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Lightkey — Technical Support

Introduction

This document is designed to be utilized by your local support team as a ‘level 1 go-to guide for resolving common issues
that may come up when using Lightkey. The most common support request usually comes from users who complain they
don't see predictions when they type. Other than that, some permissions and/ or connectivity issues might come up with
regards to the shared network location.

We recommend using this document as a checklist whereby the support team will follow the optional solutions.

Support Request: | can't see predictions when | type

Resolution Procedure - addressing the end-user

1. Did you restart your device after the installation?
Why is this important? As part of its installation Lightkey registers several services on the device. These services are
best detected following a full restart, especially services connected to Microsoft Office.

- Recommended Action: Restart your computer following Lightkey's installation.

e Important Note: This step can be automatically completed on behalf of the end-user as part of a silent
installation (see our Installation Guide for details and required command line arguments).

2. Can the user access the designated shared network folder?
Why is this important? Some of Lightkey for Business features rely on a shared network folder (e.g.
\\storage\apps\lightkey), to which all end-users should have access, read & write permissions. A user with no access
permission to the shared network folder won't be able to access the license file which may result in stopping
Lightkey's service and/or result in not being able to benefit from advanced collaboration features.
(for read & write permissions issues please see the next chapter).

- Recommended Action: Open Windows Explorer and attempt browsing to the shared network folder.

3. Did you make sure the required application is activated?
Why is this important? Lightkey's predictions are natively integrated into the following applications: MS Office Word,
Outlook, PowerPoint, Google Chrome and Microsoft Edge (using Lightkey's designated extensions). By default, upon
installation all these applications are enabled for predictions and users are not required to enable them individually.
In some cases, users may accidently disable one or more of the applications thinking they enabled them.

- Recommended Action: Make sure all required applications are enabled — open Lightkey's Control Center,
under Preferences / Applications — make sure all required applications are highlighted.
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4. Is your license valid?

Why is this important? Lightkey for Business is a subscription-based software and as such it requires having a valid
license.

- Recommended Action: Open Lightkey's Control Center / About tab, and make sure your license is valid (see
below image).
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5. Did you select your Lightkey prediction languages?
Why is this important? Lightkey automatically detects the end-user’s installed Windows input languages and selects
them by default when creating the personal prediction profile. Sometimes, users may use a US keyboard layout to
type content in other languages (e.g. German or Norwegian), or otherwise use a German keyboard layout to type
English content. In these cases, the end-user won't see predictions in the non-installed/non-selected language.

- Recommended Action - step 1: Make sure that all languages used by the end-user are properly installed as
Windows Input languages (through Windows language settings).

- Recommended Action - step 2: Make sure that the user’'s languages are properly selected — open Lightkey's
Control Center and click on ‘Prediction Profile’.

Next, make sure that the prediction languages are selected/highlighted
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6. Do you know how to select predictions suggested by Lightkey?
Why is this important? Selecting Lightkey's predictions and/or spelling corrections requires a simple hit on the Tab
key (default selection key — Enter and Right arrows keys can also be configured as selection keys). This is relevant
when typing in all natively supported applications (Microsoft Office Word, Outlook, PowerPoint, and Google Chrome
Gmail, WhatsApp Web, LinkedIn Messenger, Yahoo! Mail and Outlook Mail). In any other application, the end-user
can invoke Lightkey using the ‘Lightkey Anywhere' feature which is triggered by holding the ALT key and clicking on
the desired input field.

- Recommended Action: Start typing in any of the natively supported applications (see list above) and hit the
Tab key when the suggested prediction fits. In any other application, simply hold the ALT key before clicking on
the desired input field to trigger Lightkey Anywhere.
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7. Do you have a multiple-displays setup?
Why is this important? Lightkey's predictions may not appear correctly (i.e. not in line with your text) in cases where a
single device is connected to an outside display/multiple displays, each configured with a different scaling factor. In
order to resolve this issue, we follow Microsoft's recommendation to adjust your display settings so all connected
displays are configured with the same scaling factor. In order to do that, please follow the next steps:

- Recommended Action - step 1: right-click anywhere on your desktop background and select Display settings.
Alternatively, you can go to Windows Start > Settings > System > Display.

- Recommended Action - step 2: Look for "Change the size of text, apps, and other items" and adjust it for
each monitor so that all monitors use the same scaling factor (see below image).
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8. Is Lightkey’s Office Add-in enabled?
Why is this important? As part of its installation Lightkey registers an Office Add-in in Word, PowerPoint and Outlook.

This Add-in is set to be enabled by default. In some rare cases, due to internal group policy the Add-in might be

turned off.

- Recommended Action - step 1: First, make sure that predictions are working in Lightkeypad (Lightkey's built-
in predictive typing editor) — Open Lightkeypad from Windows Start menu and make sure that you see
predictions as you type. If not, skip to the next section of this guide.

- Recommended Action - step 2: Make sure that Lightkey's Add-in is enabled in Office applications. Open
Microsoft Word, go to File -> Options and Add-ins and make sure Lightkey is in the Active Add-ins list. If it's
not in the list or in case it's listed under the non-active Add-ins, please move to the next step:
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fo View and manage Microsoft Office Add-ins.

