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Troubleshooting "(S)FTP Backup - UploadingTroubleshooting "(S)FTP Backup - Uploading
Failed" errorFailed" error
An Uploading Failed error may occur when configuring S/FTP backups on the Setup > Others >Setup > Others >
Database BackupsDatabase Backups page in WHMCS version 7.3 and above.

To resolve this error:

• Tick the FTP Passive Mode checkbox
• Click Test Connection

WHMCS should now be able to connect to your server and the Save & Activate button will
become active for you to click.

Should the problem persist:

• Untick the FTP Passive Mode checkbox
• Tick the Use Secure FTP/SFTP checkbox
• Click Test Connection

WHMCS should now be able to connect to your server and the Save & Activate button will
become active for you to click.
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Troubleshooting a 404 error after updatingTroubleshooting a 404 error after updating
After updating to version 7.3 you may encounter a 404 "Page Not Found" type error message
when accessing certain pages in the WHMCS admin area.

To resolve this error, follow these steps:

1. Navigate to Setup > General SettingsSetup > General Settings

2. Scroll down to the Friendly URLs setting

3. Click the Reset arrows icon

3. You should now see a success message similar to this:
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The problem should now be resolved.
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Troubleshooting a blank admin dashboardTroubleshooting a blank admin dashboard
after updateafter update
If none of the admin dashboard widgets are loading following an upgrade to version 7.3, the
problem most likely lies in the table collation values. To confirm this:

Confirming the IssueConfirming the Issue
1. Navigate to Setup > General Settings > Other tabSetup > General Settings > Other tab
2. Enable the SQL Debug option
3. Return to the admin dashboard to reproduce the problem
4. Now navigate to Utilities > Logs > Activity LogUtilities > Logs > Activity Log
5. Make a note of any MySQL errors, such as:

Smarty Error: SQLSTATE[HY000]: General error: 1267 Illegal mix of collations
(latin1_general_ci,IMPLICIT) and (latin1_swedish_ci,IMPLICIT) for operation '=' (SQL:
select count(tblorders.id) as aggregate from tblordersinner
join tblorderstatuses on tblorders.status = tblorderstatuses.
title where tblorderstatuses.showpending = 1)

or

Smarty Error: SQLSTATE[HY000]: General error: 1267 Illegal mix of collations
(utf8_general_ci,IMPLICIT) and (utf8_unicode_ci,IMPLICIT) for operation '=' (SQL:
select count(tblorders.id) as aggregate from tblordersinner
join tblorderstatuses on tblorders.status = tblorderstatuses.
title where tblorderstatuses.showpending = 1)

Resolving the IssueResolving the Issue
To resolve the error, it is necessary to edit the MySQL database structure to make sure that
both the tables have the same collation setting.

NOTE: Before making changes to the database, always backup firstNOTE: Before making changes to the database, always backup first

In the first example, the collation settings are different:

• tblorders = latin1_general_ci
• tblorderstatuses = latin1_swedish_ci

To resolve the first error, the values need to be the same. The following command can be run
against the database to resolve the error in the first scenario:

ALTER TABLE tblorderstatuses CONVERT TO CHARACTER SET latin1 COLLATE latin1_general_ci;
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In the second example, the collation settings are different:

• tblorders = utf8_general_ci
• tblorderstatuses = utf8_unicode_ci

To resolve the second error, the values need to be the same. The following command can be
run against the database to resolve the error in the second scenario:

ALTER TABLE tblorders CONVERT TO CHARACTER SET utf8 COLLATE utf8_unicode_ci;

Issue PersistsIssue Persists
If the error persists, or you are not comfortable making these changes to your WHMCS
database, please create a support ticket with technical support.
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Unable to access Sign-In Integrations pageUnable to access Sign-In Integrations page
After applying the 7.3 update, you are unable to access the new Setup > Sign-In IntegrationsSetup > Sign-In Integrations
page in the admin area. Symptoms are being blocked by the admin password prompt, or upon
accessing the page all configuration actions fail with the error:

System Error: please refresh the page and try again

Potential CausesPotential Causes
Potential causes of this problem are:

• Outdated local browser cache
• Outdated admin area templates
• Using a non-recommended Friendly URIs setting

Please run through the troubleshooting steps in the following order:

Outdated local browser cacheOutdated local browser cache
Begin by clearing your browser cache:

• Chrome: https://support.google.com/accounts/answer/32050
• Firefox: https://support.mozilla.org/en-US/kb/how-clear-firefox-cache
• Edge: https://support.microsoft.com/en-us/help/10607/microsoft-edge-view-delete-

browser-history
• Safari: https://support.apple.com/en-us/HT204098

Once cleared, perform a hard-refresh of the WHMCS admin area (by pressing Ctrl + F5) in your
browser.

