
Scan-to-email should feel boringly reliable. You drop documents in the feeder, tap a button, and the email shows
up. When it fails, though, the experience is anything but calm. One day you get “authentication failed,” another
day nothing at all, and sometimes the scan arrives as a blank PDF or arrives to the wrong place.

Most scan-to-email headaches trace back to a small set of setup mismatches: SMTP settings, authentication, ports
and Click for more info encryption, DNS and firewall rules, user permissions, and a handful of document and file
format quirks. Below are the issues I see most often in real offices, along with practical fixes you can apply without
guessing in circles.

The parts that usually break (and why)
Scan-to-email on a multifunction printer is basically a mini email client. It needs:

1. A destination email address format (to, cc, or “from” behavior).

2. An SMTP server to send through.

3. Authentication credentials, if the SMTP server requires them.

4. Correct encryption and port selection (TLS versus SSL, or no encryption).

5. Network access from the printer to the mail server.

6. Printer-specific behavior for naming files and formatting messages.

When anything in that chain is off, the printer either refuses to send or sends in a way your email system rejects.
The hard part is that printers often give you vague error codes. They also tend to hide the “real” failure details
somewhere in logs or status pages.

The fastest route to a fix is usually not “reinstall the scan app” or “factory reset everything.” It’s to confirm the
exact SMTP path and the exact requirements of your mail provider.

Problem 1: “Authentication failed” (or it sends nowhere)
This is the classic failure mode when the printer is trying to log into SMTP but is using credentials that do not
meet the provider’s rules. Common causes include:

Using a regular mailbox password where the provider requires an app password or OAuth based sign-in.

Using the wrong username format (some systems want the full email address, others want a short name).

Entering credentials correctly, but the account is locked, expired, or missing permissions for SMTP submission.

The printer stores credentials but the fields are not actually saved because of a UI glitch or an incomplete save
step.

A practical fix starts with aligning the printer’s login model with your email system. Many consumer and hosted
providers disable “less secure app” access, and some require app passwords. If you have an office Google
Workspace or Microsoft 365 environment, the SMTP authentication requirements can be stricter than what you
might remember from personal email years ago.

What to do next:

On the printer, re-check the SMTP “username” field. If it supports it, try using the full email address, not just
the mailbox name.
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Confirm the SMTP “from address” is allowed for that mailbox. Some systems reject sending if the from address
does not match the authenticated user.

If your provider supports app passwords, generate one and paste that into the printer password field. Treat it
like a separate secret, not your normal login password.

One small anecdote: I once watched an office chase “bad credentials” for hours. The printer showed the credentials
were saved, but it was using a truncated username because someone typed only the short name. The SMTP server
wanted the full address, and the printer did not warn about the format. Correcting the username resolved it
immediately.

Problem 2: Wrong port or wrong encryption setting
Even when credentials are correct, the printer and SMTP server have to agree on how the connection is protected.
This is where the failures get confusing, because the printer can present errors like “cannot connect,” “failed to
authenticate,” or “server rejected the connection,” depending on its firmware.

Most SMTP configurations fall into these patterns:

Port 587 with STARTTLS (often called “TLS” in printer UIs).

Port 465 with implicit SSL.

Port 25 in some internal systems, typically without encryption, sometimes blocked for external sending.

Many printer setup screens label encryption inconsistently. For example, “SSL/TLS” might mean different things
depending on the vendor.

What to do next:

If your organization uses a modern mail provider, port 587 with STARTTLS is frequently the most reliable
option.

If you suspect port 465, verify that your printer supports “implicit SSL” properly and that your mail provider
allows that mode.

Avoid port 25 for outbound submission unless your environment is specifically designed for it. Many networks
block outbound port 25 for anti-spam reasons.

If you can, confirm the exact SMTP settings your mail provider documentation expects. Then match them verbatim
in the printer: host, port, encryption mode, and authentication requirements.

A tip that saves time: if you only change one setting at a time, you can tell what broke the connection. Changing
host, port, encryption, and credentials all at once turns troubleshooting into a guessing game.

Problem 3: DNS or routing issues from the printer’s network
Sometimes the SMTP host resolves from your laptop but not from the printer. The printer might be on a different
VLAN, a guest network, or a network segment with restricted DNS or outbound rules. The result can look like
“SMTP server not found” or just “connection failed.”

