[bookmark: _top]Troubleshooting Honorlock

After each step we suggest you try accessing Honorlock if you are still experiencing problems continue to the next step. 
(MacBook users we highly suggest checking your computer settings see below then start with #1 below)

1. Are you using Chrome as your browser? 
(Note MacBook users: Safari is your default browser please set Google Chrome as your default browser)
Download the latest Google Chrome Web Browser

2. Is your Chrome browser up to date? 
Click this link to update your Chrome browser 
https://jsu.instructuremedia.com/embed/1f6ec440-954f-4e3e-ab9e-e8fbf49ce942 
 
3. Clear your cache on a PC: 
https://www.youtube.com/watch?v=y3BB6r0AeKc 
 
Clear your cache on a MacBook: 
· On the browser toolbar, click the Chrome menu icon. 
· Select the Clear browsing data link. 
· In the data drop-down menu, select the time range you want to clear browsing data. 
· Select the Cookies and other site and plug-in data and Cached images and files checkboxes. 
· Click the Clear Browsing Data button. 

4. How to share your screen properly in Honorlock on a PC and MacBook 
 In the popup box click the little screen that mimics your screen.

5. Additional MacBook Settings to Support Honorlock:   
There are specific permissions that need to be granted under system preferences to allow for camera, microphone, and screen recording, could be causing the issue. 
  
Apple icon (top left)  
System preferences  
Privacy and Security  
Click the lock icon  
              Click Camera - to enable click the box and a checkmark will display
              Click Microphone - to enable click the box and a checkmark will display
              Click Screen Recording  - to enable click the box and a checkmark will display

Or use these troubleshooting camera and screen links
https://honorlock.kb.help/device-camera-permissions/ 
https://honorlock.kb.help/mac-123-screen-share/

6. Uninstall Honorlock and reinstall Honorlock
https://jsu.instructure.com/courses/6885/pages/canvas-student-guide

7. How to contact Realtime Honorlock support while you are having an issue? 
How to Contact 24-7 Honorlock Support.docx


Honorlock is Disabled
· These are the steps to enable the Honorlock extension
· Top right of Chrome 
· Click the extension icon
· Click the 3 dots beside Honorlock
· Select manage extension 
[image: ]

Toggle the switch on
[image: ]

If the switch is on:
Check your Pop-up settings
5. Click the three vertical dots in the upper right of the Chrome browser window.    
Click Settings   
Click Privacy and Security
Click Site Settings
Click Pop-ups and redirects
Sites can send pop-ups or use redirects needs to be selected[image: A screenshot of a computer

Description automatically generated]

If these steps did not work please contact Honorlock 24/7 support while you are logged into your computer experiencing the issue. (If your using a MacBook we have listed a few more steps to take below before calling 24/7 Honorlock Support.)

How to Contact 24/7 Honorlock Support 
1. While your having the Honorlock issue immediately contact Honorlock.
2. In the navigate menu Click Honorlock  
3. Top right click Need help? 
a. A Welcome to Honorlock chat box will pop up 
4. Click Start the chat 
 
Or  
Honorlock 24/7Links to an external site.
P) 844-243-2500 

MacBook Requirements to Access Honorlock
1. Run this check on your Mac to make sure it meets the minimum requirements.
2. Navigate to https://honorlock.com/support/ in Chrome. 
3. Scroll down the page until you see this:  
 [image: ]
4. Click the "Run System Check" button 
5. What are the results? Send a screenshot if possible.
6. For MackBook user: If none of this works, you should contact Honorlock Support through a Live Chat, email, or phone (https://honorlock.com/support/). Be sure to tell them you are using a Mac and that other students can access the exam in question that are using Windows. 
If Honorlock does not have enough information to help with this specific situation, IT (techsupport@jsu.edu) may be able to assist or contact Apple support or other support resources through your computer purchase. 
Note: Things to Mention when Contacting IT or other Support Providers: 
a. I need to change my Mac security settings to allow an application to use screen share and webcam.
b. Tell them it is a browser extension for Honorlock that needs access to these services. 
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