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Troubleshooting

We welcome your feedback and suggestions and if you need to contact us, please feel free to call us
on 1300 LOCKBOX (1300 562 526), (or +61 3 8611 3910 if outside Australia) during business hours.

You can also email us on support@Ilock-box.net.

Problem: What do | do if lockbox is not launching?

STEP 1: Check your OS and Java versions, and clean up temporary files

y £ UT O8O0A 11 A o0o#4q

You will need to have a minimum of Java version 5 or later enabled on your PC to run lockbox. Use

the following URL to check your Java version and update and/or install if you need to:

http://www.java.com/en/download/installed.jsp

JavainAction  Downloads  Help Center

EPrintable Version

How do | test whether Java is working on my

» nstalling Java 9
computer?
» Using Java
» FAQ: General Guestions
» FAQ: Mobile Java This article applies 1o
» Support Options « Platform(s): Salaris SPARC | Solaris 86 , RedHatLinux, SUSE Linux , Wincows 28,
Wincows ME , Windows 2000 , Windows }P | Vista, Windows 2003 | Winoows 2008 Server

Jos

Internet Explarer 5.5, Intermet Explarer 6., Intemet Explarer 7 x, Netscape 4.7x

.
Type keywordsferrar code . Netscape 6.2x, Metscape 7, Mozila 1.4+, Firsfox
+ Java versionjs): 1 42_ac, 150, 80

« e é@ Your Java is working
= e Java Java update available

<= installation

Java and setup

Your Java configuration is as follows

[ Get Help Now! \

Vendor: Sun Microsystems Inc.
Wersion: Java 6 Update 15
Operaling System: Windows XP 5.1
Architecture: x86

Ifyour applet is not displaying properly, please check these additional configurations
1. Enable Java through your Wb browser
2. Enable Java through the “Jawa Plug-in Cantral Panel”
3. Clearing your Web Browser Cache

Ifyouane unable to perform any of the steps above due to an emor, please rinstall Java. Download
and installation instructions

Sun providas third-party contact infarmation 1o help you find technical support. This contact information
may change without notice. Sun ooes not Quarantee the accuracy of this third-party contact
infarmation

The third-party prmducts discussed in this aricle are manufactured by companies independent of Sun
Sun makEs NO WarEANty, implied or othenwize, regarding the periormance or reliability of thess
products.

SelectLanguage | Java Wear | Newsietier | AbcutJaua Technology | Parner with Us | Deuslopers @Sﬁfﬂ
Privacy | Terms of Use | Trademarks | License | Disclaimer | Support P4
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Next, clean up your temporary Internet files from your computer.
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Disk Cleanup | More Dptions|

leanup to free up to 4094 912 KB of disk,
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wa applets
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in the Downloaded Program
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You will need to have a minimum of OS version 10.5 or later and a recent version of Java on your
Mac to run lockbox.

Firstly check your operating system version is >10.5. Select the Apple icon on the top left of your
AO0ONBSy: (KSy ada &iv&@vil seadawidddvdzimilattéthe one below, which
contains your operating system (OS) version number.

8.00 Abgut This Mac

N7
p~
o

Mac OS X
Version 10.6.2

(" software Update... 3

Processor 2.53 GHz Intel Core 2 Due
Memory 4 GB 1067 MHz DDR3

( More Info... )

TM and & 1983-200% Apple Inc
All Rights Reserved

ldadzYAy3 @2dzNJ h{ @OSNBA2Y Aad HBmndpx &2dz OFy NYzy o
window or directly from the Apple icon in the top left of your screen. This will ensure you have a
recent version of Java installed.

Note: if you are running MAC OS <10.5 you will not be able to run lockbox without an OS upgrade.
Please consult your supplier or IT administrator.

