Online Banking Troubleshooting Guide

Section 1
If you are unable to save your computer as a personal computer within MFA, please
follow the steps below. Otherwise, click here to advance to the next section.

1.) First delete the cookies from the PC. You can find this under Internet Options (from
Internet Explorer: Tools ->Internet Options)

Internet Options @

General | Secunty | Privacy | Content | Connections | Programs | Advanced

Home page
% You can change which page to use for wour home page.

Address: hikkp s e, cmbiohio, com)

[ Ilze Current ] [ Ilze Default ] [ Ilze Blank,

Temporarny Internet files

o Pages you view on the [ntermet are stored in 2 special folder
@& Y for quick viewing later.

| Delete Cookjes... |[ Delete Eiles...] [ Settings... ]

For Safari (MAC OSX or Windows) Edit -> Preferences -> Security -> Show Cookies
For Firefox (Windows and Linux) Tools -> Options -> Privacy -> Show Cookies

2.) You will then need to delete these two folders from your C: drive:

C:\Documents and Settings\**username**\Application Data\Macromedia\Flash
Player\macromedia.com\support\flashplayer\sys\#evault.ws

C:\Documents and Settings\**username**\Application Data\Macromedia\Flash
Player\#SharedObjects\5S6HP9J8P(this set will be different on each PC)#evault.ws

You can open the drive by going to “My Computer” - *“Local Disk C:” then browse to

the file or by click on “Start” - “Run” and typing in the path listed below.
Note: **username** applies to the profile you are logged in under. Example: Administrator,
Robert, Mom, etc...

Once those folders have been removed log back into online banking and set your
computer to personal and fill out any other information that is necessary. Once this is
completed you will want to close out of online banking and sign in again to verify that
this has worked process has worked.



If you require further assistance with this issue please call us at (419) 358-8040 or by
filling out the Contact Us form at the bottom of our homepage http://www.cnbohio.com.

Section 2
If you are unable to open the Online Banking Log In page, please follow the steps below.
Otherwise, click here to advance to the next section.

In Internet Explorer click “Tools’ and ‘Internet Options’

; Citizens Mational Bank - What Your Bank Should Be. -
J File Edit “iew Favorites | Tools  Help

J G Back \ |£| - Mail and News ]
A \—J L[®  Pop-up Elocket 3

J Address [&] http:ffwew.cnbohio,  Manage Add-ons...

Synchronize. ..

Windows Update

JLinks ¢ Shortcut bo Crbops e

| Google- |

Windows Messenger
Sun Java Console

Reset Weh Settings. ..

Inkernet Opkions. ..

Click the “Security’ tab in the “Internet Options’ box and if the security level is not set to
‘Medium’ then click the *Default Level’ button. Click the ‘Apply’ button to apply the
change.


http://www.cnbohio.com/

General Security I F'rivau:_l,ll I:::untentl Ennnectinnsl F'ru:ugramsl .ﬁ.dvancedl
Select a'wWeb content zone to zpecify ite zecurity settings.

® @ 0 @

Local intranet  Trusted sites Restncted
gites

Internet
b Thiz zone containg all eb sites you i |
& haven't placed in other 2ones

— Securty level for thiz zone

Custom
Cuztom zettings.
- To change the settingz, click Custom Lewvel.
- To uge the recommended settings, click Default Level,

Custarn Lewel...

Default Level |

] I Cancel | Smply |

Close all open Internet Explorer windows and try to enter Online Banking again.

Section 3
If you encounter the error shown below after you enter your Access Id and Password,
please follow the steps below, otherwise click here to advance to the next section.

Transaction did not complete for the following reason(s):

1. & Secunty Error Has Ocourred. Online Sezsion Has Expared.
Poszsible Reasons Include Double Clicking & Tink Or Pressing The Browser's Back Forward Or Reftesh Buttons.

Eeturmn To The Loz In Page To Contmue Session.

