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PLEASE NOTE:
Admin rights are necessary to perform the WindowExpress troubleshooting functions.
If user does not have admin rights, the customer’s IT personnel should be contacted to follow

the troubleshooting guide

An Autoloader error message will tell the user to check the Autoloader Log file.

Once the autoloader log is opened, the following cryptography error will be at the bottom of the log file:

] autoloader - Notepad

Gle Edit Format View
3/22/2018 11:23:26 AM] Versioning information initialized: enabled=False server(v:3837.12.0.8 cv:3037.5.0.8) local(v:3034.12.0.8 cv:3034.4.0.8) mapping(AutoloaderServices=6,
AM] Data caching is not enabled because it is turned off in the config. (AutoloaderLib.loadDataCacheOptions)
AM] Failed to get installed localizations list: The Microsoft Jet database engine cannot find the input table or guery ’Localizations’.
AM] Updates available, starting Autoloader (AutoloaderManager.CheckForUpdates)
aM] Versioning information initialized: enabled-False server(v:3837.12.0.8 cv:3037.5.8.8) local(v:3034.12.0.8 cv:3034.4.8.8) mapping(AutoloaderServices=6,
AM] Autoloader.
MM] Exception has occurred: Access is denied.
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3/22/2018
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Help

1scorlib

System.Security.Cryptography

System. Security.Cryptography.
System.Security.Cryptography.
System.Security.Cryptography.
System.Security.Cryptography.
ASI.Autoloaderlib.Asymmetric
AST.AutoloaderLib.Asymmetric
ASI.AutoloaderLib.Asymmetric

exe is launched programatically. (Autoloader.Main)

.CryptographicException. ThrowCryptogaphicException(Int32 hr)

Utils._CreateCSP(CspParameters param, Boolean randomKeyContainer, SafeProvHandle& hProv)
Utils.CreateProvtandle(CspParameters parameters, Boolean randemKeyContainer)
RSACryptoServiceProvider.get_PersistKeyInCsp()

RSACryptoServiceProvider. set_PersistKeyInCsp(Boolean value)

GetRSAProvider()

GeneratellewKeyset (String& publicKeyXML, String& privateKeyXML

GeneratellewKeyset (PublicKey& publicKey, PrivateKey& privateKey)

ASI.Autoloaderlib.AsymmetricKeyContainer. .ctor(Int32 KeySize)

AST.AutoloaderLib.AutoloaderliebDataAccess. AuthenticateUserSimple2 (String username, String password, Guidg userID, String& sessionID, String AuthenticationKey, DateTime&
ASI.AutoloaderLib.DataAccessManager. AuthenticatelserSimple(String username, String password, Guidd userID, Stringé sessionID, String AuthenticationKey, DateTimes passwor

iystem. Exception

3/22/2018 11:23:44 AM] =

at ASI.Autoloaderlib.DataAccessManager.AuthenticateUserSimple(String username, String password, Guid& userID, Stringd sessionID, String AuthenticationKey, DateTime& passwor
at Autoloaderlogin.login.Dologin()

at AutoloaderLogin.Login.LoginHelper()

at AutoloaderLogin.Login.Initiatelogin()

at ASI.Autoloader.Autoloader.Dologin(String args)

at ASI.Autoloader.Autoloader.Main(String[] args) (Autoloader.Main)

START Failure Summary ------------=

---FAILURE AT [3/22/2018 11:23:38 AM] Exception has occurred: Access is denied.

1scorlib

System.Security.Cryptography.
System.Security.Cryptography.
System.Security.Cryptography.
System.Security.Cryptography.
System.Security.Cryptography.
ASI.AutoloaderlLib.Asymmetric.

CryptographicException. ThrowCryptogaphicException(Int32 hr)
Utils._CreateCSP(CspParameters param, Boolean randomKeyContainer, SafeProvHandle& hProv)
Utils.CreateProvHandle(CspParameters parameters, Boolean randomKeyContainer)
RSACryptoServiceProvider. get_PersistKeyInCsp()

RSACryptoServiceProvider. set_PersistkeyInCsp(Boolean value)

GetRSAProvider()
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Make sure it exist

When there is a cryptography error, the following steps should be executed:

1. Navigate to C:/ProgramData/Microsoft/Crypto/RSA

*** |f the ProgramData folder is not visible in the C: drive, proceed with the following steps first ***

- . . .
Navigate to the C: drive a . BRI | Dk (C)
= Click on the View tab “ Home  Share  View  Manage
u Se|eCt Hidden |temS [T Preview pane Large icons 1 » [ ttem check boxes
<&l Medium icons :| Small icons v [V File name extensions
. . Navigation [TH Details pa B Sort
= Select File Name Extensions Banis Hails pane List == Details e [ Hidden items
Panes Layout urrent view v/hide
= ; From OLD Hard Drive 3/23/2017 5:03 PM F
‘ Downloads 2 e o
Games 6:26 P
| Documents Intel 12 0 F
& Pictures Perflogs 7 A F
Documents Program Files 4/2 AM E
J’ Music Program Files (x86) 5 2 AM  Filefolde
81 Videos ProgramData 23/2 . A folde
; < SoftPlan14 A f
WindowExpressParz
Users A File folder
& OneDrive Windows A Filef

Windows.old

3 This PC
w USB Drive (E:)

@ Network
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2. Change the folder name from MachineKeys to MachineKeys-Backup

I . ¢ Computer » Windows?_05(C:) » ProgramData » Microsoft » Crypto » RSA »

View Tools Help
£ = Open Include in library = Share with = Mew folder
Jrites Narne Date modified Type
4. MachineKeys 7/22/2018 8:15 PM File folder
aries ) 5-1-5-18 12/27/2017 2:25 PM  File folder

= Right click on the MachineKeys folder and select Rename

= Change the folder name to MachineKeys-Backup

¥ Computer » Windows?_05 (C:) » ProgramData » Microsoft » Crypto » RS54 »
C—-——————__s— —eeeee--————

s Tools  Help
7 Open Include in library « Share with = Mew folder
Mame } Date modified Type
a8 | MachineKeys-Backup 1/22/2018 8:15 PM File folder
) 5-1-5-18 12/727/2017 2:25 PM  File folder

3. Navigate to C:\Users\<Your Username>\AppData\Roaming\Microsoft\Crypto\RSA

¢ Computer » Windows7_05(C) » ProgramData » Microsoft » Crypto »
_- e O —_——e——r-—-ee—

aw  Tools  Help
7 Open Include in library = Share with - Mew folder
MName . Date modified Type
, D55 7/13/200911:20 PM  File folder
| Keys 12/27/2017 233 PM  File folder
| . RSA 11/3/2017 10:23 AM  File folder

= Right click on the RSA folder and select Rename

=  Change the folder name to RSA-Backup

¥ Computer » Windows/_05(C:) » ProgramData » Microsoft » Crypto »

ew Tools Help

Include in library = Share with =

= Open
MName

y D55
| Keys

[R5 Eaod ]

Mew folder
Date modified

7/13/200911:20 PM
122772017 2:33 PM
11/3/2017 10:23 AM
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File folder
File folder
File folder




4. Right click on the WindowExpress icon on the desktop and select Run as Administrator

Treubleshoot compatibility
Open file location
@' Run as administrator
Scan for Viruses..,
Unpin from Taskbar
Pin to Start Menu

Restore previous versions
Send to 3

Cut
Copy
Create shortcut

Delete

Rename

Properties

5. Enter User Admin login information

6. Log into WindowExpress & download the latest updates

Forgot your password?
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