STEP 2: Ensure your browser is auto-starting the .JNLP file

2 KSy @2dz Ot A0l 2y a[ldzyOK [ 201 02Eés Y2ail oNRgaSH
lockbox. However, some browsers (notably Chrome) will download the file but not automatically run

it, or more recently, prompt you each time to save the file and then automatically run it.
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STEP 3: Further troubleshooting

If neither of the steps above resolves your issue, please contact us for further assistance. Since
f 201 02E NHzya
fix any problems. To enable the Java console, follow the steps below.
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STEP 1

To enable the Java consoleZ
AWl @ ¢ o

STEP 2

Click on the GAdvanceds¢

STEP 3

2d2Qf t GKSYy ySSR G2 NBaidl NI

ascreenshotorcopyof i KA a 2dzildzi (2 KSfLI RAIF3Iy2a

dzaAy3 Wk gl =

{arld then the €

A 0#dq

t SO0 af{SitluAry3

B Java Control Panel [A]=13]

Generdl | Update | Java | security | Advanced

gSQf f

| 2y i NEt

about
Wigwy version information about Java Contral Panel,

Network settings

en making Intern
in your web browser, Orly a

Network Settings. .

Temporary Interrek Fles

Files you use in Java applcations are stored in a special folder for quick execution
later. Orly advanced users should delete files o modify these settings.

Java Control Panel

Yy S E lhsoléE by & /dANS
selected. The Java console will now appear whenever you use Java in your web browser.

G4{ K26

f20102E

lockbox Quick Start Guide v4.6

Copyright © Lock Box Pty Ltd 2010. All rights reserved. http://www.lock-box.net (03) 8611 3910

Page 4 of 9

2 ¥

t ySté

o2y

0 K

a z



IOCkbOX } simply secure

Y £ UT O680A 11T A - AA(g
¢2 SylrofS (GKS WFH@lI O2yaefByYRIZLIGY ORI A ONBX S NBy

800 Java Preferences
[-General | Security  Network  Advanced |

Java Applet Plugin

Java SE 6 Ga-bit ‘Web browsers use this order 10 determine which version of
Java SE6 12-bit the Java Virtual Machine to use for applets and will load the
first compatible architecture i this list

( Restore Defaults )
Drag 1o change the preferred versian

Java Applications
JvasEs Ga-bit Java applications, Web Start applications, and command line
JavasEs e tools use this Order to Getermine the most appropriate

e of Virtual Machine to use.

P
(_ Restare Defaults )

Drag to change the preferred version

STEP 2
{StS00 GKS 4! ROIyOSRé (0PFadKSFOIKPAUNBRGKYSE{KE
is selected; the Java console will now appear whenever you use Java in your web browser.

800 Java
[General  Security _ Network — Advanced |

¥ Debugging
able

I
i

f

|

|

|

|

| ;
‘ ) Show applet lifecycle exceptions
| ¥ Java console
|

|

|

|

|

|

|

© Do not start console
¥ Shortcut Creation
© Amways allow

Abways allow if hinted

If hinted

Set Java text input method menu key combination (SetKey.. )

STEP 3 i A
2dzQft f GKSy ySSR (2 NBaidl NI
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First things first: Are you trying to log in to the website or the application? (The website password is

the one you use to first log in to the lockbox website, while the application or credential password is

GKS 2yS @2dz dzaS (G2 aSOdaNB G(GKS t20102E AiGasStToo
causing your issue.

Forgotten website password
LT 282dz2Q0S T2NH2 B@$2 NRZA2NIAXNITE R2A DS £t t20102E | yR

Credentials not present
The system will look for your credentials on the system you are on. If it is unable to find them you
will need to tell it where to find them.

STEP 1
Open the loginscreenforf 2 01 62 E FyR a8t S00 GKS aL3Iy2NB [ 20! f

& Lockbox |:| |§| g|
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password or username incorrect

username |plong@lock-boz.net

password |eese

[ login |’ Ignore Local Credentials
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STEP2
You will see the menu shown below.

