
Popup Maker

Troubleshooting Your First Popup
Problem Solving  ·  https://wppopupmaker.com/docs/problem-solving/troubleshooting-your-first-popup/

What's in This Troubleshooting Guide
You created your first Popup Maker popup. Then, you bring up an incognito or private browser window
and go to your site to test it out. But the popup doesn't show. What gives? This troubleshooting
guide covers:

The most common reasons why your popup doesn't open.

Why your popup always shows even if you don't want it to.

Why your Click Open trigger launches the wrong popup.

Why your popup might not close.

Ways to troubleshoot all of the above.

Chat with Claude

Need a hand? You can chat with Claude about this guide. We

already set up the instructions for you. Just click and go.

Ask Claude about this topic.

Problems With Showing Your Popup

My popup isn't showing

The common reasons your first popup isn't opening are the following:

1. The popup isn't published or turned on (enabled). #

2. The popup doesn't have a trigger. #

3. There's a popup targeting condition that's blocking it. #
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4. There's a CSS conflict that could also "freeze" your page. #

5. Your cache on your browser, WordPress, server, or CDN needs clearing. #

6. There's a JavaScript error showing in the browser console. #

7. Another plugin or your theme has a code conflict (e.g., JavaScript error) with Popup Maker. #

8. The popup showed before, but now it doesn't display (cookie set or recent change). #

9. The popup is disabled for mobile or tablet devices. #

1. Is your popup turned on?

Make sure your popup is published. When you use the classic editor to edit your popup, check the
Publish status and Popup Enabled toggle. The status should say Published, and the Popup
Enabled toggle button should be on the right side with a green background color. Here's what those
look like.

You can also turn on and off your popup from Popup Maker > All Popups.
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2. Do you have the right popup trigger set up?

To check your triggers, scroll to the Popup Settings below the popup editor. Click Triggers.
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Popups must be turned on and have a
trigger
Besides having your popup turned on, the next must-have is a popup trigger. A popup trigger is what
actually launches your popup. For example, the 2 most common triggers are the Auto Open trigger
and the Click Open trigger. If you want your popup to display automatically, be sure you've got an
Auto Open trigger for the popup. If you want your popup to display when someone clicks a link or
button, make sure your popup has a Click Open trigger.

Learn how to add a trigger
Visit our Add a Popup Trigger help guide to learn how to add a popup trigger to your popup.

To get a full list of available triggers, head over to our Complete List of Popup Triggers doc.

3. Does your popup have a targeting condition?

You checked that your popup is turned on, and you've got the right popup trigger set up. All that
looks good. But your popup still doesn't display.
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To check your targeting conditions, scroll to the Popup Settings below the popup editor. Click
Targeting.

Mistakes in your targeting conditions
You might have a targeting rule (or condition) that you forgot about or didn't set up correctly. Let's
back up and review what we mean by targeting. Or, TL;DR: follow this step-by-step guide to check
your popup's targeting conditions. Remember when we learned earlier that triggers launch popups?
Well, you use targeting to selectively load your popup to display on a specific web page. For
example, you can target your popup to show only on the homepage, only for posts, and much more.

What's the difference between targeting
and triggering?
Targeting loads your popup only on the posts and pages you choose. Remember, you still need a
popup trigger to launch your popup so people can see it. That's because the popup gets loaded "off
page" (hidden) first. Then, the trigger you set up displays it.

Targeting
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Selectively loads your popup on a post or page so it's ready to launch.
 

Triggering
Launches (displays) your popup so people can see it on the post or page you targeted.

Now, let's look at a couple of examples of Targeting Conditions gone wrong.

Wrong post or page
Mistake 1) You need a popup to appear only on your About page when someone clicks on a Learn
More link on that page.

Here's the mistake. Your Click Open popup has a targeting rule for loading only on the Home Page
instead of the About page. That means your popup won't show when you click on the Learn More
 link on your About page.

The interesting thing is that your popup will load on your Home Page because of the targeting rule.
But it won't appear there either because you don't have a click trigger set up on the Home Page to
launch the popup.

Solution: Change your targeting condition to target the About page.

Below, we changed our condition from Home Page to Pages: Selected > About. The popup can
now display on the About page (remember to add a trigger if you haven't).
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Using AND instead of OR
Mistake 2) You want your popup to display automatically only on posts and pages. Here's the
mistake. You have a targeting condition to load the popup only if you're viewing a post AND a page.

