
SHAREPOINT & M365 FREQUENTLY ASKED QUESTIONS

GENERAL QUESTIONS
What's the difference between OneDrive, SharePoint, and Teams?
OneDrive = Your personal work files. Only you can see them unless you share. Like your old "My Documents".
SharePoint = Team files everyone can access. Like your old shared drives (H:\ or S:).
Teams = Files attached to specific projects or teams. These are actually stored in SharePoint but linked to your Teams channels.

Can I still work offline?
Yes, if you sync SharePoint or OneDrive folders to your computer. Once synced, files appear in File Explorer and you can work on them without internet. Changes upload automatically when you reconnect.

Are my files backed up automatically?
Yes. Everything in SharePoint and OneDrive is automatically backed up in the cloud. You can also recover deleted files for 93 days from the Recycle Bin.

Can I access my files from home or my phone?
Yes. Log in to your web browser or download the OneDrive/SharePoint mobile app. Your files are available anywhere with internet.

SAVING & FINDING FILES
Where should I save my files?
Personal documents (only you need) → OneDrive
Team documents (others need access) → SharePoint
Project documents → SharePoint (via Teams if you're using Teams)

How do I know where a file is saved?
Look at the top of your document when it's open. You'll see the file path showing whether it's in OneDrive, SharePoint, or on your local computer.
If you see "AutoSave" switched on (top left), it's in the cloud.

Can I still save files to my computer?
Yes, but it's not recommended for work files. If your computer breaks, those files are gone. Always save work files to OneDrive or SharePoint.

I can't find my file. How do I search for it?
· Click File > Open in any Office app and check Recent
· Go to SharePoint or OneDrive and use the search bar at the top
· Check the "Recent" section in SharePoint/OneDrive (left menu)

What does "AutoSave" mean?
AutoSave automatically saves your changes every few seconds when your file is in SharePoint or OneDrive. You'll never lose work again. If AutoSave is greyed out, your file is on your local computer, not in the cloud.

SYNCING QUESTIONS
What does "sync" mean?
Syncing makes your SharePoint/OneDrive folders appear in File Explorer on your computer like normal folders. The files look local but are actually in the cloud and automatically backed up.

Should I sync all my SharePoint folders?
No. Only sync folders you use daily or need offline. Syncing takes up computer storage space. Occasional files can stay web-only.

How much storage does syncing use?
It depends on the folder size. Check your computer storage first (Settings > System > Storage). Leave at least 20GB free. If space is tight, make files "online only" by right-clicking the folder and choosing "Free up space".

What are the icons next to files?
Green tick with cloud = Synced and up to date
Blue cloud = Online only (not taking up computer space)
Blue spinning arrows = Currently syncing
Red X = Sync error (see troubleshooting)
Padlock = Someone else has the file open

Can I pause syncing?
Yes. Click the OneDrive cloud icon in your system tray (bottom-right), click Settings, then "Pause syncing". Choose 2, 8, or 24 hours. Resume any time.

How do I stop syncing a folder I don't need anymore?
Click the OneDrive cloud icon > Settings > Settings > Account tab > Choose folders. Find the SharePoint folder and uncheck it. The folder disappears from your computer but stays safe in SharePoint.

What happens if I delete a synced file on my computer?
It deletes from SharePoint too. If you only want to remove it from your computer but keep it in SharePoint, unsync the folder instead (see above).

ATTACHING FILES IN OUTLOOK
Why can't I see SharePoint when attaching files in Outlook?
Desktop Outlook doesn't always show SharePoint locations. You have three options:
1. Sync the SharePoint folder first (recommended) - then browse to it via "Browse this PC"
2. Copy the file to OneDrive temporarily - attach from there
3. Use Outlook on the web (outlook.office.com) - SharePoint appears there

Should I attach files or share links?
Share a link when possible:
· Everyone sees the latest version
· Doesn't fill up inboxes
· Easy to update later
· No confusion about versions
Attach a copy when:
· Recipient is external (outside your company)
· They need a snapshot at that moment
· File won't change

How do I share a link instead of attaching?
1. Go to SharePoint in your browser
2. Right-click the file
3. Choose "Copy link"
4. Pick who can access it
5. Paste the link in your email

SHARING & PERMISSIONS
How do I give someone access to my file?
Right-click the file > Share > type their name > choose "Can edit" or "Can view" > Send.