Add-ins

|Name A Location ||Type -
Date (XML) CA\..\microsoft shared\Smart Tag\MOFL.DLL  Action
Instant Messaging Contacts (English C\...soft shared\Smart Tag\IMCONTACT.DLL _Action
Lightkey 19.0 for Microsoft Word file:///...ey Applications.Word.vsto|vstolocal ~ COM Add-in
Measurement Converter (Measurement Converter) C:\..rosoft shared\Smart Tag\METCONV.DLL  Action
Telephone Number (XML) C\..\microsoft shared\Smart Tag\MOFL.DLL  Action
ActionsPane Schema for Add-Ins c\...crosoft Shared\VSTO\ActionsPane3.xsd XML Schema
Microsoft Actions Pane 3 XML Expansion Pack
OneNote Linked Notes Add-In C:\...icrosoft Office\Office16\ONBttnWD.dIl COM Add-in
OneNote Notes about Word Documents C:\...soft Office\Office16\ONWordAddin.dll  COM Add-in
Time (XML) C\..\microsoft shared\Smart Tag\MOFL.DLL  Action

Add-in: Lightkey 19.0 for Microsoft Word

Publisher: <None>

Compatibility: No compatibility information available

Location: file:///C:\Program Files (x86)\Lightkey Sources LTD\Lightkey\Lightkey.Applications.Word.vsto|vstolocal

Description:
Manage: | COM Add-ins ~ Go..

predictions. If not, skip to the next section of this guide.

- Recommended Action - step 3: go to the ‘Manage: COM Add-ins’ and make sure Lightkey's box in checked.

(I can’t see predictions in Google Chrome/Microsoft Edge) Did you enable Lightkey’s Chrome/Edge Extension?
Why is this important? As part of its installation Lightkey installs a Chrome Extension in the end-user’s device and
requires the user to approve it. Predictions may not appear in Google Chrome/Microsoft Edge until the extension is
approved.

- Recommended Action - step 1: Make sure that predictions are working in Lightkeypad (Lightkey's built-in
predictive typing editor) — Open Lightkeypad from Windows Start menu and make sure that your see

- Recommended Action - step 2: Make sure that Lightkey's Chrome Extension is enabled - open Google

Chrome/Edge, click on the exclamation mark, and then click on the ‘enable extension’ button.
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10. Is Lightkey's background service running?

Why is this important? Lightkey's service may be stopped due to an unexpected fatal error (e.g. hardware issues).

- Recommended Action: in order to verify that the service is running, go to Windows Services and make sure
Lightkey's service is in 'Running’ state. Otherwise, try to start it manually (see image below).
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11. Are your Office Add-ins disabled by the Office Trust Center?
Why is this important? As part of its installation Lightkey registers an Office Add-in in Word, PowerPoint and Outlook.

This Add-in is set to be enabled by default. In some rare cases, users (or Admins) may choose to disable the
functionality of ALL Office Add-ins.

- Recommended Action — step 1: Follow all steps recommended in section 8 here-above to make sure
Lightkey's Add-in is enabled properly.

- Recommended Action — step 2: Open Microsoft Word, go to File -> Options -> Trust Center and click on the
‘Trust Center Settings’ button. Go to ‘Add-ins’ and make sure that 'Disable all applications Add-ins’ box is not
checked.
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Support Request: | don’t see my network statistics / rank

Issue description: Lightkey for Business relies on a shared network folder (e.g. \\storage\apps\lightkey), to which all end-
users should have access, read & write permissions.

A user with no access permission to the shared network folder won't be able to access the license file which may result in
stopping Lightkey's service.

A user with no reading & writing permissions to the shared network folder (e.g. due to group policy or insufficient
permissions), might get a sync error, and essentially won't be able to benefit from the collective wisdom and/ or see his
network statistics and personal rank.

Resolution Procedure — addressing the IT team

1. Create a domain group listing all users that should have access to the shared network folder
Why is this important? In order to manage the read & write permissions to the shared network folder, we
recommend creating a domain group (for example “Lightkey Users”) that will include all users that should be
granted access and permissions to the shared network folder.

- Recommended Action: Make sure that all the relevant users are listed in the group
- Recommended Action: Make sure that this group has both read & write permissions to the shared
network folder.

2. Make sure that the end-user can access the shared network folder from their device
Lightkey for Business relies on a shared network folder (e.g. \\storage\apps\lightkey), to which all end-users should
have access, read & write permissions. A user with no access permission to the shared network folder won't be
able to access the license file which may result in stopping Lightkey's service.

- Recommended Action: Open Windows Explorer and attempt browsing to the shared network folder.

3. Make sure that the user has both read & write permissions to the shared network folder from their device
- Recommended Action - step 1: Open Windows Explorer and browse to the shared network folder to
make sure that it is accessible. Next, please follow these steps:

- Create (or browse if it already exists) a ‘Test' folder within the network folder.
- Create an empty file within the ‘Test' folder.
- Edit the file in notepad and make sure that it can be saved to the network folder.

Additional queries

If you require any further assistance, please contact our team:

Contact Name Eran Brauer
Email Address eran@lightkey.io
Phone Number +972-524533355
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