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Broken dongles.

This FAQ (frequently asked questions) is about dongles in general, and about what to do if a dongle is broken. Please note that most dongles that are sent back to EasySIGN for replacement are in fact not broken at all. We kindly ask you to read this document carefully and apply all its information before contacting us. Replacing a dongle takes time, during which you or your customer cannot use the software.   

Do’s and don’t

First of all, your problems might be caused by these simple-to-solve mistakes:

Do
restart your computer after installing EasySIGN if you are experiencing problems.

Don’t
install a USB dongle before installing the software.
Install the software first, then restart your computer, then install a USB dongle.

If Windows keeps on asking for the driver after you’ve installed the software, read the ‘Manual driver installation’ section in this document.

Don’t
use switchboxes, extension cables, or other dongles on the same port as the EasySIGN dongle unless absolutely necessary.  

Manual driver installation

A dongle with a missing device driver can be identified by a yellow question mark in the Windows device manager.

The Windows device manager can be opened as follows:

 - Windows XP: 
Start, Control Panel, Device Manager.
 - Windows Vista: 
Start, Settings, Control Panel, Computer Management, Device Manager
Once the ‘yellow question mark device’ has been removed from the Device Manager and the computer, always in this order, start over again with installing the software.
You might end up in an endless loop:
Windows just keeps on asking for the driver, even after installing the software first. 
Follow these steps to solve this problem:

1. Remove the dongle from its USB-port.

2. Start the Windows Command prompt:

Windows 2000, XP:

Click Start, Run…

Type   CMD   <ENTER>

Windows Vista:

Click on the Windows icon in the lower left corner of your screen.
Type  CMD    <ENTER> in the search box.
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You should be seeing this (or a similar) Window:
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3. Navigate to the driver folder:

Type the following commands in the command prompt:

C: 


<ENTER>

CD  \


<ENTER>

CD  “Program Files” 
<ENTER>
(Might be different in another OS language)
CD  EasySIGN

<ENTER>
(Type CD MASONART for MasonART)
CD  V05

<ENTER>
(Type CD V04 for EasySIGN V04)

CD  HASP

<ENTER>
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>CD "Progran Files"
Progran Files>CD EasySIGN

Progran Files\EasySIGN>CD UB5
Progran Files\EasySIGN\UB5CD HASP
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4. Install the HASP4 driver:

Type:

HINSTALL –i

<ENTER>

You should be seeing these Windows:
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5. Connect the dongle 
6. In case Manual installation failed

Manual installation of the driver might fail on Windows Vista. This is caused by new Windows security policies. If you encounter this problem, please follow the steps below:

6.1 Download driver with GUI-based setup.

Please download the file called    HASP4_driver_setup.zip   from   http://www.aladdin.com/support/hasp/hasp4/enduser.aspx   to your desktop.

6.2 Unzip and run the installer.

Unzip the contents (HDD32.EXE) to the desktop.

Execute the HDD32.EXE file.

A wizard will guide you through the installation process.

6.2.1 ‘Run as Administrator’ .

If you get an error after starting the HDD32.EXE file, please right click on this file.

Choose 'Run as administrator' from the menu:
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You don't have to enter the credentials.

A wizard will guide you through the installation process.

Driver installation problems.

Under certain circumstances, the HASP driver installation procedure causes a Blue Screen (BSOD) in Windows.

Please try the following to solve this problem:

· Boot Windows in safe mode and repeat the EasySIGN setup.

· Is your CPU perhaps an AMD?
If so, please switch off DEP for the following services:

 HINSTALL.EXE
 HASPDINST.EXE

You can find DEP in  “Computer icon on desktop, Properties, Advanced, Performance, Settings, DEP”.
More information about DEP in Windows can be found here: http://support.microsoft.com/kb/875352 .
Operating system compatibility.

It might be that your version of EasySIGN is not compatible with a new operating system like Windows Vista, XP or 2000. Since the HASP dongle driver might also have problems, the software will report such a problem as a dongle error, but repairing the dongle or upgrading the HASP driver will not fix this of course. 

Please check the following table before upgrading the Windows version on an existing computer or buying a new one. Most computers are supplied with the latest operating system, and cannot be downgraded. A general recommendation: we do not advise using any version of Windows 98, 98SE, or ME in a production environment. To our experience, these platforms are for home use only. Please use Windows 2000, XP or Vista, especially if you are using the software for Large Format printing.