Since a post isn't a page (and vice versa) and you can't view a post and a page at the same time (and
in the same tab), you'll never see your popup.

Solution: Change your AND condition to an OR condition.

Below, we changed our condition from All Posts AND All Pages to All Posts OR All Pages. The
popup can now display if you're on a post or a page (remember to add a trigger if you haven't).

Your popup loads on all pages and posts on your site by default.

Heads up: If a popup doesn't have any targeting rules, Popup Maker (by default) loads the popup on
every post/page on your site. This is the most common usage or a catch-all case. Pro tip: Targeting
rules allow you to selectively load a popup only where you need it. This is an awesome feature,
especially for site owners worried about performance.

In case you missed it, here is the step-by-step guide for checking your popup's targeting conditions.
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4. CSS conflict: Does your page "freeze" (can't scroll) instead of showing the
popup?

If your popup doesn't show and your page "freezes," meaning that you can't scroll, there might be a
CSS conflict on that page. Here's a video showing what happens when a popup doesn't display and
freezes the page.

Embedded media: https://www.youtube.com/embed/w6bUKjkMnpQ?enablejsapi=1

What's the fix for the CSS conflict?
Try the CSS fix in our troubleshooting guide for this specific issue.

5. Did you clear out all of your caches?

You might have done everything right. You saved all of your changes and published your popup. But
you get nothing! In this case, it could be your caches (yes, there is more than one cache to
check). Don't fret. This is a super common problem. In fact, WordPress has a spectacular cache
troubleshooting guide (probably the best one out there) just for this.

Clues you need to clear your caches
It's probably a cache problem when:

Your popup displays if you use an incognito or private browser window: If your popup
displays fine in incognito mode, go back to the browser that's not showing the popup and clear
that browser's cache.

You are logged into your wp-admin area: If your popup shows up when you're logged in, but
doesn't when you're logged out, try clearing your hosting and WordPress cache plugins. Server-
side caching apps (hosting or WordPress cache plugins) usually don't cache pages when you're
logged in as an admin. That's why you can see changes right away when you're logged in.

More on caching
Caches save a copy of a web page so that WordPress doesn't always have to build the page every
time you want to view it. Caches can make your WordPress site faster, but they can drive you crazy
when you make changes and want to see those changes right away.
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A cached (saved) copy of your page can be in your browser, a cache plugin, your hosting's cache, a
database cache, and even a CDN cache. Be sure either turn off all your caching or continuously
clear all of your caches while you're creating and updating your popups.

6. Do you see a JavaScript error?

Here's what a JavaScript error looks like in a browser console.
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A JavaScript error like the one in the screen capture above can stop any plugin like Popup Maker from
working. Fixing JavaScript errors on your site is best practice and helps narrow down why your popup
isn't showing.
When you try to display your popup, check your browser console to see if there are JavaScript errors.

If you see a JavaScript error, make sure you take a screen capture of it or copy/paste it somewhere.
Share the error with your web developer or our support team.

You can also follow the instructions in our next section to shed more light on the JavaScript error. For
example, the screen capture above is an error we see a lot when a WordPress site runs 2 (or more)
versions of jQuery. Standard plugin and theme conflict troubleshooting steps can show you which
plugin or theme is loading the extra jQuery version.

Pro tips:
If you're a techie and are comfortable working with the browser console, check out the Popup Maker
Debug Mode.
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If you see the "init popups" message in the browser console, the Popup Maker plugin is able to
initialize popups on your page. That means Popup Maker is active and running, but any JavaScript
errors can still stop popups from showing.

WordPress has thousands of plugins and themes. A JavaScript error is bound to happen. The good
news is that there are tons of help guides and support channels to help you troubleshoot JavaScript
errors.

7. Have you tried turning off all other plugins and any custom code and switching
to the Twenty Twenty-Four theme?

Speaking of plugins and themes, they can interfere or conflict with Popup Maker's code.

Plugin Conflicts
Turning off all plugins except Popup Maker, removing any custom code, and switching to a
default WordPress theme such as Twenty Twenty-Four theme is a de facto standard for
troubleshooting WordPress code conflicts.

If the problem goes away when you turn off all plugins except for Popup Maker, then you'll know it's a
plugin conflict.

