
 
 

 
lockbox Troubleshooting Guide v4.5 Page 1 of 9 June 2010 

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

 

                                                                                                                                                                                                                                                                                                                                                                                                                                              

 

lockbox  

Troubleshooting Guide 

Version 4.6 

July 2010 
 

 

  



 
 

 

 
lockbox Quick Start Guide v4.6 Page 2 of 9 July 2010 

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

 

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@lock-box.net. 

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

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

)Æ ÙÏÕȭÒÅ ÏÎ Á 0#ȡ 

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 

 

mailto:support@lock-box.net
http://www.java.com/en/download/installed.jsp
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Next, clean up your temporary Internet files from your computer. 

¦ƴŘŜǊ ²ƛƴŘƻǿǎ ·tΣ ŘŜƭŜǘŜ ¢ŜƳǇƻǊŀǊȅ LƴǘŜǊƴŜǘ CƛƭŜǎ ōȅ ǎŜƭŜŎǘƛƴƎ άtǊƻƎǊŀƳǎ κ !ŎŎŜǎǎƻǊƛŜǎ κ {ȅǎǘŜƳ 
¢ƻƻƭǎέ ŦǊƻƳ ǘƘŜ {ǘŀǊǘ aŜƴǳ ŀƴŘ ǘƘŜƴ ǎŜƭŜŎǘ ά5ƛǎƪ /ƭŜŀƴǳǇέΦ 

 

)Æ ÙÏÕȭÒÅ ÏÎ a Mac: 

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 

ǎŎǊŜŜƴΣ ǘƘŜƴ ǎŜƭŜŎǘ ά!ōƻǳǘ ¢Ƙƛǎ aŀŎέ. You will see a window similar to the one below, which 

contains your operating system (OS) version number. 

 

!ǎǎǳƳƛƴƎ ȅƻǳǊ h{ ǾŜǊǎƛƻƴ ƛǎ ҔмлΦрΣ ȅƻǳ Ŏŀƴ Ǌǳƴ ά{ƻŦǘǿŀǊŜ ¦ǇŘŀǘŜέ ŜƛǘƘŜǊ ŦǊƻƳ ǘƘŜ ά!ōƻǳǘ ¢Ƙƛǎ aŀŎέ 

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 

²ƘŜƴ ȅƻǳ ŎƭƛŎƪ ƻƴ ά[ŀǳƴŎƘ [ƻŎƪōƻȄέΣ Ƴƻǎǘ ōǊƻǿǎŜǊǎ ǿƛƭƭ ŀǳǘƻƳŀǘƛŎŀƭƭȅ ƭƻŀŘ ǘƘŜ ΦWb[t ŦƛƭŜ ǘƘŀǘ Ǌǳƴǎ 

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. 

¢ƻ ǊŜŎǘƛŦȅ ǘƘƛǎΣ ƴŀǾƛƎŀǘŜ ǘƻ ǘƘŜ ŘƻǿƴƭƻŀŘŜŘ ƭƻŎƪōƻȄ ŦƛƭŜ ǿƘƛŎƘ Ƙŀǎ ŀ ΦWb[t ŜȄǘŜƴǎƛƻƴ όƛǘΩǎ Ƴƻǎǘ ƭƛƪŜƭȅ 

ƛƴ ǘƘŜ ά5ƻǿƴƭƻŀŘǎέ ŘƛǊŜŎǘƻǊȅ ƻƴ ȅƻǳǊ ŎƻƳǇǳǘŜǊύ ŀƴŘ ŘƻǳōƭŜ-click on it to launch. 
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STEP 3: Further troubleshooting 

If neither of the steps above resolves your issue, please contact us for further assistance. Since 

ƭƻŎƪōƻȄ Ǌǳƴǎ ǳǎƛƴƎ WŀǾŀΣ ǿŜΩƭƭ ƴŜŜŘ ŀ ŎƻǇȅ ƻŦ ǘƘŜ WŀǾŀ ŎƻƴǎƻƭŜ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ǿƘŀǘΩǎ ƘŀǇǇŜƴƛƴƎ ŀƴŘ 

fix any problems. To enable the Java console, follow the steps below. 

)Æ ÙÏÕȭÒÅ ÏÎ Á 0#ȡ 

STEP 1 
To enable the Java consoleΣ ǎŜƭŜŎǘ ά{ŜǘǘƛƴƎǎ κ /ƻƴǘǊƻƭ tŀƴŜƭέ ŦǊƻƳ ǘƘŜ {ǘŀǊǘ aŜƴǳ ŀƴŘ ǘƘŜƴ ǎŜƭŜŎǘ 
άWŀǾŀέΦ 

 

STEP 2 

Click on the άAdvancedέ ǘŀō and then the ά+έ ƴŜȄǘ ǘƻ ά/ƻnsoleέΦ 9ƴǎǳǊŜ ǘƘŜ ά{Ƙƻǿ ŎƻƴǎƻƭŜέ ƻǇǘƛƻƴ ƛǎ 

selected. The Java console will now appear whenever you use Java in your web browser. 

