Product Information Needed
Serial Number: 763628
Product: Hyperdeck

Information Required for Return Shipment
Contact Name: Alana Sherman	
Company Name: MBARI
Street Address: 7700 Sandholdt Rd	
Town/City: Moss Landing
State: CA
Zip Code: 95039
Country: USA
Email: alana@mbari.org
Phone: 831-775-1780
Tax ID (for Customs purposes, non-US customers):NA

Description of problem: 
Here is basically what I see when I record over a period of time longer than one drive can hold:
1. the deck never auto switches when the drive is full
2. the drive appears to still be recording (red LED around the drive- even when it is full) and record light on
3. the stop LED never indicates we are near the end of the drive's available memory
4. the counter in the upper right hand corner of the display screen will either freeze when the disk is full or it seems to be decrementing about 5- 10 times slower than real time. So every 5- 10 seconds it indicates one second has passed.

I am using the recommended Kingston HyperX drives (480GB). They were formatted according to the procedure in the manual. I did not re-format them before recording over video on a drive, but I would not think that was necessary.


Hardware is installed in a Mac or PC:
PC

Physical specs of computer system (example: Dual Xeon 3.4Ghz, 4Gb RAM, external RAID 0 Array): Virtual Machine on MAC

What Operating System and version number (Example: OSX 10.9, Windows 8.1): Windows 7

Detail of the problem (good example: DeckLink Card installed in slot 4 of Mac Pro, no SDI input from Panasonic BT-LH2170PJ. Card will not capture1080i 59.94. I use Premiere Pro CC) (Bad Example: Card does not capture): See description of problem, this includes details.

What version of Blackmagic driver installed (Examples: Desktop Video 9.9.2, ATEM 4.2): I am using Hyperdeck Studion version 4.1 software. I can't figure out how to determine the firmware version on the hyperdeck but my coworker said they just updated it.

What troubleshooting steps were made to help determine the problem (example: Client tried multiple SDI sources and re-installed Blackmagic Design drivers. Was determined hardware does not take SDI input): reformatted drives (Kingston HyperX SSD) and repeated test with same issues.

Has the hardware been tested with a different computer, power source, and/or cables? (This helps to narrow down if the problem follows the hardware.): Same cables, the power source has always been the provided AC adapter, the problem is not related to any software running on a computer (as far as I can tell).
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