shut 
off after ~1 second 

Confirm button 
programming is 
correct (pg. 11)

Programming 
is not correct

Fix button 
programming; generate 

and transfer  
database

Fix the QS link wiring and the 
connections at the devices.  

Either power or communication 
issue is present.

Cannot check 
programming

OR

Programming  
looks correct

Contact 
Lutron

I press  
a keypad 
button for 
a shade 

and nothing 
happens

Do the LEDs on the 
shade light up if a 
button is pressed 

on the shade

No

Yes

Is the power 
supply for the 

shade powered?

No

Yes

Check the 
breaker for the 
power supply

Breaker 
tripped

Resolve condition 
that tripped 

breaker.  
Reset breaker

Breaker  
still on

All LEDs  
are off

Check the  
LEDs on the  
Lutron load 

control module

Does the 
keypad  

light up?

LEDs are 
scrolling from 
bottom to top

OR

All LEDs are off

Check the LEDs 
on the Lutron 

processor

All LEDs  
are off

Check the 
breaker for the 

Lutron processor

Resolve condition 
that tripped 

breaker.  
Reset breaker

LEDs 
are on

LEDs 
are on

Breaker  
still on

Processor and 
link are not 

powered. Fix the 
power wiring.

LEDs turn on  
and stay on

OR

LEDs turn on when 
pressed, then shut 
off after ~1 second 

Confirm button 
programming is 
correct (pg. 11)

Programming 
is not correct

Fix button 
programming; 
generate and 

transfer database

Fix the QS link wiring and the 
connections at the devices.  

Either power or communication 
issue is present.

Cannot check 
programming

OR

Programming  
looks correct

Breaker 
tripped

Breaker 
tripped

Did you measure 
voltage across 
the incoming 

power wires from 
the breaker?

Yes

No

Fix power 
issues with  

breaker

Contact  
Lutron

Did you measure 
voltage across 
the incoming 

power wires from 
the breaker?

Yes

No

Fix power 
issues with  

breaker
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 Symptom Flowcharts (continued)

Keypads  
are flashing

How is it 
flashing?

LEDs blink 
rapidly whenever 

a button is 
pressed

Keypad is 
locked. Check 
programming

Issue found

Correct 
programming, 
generate and 

transfer database

Something  
else

Contact  
Lutron

Check the LEDs 
on the Lutron 

processor

LEDs are 
scrolling from 
bottom to top

Check the 
breaker for the 

Lutron processor

All LEDs  
are off

Resolve condition 
that tripped 

breaker.  
Reset breaker

LEDs 
are on

Breaker  
still on

Processor and 
link are not 

powered. Fix the 
power wiring.

Fix the QS link wiring and the 
connections at the devices.  

Either power or communication 
issue is present.

Cannot check 
programming

OR

Programming  
looks correct

Contact 
Lutron

Room is 
not going 

unoccupied 
after occupant 

leaves

No

Troubleshoot 
occupancy 

sensor (pg. 10)

No

Yes

Breaker 
tripped

Resolve condition 
that tripped 

breaker.  
Reset breaker

Breaker  
still on

All LEDs  
are off

Check the LEDs 
on the  

Lutron processor

Contact  
Lutron 

Are there battery 
powered occ 
sensors in the 

space?

Press the test button 
on the occ sensor(s) 
to confirm that the 

lens lights up

Check the 
breaker for the 

Lutron processor

Lens doesn’t 
light up

LEDs 
are on

Processor and 
link are not 

powered. Fix the 
power wiring.

Troubleshoot 
hotel integration 

(pg. 8)

Occupancy 
sensors confirmed

Is the Palladiom 
thermostat powered 
up and responding to 

button presses?

Cannot check 
programming

OR

Programming  
looks correct

Breaker 
tripped

Replace the 
batteries in  
the sensor

Lens lights 
up on all 
sensors

Yes

Check GPD 
programming 

(pg. 9)

Correct 
programming, 
generate and 

transfer database

Issue found

Communication to the processors 
and vendors confirmed
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 Symptom Flowcharts (continued)

Did not get 
the welcome 

scene of  
the first  

guest entry

Was the room 
checked-in since 
the last time the 
door was open?

