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SIGN-IN
issues

PRINT
issues

Issues with
ADDING A PRINTER

Is your question
technical?

No, it is a commercial
question

Yes, it is a technical
question

Relevant sections

• How to

• FAQ

• Error messages

Price
• Pricing

Request for quote
• Request a quote

Extend trial
• How to extend trial

Other
• Contact us

About Printix

Printix is a cloud-based, multi-tenant subscription 
service, specially designed and structured to provide a 
complete, centrally managed

print infrastructure

with Printix Administrator. No on-premise servers or 
databases are required. Printix runs with the 
Printix Client software installed on users’ computers 
(Windows and Mac).

Additional functionality

• Secure print
• Mobile print
• Capture and workflow
• Cloud storage
• Print from Chrome
• Universal Print by Microsoft
• Analytics and reports
• Hybrid Cloud Print Enabler
• Home office printing
• Delegated print management
• Cloud Print API

TOP
issues

No resolution found

• Submit a support 
request

Select to
troubleshoot

Select to
open the Help

Printix

CAPTURE 
issues

https://docshield.tungstenautomation.com/Printix/en_US/help/user/Printix_user/c_introduction.html
https://docshield.tungstenautomation.com/Printix/en_US/help/implement/All_Shared/c_printix_at_a_glance.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/c_introduction.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/c_how_to.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/c_faq.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/c_error_messages.html
https://www.printix.net/pricing
https://www.printix.net/request-a-quote
https://docshield.tungstenautomation.com/Printix/en_US/help/partner/Printix_partner/t_how_to_extend_trial.html
https://www.printix.net/contact-us
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/c_client.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_administrator.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/c_features.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_how_to_submit_a_support_request.html
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• Your sign-in was 
successful but does not 
meet the criteria to 
access this resource

• Not signed in after 
signing in to the Printix 
Client

• Sign in to the Chrome 
browser with your
Google Workspace 
account

Is the issue only with
Printix Client? 

Yes, sign-in to Printix Client
does not work

Is the issue with
Printix Administrator?

Open your browser in 
Incognito or In private mode 
and enter your Printix Home 
(acme) followed by /admin

Example:
https://acme.printix.net/admin

If you Sign in with Email, you 
may have forgotten your 
password.

• Reset password

Yes, sign-in to Printix Administrator
does not work

SIGN-IN
issues

Back

Printix Client
See who is
signed in

Is the issue with
Printix App?

Yes, sign-in to Printix App
does not work

Is the issue with
Printix for Chromebook?

Check if any security 
software is blocking 
communication to the 
required URLs

Yes, user is not signed in to Printix for 
Chromebook

Printix App
See who is
signed in

NO RESOLUTION FOUND

• Submit a support 
request

The user does not have the 
System manager or Site 
manager role

• Permission denied

No

No

No

https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_network_ports.html#endpoints_unblocked
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/c_chromebook.html#ts1
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/c_ts_your_sign_in_was_successful_but_does_not_meet_the_criteria_to_access_this_resource.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_ts_not_signed_in_after_sign_in_to_client.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_how_to_submit_a_support_request.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/c_ts_permission_denied.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/All_Shared/t_how_to_reset_password.html
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GROUPS

If Groups are configured to give Exclusive access to print queues, a user who is 
not a member of the group sees a message, such as:

• Print to BNM is not allowed.

If the printer network has 
changed (new or replaced 
router), it can break the 
printing functionality.

RESOLUTION: Add the new 
gateway to the printer 
network.

• How to add an unknown 
network to a network

Has printing stopped 
working for many printers 

and users?

Yes, it used to work and now 
it does not work

No, only a single user 
cannot print

Is it a single printer
 the user cannot

 print to?

No, all printers on the user’s
computer do not work

Can it be that the print 
driver and printer are not 
compatible?

• How to change print 
driver

Perhaps there is a policy on 
this computer that prevents 
the submitted documents 
from being printed.