Common real-world causes include:

Printer uses a static IP with missing DNS server values.

Printer is on a subnet that cannot reach the SMTP server or required ports.

Firewall rules block outbound traffic from the printer.



The printer cannot reach the mail server because of NAT or routing differences.

Fix approach: First, verify basic network behavior. Confirm the printer has a correct IP, correct subnet mask, a
default gateway, and working DNS. Then confirm name resolution. Some printers have a “network test” or “ping”
function, though not all do.

If the printer UI offers it, test connectivity to the SMTP host by IP address. If it works via IP but not by hostname,
DNS is the culprit. If it fails even by IP, you’re likely dealing with routing or firewall restrictions.

In mixed office environments, I’ve repeatedly seen guest Wi-Fi where outbound email submission is blocked
entirely. The printer gets an address and looks “online,” but it has no legitimate path to the mail server.

Problem 4: The email arrives, but it is rejected or quarantined
This one is easy to miss because the printer can report “sent” while your mail system later blocks or quarantines
the message. A scan-to-email message might be flagged as suspicious due to file type, sender reputation, or
message headers.

Possible causes include:

The printer sends with a “from” address that does not match the authenticated account.

SPF, DKIM, or DMARC checks fail because the message is not sent from an authorized source.

Attachments trigger security rules. Some systems treat PDF attachments in a new sending context as
suspicious.

Large attachments or unusual file names fail scanning rules.

A practical fix starts with checking the email system’s quarantine or message tracking logs. If you use Microsoft
365, there is message trace and quarantine. If you use Google Workspace, there is quarantine management and
logs in admin tools. The details will tell you whether the message was rejected at SMTP time, delivered but
quarantined, or delivered to a spam folder.

What to adjust on the printer:

Ensure the SMTP “from” field is either blank (if the printer uses the authenticated user) or set exactly to the
authenticated mailbox address.

Use an account specifically intended for device sending, not a random personal mailbox. A device account
reduces confusion about permissions and sender identity.

If your mail security system has attachment rules, test with smaller scans or disable optional OCR features
temporarily to see if file content triggers the rule.

I’ve seen a printer generate very large PDFs due to scan settings, and the mail system would accept the message
but then strip or flag it. Lowering resolution or choosing a more predictable file format can help.

Problem 5: Blank PDFs, corrupted files, or “unsupported format”
File problems have their own set of symptoms. You might see blank documents, pages missing, or a PDF that
opens only on some machines.

These issues often stem from scan settings and printer firmware quirks rather than email settings. Common
culprits include:

Scan type mismatch, like using a document feeder mode but loading mixed paper types.



OCR or compression settings creating odd PDFs.

File size limits within the printer or along the email path.

Corrupted scans caused by hardware feed problems.

Fix approach: Check scan settings first: resolution (DPI), color versus grayscale, file type (PDF versus PDF/A), and
whether OCR is enabled. If you can, try scanning one short page and compare the output with a normal “scan to
USB” or “scan to folder” job. If the file is fine locally but not via email, the email path or attachment handling is
likely the issue.

One straightforward experiment: reduce resolution from a high value to a moderate one, for example 300 DPI
instead of 600 DPI if your printer allows that choice. If the “blank” or “corrupted” symptom disappears, file size or
compression is probably the trigger.

Problem 6: “Sent successfully” but the recipient never receives
anything
When the printer claims success, the failure often happens after SMTP acceptance. That can mean:

The message was sent to an address that is wrong but not obvious. For instance, a directory lookup
mismatch, missing domain part, or a stored “default” recipient override.

The message is delivered but filtered into spam or a “junk” quarantine.

The email system requires TLS and you accidentally configured the printer to send without encryption, which
gets “soft rejected” and dropped later.

The printer uses an incorrect “from” domain and your mail provider blocks it.

What to do:

Use a known internal mailbox for testing. For example, send to a user in the same tenant or domain first. That
removes external reputation complications.

Check quarantine and message tracking for recent delivery attempts around the scan time.

Confirm the recipient address entered in the scan destination screen is exactly right. Many printers let you
store a “book” of email destinations, and stale entries cause repeated confusion.

In one office, the recipient field in the scan destination was correct when edited manually, but the printer was
actually using a stored destination preset when a button was pressed. The message went to an old address that
nobody monitored. Cleaning up the destination book resolved the problem quickly.