No

Yes Is automation 
enabled?

No

Yes

Breaker  
still on

Was the room 
already unoccupied 

(as seen in  
the dashboard?

Are the battery 
powered occ 

sensors in  
the space?

All LEDs  
are off

Resolve condition 
that tripped 

breaker.  
Reset breaker

LEDs 
are on

Processor and 
link are not 

powered. Fix the 
power wiring.

Fix button 
programming; 
generate and 

transfer database

Contact 
Lutron

SMS not 
getting 

DND / MUR 
updates

Does the 
DND / MUR keypad 

light up when 
pressed?

Breaker 
tripped

Resolve condition 
that tripped 

breaker.  
Reset breaker

Breaker  
still on

Cannot 
resolveLEDs are 

scrolling from 
bottom to top

OR

All LEDs  
are off

All LEDs  
are off

Check the 
breaker for the 

Lutron processor

LEDs 
are on

Processor and 
link are not 

powered. Fix the 
power wiring.

Fix the QS link wiring and the 
connections at the devices.  

Either power or communication 
issue is present.

Cannot check 
programming

OR

Programming  
looks correct

Breaker 
tripped

Yes Yes

Yes

No
No

No

Is guest  
key used?

Welcome scene 
does not trigger. 
Adjust conditions 

and try again.

Check the LEDs 
in the Lutron 
processor

Check the  
breaker for the 

Lutron processor

Lens lights 
up on all 
sensorsPress the test button 

on the occ sensor(s) 
to confirm that the 

lens lights up

Replace the 
batteries in  
the sensor

Is the Palladiom 
thermostat powered 
up and responding to 

button presses?

No

Contact 
Lutron

Contact 
Lutron

Troubleshoot 
hotel integration 

(pg. 8)

Communication to the processors 
and vendors confirmed

Check GPD 
programming 

(pg. 9)

Cannot check 
programming

OR

Programming  
looks correct

Check the LEDs 
on the  

Lutron processor

LED turns on 
and stays on

Troubleshoot 
hotel integration 

(pg. 8)

Communication to the processors 
and vendors confirmed

Check integration 
programming  

(pg. 9)

Correct 
programming, 
generate and 

transfer database

Issue found

Issue found Resolve  
issues
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 Symptom Flowcharts (continued)

HVAC  
system not 
responding 
properly to 
user input

How is the 
thermostat 

conntected to  
the HVAC gear?

BACnet

VRF /VRV 
interface

Contact  
Lutron

Check the LEDs 
on the Lutron 

processor

FCU  
controller

Check the 
breaker for the 

Lutron processor

All LEDs  
are off

Fix network 
gear offline

LEDs 
are on

Contact 
Lutron

Thermostat 
is locked out 
unexpectedly 

(spinning circle 
when button  
is pressed)

Yes

Contact 
Lutron

Contact 
aligned

No or  
Don’t know

Check the  
window contact 

for alignment

Is there an open 
window/sliding door or 
HVAC lockout contacts 

in the room?

Fix window 
contact 

alignment

No loose 
connections 
or miswire 

found

Breaker 
tripped

Resolve condition 
that tripped 

breaker.  
Reset breaker

Breaker  
still on

Processor and 
link are not 

powered. Fix the 
power wiring.

Contact  
Lutron

Confirm that the 
network equipment 

(switches and routers) 
are powered up

Network 
gear 

powered 
down

Is the  
VRF / VAV 
interface  

powered up?

Fix the 
powered down 

interface

Have there been 
any changes 

to the network 
configuration?

Network gear 
powered up

No

Yes

No
Yes

No

Yes

Engage IT 
to fix the 

communication 
issue

Fix the wiring 
between the 

thermostat and 
the interface

Does the 
thermostat display 
any updates or 

call status

Yes

No

Yes

No
Does the 

thermostat have 
an error message 

on it?

Consult the install guide for 
error messages 

https://assets.lutron.com/a/
documents/041670.pdf

Was the FCU 
controller in  
this room  

recently replaced?

