[KB7297] Resolve ACT or ECP errors during activation

Issue

e You receive an error starting with ACT or ECP during activation
e Troubleshooting Windows activation errors

e Activation error codes and messages

e Activation server or internet connection issues

e Earlier ESET products
Solution

Troubleshooting Windows activation errors

If an ESET product fails to activate, an ACT error is displayed. To resolve this issue:

1. Remove any previously installed antivirus software using the vendor's approved

method.

2. Verify you have an active internet connection. Your computer must have an active

internet connection for your ESET product to activate and download updates.

T
3. Click Start "™ and type Command Prompt.

4. Right-clickthe Command Prompt icon and select Run as administrator.

5. Type netsh winsock resetand press Enter. Restart your computer and attempt

to activate your ESET product again.


https://support.eset.com/en/kb7297-resolve-act-or-ecp-errors-during-activation-home-users#trouble
https://support.eset.com/en/kb7297-resolve-act-or-ecp-errors-during-activation-home-users#act
https://support.eset.com/en/kb7297-resolve-act-or-ecp-errors-during-activation-home-users#serverOrConnection
https://support.eset.com/en/kb7297-resolve-act-or-ecp-errors-during-activation-home-users#olderProducts
https://support.eset.com/en/kb146-uninstallers-removal-tools-for-common-windows-antivirus-software

Administrator: Command Prompt = O X

Microsoft Windows [Version 10.0.14393]
(c) 2016 Microsoft Corporation. All rights reserved.

C:\Windows\system32>netsh winsock reset

Sucessfully reset the Winsock Catalog.
You must restart the computer in order to complete the reset.

C:\Windows\system32>

Figure 11

6. Errors can occur when the system time on your machine is set incorrectly. Set your
system clock properly to resolve this error.

7. Navigate to C: \Windows\System32\drivers\etc and determine if
the hosts file contains any DNS-poisoned entries related to the "edf.eset.com"
domain. If any DNS-poisoned entries are found, use a text editor (for example,
Notepad or Notepad++) to remove all entries from the hosts file. This action
requires Windows administration privileges.



https://help.eset.com/glossary/en-US/dns_poisoning.html

[ *CAWindows\System32\drivers\etc\hosts - Notepad-+ - O *

File Edit Search View Encoding Language Settings Macre Run  Plugins Window 7 x
cEHHEHB® ®®|-B]| |9 ||!D'Hbﬁ|43 §|L'-‘I.C_‘|.|E_¢-E:EL:||@ ) |H
Ehostsﬂ}
1 # Copyright (c) 1593-2005 Microsoft Corp.
2 #
2 % This i=s a sample HOSTS file used by Microsoft TCE/IP for Windows.
4§
5 # This file contains the mappings of IP addresses to host names. Each
& # entry should be kept on an individual line. The IFP addressz should
7 # be placed in the first column followed by the corresponding host name.
8 # The IP address and the host name should be separated by at least one
% ¥ space.
10 #
11 # Additionally, commentz (=zuch as these) may be inserted on individual
12 § lines or following the machine name denoted by a "#' =zymbol.
13 #
14 % For example:
15 #
16 # 102.54.54.57 a.com ¥ source server
17 # 38.25.63.10 b.com # = client host
15 j27.0.0.1 edf.eset.corr{l
Mormal text file length: 711 lines: 19 Ln:19 Col:25 5el:0|0 Dos\Windows UTF-8 NS

Figure 1-2

See the complete ESET Activation Troubleshooting guide for more information and context
about activation issues.

Activation error codes and messages

Error Issue description and Troubleshooting

code

ACT.0 If you receive this activation error, contact ESET Technical Support.
ACT.1 Activation was successful, but something went wrong. Determine if you

have the latest version of your ESET product:

e Business users

¢ Home or small office users



https://support.eset.com/en/eset-activation-troubleshooting
https://go.eset.com/contact-support/
https://support.eset.com/en/kb3040-check-for-the-latest-version-of-your-eset-business-products
https://support.eset.com/en/kb758-check-which-eset-windows-home-product-you-have-and-see-if-it-s-the-latest-version

ACT.15

If you cannot activate your product with a License or Activation Key,
manually deactivate the seatin ESET HOME, ESET PROTECT Web
Console, ESET PROTECT Hub or ESET Business Account and activate your
product again.

*Table continued. Redacted for space.*

Activation server or internet connection issues

Error code

ECP.20002

ECP.20006

ECP.20016

Issue Description and Troubleshooting

“We could not reach the activation server”
This error is commonly caused by the following reasons:

¢ Your computer is not properly connected to your network, and
your internet connection is not active.

e Thereis a conflict with third-party security software, such as
Lavasoft Web Companion. To resolve this error, uninstall Lavasoft
Web Companion and run a Winsock reset.

“Verify you have an active internet connection”

Your ESET product is having trouble connecting with ESET servers. Verify
that your computer has an active internet connection.

Connection to the activation servers has been blocked/interrupted.
Check for a firewall presence on your network. To resolve this
issue, contact ESET Technical Support.

Proxy server settings have an invalid username and password to connect
to the proxy.

*Table continued. Redacted for space.*


https://go.eset.com/contact-support/

Earlier ESET products

Error Issue Description and Troubleshooting
code

Error “Product activation fails”

0008

Re-enter your ESET username and password or clear the update cache.

Error “Activation Error”

0015
If you are activating ESET product purchased from Staples, contact ESET

Technical Support. Include your Activation Key and Staples proof of
purchase number in your email.

*Table continued. Redacted for space.*


https://go.eset.com/contact-support/
https://go.eset.com/contact-support/