In Internet Explorer click *Tools’ and ‘Internet Options’. Click the ‘Privacy’ tab and
press the ‘Default’ button. Click the ‘Apply’ button to apply the change. Close all open
Internet Explorer windows and try to enter Online Banking again.



Eenerall Security  Privacy I I:::untentl Ennnectinnsl F'ru:ugramsl .ﬁ.dvancedl

— Settingz

P To uze the zhder to zet privacy level inztead of uzsing custom
=8 =zettingz, click the Default buttor.

Custom

- Bdvanced or imported zettings

Sites... I Import. .. Advanced... Default

— Pop-up Blocker
@ Presvent mozt pop-up windows from appearing.

[ Block pop-ups Sethings... |

] | Cancel | Apply |

Close all open Internet Explorer windows and try to enter Online Banking again.

After making the above change if you are still encountering the same error, click ‘Tools’
and ‘Internet Options’ again and click the ‘Privacy’ tab. Press the *Advanced’ button:



Generall Securty  Privacy | Enntentl Eunnectinnsl F'ru:ugramsl .ﬁ.dvancedl

~ Settings
0 kove the glider to select a privacy setting for the Internet
=8 zone.

Medium High

- - - Blocks third-party cookies that do niat have a compact
) privacy policy

- Blocks third-party cookies that uze perzonally identifiable
infarmation without your explicit conzent

- - - Blocks first-party cookies that uge perzonally identifiable
information without implicit consent

Sites... | Irnpart.... Advanced... Drefault

— Pop-up Blocker
@ Fresvent most pop-up windows from appearing.

™ Elock pop-ups Sethings... |
ak. I Cancel | Apply |

Under the advanced window set the following options:

Advanced Privacy Settings ed

e Y'ou can choose how cookiesz are handled in the [nternet
) zote. This overides automatic cookie handling.
— Cookiez

v Overnide automatic cookie handling

Firzt-party Cookies T hird-party Cookies
* Arccept * Accept
£ Block " Block
" Prompt " Prompt

¥ Alwaps allow session cookies

Ok, I Cancel

Close all open Internet Explorer windows and try to enter Online Banking again.



Section 4

If you are receiving an ‘Internal Server Error’ please click the link below and follow the
instructions under the ‘Resolution” section, otherwise click here to advance to the next
section.

http://support.microsoft.com/kb/831167

Close all open Internet Explorer windows and try to enter Online Banking again.

Section 5

In order to use Online Banking you must have the latest version of Internet Explorer. To
check your version:

Click “Help’ and then *About Internet Explorer’
File Edit “iew Favorites Tools | Help

1 ':I 1'-| A Contents and Index
Back = | - M 3
G ‘—-“'I R Tip of the Day
address |i ikkp: i suppart, micrasaft, com For Netscape Users

i Cnline Suppork
Google -
8 I Send Feedback,

4 BPPLIES TO

Bbout Inkernet Explorer

You must be at least version 6.0 in order to use Online Banking.

‘=) About Internet Explorer x|

A

Mi-iosEﬁ“ I E I

Wersion: 6,0.2900,2180.xpsp_spZ_gdr.050301-1519
Cipher Strength: 1238-bit

Produck I0: 7Fe457-0EM-0055357-92545

Ipdate Yersions:; SPZ;

Based on MCSA Mosaic, NCSA Mosaic{TH); was il
developed at the Mational Center for Supercompuking
Applications at the University of Ilinois at Urbana-
Charnpaign, ;I

f.ﬁ’j Copyright £11995-200¢4 Microsoft Corp,



http://support.microsoft.com/kb/831167

Section 6

If your version is of Internet Explorer 6.0 or above, click here to advance to the next
section. If your current version is not 6.0 or above, click “Tools’ and select “Windows
Update’.

File Edit Miew Favorites | Tools Help
sy Mail and Mews 3
Back - | x \ﬂ ~
@ \) |—" Pop-up Blocker r
fddress @ http: ffwww,google.c  Manage Add-ons...