& Lockbox

Unable ta find lacal copy of vour user credentials,

Flease indicate how I should find wour credentials and click next ta proceed.
() Import my credentials and stare locally for future use,
() Use credertials stared elsewhere an this caomputer,

() Impart my credentials from escrow and stare locally for fubure use..

() Use eredentials that have been escrowed previously.

cancel

L¥ @2dz KIS ai2NBR 00l O1SR dzLJ0 @2dzNJ ONBRSYGALlf a
escrowed them (from the registration step or subsequently), you can use the escrowed ones.

LT @2dz2OQNB 62Nl Ay3 2y @2dz2NJ LISNER2Y It O2VYLlzi SNE SA(
GKS &dSO2yR 2NJ F2dz2NIK 2LJiA2y AT @&2dz FNB g2NJAy3T 7
credentials locally on a computer others can access).

Note: in any of these cases you will need to know the password that you backed up or escrowed
your credentials with.

Forgotten credential password
LT @2dz2Q0S FT2NH2GGSY @2 dzNJe@bWBoRsSYy G A LI adg2NR (KS

L¥ &2dz R2y Qi KI @S | oF O dzLJ 2 NORE2QNER 2 d2 R 28/ DdzNINB NE
passwords to any ofthem, & 2 dzQf f ySSR (G2 OFff dza G2 KIFI @S GKSY F
of credentials by completing the registration process again.

Note: if you are the only user of a bizBox and you lose your credentials, neither your data nor your
credentials can be retrieved. This is due to the stringent security measures lockbox employs ¢ your
data is only accessible by you.
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As part of providing the highest possible security, lockbox login functionality is provided over SSL.

However, some early versions of Internet Explorer do not store files downloaded by SSL on your

local computer. If this happens, you may receive an error message which reads like:

"Internet Explorer cannot download file .jnlp from www.lock-box.net."
or
"Webstart cannot open ..."

You can fix this by going to the "Tools" or "Edit" menu (depending on the version of IE you are using)
selecting "Internet Options", then clicking on the "Advanced" tab. Scroll down to the 6Securityé
section and de-select the option "Do not save encrypted pages to disk". Click "Apply" and then click
llOKll'

Having this option selected breaks a large number of applications and after initially defaulting it to
on, Microsoft did change it to be off, so it is unlikely you will run into this problem. However, if your
browser is old enough, or the install of your current one is based on upgrading a problem release of
Internet Explorer the option may be set.
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Windows has a capability called & & K 2 NAviXxHziteZréakfiles that point to other files. Shortcuts

are like street signs that tell you where to find the muse

systemwheretoFAY R GKS | O dz €
various files and applications.
Unfortunately,y2 dz Ol y Qi dzLJ 2 R
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try to upload a shortcut.
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um and the zoo: they tell the operating
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The following error(s) occurred:
File "Shortcut to ron-confg.Ink’is a windows shortout.

The quick solution to this problem is to right-click on the shortcut, and select ®PropS NIi A S & ¢ @

& C:\Data\Downloads
File Edit WView Favorites Tools Help

BEE®
My

Y =y - B
h ) e -

1€ =7} l.@ p Search W= Folders |'=p [ X n

Address |@ C:\Data\Downloads v| £

Name Size | Type Date Modified )
1KB Shorteut 3/02/2009 10:58 AM N
ron-confg 43 KB File 3/02/2009 10:00 AM b
< J 2
Displays the pro :ms,

This brings up the Properties dialogbox. Cf A O] 2

real file and you can then drag this into your lockbox.

Y Ac@his WilRoring bip Bl &Eirisidwéwith the

Sheortcut to ron-confg Properties

|Genem|| Shortcut |Security|

|- Shortcut to ron-confg
bz
Target type: File

Target location: Downloads

Target:

|C:"-.Data"-.Downloads"-mn-corrfg |

Start in:

|C:"-.Data"-.DownIoads |

Shortout key: | MNone

Bun: | Mormal window v |
Comment: | |
| Find Target ... | ’ Change lcon... ] ’ Advanced... ]
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