Problem 7: The “from” address and reply-to behave unexpectedly
Device-originated emails can be tricky when you care about reply behavior or when your organization applies
policy based on sender identity. Printers sometimes use fields like “from,” “reply-to,” and “sender” differently
depending on firmware.

Common symptoms include:

Replies go to the wrong place.

Messages fail authentication because the from address does not match the authenticated user.

Some systems rewrite headers, which can break strict DMARC enforcement.



Fix approach: In the printer configuration, align these fields with the authenticated account as closely as your
printer allows. If the printer supports “use authenticated email as from,” enable it. If it only provides a manual from
field, set it to the same mailbox you authenticated to SMTP.

If your mail system uses strict DMARC enforcement, mismatched senders are often the reason the email gets
rejected or quarantined even though SMTP submission succeeded.

Problem 8: User permissions, device policies, and account restrictions
Even with perfect SMTP settings, your mail provider might block the account from sending through SMTP. This is
common in managed environments:

SMTP submission is disabled for the mailbox.

The account is not allowed to send outside the organization.

The account is licensed differently, so sending is limited.

Conditional access rules block sign-in methods used for SMTP.

The fix here is organizational rather than mechanical. You need an account that is permitted to send via SMTP
submission, ideally a dedicated device mailbox or service account. If you are using a managed tenant, request an
SMTP-enabled device account from whoever manages your identity and mail policies.

I’ve also seen cases where the device account works one day and stops the next after a password change. Printers
rarely handle password rotation gracefully. If you rotate credentials, plan a process to update the printer, not just
humans.

Problem 9: Address book and destination parsing mistakes
Printers that support email address books make it easy to store destinations, but the data quality can drift over
time. Symptoms include:

Messages go to the wrong person.

Messages fail because of malformed addresses.

Multiple recipients are handled unexpectedly.

Sometimes the printer UI accepts “Name ” formatting incorrectly. Some printers want only the email address.
Others let you use display names, but the parser breaks at the angle brackets.

Fix approach: For testing, input plain email addresses only. Then re-add destinations in the printer address book
using the simplest format it supports. Once you confirm it works, you can test whether the printer can handle
more complex formats.

Problem 10: Performance issues, timeouts, and large scan jobs
Not every failure is a configuration mistake. Some scan jobs simply exceed what the printer or network path
handles smoothly.

Large color scans, high DPI, and multi-hundred page documents can create problems that look like random send
failures. Depending on the printer’s firmware, it might build the PDF in memory, exceed limits, then still attempt to
send a partial file or fail during transmission.

What to do next:



Test with a small sample: one page, then five pages, then ten pages. Identify where it starts failing.

Reduce resolution and color depth for the job.

If your printer supports it, choose a predictable compression setting.

If multi-page is required, ensure the feeder is functioning well, because feed jams or misfeeds sometimes lead
to unusual file outputs.

A short troubleshooting workflow that usually works
When a scan-to-email setup breaks, resist the urge to change ten settings at once. A disciplined approach cuts the
time from days to minutes.

Here’s a simple workflow I use:

Verify the printer’s network health, correct DNS, and that it can reach the SMTP host.

Confirm SMTP host, port, and encryption mode match what your mail server expects.

Use a single test recipient and a single known device account for the sender.

Scan a small, one page document and observe whether the problem is consistent.

Check your mail system logs or quarantine around the exact time of the test.

If it fails repeatedly at the same step, you can narrow the culprit quickly.

A focused checklist for the most common fixes
If you want a short, practical checklist to run through, here it is for the top offenders. If you follow it in order, you
usually land on the cause.

Confirm the SMTP host is correct (not a web host, not a legacy domain, and not a typo).

Match port and encryption to your mail server requirement, especially whether it uses STARTTLS or implicit
SSL.

Use the correct username format for SMTP, often the full email address.

Use an SMTP-enabled account or app password if your provider requires it.

Check quarantine and message trace for “sent but not received.”

That list is not magical, but it prevents the most expensive mistake: blaming the printer firmware when the mail
provider is actually rejecting the message.

Printer logs and status pages: what to look for
Many troubleshooting sessions stall because no one checks the printer’s own reports. Most multifunction printers
have a status page or event log that records email send attempts. Even if it does not explain the precise reason, it
often provides an error code category.