To figure out which plugin is the culprit, you can turn on each plugin 1-by-1 until you see the issue
again. The last plugin you switched on before seeing the error is usually the one that's interfering
with Popup Maker. You can find another plugin or contact the plugin author for a workaround.
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Video clip of turning off all plugins except Popup Maker

Watch out for cache plugins that optimize JavaScript. They can accidentally block Popup Maker
JavaScript libraries from loading on your post or page.

Theme Conflicts
If the problem is still happening after all plugins except Popup Maker are off, then switch your
WordPress theme to a default like Twenty Twenty-Four.

If the error goes away after changing your theme, then your theme is probably creating some
mischief with your popups. You can find a different theme or reach out to the theme developer for a
workaround.
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Video clip of switching to a default WordPress theme

We've seen some themes forget to call the WordPress footer code. That means Popup Maker and your
other plugins won't work completely. Double-check with your theme's developer that they're calling
wp_footer()  correctly.
For more instructions, follow WordPress's definitive Solve Problems With Plugins guide. If you need a
minimalist step-by-step with best practices and screen captures, have a look at How to Troubleshoot
a Plugin or Theme Conflict.

Avoid messing up your visitors' experience.

Pro tip 1: Make a copy of your live site (a.k.a., staging site) and test for conflicts on the staging site.
Pro tip 2: If you need to troubleshoot on your live site, do it during off-peak hours or use the Health
Check & Troubleshooting plugin.

8. My popup was showing, and now it's not.

Do you have a cookie set?

Let's take the following example:

1. You set up a cookie for your popup so it doesn't display again for 1 month after you close it.
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2. You visit your site.

3. You see your popup. Cool!

4. The next day, you visit your site again using the same browser. This time you don't see your
popup

In this case, Popup Maker sees your browser has a cookie for your popup. Your popup's cookie tells
Popup Maker, "Hey, this browser saw this popup yesterday, and today is less than a month from
yesterday. So, don't display this popup!"

If you want to see your popup again after its cookie is set, you have 3 options:

1. Install and use the new Popup Maker Debug Tools Chrome extension to clear your popup cookies
with a couple of clicks as many times as you need!

2. Clear your browser cookies.

3. Use the Popup Maker Admin bar to reset the cookies for your popup.

Did you make recent changes?

The other way this happens is because of new changes such as:

Upgrading WordPress

Upgrading PHP

Adding a plugin

Deactivating a plugin

Updating plugins

Adding custom code (CSS, JavaScript, or PHP)

If you just upgraded something, try downgrading it to the previous version. If you added something
recently, try removing it. If you updated a bunch of plugins, try following the instructions we covered:

CSS conflict: Does your page "freeze" (can't scroll) instead of showing the popup?

Troubleshooting a plugin conflict

9. My popup doesn't show on mobile phones.

Go to your Popup Settings > Targeting tab. Make sure these 2 checkboxes are not checked
(unchecked).
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Disable this popup on mobile devices.

Disable this popup on tablet devices.

See the screen capture below for a visual.

Be sure to Publish or Update your popup to save any changes and clear your caches. Your popup
should now display on mobile devices.

If your popup is still not showing, you might have a JavaScript error or a plugin or theme conflict. Try
following the instructions for JavaScript errors and troubleshooting a plugin conflict.

My popup is always showing

If you want your popup to display only once during a browser session, you'll need to set up a cookie
for your popup to stop it from reappearing. Setting up a cookie is like leaving a note to tell the
browser, "Hey browser, the visitor already saw this popup, so don't show it again."

Allow cookies in your browser

The first thing to do is make sure you allow your browser to create cookies. If your browser doesn't
allow cookies, then your popup will keep showing even if you have a cookie set up. In other words,
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your browser will never get the memo saying the visitor already saw the popup. Check all your cookie
preferences in your browser settings and any privacy addons or apps you have on your computer.

Add a cookie to your popup trigger

The second thing is to make sure you have a cookie set up in your popup trigger. If you added a
cookie to your popup trigger, you should see:

1. A cookie name next to your trigger type. E.g., "pum-15" or "my-popup-cookie".

2. A cookie event is listed in the cookies section of your triggers settings. E.g., "On Popup Close".

Below is an example of a popup trigger that has * no* cookie name and *no* cookie event listed. This
popup will always open.

The popup above has no cookie set up, so it will display every time you visit a page on your site.

Here's how to add a cookie so the popup opens only 1 time.

You can add a cookie to your popup trigger as part of creating the trigger or later when you're done
with your trigger.
If you've got your trigger but never set up a cookie for it, follow these steps.

