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PC screen is blank / not switched on

Hold	down	the	power	button	on	the	PC	for	10	seconds	to	prompt	a	‘hard	reboot’.
Further	details	in	Printed	Guidance,	page	9

Student has forgotten their log in details

If	this	is	within	the	20	minutes	ahead	of	the	exam	starting	ask	the	student	to	
reset	their	password	by	ringing	0191 208 5999.
Further	details	in	Printed	Guidance,	page	9

Student advises their own log in password isn’t working

Remind	students	that	their	username	is	needed	and	should	begin	with	a	letter	
and	digits	appear	on	their	smartcard.	E.g. for a student whose smartcard has the 

number 20123456 the username would be c012345

Check Caps Lock
Further	details	in	Printed	Guidance,	page	9

Student advises the Settings Password isn’t working

Settings Password Required

Please enter the settings password for the selected
configuration:

X

|

CancelConfirm

The	settings	password	for	the	Safe	Exam	Browser	is	always	newcastle1

No	spaces,	no	caps.	Check Caps Lock

Student advises the Day Password isn’t working

This test is locked by a day password

Write the day password here|

Unlock
The	Day	password	is	the	password	printed	on	the	back	of	the	student	
instruction	sheet.	Check Caps Lock

Student can’t see the assignments on the Canvas Module page

BUS:

Check	the	student	is	displaying	‘assignments’	on	their	Canvas	module	by	
clicking	the	3	lined	options.

If	so,	ring	Exams	Office	to	be	sure	the	student	should	be	accessing	the	current	
academic	year	exam.
Further	details	in	Printed	Guidance,	page	10

Student sees an error saying:	‘You	have	installed	Safe	Exam	browser	(SEB),	but	it	isn’t	configured	yet’

Safe Exam Browser

Safe Exam Browser

You have installed Safe Exam Browser (SEB), but it isn’t configured yet.

News About 

Ask	them	to	exit	this	(by	clicking	the	power	icon;	bottom	right	corner)	and	follow	
the	instruction	sheet	1-8.
Further details in Printed Guidance, page 15

Student sees an error saying:	‘You	failed	to	enter	the	correct	password	within	5	attempts.	
SEB will now terminate’

OK

Invalid Password

You failed to enter the correct password within 5 attempts.
SEB will now terminate...

If	possible	move	the	student	to	another	PC	and	report	the	PC	Desk	number	in	the	
invigilator	report.	
If	there	is	no	spare	machine	work	through	the	steps	in	the	guidance	document.
Further	details	in	Printed	Guidance,	page	10
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Red screen error message

SEB LOCKED
The blacklisted applications listed below were started and could not
be automatically terminated! In order to unlock SEB, please select
one of the available options and enter the correct unlock password.

Prohibited Process Locked SEB!

This exam was interrupted before and not finished properly. Enter the exam

Re-Opening Locked Exam!

There	are	3	possible	red	screen	error	messages,	see	the	guidance	and	follow	the	
step	as	per	which	error	is	showing.
Further	details	in	Printed	Guidance,	pages	12-14

PC Crashes

If	possible	move	the	student	to	another	PC	and	report	the	PC	Desk	number	in	the	
invigilator	report.
Further	details	in	Printed	Guidance,	page	16

Student sees an error saying: ‘An unrecoverable error has occurred! Please consult 
the	log	files	for	more	information.	SEB	will	now	shut	down…’

OK

Application Error

An unrecoverable error hass occurred! Please consult the log
files for more information. SEB will now shut down...

X

Click	OK.	
Ask	the	student	to	re-follow	the	instructions	to	log	
into	the	exam.
Click	resume	test.	
You will need the invigilator password
Further	details	in	Printed	Guidance,	page	16

PDF file appears rotated or ‘sideways’

Click	into	the	PDF	and	press	the	‘R’	key	on	the	keyboard.
Further	details	in	Printed	Guidance,	page	19

When submitting a grey screen and / or spinning icon appears

Ask	them	to	exit	this	(by	clicking	the	power	icon;	bottom	right	corner)	and	to	
re-follow	the	instructions	to	log	into	the	exam.

When	opening	the	exam,	if	submission	was	successful	a	message	will	confirm.	
If	not,	ask	for	the	student	ID	and	report	this	in	the	invigilator	report.

You may need the invigilator password
Further	details	in	Printed	Guidance,	page	24

If you need to exit a student’s Inspera exam in order to move them 
to another PC. E.g.	Keyboard	or	mouse	not	working	as	expected.

Click	the	icon	of	3	horizontal	lines	(top	right).
Exit	SEB	and	have	the	student	log	out.
Move	them	to	another	device	and	ask	them	to	re-follow	the	instructions	to	log	
into	the	exam.
You will need the invigilator password
Further	details	in	Printed	Guidance,	page	17

Student sees an error saying: ‘Invalid	or	corrupted	PDF	file’

of 0

Invalid or corrupted PDF file.

0

Student sees an error saying: ‘HTTP	Status	401-	Unauthorized’
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HTTP Status 401 - Unauthorized

Ask	them	to	exit	this	(by	clicking	the	power	icon;	bottom	right	corner)	
and	to	re-follow	the	instructions	to	log	into	the	exam.	
Click	resume	test.
You will need the invigilator password
Further	details	in	Printed	Guidance,	pages	18-19