	
	Windows 3.11
	Windows
95/98

98SE/ME
	Windows
NT4
	Windows
2000
	Windows

XP (1)
	Windows
XP x64
	Windows

Vista
	Windows

Vista 64

	EasySIGN V7 or older
	
	
	
	
	
	
	
	

	EasySIGN V8
	
	
	
	
	
	
	
	

	EasySIGN V9
	
	
	
	
	
	
	
	

	EasySIGN32 V2
	
	
	
	
	
	
	
	

	EasySIGN32 V3
	
	
	
	
	
	
	
	

	EasySIGN32 V4
	
	
	
	
	
	
	
	

	EasySIGN32 V4.5
	
	
	
	
	
	
	
	

	EasySIGN32 V5
	
	
	
	
	
	SP5.0.5+
	SP5.0.5+
	SP5.0.5+


(1) Windows Server 2003 is also supported.
	


Yes: 

This means that your software is compatible and no problems are to be expected.

	


Yes, EasySIGN SP required:
This means that your software is compatible, but only if you download the latest EasySIGN SP (service pack). How to do this please read the chapter ‘Downloading and installing service packs’.

SP5.0.5+:

Requires at least EasySIGN SP 5.0.5 (Includes HL 5.22 driver). See also FAQ-item about Windows Vista with ID=FKB301106074023 on our website.

	


Yes, Windows SP required:
Your EasySIGN version is compatible, however your Windows needs to be patched. To do this, click on ‘Start Windows update’ and follow the instructions. Please note that any support questions regarding this update need to be directed to Microsoft, not EASYSIGN.

	


Yes, limited color management:
Under NT4, the color management module can only use ICC profiles from EasySIGN itself. Upgrading Windows is recommended.

	


Upgrade Windows:
You need to upgrade your version of Windows, preferably to the latest Windows XP. Your version of EasySIGN is too new for your version of Windows.
	


Yes, but not recommended: 

Graphic performance is poor. Requires HL 5.20 driver.
	


Not compatible: 

This means that your EasySIGN version is not compatible. To solve this, you need to update EasySIGN to a later version. Please contact your reseller for more information, or visit www.easysign.com. 
Downloading and installing service packs.

If your software needs to be patched, you can download a service pack for free from our website, www.easysign.com. Please note that it is not possible to update your software from for example a version 4 to a version 5. These updates are not free of charge. A service pack will always update your software within versions, for example from 5.0.0.0 to 5.0.0.5.

We always recommend to check for service packs on a regular basis, since the service packs are meant to prevent and fix any problems that you might have, not just dongle problems. The EasySIGN team works hard to keep your software up to date, so please take advantage of it. Just run the ‘Help, Updates’ command in EasySIGN V4 or higher.
Visit the website

Make sure that  your internet security settings are set to medium or low. When set to high, Internet explorer will refuse to send form content to our web server and registering or logging on will fail. The same thing for ‘privacy’ settings, which needs to be set to ‘Medium’ or lower to enable access to the website. You can find these settings in the Control Panel, setting ‘Internet options’. After checking this, open a browser and visit www.easysign.com. 

NOTE: if your software is functioning, you can also visit the website by clicking ‘Help, Updates’. (V4 and higher)

Register your software

If you have not previously registered your EasySIGN license, you can click on ‘Register’. Here, you can enter your EasySIGN serial number. A serial number must be ten (10) digits, without any characters. So, serial number 1234567890V should be entered as 1234567890. You can find your serial number in the following places:

- On the dongle itself.

- In the EasySIGN menu: "Help, Program information"  or  "Help, Licensing options…".

- On the code sheet itself (see next chapter, ‘Entering codes’).

NOTE: You can also use the ‘Help, Online Registration’ command in EasySIGN V4 and higher

If you get an error message stating ‘Incorrect serial number or the number already exists in the database.’ , then you might already have registered your serial number previously. Please try the ‘I forgot my user name and/or password’ to have it e-mailed to you. 

Next, enter your contact information. Make sure to enter your e-mail address correctly, because if you ever forget the password you can have it e-mailed to that address. Please keep the user name and password in a safe place for future reference.