Check the SMC configuration 
and address on the thermostat 
https://assets.lutron.com/a/

documents/041670.pdf

Values look 
correct

Values look 
incorrect

Fix the wiring 
between the FCU 

controller and  
the FCU

Fix the 
configuration 
settings and 

address

Contact 
misaligned

Check the  
wiring and 

connections at  
the Lutron IO

Loose 
connections 
or miswire 

found

Fix  
wiring issue

Use a short wire as a 
low voltage jumper in 
the IO to bypass the 

window contact

Thermostat 
unlocked

Thermostat 
still locked

Replace the  
window contact 

that is not closing

https://assets.lutron.com/a/documents/041670.pdf
https://assets.lutron.com/a/documents/041670.pdf
https://assets.lutron.com/a/documents/041670.pdf
https://assets.lutron.com/a/documents/041670.pdf
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 Symptom Flowcharts (continued)

Cannot log  
in to  

myRoom Vue

Can you log in to the 
windows server that 

runs the  
Lutron software?

Attempt to access  
the myRoom Vue 

webpage in the browser 
on the server

Restart the  
server and wait 
for it to boot up

Yes

No
Don’t have 

access

Can 
access the 
webpage

Contact  
Lutron

Contact  
Lutron

Contact  
Lutron

Check that  
the server  
is powered

Powered

Not 
Powered

Turn the server on  
and wait 10 minutes.  

Try to access the 
webpage again

Can’t access the 
webpage or  
login fails

Contact  
Lutron

Doesn’t fix the 
problem or it 

happens regularly

myRoom Vue 
is not  

updating 
values

Contact 
Lutron

Contact 
Lutron

Is this impacting 
all rooms or  

select rooms?

Have there been 
any changes 

to the network 
configuration?

Engage IT to fix 
communication 

issue

Yes

All rooms

No

Select 
rooms

Check the  
LEDs on 

the Lutron 
processor(s)

All LEDs  
are off

LEDs  
are on

Check the  
breaker for the 

Lutron processor

Breaker 
tripped

Resolve condition 
that tripped 

breaker.  
Reset breaker

Breaker  
still on

Processor and 
link are not 

powered. Fix the 
power wiring.

Confirm that the 
network equipment 

(switches and routers) 
are powered up

Fix network 
gear offline

Network 
gear 

powered 
down

Have there been 
any changes 

to the network 
configuration?

Network gear 
powered up

No

Yes

Engage IT 
to fix the 

communication 
issue
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 Troubleshooting Flowcharts

Troubleshoot 
hotel 

integration

Select 
rooms

Check that 
the server is 

powered

Contact 
Lutron

Log into hotel 
integration webpage 
and check rooms tab 
for connection status

Yes No

Power 
processor(s), wire 

to network  
and retry

Affected  
room(s) not 
connected

Processor(s) are not 
powered and / or on network

Is this 
impacting all 
rooms or just 
select rooms?

All 
rooms

Processors 
powered

Network gear 
powered up

Confirm that affected 
processor(s) are 
powered and on  

the network

Confirm that the 
network equipment 

(switches and routers) 
are powered up

Confirm with IT that port 
and endpoints are enabled 
in IT gear between server 
and affected processor(s) 

Fix network 
gear offline

Fix port 
allowance 

issues

Network gear is  
powered down Port issues found

Open Windows services  
and look for  

“Hotel-Integration-Backend” 
and  

“Hotel-Integration-Frontend”

Right click on the 
service and click 

“start” or “restart”

Powered

Services not 
running

Services won’t 
run or  

happens regularly 

Affected 
room(s) are 
connected

Turn the  
server on, wait  
10 minutes and 

try to access 
webpage again

Check the  
“Hotel Integration” 
file in the Window 
Event viewer. Are  

the expected 
messages for  
target events  
during testing 
coming from  

affected vendor(s)?

Services are 
running

Services run but 
integration still  

not working

Log into the 
Hotel Integration 

webpage and 
check the 

providers tab for 
connection status

Issue 
found

Check the  
“Hotel Integration” 
file in the Window 
Event viewer. Are 
messages going 
out to expected 

processors 
successfully?