• The submitted 
document does not get 
printed

Yes, it is just a single printer

PRINT
issues

If printing happens through 
the cloud, a Printix Client 
must be online on the 
printer’s network.

Back

BASIC PRINTER CHECKS

• Is the printer online?

• Is the printer
• Paused
• Jammed
• Out of paper
• Having other issues

The Status of the printer can be checked as follows:

In Printix Administrator:
1. Select the status icon.
2. Select Refresh to

collect the latest
status from
the printer.

Ready

Warning

Error

NO RESOLUTION FOUND

• Submit a support 
request

If other users can print to 
the printer using the same 
print queue (and print 
driver), try to remove the 
print queue on the 
computer and add it again.

Printer is not monitored
or not responding

The status text is the last know status 

of the printer

https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_how_to_add_an_unknown_network_to_a_network.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_how_to_enable_printing_via_the_cloud.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_how_to_change_print_driver.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_ts_the_submitted_document_does_not_get_printed.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_administrator_printers.html#status
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_how_to_submit_a_support_request.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_groups.html#example
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After attempting to add the 
print queue through the 
Printix Client, it displays: 
Error 

The History page in Printix 
Administrator indicates the 
failed installation attempt 
with the message INVALID 
PARAMETERS.

This can happen if the print 
driver is not digitally signed 
or is not for this OS. Remove 
the print driver and try 
again.

• How to remove print 
drivers

The print queue I want to 
add is not listed in the 
Printers dialog box of the 
Printix Client.

• Check that a print driver 
is selected for the OS

GROUPS

If Groups are used to give Exclusive access to print queues, then a user who is 
not a member of the group will NOT see the print queue in Printix Client.

Issues with
ADDING A PRINTER

Back

Is the issue with
Printix Client?

Yes, adding a printer through 
the Printix Client
does not work

No, it is with Printix 
Administrator

The printer is listed on the  
Unregistered printers page. 
Check for possible issues:

• Printer registration 
issues

https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_groups.html#example
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_administrator_queue_drivers.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_how_to_remove_print_drivers.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_administrator_history.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/c_ts_printer_issues_at_registration.html
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Is the error about an 
email exceeding size limits? 

Yes, email is too large

Does the capture fail 
with a Transfer failed to 

computer error?

Yes, image is too large

CAPTURE 
issues

Back

Is the problem caused 
by an image that exceeds 

the width, height, or 
file size limits?

NO RESOLUTION FOUND

• Submit a support 
request

Reason: Transfer failed to 
computer.

Printix Capture on HP or Konica 
Minolta could not connect to 
the computer with Printix 
Client using a hostname over 
HTTPS. 

RESOLUTION:

• Verify that the computer 
has a fully qualified domain 
name (FQDN).

• Verify that you can ping the 
hostname from another 
computer on the printer’s 
network.

• If on a VM, follow 
Microsoft's documentation 
on creating an FQDN.

No

No

No

Although the maximum 
size limit is 25 MB, base64 
encoding reduces the 
effective limit to 
approximately 18 MB.

RESOLUTION: 

• Reduce the file size or 
compress the 
attachment before 
sending.

Minimum dimension: 
16 × 16 px. Maximum 
dimension: 8400 px (~71 cm 
or 28 in at 201–600 dpi).

RESOLUTION: 

• Resize or crop the image 
before capturing. Ensure 
it is within these size 
limits.

Yes, capture failed (scan)

https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_network_ports.html#endpoints_unblocked
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_how_to_submit_a_support_request.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/c_ts_permission_denied.html
https://docshield.tungstenautomation.com/Printix/en_US/help/admin/Printix_admin/t_how_to_submit_a_support_request.html
https://learn.microsoft.com/en-us/azure/virtual-machines/create-fqdn
https://docshield.tungstenautomation.com/Printix/en_US/2025.2-slo1zpg2yo/help/admin/Printix_admin/t_ts_capture_failed_scan_reason_transfer_failed_to_computer.html#t_ts_capture_failed_scan_reason_transfer_failed_to_computer
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