Outdated admin area templatesOutdated admin area templates
If the admin area template files in your installation are out-dated, this could cause problems
loading the new page.

1. Click the My Account link in the top-left corner of the page
2. From the Template dropdown, select BlendBlend
3. Click Save Changes
4. Try accessing the page again

If the issue persists, upload a fresh copy of the /admin/templates directory, which can be
downloaded from https://downloads.whmcs.com then repeating the above steps again.

NoteNote: If you have a custom admin directory, be sure to upload the files to the custom location
instead.
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Misconfigured Friendly URIsMisconfigured Friendly URIs
If the Friendly URIs setting is misconfigured, it could cause this page in the admin area to be
inaccessible.

You can confirm the issue by navigating to the Help > Licence InformationHelp > Licence Information page. If the page
does not load either or you encounter a 404 error. This confirms the problem. To resolve it:

1. Navigate to Setup > General Settings > General tabSetup > General Settings > General tab
2. Scroll down to the Friendly URIs setting
3. Click the Reset button to restore the system-detected setting
4. Try accessing the page again

Should the problem persist after following all three of these steps, please create a support
ticket with technical support.
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Troubleshooting an Ioncube error afterTroubleshooting an Ioncube error after
updatingupdating
After applying the 7.3 update, you may encountering the following Ioncube error:

Fatal error: The file /path/to/whmcs/index.php was encoded by the ionCube Encoder for
PHP 5.6 and cannot run under PHP 7.1. Please ask the provider of the script to provide
a version encoded with the ionCube Encoder for PHP 7.1. in Unknown on line 0

CauseCause
This error message means that your server is currently running a PHP 7.1 environment with the
corresponding Ioncube v10 loaders.

At the time of writing, WHMCS is compatible with PHP 5.6 and 7.0. It is not compatible with PHPnot compatible with PHP
7.17.1

This error is occurring as a result of attempting to run WHMCS in an unsupported environment.

ResolutionResolution
To resolve this error, you must switch your hosting environment to PHP 7.0 so as to meet the
system requirements.

It may be necessary to contact your server admin/hosting provider to make this change.

If your provider offers a cPanel MultiPHP environment, follow these steps to quickly resolve the
error:

1. Login to cPanel

2. Click the MultiPHP ManagerMultiPHP Manager icon

3. Select the domain upon which your WHMCS installation resides from the list:
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4. Use the PHP Version dropdown menu to select the PHP 7.0 configuration, denoted by ea-
php70

5. Click Apply

Visit your WHMCS installation and the error should now be resolved.
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Troubleshooting the update failing at theTroubleshooting the update failing at the
removeArchivingOnlyMarketConnectAddonremoveArchivingOnlyMarketConnectAddon
stagestage
When applying the 7.3.0 update, the process may fail at the following stage:

INFO: Performing Update Action: removeArchivingOnlyMarketConnectAddon

The issue arises when the SpamExperts Email Archiving Only addon is enabled in
MarketConnect.

A hotfix has been created which will resolve this error. It can be downloaded from:

https://whmcs.community/topic/276953-core-11699-error-when-running-
removearchivingonlymarketconnectaddon-on-73-update/

Once the hotfix has been applied, complete the update process by visiting the /install/
install.php file in your browser.
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Troubleshooting admin dashboard widgets notTroubleshooting admin dashboard widgets not
refreshingrefreshing
After applying the 7.3 update, the admin dashboard widgets may be displaying the latest data
and the widgets remain greyed out after clicking the refresh icon.

This affects the V4V4 admin area template.

To resolve the issue, please follow these steps:

1. From any WHMCS admin area page, click the My Account link in the top-left corner
2. Use the Template dropdown menu and select the BlendBlend option
3. Click Save Changes

The dashboard widgets will now update and refresh correctly.
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