Logon to the EasySIGN site

If you have registered your software, you can log on to the site. Click on ‘logon’ and select ‘User logon’ Here, you can enter your password and username. Make sure you type them as entered, and be careful not to mix lower and uppercase. If your password is ‘Mummy’, typing ‘mummy’ won’t let you in!

If you have forgotten your password, click on ‘I forgot my username and/or password’. Your password will be e-mailed to you immediately, to the e-mail address that you entered when registering. 

Install the service pack

After downloading the file, to a location that you specify, just double click the .EXE file to install the Service Pack.

Make sure that you install the correct service pack!! Installing a service pack that is not meant for your version of EasySIGN (e.g. installing a version 5 service pack over a version 3 EasySIGN) will render your software unusable. It is not possible to update your EasySIGN by installing a service pack. Updates are not free of charge, and a new CD plus some extra codes are necessary!

Check the codes

Together with your EasySIGN software, you have received a sheet of codes that need to be entered. These codes are meant to enable specific functions on your software, and problems will occur if they are entered incorrectly. A code consists of 19 characters with no numbers, like UHGIOXKBCWGKGVIECIY. Codes can only be used with the serial number that they are intended for. The serial number is also mentioned on your code sheet, so check that the serial number matches the serial number printed on the dongle.

If your software starts up, but does nothing, or displays a dialog box asking for codes, then your dongle is working fine. Check and double-check the codes that you entered!

Still having problems?

If, after starting your EasySIGN software, you still have problems, we need your help to solve those problems. Please send an e-mail to support@easysign.com, and supply us with at least the following information:

1. If you own a USB dongle, supply us the LED status: OFF, BLINKING or ON.
OFF: The driver might not be installed. Please check whether the Device Manager displays a yellow question mark. 
BLINKING: This dongle is broken. This should be confirmed by a missing dongle in the ‘Check key’ procedure in ‘Aladdin Diagnostix’.
ON: This dongle should be ok. 

2. Check your ‘USB Power Management‘ settings.
Please check that your ‘USB Root Hubs’ are not allowed to be switched off to save power.
If your computer returns from standby mode, the hubs would otherwise stay powered off, rendering the dongle useless until you restart your computer.

3. Your VersionInfo. VersionInfo is a utility that collects technical information about your EasySIGN software, and enables you to send this information to our support team. To activate this tool, click ‘Start’ -> ‘Programs’ -> ‘EasySIGN V5’ -> ‘Tools’ -> VersionInfo. The information will be collected and the following dialog will appear:
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Click on the ‘e-mail’ button to send the information to EASYSIGN. In your e-mail, please state your problem, and don’t forget to include the following information too (4 and 5):

NOTE: Do not send us the VERSIONINFO.EXE file. It does not provide us any info!


4. Together with EasySIGN V5, a utility is provided that checks the dongle. Click the Start button, and choose ‘Programs’, then ‘EasySIGN V5’, then ‘Tools’.. Click on ‘Diagnostix’. This will install a utility called ‘Aladdin diagnostix’. After installing this utility, click the Start button and go to ‘Programs’ -> ‘Aladdin’ -> ‘Diagnostix’ -> ‘Aladdin diagnostix’. Check the tab ‘System info’ and ‘HASP’ for further information.

NOTE: To make sure that the HL driver is detected, please make sure that you use Diagnostix version 1.10
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Whether or not a dongle is attached and detected can be checked by clicking on ‘HASP’ in the tree.
Just press the ‘Check key’ button and check the ‘Key Access History’ for a USB or LPT key.
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5. The error message that you get. Again, if there is no error message, your dongle is fine and the most likely explanation is a mistyped code.

6. If another computer is available, install EasySIGN and the dongle, in this order, on another computer. 
If the dongle is working on the other computer, all problems must be related to Windows on the first computer. It might help to compare the list with installed software on both computers. There might be antivirus software installed that prevents the driver from being installed.

If you send (or info about) these items to support@easysign.com, we are able to asses whether a replacement dongle will actually solve your problem, and we will contact you or your dealer on how to proceed. Please note that the dongle itself is actually your EasySIGN license, and if sent by mail it should be insured for the original purchase price. If possible, use ‘registered mail’ to send us the dongle.
EasySIGN Broken Dongle FAQ, January 2008.