G le ~ I Snchrnnize. o

Windows Update

Windows Messenger
Sun Java Console

Reset Web Settings. ..
Internet Options. ..

A windows update page will load. You will need to download and install all critical
packages by clicking the ‘Express’ button:

Micrasaft. com Horme | Site Map

Search Microsoft,com for:

By T
A Windows
Windows Update

windows Family | windows Marketplace | Office Family | Microsoft Update

| ‘Windows Update Home | ,- We I C 0 m e _
W to Windows Update JJ News

I

Options Upgrade to Microsoft

Review your update history Update. Automatically

- L receive updates for

Restore hidden updates New! Get Microsoft Update today! Go Weaschomies (R i sl are

Change settings windows XP users: new security
updates are now available for

i Keep your computer up to date SP1 and SFZ only

et help and support Check to see if you need updates For Windows, your hardware or your devices,

Use adminiskrator options Get high-priority updates
(recommended)
e | Se_lec_t from optional al_ﬂd high-
pricrity updates for Windaws and

ather programs
Concerned about privacy? When you check For updates, basic inFormation about

waur cormputer, nok you, is used ta determine which updates vour pragrams need. To
learn more, see our privacy skatement,

Close all open Internet Explorer windows and try to enter Online Banking again.

Section 7
If you are receiving the error “Log in information is missing or invalid”, follow the steps
below. Otherwise, click here to advance to the next section.



Log In Information Is Missing Or Invalid (Z0060724,121524375.384)

Please contact us via the ‘Forgot Password’ form at the bottom of the Log In page:

OnlLine Agreement Bill Pay Agreement Forgot Password?

If you require further assistance using Online Banking please call us at (419) 358-8040 or
by filling out the Contact Us form at the bottom of our homepage
http://www.cnbohio.com.
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Section 8
If you are encountering the following message while retrieving a check image, follow the
steps below. Otherwise, click here to advance to the next section.

/3 Citizens National Bank - What Your Bank Should Be - Microsoft I

J File Edit ‘Wiew Favorites  Tools  Help

J Qe - ) - (%] 2] Tn

J.ﬁ.ddress :Elhttps:,l',l'webS.evauIt.ws,l'pl:uiJ:uI:uil'Bﬁl,l'F'bil%l.asp?WCI=TranL
J Google - I | (Gl search + | A5 Check

—_ n
) Search “ # Favorites
f Ly

Pop-up blocked. To see this pop-up or additional options click here. ..

@ 3

ATIONAL BANK

This is caused by having the Internet Explorer Pop-Up Blocker settings too high.
To allow pop-ups for Online Banking go to:


http://www.cnbohio.com/

Tools  Help

Mail and Mews AN

Pop-up Blocker Temporarily Allow Pop-ups

Manage Add-ons... Always Allow Pop-ups From This Site. ..
Synchronize. ..

Turn CFF Pop-up Blocke
Windows Update il BERE B

Pop-up Blocker Settings. ..

Add the following website to the allowed sites list and make sure the filter level is set to
low:

Pop-up Blocker Settings x|

— Exceptions

Pop-upz are currently blocked. %ou can allow pop-ups from specific
Wieb zites by adding the site to the lizt below.

Addresz of Web zite to allow:

Ihttps:.-".-"wel:-E.evault.wﬂ Add
Allowed sites:
webb.evault.ws Femove

R emowve Al

I

— Motifications and Filker Level
¥ Play a sound when a pop-up iz blocked.
¥ Show Information Bar when a pop-up iz blocked.

Filter Lewel:

ILu:uw: Allows pop-ups from secure zites j

FPop-up Blocker FAL Cloze |

Close all open Internet Explorer windows and try to view images in Online Banking
again.




If you have worked through this entire troubleshooting guide and you are still
experiencing problems with Online Banking please call us at (419) 358-8040 or fill out
the Contact Us form at the bottom of our homepage http://www.cnbohio.com.

\>


http://www.cnbohio.com/