 

STEP 3 

¸ƻǳΩƭƭ ǘƘŜƴ ƴŜŜŘ ǘƻ ǊŜǎǘŀǊǘ ǘƘŜ ƭƻŎƪōƻȄ ŀǇǇƭƛŎŀǘƛƻƴ ǘƻ ǎŜŜ ǘƘŜ ŎƻƴǎƻƭŜ ƻǳǘǇǳǘΦ tƭŜŀǎŜ ǇǊƻǾƛŘŜ ǳǎ ǿƛǘƘ 

a screenshot or copy of ǘƘƛǎ ƻǳǘǇǳǘ ǘƻ ƘŜƭǇ ŘƛŀƎƴƻǎŜ ŀƴŘ ǊŜǎƻƭǾŜ ǘƘŜ ƛǎǎǳŜǎ ȅƻǳΩǊŜ ƘŀǾƛƴƎΦ 
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)Æ ÙÏÕȭÒÅ ÏÎ Á -ÁÃȡ 

STEP 1 
¢ƻ ŜƴŀōƭŜ ǘƘŜ WŀǾŀ ŎƻƴǎƻƭŜΣ Ǝƻ ǘƻ ά!ǇǇƭƛŎŀǘƛƻƴǎ κ ¦ǘƛƭƛǘƛŜǎέ ŀƴŘ ƻǇŜƴ άWŀǾŀ tǊŜŦŜǊŜƴŎŜǎέΦ 

 

STEP 2 
{ŜƭŜŎǘ ǘƘŜ ά!ŘǾŀƴŎŜŘέ ǘŀōΣ ǘƘŜƴ ǘƘŜ ŀǊǊƻǿ ƴŜȄǘ ǘƻ άWŀǾŀ ŎƻƴǎƻƭŜέΦ 9ƴǎǳǊŜ ǘƘŜ ά{Ƙƻǿ ŎƻƴǎƻƭŜέ ƻǇǘƛƻƴ 
is selected; the Java console will now appear whenever you use Java in your web browser. 

 

STEP 3 
¸ƻǳΩƭƭ ǘƘŜƴ ƴŜŜŘ ǘƻ ǊŜǎǘŀǊǘ ǘƘŜ ƭƻŎƪōƻȄ ŀǇǇƭƛŎŀǘƛƻƴ ǘƻ ǎŜŜ ǘƘŜ ŎƻƴǎƻƭŜ ƻǳǘǇǳǘΦ tƭŜŀǎŜ ǇǊƻǾƛŘŜ ǳǎ ǿƛǘƘ 
a screenshot ƻǊ ŎƻǇȅ ƻŦ ǘƘƛǎ ƻǳǘǇǳǘ ǘƻ ƘŜƭǇ ŘƛŀƎƴƻǎŜ ŀƴŘ ǊŜǎƻƭǾŜ ǘƘŜ ƛǎǎǳŜǎ ȅƻǳΩǊŜ ƘŀǾƛƴƎΦ 
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0ÒÏÂÌÅÍȡ ) ÃÁÎȭÔ ÌÏÇ ÉÎ ɀ can you help? 
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 

ǘƘŜ ƻƴŜ ȅƻǳ ǳǎŜ ǘƻ ǎŜŎǳǊŜ ǘƘŜ ƭƻŎƪōƻȄ ƛǘǎŜƭŦΦύ wŜǾƛŜǿ ǘƘŜ ŀǇǇǊƻǇǊƛŀǘŜ ǎŜŎǘƛƻƴ ōŜƭƻǿΣ ōŀǎŜŘ ƻƴ ǿƘŀǘΩǎ 

causing your issue. 

Forgotten website password 

LŦ ȅƻǳΩǾŜ ŦƻǊƎƻǘǘŜƴ ȅƻǳǊ ǿŜōǎƛǘŜ ǇŀǎǎǿƻǊŘΣ ǎƛƳǇƭȅ Ŏŀƭƭ ƭƻŎƪōƻȄ ŀƴŘ ǿŜΩƭƭ ǊŜǎŜǘ ƛǘ ŦƻǊ ȅƻǳΦ 

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 login screen for ƭƻŎƪōƻȄ ŀƴŘ ǎŜƭŜŎǘ ǘƘŜ άLƎƴƻǊŜ [ƻŎŀƭ /ǊŜŘŜƴǘƛŀƭǎέ ōǳǘǘƻƴΦ 
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STEP 2 

You will see the menu shown below. 

