Student and Adjunct Email Troubleshooting Tips

Fall 2013

Wayland Baptist University upgraded their student and adjunct email accounts on July 5, 2013 at the request of
Microsoft. As a result of that required upgrade, some adjuncts and students have had problems logging into their
@wayland.wbu.edu email accounts. Listed below are some common troubleshooting tips that can be attempted before
contacting the I.T. Help Desk at itsupport@wbu.edu or (800) 203-9048. Tips #1 and #3 have been especially helpful for
several people.

Tip #1 — Do not use an old Bookmark (Favorite) or non-WBU web address

Some students/adjuncts may have saved the WBU email login page as a bookmark (favorite), and may still be trying to
use that bookmark which links to an old (or changing) web address. The web addresses that will ALWAYS take you to
the correct login location, and should ALWAYS be used are:

¢  www.wbu.edu/email
e email.wbu.edu

The web addresses above should now take you to an l:l Office 365 sign in page. If that is not what you are
seeing, then you are not at the right website.

Web addresses that will NOT WORK for accessing your email:

e Outlook.com
e Live.com

e Hotmail.com
e Office365.com

Tip #2 — How to respond to the “can’t be used” or “doesn’t exist” error messages

If you attempt to login from an old web address such as www.outlook.com, you may see an error message similar to one

of the following after logging in:

Returning students may see a “can’t be used” error: New students may see a “doesn’t exist” error:
- - % Outlook
/B, This account can't be used to access Outlook.com ] Uutioo
You're currently signed in with an Office 365 email account, which That Microsoft account doesn't exist. Enter a different emai

can't be used with Outlook.com. Please click here to sign out of
your Office 365 account, then use another Microsoft account to
sign in to Outlook.com (for example, your hotmail.com, live.com, Microsoft account What's this?
or msn.com account].

address or get a new account

first.last@wayland.wbu.edu

Keep me signed in


mailto:itsupport@wbu.edu
http://www.wbu.edu/email
http://email.wbu.edu/
http://www.outlook.com/

Do NOT click on any of the links suggested by the error messages above. Instead, close your browser (all tabs).
Then open your browser back up and go to www.wbu.edu/email. At the Office 365 login page, try to login with your
normal @wayland.wbu.edu email address and password. This usually works; if not, see Tip #3.

Tip #3 — Empty your browser cache (on a PC)

Clear your PC browser's cache and cookies:

o With the browser open, hold down the [Ctrl] + [Shift] + [Delete] keys at the same time.
= |nInternet Explorer: Mo Broamng o B =)

° 1 . [ Preserve Favorites website data
C h ec k th €a p p ro p r ate boxes * Keep cookies and temporary Internet files that enable your favarite
websites to retain preferences and display faster.

= [x] Temporary Internet Files... [x] Cookies...
= [ ] Preserve Favorites website data (may need to uncheck) || [//Temporary Intemet fies and website files

Copies of webpages, images, and media that are saved for faster

. viewing.
e Then click “Delete” ] Comkies and website data
. . Files or databases stored on your computer by websites to save
u I n M ozl I | a F | refOX: preferences or improve website performance. l
B . “ ” Hestary
e Check the appropriate boxes, and click “Clear Now. List of ebsites you have visted,
Clear Recent History == Download History
List of files you have downloaded.
O After the ﬁleS are finished deleting: Time range to clear: [LastHDur vl Fnrmdata
n Close the browser (a” tabs). et Saved information that you have typed into forms.
. Passwords
- o pen a new browse rsession. Browsing & Download History Saved passwords that are automatically filled in when you sign in

Form & Search History to a website you've previously visited.
u Tl’y |Ogg|ng n aga|n at Cookies [¥] ActiveX Filtering and Tracking Protection data
Cache Alist of websites exduded from filtering, and data used by Tracking

Protection to detect where websites might be automatically sharing
details about your visit.

www.wbu.edu/email [ Active Logins

Offline Website Data
[T] Site Preferences

About deleting browsing history Delete I | Cancel

Tip #3A — Empty your browser cache (on an iMac)

Clear your iMac browser's cache and cookies:

o With the Safari browser open, hold down the [Option] + [Command 3] + [E] keys at the same time to Empty caches.

= Then from the Safari menu, choose Reset Safari...

. About Safart
o Check the appropriate boxes: Sifist Beasioii Reset Safars

L] [X] Clear h|Sto ry Preferences 4 < Are you sure you want to reset Safari?

Private Browsing
Saf

Select the HEms you wast to reset, and thes chck Reset
You Can't undo this operaton.

= [x] Remove all website data

™ Clear history

e This removes cookies too. Reset Top Sites
. Hide Safarl = XH Remove all webpage preview images
" [ ] unCheCk Other unWanted ItemS Tice Oihers . ‘,Ruﬂallloubonwammq‘
™ Remove all website data
O Then C||Ck ”Reset” Quit Safarl %xQ Remove saved names and passwords

Remove other AutoFill form text
Clear the Downloads list
Close all Safan windows

o After the Reset Safari action is finished:
= (Close the browser (all tabs).

Cancel

=  Open a new browser session.
= Trylogging in again at:
www.wbu.edu/email



http://www.wbu.edu/email
http://www.wbu.edu/email
http://www.wbu.edu/email

Tip #4 — “Password Incorrect” or Expired error on Mobile Device

If your mobile phone loses its direct connection with your @wayland email and begins to

display a “Password Incorrect” message, your password may have expired (or changed) and et :

i Enter the password for the Exchange
needs to be reset manually with a regular browser. 119 Pt fon v

In such a case, open a web browser, and go to www.wbu.edu/email. Try logging in with
your last known password. If that password has merely expired, then you should be
prompted with an Update Password screen similar to the one below. Change your
password as instructed in the browser, then try the new password on your mobile device.

QWERTY Ul ©P

Update password ASDEFEGHUJIKIL
You must update your password because this is the first time that you've signed in or your password has expired. & zxXxcVBENM &
User ID:

a2

teststudentc@wayland.wbu.edu

* Old password:

* Mew password:

Tip #5 — None of the above steps worked

If none of the above steps work, or if you get the message:

] Office 365

This doesn't look like a valid user ID

Make sure you typed the user ID assigned to you by the organization. It usually looks like someone@example.com or
someone@example.onmicrosoft.com.

Try one of the following:

e C(lick Sign in with a different user ID, and then enter your full email address and password again.
e Try using a different web browser or computer.
e InInternet Explorer, try opening an InPrivate browser session.

o With the browser open, hold down [Ctrl] + [Shift] + [P] at the same time.

@ http:/www.whbu.edu/email ~ X

o After the InPrivate window opens, type www.wbu.edu/email in the address box and press [Enter]. Wait
a few seconds to be redirected to the correct login screen; then try logging in again.

If none of the above works, contact the I.T. Help Desk at itsupport@wbu.edu or (800) 203-9048 for assistance.
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