
Troubleshooting advice for submitting eForms 
 
 

1) My eForm won’t open  
 

1.1) Are you using Adobe Reader IX or lower versions? 

 
1.2) Is your eForm opening in an Adobe Reader window or within a web browser? 

 

1.3) Are you trying to complete your eForm using a tablet or smart phone? 
 

1.4) Are you trying to complete your eForm using a MAC computer? 
 
 
 

2) My eForm opens, but I get an error when clicking Submit button 
 

 

2.1) Are you connected to the internet at the point of submitting the eForm? 
 

2.2) Are you using Foxit Reader software to open your eForm? 
 

2.3) Did you cli ck “ Allow ” if presented w ith a secu rit y w arning?  
 

2.4) Are your Antivirus / Firewall settings configured to stop Adobe Reader from  
connecting to the internet? 

 
 

 

3) I have used the eForm facility before but it is no longer working 

 

2.5) Have you recently updated to Windows 10? 

 

4) More information about the eForm technology 



 

1) My eForm won’t open: 
 

1.1) Are you using Adobe Reader IX or lower versions? 

 
To successfully open and complete your eForm, you will require Adobe 
Reader (Version 10 or higher is recommended). This software can be 

downloaded free of charge from the Adobe website. 
 

1.2) Is your eForm opening in an Adobe Reader window or within a web browser? 

 
It is important that your PDF eForm attachment is downloaded and opened within an Adobe 

Reader window rather than being viewed within a web browser such as Chrome, Explorer or 
Firefox which will stop your eForm from functioning properly. After opening the eForm it 
should clearly display the text “Adobe Reader” above the menu bar: 

 
Your eForm should only be opened using Adobe Reader. 

 

 
 
 

Please make sure when opening the eForm attachment you should you right click the mouse 

on the pdf and select any one of the following options: Open with Adobe reader, Download, 

Save link As. Please note that the options that you see displayed will depend on your 

particular email provider. 

 
 
 

Example 1 

 
If presented with the following options please select - Always open with Adobe Reader 

 

 

http://get.adobe.com/reader/


 

Example 2 
 

If presented with the following options please select – Download. You may be asked to 

save it to a location on your network or hard drive. You can subsequently access the saved 

eForm from that location. 

 

 
 

Example 3 

 
If presented with the following options please select – Save link as. You will be asked to save 

it to a location on your network or hard drive. You can subsequently access the saved eForm 

from that location. 

 

 
 
 

1.3) Are you trying to complete your eForm using a tablet or smart phone? 

 
Tablet or smart phones are not currently compatible with eForms. You will need a laptop or 

desktop computer should you wish to complete your questionnaire electronically. 

 

1.4) Are you trying to complete your eForm using a MAC computer? 

 

The eForm functionality was set up for Adobe Reader only; this may mean that MAC 

computers are not automatically compatible with our eForms. Below is some advice that 

businesses using MAC computers may wish to follow but users should be aware that any 

changes made to your security settings are done so at your own risk. 

 

Many MAC computers may not automatically have Adobe Reader installed on them.  If you 

haven’t downloaded Adobe Reader on a previous occasion you may wish to download it via 

the following link: Adobe Website  

 

Many MAC users find that they cannot see an attachment to open when they receive our e-

mail.  It often appears as a paperclip.  

 

https://get.adobe.com/uk/reader/


 

  
 

Opening attachment - Method 1 

 

If you are content you have Adobe Reader on your computer you can open this attachment 

by going to file and save attachments.

 

 
 

Once you have saved the attachment right click on the saved attachment and go to “open 

with”. If Adobe isn’t one of the visible choices then go to “other” and click on Adobe.  

 

 

 
 

 

  
 



Opening attachment - Method 2  

 

If the eForm attachment appears as a paperclip you may find that by hovering your cursor 

over or towards the paperclip some options appear which include a paperclip emblem with a 

drop down arrow. The drop down arrow has options of “Save All” and “Quick Look”. 

 

 

 
 

  
The “save all” option will let you save the attachment. Once you have saved the attachment 

right click on the saved attachment and go to “open with”. If Adobe isn’t one of the visible 

choices then go to “other” and click on Adobe. 

