Windows 95 Customer Information





Background:





Although this has NOT been a significant call generator on our support


  lines, there have been some isolated reports of customers


experiencing an   error message during setup of our floppy disk


Windows 95 upgrade saying   that setup cannot read the cab file on


disk two. Because we think we   understand the cause of these reports


now we are publishing what we know.   Customers will be able to find


this information along with any subsequent   updates to it shortly in


the Microsoft KnowledgeBase which is located on   MSN or on


Microsoft's Web site (www.microsoft.com).





The Symptom:





When the floppy setup gets to Disk 2 it can halt with a message  


indicating a bad disk two. The user will be required to exit setup at 


 that time. Since it is early in the process there should be no effect


on   the customer's ability to run their previous configuration.





The Cause:





We have tracked down a handful of disk sets nationwide from customers 


 that have reported this problem. In every case the second disk turned


out   to have been corrupted by a virus on the customer's machine that


had   infected the second disk during install. To be clear the virus


was on the   customer's machine prior to installation of Windows 95


and not caused by   the Windows 95 disks. This generally happens on


disk two because this is   the disk where customer registration


information is stored during install   so setup writes to this disk.


The virus, which installs itself undetected   on a typical floppy


disk, is exposed because of the unique high density   format used for


Windows 95 distribution diskettes.





How can a customer prevent this:





There are two things a customer can do that should prevent this


problem.   First, since there are several viruses that might cause


this problem, the   best thing to do to eliminate the problem for good


is to run an   anti-virus program and scan the machine for viruses


before upgrading.   This is recommended right on the disk labels in


fact. The second thing is   to flip up the tab in the upper left


corner of the diskettes as you look   at the back of them thereby


physically write-protecting them. This will   trigger a warning during


setup that Windows 95 could not store the user's   registration


information, but setup should complete with no problem. This  


solution is only a workaround since it will not eliminate a virus that


  might be present on the machine.





What should a customer do if this happens:





Once the virus has infected the diskette, it is bad. The customer can 


 call 800/207-7766 to receive a new disk one and two. Product


Support   will also be able to handle this problem.  