What's the difference between "Can edit" and "Can view"?
Can edit = They can make changes to the file
Can view = They can only look (read-only)

Can I share files with people outside my company?
Yes, but check your company policy first. Some organisations restrict external sharing for security. Contact IT if unsure.

How do I stop someone from accessing a file I shared?
Right-click the file > Manage access > find their name > click the X to remove them.

WORKING TOGETHER
Can multiple people edit a document at the same time?
Yes. This is called co-authoring. When a file is in SharePoint or OneDrive, multiple people can work on it simultaneously. You'll see coloured flags showing where others are typing and their names at the top.

How do I know if someone else has the file open?
You'll see their name at the top of the document when you open it. In File Explorer, synced files show a padlock icon if someone else has them open.

What happens if two people make changes at the same time?
Changes merge automatically. If there's a conflict (same sentence edited differently), the app will ask you to choose which version to keep.

Can I see who changed what in a document?
Yes. Right-click the file > Version history. You'll see all changes, who made them, and when. You can restore any previous version.

VERSION HISTORY
How far back does version history go?
SharePoint keeps all versions indefinitely (until manually deleted or storage limits reached). OneDrive keeps 500 versions or 30 days, whichever is longer.

Can I undo a big mistake someone made?
Yes. Right-click the file > Version history > find the version before the mistake > click Restore.

Will restoring an old version delete the current version?
No. The current version becomes another version in the history. You can always go back to it if needed.

SAVING AS PDF
How do I save a document as PDF?
File > Save As > change "Save as type" to PDF > Save.
Or: File > Export > Create PDF/XPS > Publish.
Both work the same.

Does saving as PDF delete my original document?
No. You'll have both the original (Word/Excel/PowerPoint) and the PDF.

TROUBLESHOOTING
"The file is locked" - what does this mean?
Someone else has it open in desktop Office. Ask them to close it, or open the file in your web browser instead. Both of you can edit simultaneously if you use the web version.

"Can't save this file" - why?
Three common reasons:
1. You only have "view" permission (ask the owner for "edit")
2. You're offline
3. File is on your local computer, not in the cloud

Sync keeps saying "pending" - what's wrong?
· Check your internet connection
· Click the cloud icon > Resume syncing
· Close other programs (syncing needs computer resources)
· Restart your computer
· Contact IT if still broken

"File name is too long" error
The full path (folder + subfolder + filename) is over 400 characters. Shorten folder names or move the file closer to the main folder. Or access it through your web browser instead.

Files taking up too much space on my computer
Right-click the folder > "Free up space". Files stay in SharePoint but are removed from your computer. You can still see them (blue cloud icon) and click to download when needed.
Or unsync folders you don't use daily (see Syncing Questions above).

"AutoSave is greyed out" - how do I fix it?
Your file is on your local computer, not in the cloud. Save it to OneDrive or SharePoint first, then AutoSave will work.

Red X icon next to my file
Sync error. Common fixes:
· Check the filename (remove * : ? characters)
· Make sure file isn't open in another program
· Check you have permission to edit
· Right-click > View online to check if it's still in SharePoint

EMAILS
Can I save emails to SharePoint?
Yes. Two ways:
1. Drag and drop the email from Outlook into SharePoint in your browser
2. File > Save As > navigate to SharePoint folder
Emails save as .msg files.

Can I save email attachments directly to SharePoint?
Yes. Right-click the attachment > Save As > choose SharePoint location.

CITRIX
What is Citrix?
Citrix lets you access your work computer from anywhere. It's like a window showing your work desktop on any device.

How do I activate Citrix?
1. Log in to CallConfirmLive!
2. Click your name (top-right)
3. Click Activate
4. Download the receiver.cr file
5. Open it with Citrix Workspace
6. Click Add when asked
If you don't have Citrix Workspace installed, contact IT support.

Citrix won't activate - what should I do?
Check your Downloads folder for the receiver.cr file. If you can't find it or it won't open, contact IT support.

WHO TO CONTACT
When should I contact IT support?
Contact IT if:
· You can't install or activate Citrix
· Sync completely stops working after trying all fixes
· You need permission to access a file/folder
· You accidentally deleted important files (they can recover them)
· You're locked out of SharePoint or OneDrive
For day-to-day questions, check these guides first or ask a colleague.

Need more help? Watch our video guides or contact IT support.

This FAQ covers the most common questions. Expandable, printable, and perfect for your staff resources section.