 

LŦ ȅƻǳ ƘŀǾŜ ǎǘƻǊŜŘ όōŀŎƪŜŘ ǳǇύ ȅƻǳǊ ŎǊŜŘŜƴǘƛŀƭǎ ŜƭǎŜǿƘŜǊŜ ȅƻǳ Ŏŀƴ ǳǎŜ ǘƘŜƳΤ ƭƛƪŜǿƛǎŜ ƛŦ ȅƻǳΩǾŜ 

escrowed them (from the registration step or subsequently), you can use the escrowed ones. 

LŦ ȅƻǳΩǊŜ ǿƻǊƪƛƴƎ ƻƴ ȅƻǳǊ ǇŜǊǎƻƴŀƭ ŎƻƳǇǳǘŜǊΣ ŜƛǘƘŜǊ ǘƘŜ ŦƛǊǎǘ ƻǊ ǘƘƛǊŘ ƻǇǘƛƻƴ ƛǎ ǊŜŎƻƳƳŜƴŘŜŘΤ ǎŜƭŜŎǘ 

ǘƘŜ ǎŜŎƻƴŘ ƻǊ ŦƻǳǊǘƘ ƻǇǘƛƻƴ ƛŦ ȅƻǳ ŀǊŜ ǿƻǊƪƛƴƎ ƻƴ ŀ ǇǳōƭƛŎ ŎƻƳǇǳǘŜǊ όŀǎ ƛǘΩǎ ƴƻǘ ǿƛǎŜ ǘƻ ōŀŎƪ ǳǇ ȅƻǳǊ 

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 

LŦ ȅƻǳΩǾŜ ŦƻǊƎƻǘǘŜƴ ȅƻǳǊ ŎǊŜŘŜƴǘƛŀƭ ǇŀǎǎǿƻǊŘ ǘƘŜǊŜ ŀǊŜ ǾŜǊȅ Ŧew options: 

LŦ ȅƻǳ ŘƻƴΩǘ ƘŀǾŜ ŀ ōŀŎƪǳǇ ƻǊ ŜǎŎǊƻǿ ƻŦ ȅƻǳǊ ŎǊŜŘŜƴǘƛŀƭǎ ŀƴȅǿƘŜǊŜ ŀƴŘκƻǊ ȅƻǳ ŘƻƴΩǘ ǊŜƳŜƳōŜǊ ǘƘŜ 

passwords to any of them, ȅƻǳΩƭƭ ƴŜŜŘ ǘƻ Ŏŀƭƭ ǳǎ ǘƻ ƘŀǾŜ ǘƘŜƳ ŘŜƭŜǘŜŘΦ ¸ƻǳ Ŏŀƴ ǘƘŜƴ ŎǊŜŀǘŜ ŀ ƴŜǿ ǎŜǘ 

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 ς your 

data is only accessible by you. 
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Problemȡ Ȱ)ÎÔÅÒÎÅÔ %ØÐÌÏÒÅÒ ÃÁÎÎÏÔ ÄÏ×ÎÌÏÁÄ ÆÉÌÅ ȢÊÎÌÐ ȣȱ 

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 άSecurityέ 

section and de-select the option "Do not save encrypted pages to disk". Click "Apply" and then click 

"OK". 

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. 

http://www.lock-box.net./
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0ÒÏÂÌÅÍȡ Ȱ&ÉÌÅ ȰØØȱ ÉÓ Á ×ÉÎÄÏ×Ó ÓÈÏÒÔÃÕÔȢȱ 
Windows has a capability called άǎƘƻǊǘŎǳǘǎέΣ which are small files that point to other files. Shortcuts 

are like street signs that tell you where to find the museum and the zoo: they tell the operating 

system where to ŦƛƴŘ ǘƘŜ ŀŎǘǳŀƭ ŦƛƭŜΦ ¸ƻǳΩǾŜ ǇǊƻōŀōƭȅ Ǝƻǘ ǉǳƛǘŜ ŀ ŦŜǿ ǎƘƻǊǘŎǳǘǎ ƻƴ ȅƻǳǊ ŘŜǎƪǘƻǇ ǘƻ 

various files and applications. 

Unfortunately, yƻǳ ŎŀƴΩǘ ǳǇƭƻŀŘ ŀ ǎƘƻǊǘŎǳǘ ǘƻ ƭƻŎƪōƻȄΦ ²Ŝ ŎŀƴΩǘ use the shortcut to find the real file, 

ǎƻ ǿŜ ƭŜǘ ȅƻǳ ƪƴƻǿ ǘƘŀǘ ǘƘŜ ŦƛƭŜ ƛǎ ŀ ǎƘƻǊǘŎǳǘ ŀƴŘ ǿŜ ŎŀƴΩǘ ǳǇƭƻŀŘ it. This message will appear if you 

try to upload a shortcut. 

 

The quick solution to this problem is to right-click on the shortcut, and select άPropŜǊǘƛŜǎέΦ 

 

This brings up the Properties dialog box. CƭƛŎƪ ƻƴ άCƛƴŘ ¢ŀǊƎŜǘέ ς this will bring up a window with the 

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

 

 