Confirm that the 
Ethernet device in the 

Lutron software has the 
IP and port assigned 
correctly to point at 

Hotel Integration, and 
that the Ethernet device 

is assigned to  
the processors  
Ethernet link

Fix the IP 
address or link 

assignment. 
Generate and 

transfer database. 
Check other 

rooms using that 
template

NoAll 
connections 

present

Escalate issue 
to vendor to 

understand why 
the expected 

messages aren’t 
coming

Check 
integration 

programming  
(pg. 9)

Confirm that the 
Ethernet device in the 

Lutron software has the 
IP and port assigned 
correctly to point at 

Hotel Integration, and 
that the Ethernet device 

is assigned to  
the processors  
Ethernet link

Fix the IP 
address or link 

assignment. 
Generate and 

transfer database. 
Check other 

rooms using that 
template

Issue found

Yes

No port 
issues found

No 
issues 
found

Have there been 
any changes 

to the network 
configuration? 

(Hotel Integration 
has ports and 

endpoints that IT 
will need  

to confirm)

No

Yes

Engage IT to fix 
communication 

issues

Confirm with 
the provider the 

no endpoints 
or logins have 

changed

Changes 
made

Update  
endpoints  
and logins

Contact 
Lutron

Check the  
“Hotel Integration” 
file in the Window 
Event viewer. Are 
there any errors 

for target events, 
vendors, or rooms?

No errors 
seen

Are there errors 
referencing “stale 

messages”?

Errors 
seen

No

Do the errors 
seem clear on 
what might be 
involved (login 

noted, bad 
endtpoint, etc.)?

No

Are the 
differentials 
always the  

same?

Resolve the 
source of  
the error

Align the  
server timesYes

No

Yes

Extend the stale 
message time in 
Hotel Integration 

web page

No 
issues 
found

No 
changes
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 Troubleshooting Flowcharts (continued)

Check GPD 
programming

Confirm that 
shared scenes 
starting with 
“SCE:GPD” 
affect the  

correct loads

Confirm that program 
occupancy for the 

area set Future 
GPD = Occupied 

on occupied action 
and Future GPD 
= Unoccupied on 

unoccupied action

Scene is 
OK

Contact  
Lutron

Check 
integration 

programming

Contact 
Lutron

Contact 
Lutron

What type of 
messages are 

being investigated? 
DND / MUR /  

Butler / Valet out 
to vendors or 

door lock /PMS 
messages in

Check Ethernet 
device in that 
room for the 
commands 
in question. 

Compare it to  
the skeleton  

database template

Utilize activity  
logs to 

understand what 
the state of the 
variables were, 
and trace the  
conditional  
logic path.

Messages in

Messages 
out

Check shared 
scenes that start 

with SCE:INT 
contain relevant 

ETH device 
commands

No differences 
identified

Fix the 
programming, 
generate and 

transfer database

    

Scenes  
are OK

Check to see  
if all rooms have 
been transferred

Issue 
found

Attempt a generate 
and transfer to 

confirm that this 
programming is in  

the processors

Check that the GPD 
timer is longer than 
the sensor timeout. 
Sensor timeout = 

physical sensor setting 
+ individual sensor 

software add + area of 
software add. Be sure 
to check GPD timer in 
each  door command 
used OR door contact

Do a general check 
against default 
programming in 

skeleton database 
logic for same 

command

Fix 
programming, 

generate 
and transfer 

database

Time  
is OK

Future 
GPD 

setting is 
OK

No 
differences 
identified

Scene is 
not OK

Time is  
not OK

Future 
GPD 

setting is 
not OK

Differences 
identified

Path does not 
match outcome

Adjust the starting 
state and re-test

Differences 
identified

Path 
matches 
outcome

Check button 
programming on 

buttons containing 
corrct SCE:INT 
programming

Fix address/IP or 
link assignment, 

generate and 
transfer database. 
Check other rooms 
using that template

Buttons 
are OK

No 
change

Issue found Issue 
resolved
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 Troubleshooting Flowcharts (continued)

Troubleshoot 
occupancy 

sensors

Unoccupied Contact 
Lutron

Move or add 
sensors to 

get sufficient 
coverage

Is the room 
incorrectly 

occupied or 
unoccupied?