1) Define when you want the browser to
create your cookie
Go to Popup Settings > Triggers. Click Add New Cookie. Select when you want to create the
cookie (e.g. when someone closes or opens the popup). Click Add.
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Enter the Cookie Name (e.g. pum-15). You can name it whatever you want. Just keep it short and
sweet.

Enter the Cookie Time. In plain English, type in how long you want the cookie to last. This tells the
browser how long to wait before showing the popup again. The default is 1 month. Other examples
are 30 minutes, 24 hours, and 7 days.
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Click Update to save your cookie settings.

2) Connect the cookie to your popup trigger
Click on the pencil  icon to edit your trigger. For the Cookie Name, select the cookie you created
in step 1. Here's how that looks for an Auto Open trigger.
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Click Update to save your trigger changes. Your popup trigger should look something like this now.

The settings above tell the browser not to display the popup for 1 month after it's closed.
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Remember to Publish or Update your popup to save all of your changes and clear your caches.

I don't want my popup to show on mobile phones

Go to your Popup Settings > Targeting tab. Make sure you check these 2 checkboxes.

Disable this popup on mobile devices.

Disable this popup on tablet devices.

See the screen capture below for how to disable your popup on mobile devices.

Make sure to Publish or Update your popup to save any changes and clear your caches. Your popup
should not display on mobile devices anymore.

If it still shows on mobile devices, you might have a JavaScript error or a plugin or theme conflict. Try
following the instructions for JavaScript errors and troubleshooting a plugin conflict.

My Click Open trigger opens the wrong popup

You added a Click Open trigger, and clicking the button does open a popup, just not the right one.
This almost always means two popups ended up connected to the same button by mistake. Here's
how to fix it.
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The easiest fix: use Popup Controls in the block editor

If you're using the block editor, let Popup Maker connect the button to the right popup for you.

1. Edit the post or page with your button or link, and click the block to select it.

2. In the block settings sidebar, open Popup Controls.

3. Choose the popup you want from the dropdown.

4. Click Update or Publish to save.

Popup Controls adds the popup's own one-of-a-kind class for you. There's nothing to type or copy, so
it can't accidentally match a different popup.

Here's a video that shows how you'd link one button to a popup and another button to a different
popup using the block editor.

Here's a breakdown of that.

1. We click on the first button (Open Hello World).

2. On the right, we expand Popup Controls.

3. In the dropdown, we click Hello World Popup.
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4. Next, we click on the second button (Open Awesome Day).

5. On the right (while that button is still selected), we expand Popup Controls.

6. In the dropdown, we click Have an Awesome Day Popup.

If you're using Extra CSS Selectors instead

Sometimes you can't use a block setting, so you connect your button with the Extra CSS Selectors
field instead. Since you type this in by hand, it's easy for two popups to end up pointing at the same
class or ID.

1. Open each popup's Triggers tab, and click the pencil icon on the Click Open trigger.

2. Compare the Extra CSS Selectors field on each popup. Matching (or overlapping) values are the
problem.

3. Give each popup its own class or ID, then update the field so it only matches that one popup.

4. Save your changes, then clear your caches before testing again.

Still seeing the wrong popup? Try the plugin and theme conflict steps, or reach out to us.

Problems Closing Your Popup

The default close button isn't working

This happens when there's a CSS or code conflict with another plugin or theme. Head over to the
troubleshooting a plugin conflict section. If it's not a plugin or theme conflict, reach out to us so we
can take a closer look.

I added a close button inside my popup, but it doesn't work

Custom HTML Button

If you haven't, add the Popup Maker CSS classes  popmake-close  and  pum-close  to your button  tag.
These classes tell Popup Maker to close the popup when you click your custom close button. Here's a
code example.

<button class="popmake-close pum-close">My Close Button</button>
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Shortcode Button

If you used the Popup Maker Shortcode Button, try deleting the Popup Close Button shortcode
and adding a new one. See the video clip below.

[file 9dYvnoVIXb]

When you're done editing your custom HTML button or re-adding your shortcode, click Publish or
Update to save your changes and clear your caches.

Be sure to check for JavaScript errors or for a plugin or theme conflict. Try following the instructions
for JavaScript errors and troubleshooting a plugin conflict.
If your close button still doesn't work, reach out to us so we can take a closer look.

Pro Tip: If you want your close button to close the popup and open up another page too, check out
our Close a Popup When a Link Inside the Popup Is Clicked guide.
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