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The short answer: the bottom bar of Outlook shows “Disconnected”, “Working Offline” or “Trying to
connect...”, and mail stops coming in and going out. Often it is just the Work Offline button left
switched on; otherwise Outlook cannot reach the server (network, password or settings). First, the
webmail test: open webmail with the same account. If everything is right there, the server is fine
and the problem is in Outlook or the computer. If webmail fails too, the problem is on the server side
and we fix it.

What each message means

Symptom Most likely cause

“Working Offline” Outlook itself (or someone) went offline. It is switched
off with the Work Offline button.

“Disconnected” Outlook tried and could not connect: no internet, a
mistyped server, a port blocked by the network, or a
VPN in the way.

“Trying to connect...” that The connection starts but does not complete: an old

never ends saved password, a firewall or antivirus blocking
Outlook.

“Password required” The mailbox password changed and Outlook still has
the old one.

Disconnects at the same time, It is the network: office, hotel Wi-Fi or mobile data

or only on one network blocking e-mail ports.

Getting back online

Turn off offline mode: Send/Receive tab, press Work Offline until it is
no longer highlighted.
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Check the internet: open any website on the same computer. If the
browser cannot open anything either, the problem is the connection.

Switch networks to test: move from Wi-Fi to your phone’s data (or the
other way round). If it connects on the other network, the first network
blocks e-mail: use port 587 with STARTTLS for outgoing mail, as in
common Outlook errors.

Reset the saved password: in Windows, open Credential Manager >
Windows Credentials, delete the entries for your e-mail address and
reopen Outlook: it asks for the password again.

Check the server settings: mail.yourdomain, IMAP on port 993 with
SSL/TLS, SMTP on 465 with SSL/TLS (or 587 with STARTTLS), user name
equal to the full address.

Test without a VPN and without the antivirus scanning e-mail. If it
connects that way, add Outlook to that program’s exceptions.

Webmail working does not fix Outlook. If webmail opens and Outlook says
“Disconnected”, the server is answering: the problem is on the computer, the
network or Outlook’s settings. Changing the mailbox in cPanel will not help.

Quick trick: closing Outlook completely (check Task Manager that it is not still running)
and opening it again clears many hung connections after the computer wakes from sleep.
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Still “Disconnected” on every network? Send us a screenshot of Outlook’s
bottom bar and your address.

Open a support ticket

SEE ALSO
Outlook is not syncing: missing e-mails and folders that do not update
Common Outlook errors: 0x800CCCOE, password prompts and more

E-mails stuck in the Outlook Outbox: why they do not leave and how to
send them

The security certificate warning in Outlook: what it means and how to
stop it

How to access your webmail

Account area, cPanel or webmail: which login do you need?
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