 

The quick look option might let some users view the document straight away if Adobe 

Reader is the computer’s default viewer. 

 

Opening attachment - Method 3 

 

MAC computers have Safari internet browser installed which does not always automatically 

allow the use of Adobe Reader. Below is some advice that businesses may wish to follow 

but users should be aware that any changes made to your security settings are done so at 

your own risk. 

 

Follow advice given on the adobe website: https://helpx.adobe.com/acrobat/kb/blocked-

plugin-alert-safari-7.html  for guidance on how to allow your computer to use Adobe Reader. 

 

My computer does not have an appropriate version of Adobe Reader 

 

If an Adobe option isn’t available or the Adobe Reader available isn’t Adobe 10 or higher you 

will need to download a more current version of Adobe from the following link:  Adobe 

Website  

 

The form should open if an Adobe option is available.  The first time you submit an eForm 

this way it might give you the choice to make Adobe Reader your default setting.  This is an 

entirely personal choice for businesses and you must make your own choice as to whether 

or not you have any business reason for wishing to keep your default viewer to anything 

else. Clicking yes however may save you having to save attachments each time you receive 

one of our forms, allowing them to open automatically when you receive them in future.  

 

 
 

Having successfully opened your eForm you should be able to complete and click the submit 

button. 

 

https://helpx.adobe.com/acrobat/kb/blocked-plugin-alert-safari-7.html
https://helpx.adobe.com/acrobat/kb/blocked-plugin-alert-safari-7.html
https://get.adobe.com/uk/reader/
https://get.adobe.com/uk/reader/


2) My eForm opens, but I get an error when clicking Submit button: 
 
 

I am getting an error message saying: “An error occurred during the submit process. 
Cannot process content of type” 

 
2.1) Are you connected to the internet at the point of submitting the eForm? 

 
Please check that you were connected to the internet at the point that you submitted your 

eForm. 

 

2.2) Are you using Foxit Reader software to open your eForm? 

 
If you are using Foxit Reader to open your eForm, you will be unable to correctly submit your 

data. Therefore you must only open your eForm using Adobe Reader. 

 
 
 

 

 
2.3) Did you click “Allow” if presented with a security warning? 

 
The eForm encrypts and submits data to us over the internet – some users will receive a 

security warning (see below) – Users should select the “Allow” option when submitting data. 

Your eForm will not submit if you select the "Block" option. 

 

You may see a Security Warning when clicking Submit 

 

 
 
 
 

2.3) Are your Antivirus / Firewall settings configured to stop Adobe Reader from 
connecting to the internet? 

 

 
Adobe Reader needs to connect to the internet in order to encrypt and submit your eForm. 
The PDF document will attempt to connect upon clicking the submit button. Some users will 
not be able to submit the eForm if their Antivirus / Firewall settings are configured to stop 
Adobe Reader from connecting to the internet. 



 

If you continue to receive an error message when clicking submit you should seek guidance 
from your IT support about your Firewall/ Antivirus settings. 

 
 



3) I have used the eForm facility before but it is no longer working 

 3.1)  Have you recently updated to Windows 10? 

 
After you upgrade to Windows 10, Microsoft Edge becomes the default PDF owner.  To 
successfully open and complete your eForm, you will be required to use Adobe Reader.  
Advice has been provided by Adobe on how to change your default PDF owner following the 
upgrade on their website: 
https://helpx.adobe.com/acrobat/kb/not-default-pdf-owner-windows10.html#workaround2 

 

4) More information about the eForm technology 

 
The eForm solution has been developed using Adobe Livecycle software. This is widely used 
by commercial organisations and government agencies across the world to capture, encrypt 
and securely submit data. You can find more detailed information about this technology in the 
links below. 

 
http://www.adobe.com/devnet/livecycle/articles/eform_solution.html 

 

http://www.adobe.com/content/dam/Adobe/en/products/livecycle/pdfs/forms.pdf 

https://helpx.adobe.com/acrobat/kb/not-default-pdf-owner-windows10.html#workaround2
http://www.adobe.com/devnet/livecycle/articles/eform_solution.html
http://www.adobe.com/content/dam/Adobe/en/products/livecycle/pdfs/forms.pdf

