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[bookmark: _Toc19778498]About Galaxkey
Galaxkey is a data protection company providing a portfolio of corporate data protection products to secure all data and support multinational data compliance regulations. Galaxkey is a global company with its headquarters in the UK. Our Galaxkey team has vast experience working with large multinational organisations across a variety of sectors and Galaxkey has select partners globally to provide local support and service to our customers across the globe. Our robust and experienced team offers exceptional customer service as well as quick response and turnaround times.    






1. [bookmark: _Toc19778503]Forgotten User Password and associated Security Questions
In regards to any Security Questions set on a Galaxkey Account and the users answers coming back as incorrect and/or the user cannot remember the correct Answers to their account: The user will need to contact Galaxkey support (support@galaxkey.com) to see if the account can be recovered. 

Since Galaxkey does not store any passwords or related information such as Security Questions, if we cannot recover the account due to the age of the account or other reasons - we will not be able to reset the password if the user cannot match the Security Questions that you had entered themselves when creating the Identity. An alternative is to re-create your account. 

– Galaxkey Support can Purge the existing account and have the user re-register with the same Identity (e-mail address). 
If the user opts for this, the previously secured emails, files, and data will not be accessible after this action. 

1. Authentication Failure Message
This message indicates that the password entered does not match. Please be wary of any Capitalised letters or any other combinations of characters possibly used when creating the password. 
The next option if you are still getting authentication failure is to proceed to reset the password:
Via https://manager.galaxkey.com/Services/ForgotPassword/

Galaxkey does not hold any sensitive information what so ever relating to Passwords or Security Questions, however, please feel free to provide a telephone number to best contact you on to Support@galaxkey.com if you require any further guidance.
[bookmark: _Hlk19779751]
[bookmark: _Toc19778499]Galaxkey Add-in does not appear in Outlook 
If the Send and Secure button and the GALAXKEY Tab is missing within Microsoft Outlook, on the application a user will need to ensure that the latest Add-in version is installed via (https://manager.galaxkey.com/downloads) and do the following: 

File > Options > Add-ins – Galaxkey should appear under Active Application Add-ins
[image: C:\Users\JulianMaina.GALAXKEYUK\AppData\Local\Microsoft\Windows\INetCache\Content.Word\Capture1.jpg]
· If Inactive or Disabled:
· Click Disabled Items                                                 > then ‘Go…’ 

· Highlight Galaxkey > click Enable > Close > OK > Restart Outlook 2016   


Secondary Authentication Password
[bookmark: _GoBack]With the issue of not having a secondary password, this password would have been set at the time of making the secured message and would be held with the original sender. we do not have any access to the message, we can’t remove/reset the password and we have no access to any data



you would need to request this from the sender that sent the email.

1. Secured email received in Inbox but does not appear in the Galaxkey Web Portal once logged in
Please ensure that the secured email sent to the inbox has the same email address that the user is then using to log in to the Galaxkey Web Portal with. 
For example, on Microsoft Outlook, open the received message (1.) then double click the email address indicated by the ‘To:’ section as shown in the below image (2.).
[image: ]
Galaxkey is an Identity based encryption thus if no email is present upon logging in to the Galaxkey Web Portal (3.), and the email address in the original email is not matching the Galaxkey Identity that you normally use; this then indicates that the sender has not secured the email for you therefore why it does not appear in your secured Galaxkey Inbox.

Please contact the original sender and ensure that they send a new secured message but this time to the correct Galaxkey Email Identity that you have access to.


[bookmark: _Hlk19718905][bookmark: _Toc19778500]Galaxkey Add-in does not load in Outlook after Enabling & Restarting the application
After following Section 3, the Galaxkey Add-in does not load and is not present in Microsoft Outlook, there are Registry entries that need to be present. 
Press the Windows + S key on your keyboard to reach for “Regedit” – Registry Editor – Right click this and ensure you Run the Program as Administrator.  
Check the following 2 locations for the LoadBehavior values, ensure they are entered correctly: 

· HKEY_LOCAL_MACHINE\SOFTWARE\Microsoft\Office\Outlook\AddIns\GalaxkeyAddIn.AddinModule
· CommandLineSafe – Value data = 0
· LoadBehavior – Value data= 3

· HKEY_CURRENT_USER\Software\Microsoft\Office\Outlook\Addins\GalaxkeyAddIn.AddinModule
· LoadBehavior – Value data= 3




[bookmark: _Toc19778501]Galaxkey Desktop Manager does not start or run
With the latest Galaxkey Desktop Manager installed - if you try to run the application from your programs list/desktop icon and it does not load, start, or run. 

First Ensure that you Exit the application from the windows tray Icon then within the following folder location:

· C:\Users\*current logged in user name*\AppData\Roaming\Galaxkey\ 

Find the GalaxkeyShare.Config and delete it or rename it to something else (e.g. GalaxkeyShare.bak). After this, try to run the application via the programs list/desktop icon. 
[bookmark: _Hlk19719865]

[bookmark: _Toc19778502]How to send Logs for Galaxkey in Microsoft Outlook and File location 
On the Microsoft Outlook application, on the top toolbar select the GALAXKEY Tab > About > Send Logs to Galaxkey support.
The physical location of the Galaxkey Logs - if you need to send the logs manually - are located in: 

· C:\Users\*current logged in user name*\AppData\Roaming\Galaxkey\Logs
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