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Copyright and Disclaimer 

This document, as well as the software described in it, is furnished under license of the Instant 

Technologies Software Evaluation Agreement and may be used or copied only in accordance with the 

terms of such license. The content of this document is furnished for informational use only, is subject 

to change without notice, and should not be construed as a commitment by Instant Technologies. 

Instant Technologies assumes no responsibility or liability for any errors or inaccuracies that may 

appear in this document. All information in this document is confidential and proprietary. 

Except as permitted by the Software Evaluation Agreement, no part of this document may be 

reproduced, stored in a retrieval system, or transmitted in any form or by any means, electronic, 

mechanical, recording, or otherwise, without the prior written permission of Instant Technologies .  

Copyright © 2005 - 2016 Instant Technologies, All rights reserved. 

Trademarks 

All other trademarks are the property of their respective owners. 

Contact Information 

See our Web site for Customer Support information. 

http://www.instant-tech.com/ 

  

http://www.instant-tech.com/
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Chime Logs Checklist: 

The goal of this FAQ guide is to show the most effective way of reporting an issue to the Instant-Tech 

development team. Often times it is tough to know what information the development team will need 

to be able to resolve the issue you are having with Chime. This FAQ will give a comprehensive 

walkthrough of what information is necessary to send us. In every scenario, the development team will 

need a few things so that they can identify the issues happening with Chime.  

 

 Screenshots of the current issue 

 Chime Server Log Files 

 Description of problem 

o How often the issue has occurred 

 Chime version number 

 Time the issue occurred 

 User name and ID who is experiencing the issue 

 System information 

o Operation System 

o Browser Type and Version 

o Lync\Skype for Business Client Version 

 Any other information regarding the issue 

In some cases, the Development team will also ask for: 

 Lync\Skype for Business Client Log Files 

In many situations, we will need more information to diagnose the problem. In this next section, we will 

go through a few example scenarios showcasing how to sufficiently get the screenshots and log files. 
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Screen Shots: 

Below you can see a screenshot that would be helpful to the development team. In this example, the 

Skype for Business/Lync client is showing that the dispatcher for the queue is offline, while the Chime 

Queue Dashboard displays that the queue is online 
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First, you will need to identify the location of the issue on Chime.  

 In this scenario, the issue seems to be between the Lync client and the Queue Dashboard.  

Second, you will need to take a good screenshot. To ensure that your screenshot is effective, make sure 

to include the problem. Listed below are what you would need to include in this screenshot: 

 The Lync client compared to the Chime Dashboard 

 Timestamp when the issue occurred  

 Chime version number.  

 Queue Status on Chime 

 Dispatcher Status on Lync 
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Above you can see another screenshot that would be helpful to the development team. In this example, 

the queue is failing to enable and start up. You are online in Skype for Business, but that does not seem 

to have any effect on the matter. 

Similarly to the last example, your first step is to identify the location of the issue on Chime.  
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 In this scenario, the issue seems to be between the server and the Chime application.  

Second, you will need to take a good screenshot. To ensure that your screenshot is effective, make sure 

to include the problem. Listed below are what would be necessary to include in this screenshot: 

 Show the process you went through to get the error 

 Show the error message that was displayed 

 Timestamp when the issue occurred  

 Chime version number.  

 Queue Status on Chime 
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Obtaining the Chime Log Files: 

The Chime server log files are very important in helping to diagnose what might be causing the issue.  By 

providing them to the development team, this will help speed up the process of locating the cause of 

the issue.  Many times, an issue might present itself much later than when an error occurred in Chime, 

so we do ask that you include all the log files for the time period. 

Due to restrictions on email attachment file sizes, we recommend adding screenshots and the log files to 

a zip archive.  This will help compress the size of the files, especially the log files, which can be quite 

large for a busy queue. 

A new log file is created for Chime when one of two conditions are met. The first is that the Chime 

service is stopped and then restarted. The second is when the Chime service has written to the log file 

so that it has hit its size limit (10,241 kb). 