Look for clues like:

DNS resolution failures

Connection refused or timeout

Authentication rejected

Recipient address issues



Attachment generation or size issues

If you can export printer configuration or view firmware version notes, it can also matter. Some firmware versions
have known issues with specific encryption or authentication modes. I won’t claim universal compatibility, because
it depends on the printer vendor and firmware, but in practice, firmware can be the difference between “works on
some networks” and “never works.”

Scan settings that quietly cause email problems
Scan settings are often treated as a separate topic from email settings, but they overlap in a real way. Email
submission is not a neutral transport. Message content and attachment size can influence delivery policies,
attachment scanning outcomes, and the speed at which the printer can prepare and transmit the file.

If you need a quick sanity check, try this sequence in prose rather than a maze of menus: scan the smallest realistic
document, then gradually increase quality until you see where it breaks. If it only breaks at high DPI, you likely
have a size or memory threshold issue. If it breaks at a specific file type such as OCR-enabled PDF, you likely have
a PDF generation or compatibility issue.

Security policies and why they feel “unfair”
Device emails can trigger security systems because they do not behave like typical human email. That’s not
personal, it’s pattern-based filtering. Printers often send from addresses that have no sending history, with
unusual headers, from networks that look different than office employee workstations.

Also, printers can be loud in security terms because they send attachments. Even legitimate scans can trip
“document” heuristics.

If your organization uses advanced email security, expect scan-to-email to require a bit of policy alignment. The
goal is to make the message look legitimate to the mail system, not to “turn off security.” A device sending
account with authenticated SMTP, correct from identity, and predictable scan output usually leads to fewer
quarantines than a workaround like “disable authentication” or “open relay.”

When the fix is actually an infrastructure change
Sometimes the printer is fine. The network or mail infrastructure is the problem.

If your SMTP submission requires outbound access through a specific firewall rule, someone has to approve it. If
your mail system blocks SMTP from certain IP ranges, someone has to add the printer’s IP or MAC to an allowlist.
If DNS is split-horizon in your environment, the printer might need internal DNS rather than public resolvers.

The most common “infrastructure change” I see is this: the printer is placed on a VLAN with strict outbound rules,
and email submission gets blocked. Move it to a permitted network segment or adjust firewall policies to allow
SMTP submission to the correct host and port.

Getting it stable for the long run
Once scan-to-email starts working, the work is not done. The system can break again after password changes,
firmware updates, network re-IP changes, or mail provider policy adjustments.

To keep it stable:



Document the SMTP host, port, encryption mode, and username exactly as entered on the printer.

Record which mailbox is used for SMTP auth, and whether it relies on an app password.

After any mail provider changes, do a quick one page scan test immediately.

If your office rotates credentials regularly, create a simple process to update device accounts on schedule.

Stability is not just technical, it is operational. A working printer that fails silently weeks later is usually a credential
lifecycle issue.

Common symptoms mapped to likely causes
Sometimes it helps to think in terms of the printer’s behavior. Here are a few patterns and what they usually
indicate, described in plain language.

Immediate error about login: usually credentials, username format, or provider requirement for app
passwords.

“Cannot connect” or timeout: usually port, encryption mode, firewall, routing, or DNS.

Email appears but is quarantined or never reaches inbox: usually from identity alignment, SPF or DMARC
rejection, or attachment scanning rules.

Sent email arrives but file is broken or blank: usually scan settings, file size, or feeder issues rather than SMTP.

Final reality check: you might need one “device-friendly” setup
Many organizations eventually adopt a pragmatic approach: create a dedicated mailbox for device sending, permit
SMTP submission for that mailbox, and configure the printer to use that account consistently. That reduces the
number of variables and makes troubleshooting far simpler.

It also keeps audit trails cleaner. When something goes wrong, you can focus on one sender and one set of SMTP
policies, instead of debugging whether a personal mailbox or shared inbox is being treated differently by your
security platform.

Scan-to-email is not hard once the pieces match. Most failures come from a small mismatch: port, encryption
mode, from identity, or authentication rules. Fix that mismatch, confirm delivery through logs or quarantine views,
and then tighten scan settings so the output is consistent.

If you are troubleshooting right now and can share the exact printer error text, the SMTP host type (internal or
provider), the port and encryption option you selected, and whether the printer supports TLS versus SSL naming, I
can help you pinpoint the most likely cause faster.