Occupied
Sensors are 
operating. 

Continue to GPD 
troubleshooting

Replace the 
original unit

Sensor 
does not 
light up

Sensor still does 
not function

Sensors are 
operating. 

Continue to GPD 
troubleshooting

Contact 
Lutron

Do the  
sensors have 
a clear line of 

site of  
the space?

Is the sensor 
currently set 
to it’s highest 
sensitivity?

Telenet into the 
processor and 

use Printsensors 
command. Are 

the sensors ever 
going occupied?

Swap “stuck” 
units with 

known 
working units

Yes Yes No

New unit 
doesn’t work

Increase the 
sensitivity of the 

sensor and re-test

No No Yes New unit works

Put the sensor in 
“test” mode and 
observe it while 
not in the room 
(record using a 

phone while you 
leave if the sensor 

can’t be seen  
from elsewhere).

Sensor lights 
up even when 
no one is in  
the room.

Put the sensor 
in a drawer and 
re-test. For the 

thermostat, cover 
the lens with 
tape, or use a 

length of QS cable 
to remove the 

thermostat from 
the wall and hide

Swap “stuck” 
units with 

known 
working units

New unit works

Replace the 
original unit

New unit does 
not work

Are there any 
sources of 

radiated energy 
near the sensor? 

(i.e., WiFi 
access points, 
microwaves or 

other non-Lutron 
RF emitters)

Are there any 
air vents near 
the sensor?

Does the surface 
that the sensor  

is mounted  
on vibrate,  

even intermittenly, 
when the HVAC 
kicks on or an 

elevator moves?

Is the sensor 
at its lowest 
sensitivity?

Decrease the 
sensitivity of the 

sensor and re-test
Sensor  

functions No No No No

Yes Yes Yes Yes

Move the 
sensor(s) or 

energy emitter(s)
Move impacted 

sensor(s) 
Move impacted 

sensor(s) 

Is there anything 
in the room that 
moves such as 
curtains when 
the HVAC is on 
or automated 

shades?

No Contact 
Lutron

Move or mask 
impacted 

sensor(s) or 
adjust automation 

program

Yes
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 Troubleshooting Flowcharts (continued)

Confirm  
button 

programming

Check that the 
shared scenes 
that start with 

SCE:KEY contain 
the expected 
output control

Scenes are 
OK

Contact  
Lutron

Attempt a 
generate and 

transfer to 
confirm that this 
programming is 

in the processors

Buttons 
are OK

No change

Issue 
found

Issue 
found

Resolved 
issue

Lutron Contact Numbers

WORLD HEADQUARTERS:
USA
Lutron Electronics Co., Inc.
7200 Suter Road
Coopersburg, PA 18036-1299
TEL: +1.610.282.3800
FAX: +1.610.282.1243

support@lutron.com

www.lutron.com/support

North & South America  
Customer Assistance
USA, Canada, Caribbean:
1.844.LUTRON1 (1.844.588.7661)
Mexico:
+1.888.235.2910
Central/South America:
+1.610.282.6701

UK AND EUROPE:
Lutron EA Limited
3rd Floor, 51 Lime Street 
London EC3M 7DQ
United Kingdom
TEL: +44.(0)20.7702.0657
FAX: +44.(0)20.7480.6899
FREEPHONE (UK): 0800.282.107
Technical Support: +44.(0)20.7680.4481

lutronlondon@lutron.com

ASIA:
Lutron GL Ltd.
390 Havelock Road
#07-04 King’s Centre
Singapore 169662
TEL: +65.6220.4666
FAX: +65.6220.4333
Technical Support: 800.120.4491

lutronsea@lutron.com

Asia Technical Hotlines
Northern China: 10.800.712.1536
Southern China: 10.800.120.1536
Hong Kong: 800.901.849
Indonesia: 001.803.011.3994
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Other Countries: +65.6220.4666
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