If you have access to Remote Desktop and the server your instant of Chime is run on, you will be able to 

access the logs directly from the server. Accessing the logs through Remote Desktop is usually quicker, 

so it is recommended that you access them through this method if you have it available to you. 

Alternatively, if you do not have the server rights, you will have to access the logs through Chime. This 

method works just as well, although it may take more time because you have to download the log files 

to your computer. 

Obtaining the Chime Logs Using Remote Desktop: 

Steps to retrieve logs using Remote Desktop: 

1. Log into the Chime server  

2. Navigate to C:\Program Files\Instant Technologies\Chime for Lync 

 

3. Click on the logs folder 
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4. Highlight all of the log files from the day the issue occurred 

5. Drag and drop the files to your desktop 

6. While the files are selected, right-click on them and click Send to, then Compressed (zipped) 

folder 

7. Include the zipped folder in the email you send to support@instant-tech.com  

 

Obtaining the Chime Logs Using Chime Web App: 

To access the log files, you must first have administrator rights. Once you have those, you will be able to 

see the “View Logs” button in the left side of the footer. Click that and you will be brought to the Chime 

Logs page. 

 
 

 

Note: 

If you are using an On Premise version of Chime, procede with the On Premise section. 

If you are using an Office 365 version of Chime, skip the On Premise section and go right to the Office 

365 section. 

  

mailto:support@instant-tech.com
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On Premise: 

Next, click the “Open Log…” button which will open up a window allowing you to select a log file you 

want to view. 

 

Find the correct log, and then click “Open Log” 

 

This will display the logs for that specific time frame on the screen. Click “Download as TXT” to save the 

log as a text document, which can be emailed to the development team 

When emailing our development team, make sure you download all of the log files from the day the 

issue you are reporting occurred. If you do not, the Developers may not have all of the relevant 

information regarding your issue with Chime. Additionally, it is recommended that you send your log 

files in a compressed/zipped folder when you attach it in your email to support@instant-tech.com 

  

mailto:support@instant-tech.com
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Office 365: 

Whe you open up the Logs page you will notice that you can see the Main log as well as the log files 

specific to the queues. Next, you will see that click the “Open Log…” button which will open up a 

window allowing you to select a log file you want to view. 

 

Find the correct log, and then click “Open Log” 

 

This will display the logs for that specific time frame on the screen. Click “Download as TXT” to save the 

log as a text document, which can be emailed to the development team 

When emailing our development team, make sure you download all of the log files from the day the 

issue you are reporting occurred. If you do not, the Developers may not have all of the relevant 

information regarding your issue with Chime. Additionally, it is recommended that you send your log 

files in a compressed/zipped folder when you attach it in your email to support@instant-tech.com 

  

mailto:support@instant-tech.com
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Lync\Skype for Business Client logs 

Steps to enable logging: 

1. Start Skype for Business (Lync) client 
2. Navigate to Tools, Options… menu item 
3. Under Options dialog navigate to General section 

 

4. Set the value for option Logging in Skype for Business (Logging Level) to Full from Off or Light 
5. Select the checkbox Also collect troubleshooting info using Windows Event Logging 
6. Log files will be created under Tracing folder in your user profile directory—for example,  

 
Lync 2013 Client:  
C:\Users\<your_alias>\AppData\Local\Microsoft\Office\15.0\Lync\Tracing. 
 
Skype for Business 2016 Client: 
C:\Users\<your_alias>\AppData\Local\Microsoft\Office\16.0\Lync\Tracing. 
 
(If you’ve just enabled Skype for Business (Lync) logging, you’ll need to sign out of Skype for 
Business (Lync) and then sign back in for the log files to be created.).  
 



Page 13  Copyright © 2016 Instant Technologies. All rights reserved. 

Rev 3 – JM 
September 22, 2016 

7. Tracing Folder content will a collection of log files and other information as indicated in the 
following screenshot: 
 

 
 

8. Compress (or zip) the Tracing folder contents for sending it across to Instant Technologies 
support team – support@instant-tech.com . 
 

mailto:support@instant-tech.com

