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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

Chime version number

Time the issue occurred

User name and ID who is experiencing the issue

O O o o o o O

System information
o Operation System
o Browser Type and Version
o Lync\Skype for Business Client Version

O Any other information regarding the issue

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

O 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

: Dachboard x @ Skype far Business
! | @ vimga01/Chime/QueueDashboard/#1/1/dash What's happening today?
[ Servers [ Tools [ Websites [ Work Justin Moore

Available ¥

SetYour Location ™

ME
@ Queue Status A 0 Eﬂ -

Based on
Find someone Q

11:32:37 AM Availability
GROUPS STATUS RELATIONSHIPS NEW e

echnologies
9/21/2016

4 OTHER COMNTACTS (11}

d Peaple Waiting AS|

Andrew Rabertson - Oftline 232 days

Cassie Reganm - Away 19 hours

Eric Richards - awailable - Video Capable

Instant Technologies Suppert - offine

and Metrics
MacGregor Thompson - Offline 1 day

Matt Quinlan - &ffline 2 howrs

No one currently waiting

Patrick Madden - away 25 mins

. ) Rachel Quimby - Oftline 50 days
fab Client Traffic / Time C

- Shawn Works - Offline 1 day
jer's Chat Room

Vivek Garg - Offiine 159 days

@ Peyton McManus - Offline 384 days

I FAVORITES

Build: 2.4.5676.320 ©2016 - Instant

Page 4 Copyright © 2016 Instant Technologies. All rights reserved.
Rev 3 - JM
September 22, 2016



First, you will need to identify the location of the issue on Chime.
e 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:

e The Lync client compared to the Chime Dashboard
e Timestamp when the issue occurred

e Chime version number.

e Queue Status on Chime

e Dispatcher Status on Lync
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Queue Settings

m People Text Resources Routing Schedule Advanced

Name Instant Technologies Support
Description Customer service
Mode Testing M
License 10 Agents until 9/21/2017 with Ale ¥
Send chat transcripts via email OFF

Dispatcher
Name Description
sip:InstantSupport@instant-tech.com Support dispatcher

Oops! Something went wrong.

Failed to start queue: Cannot launch Lync.exe -
Desktop is not initialized, no user logged into
Chime server

Build: 2.4.5676.320 ©@2016 - jnstant

Language English v

Web Client Default Web Client ¥

Queue State Enabled

Type Platform

Production Office 365 Lync ®

Select Dispatcher ...

Close

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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e 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:

e Show the process you went through to get the error
e Show the error message that was displayed

e Timestamp when the issue occurred

e Chime version number.

e 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. Loginto the Chime server
2. Navigate to C:\Program Files\Instant Technologies\Chime for Lync

BN A Chime For Lync
“ Home Share View 0
:(-:l * 1 | » ThisPC » Local Disk (C:) » Program Files » Instant Technologies » Chime ForLync » v & | | Search Chime For Lync 2 |
‘¢ Favorites - MName “ Date modified Type Size -~
B Desktop Content 9/20/2016 1:25 PM File folder =
& Downloads . Database 0:53 AM  File folder
#& OneDrive . Documents 5PM File folder
=] Recent places . EmailTemplates 25 PM File folder
installLogs 25 PM File folder
1M This PC J logs 16 PM File folder
jo Desktop = . Plugins 612:28 PM File folder
| Documents . SeekerCWEPages 5 PM File folder
4 Downloads UploadedFiles 9 File folder
W Music . Views File folder
=| Pictures E ChimeSH Application 571 KB
g Videos Nj ChimesH.exe 9/ COMFIG File 6 KB
s Local Disk (C:) || ChimeSH.exe.config.1.back 0/15/2016 10:31 AM  BACK File BKB

3. Click on the logs folder
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e m=| logs
Home Share View
:(—:' - ¢t | v ThisPC » Local Disk (C:) » Program Files » Instant Technologies » ChimeForLync » logs v O | | Search logs
¢ Favorites - N_ame ; Date mctlvifietl Type Size
B Desktop j debug0365Queus-#id#-08.20.2016.l0g 9 116 1:25 PM 1File OKB
4 Downloads =l =qI-09.20.2016 9 1:25 PM Text Document OKB
& OneDrive Mj debug-09.20.2016.lcg 9/, 116 1:24 PM 1File 18 KB
=] Recent places | debug0365Queue-8-09.20.2016.l09.39 1:24 PM 39 File 1,578 KB
Mj debug0365Queue-1-09.20.2016.log /2016 1:24PM  1File 23 KB
18 This PC || debug0365Queue-#id#-08.20.2016.l0g.2 1:21PM  Z2File 0 KB
1o Desktop = || debug0365Queue-#id#-09.20.2016.l0g.3 1:21 PM 3 File 0 KB
| Documents Mj 5ql-09.20.2016.log 116 1:21 PM 1File OKE
4. Downloads || debug0365Queue-8-09.20.2016./09.40 118 PM 40 File 3,642 KB
Jf Music || debug0365Queue-1-09.20.2016.log.2 2016 1:18PM - 2 File 28 KB
=| Pictures || debug-08.20.2016.l0g.2 1:18 PM 2 File 13 KB
H Videos || debug0365Queue-#id#-09.20.2016.l0g.4 o 115PM 4File OKB
a Local Disk (C:) || debug0365Queus-#id#-09.20.2016.10g.5 9,/20/2016 1:15 PM 5 File O KB

4. Highlight all of the log files from the day the issue occurred
5. Dragand 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.

View Logs

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.
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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.

Chime Logs
debug-09.21.2016.log

B Open Log... Main Log

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

debug-
debug-
debug-
debug-
debug-
debug-
debug-
debug-
debug-
debug-
debua-

08.22.20
08.22.20
08.21.20
08.21.20
08.21.20

08.20.201
08.20.201
08.20.201

08.19.20
08.19.20
08.18.20

Select Log File

16.log
16.10g.1
16.log
16.10g.1

Cancel 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
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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.

Chime Logs
debug0365Queue-1-10.24.2015.log

Bo Log... Main Lo Log for queue Chime Sales Log for queue Talk With Developers
pen Log g g g g g I

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

Select Log File

debug-09.21.2016.log
debugQueus-1-09.21.2016.log
debugQueue-2-09.21.2016.l0
debugQueue-1-09.21.2016.lo
debug-09.21.2016.10g.1
debugQueue-2-09.21.2016.1
debugQueue-1-09.21.2016.l0
debug-09.20.2016.1og
debugQueue-1-09.20.2016.log
debugQueue-2-09.20.2016.log

Cancel 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
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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

General Conversation window

Personal ["]Reopen my conversations when I sign in

g::ads List Show call controls when Skype for Business is in the background
us

Tty Picture
Phones
Nerts Skype for Business can send info to Microsoft, such as error logs, device configuration, and info about
M how you use the app. This info helps us fix problems, and improve this and other Microsoft products.

Help us improve

Ringtones and Sounds [[]5end Skype for Business Improvement Program info to Microsoft Learn More
Audio Device I
Video Device
File Saving

Recording Logging in Skype for Business: Full
Skype Meetings

Help your support team help you

Also collect troubleshooting info using Windows Event logging Learn More

Application window
Minimize to the notification area instead of the task bar

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

following screenshot:

AppData » Local » Microsoft » Office » 160 » Lync » Tracing

Mame

2 UCMAPI-16.0.7167.2060- Office-x86ship-U.etl.bak
E‘ UCMAPI-16.0.7167.2060- Office-xB6ship-U.etl

2 UCMAPI-16.0.7167.2055- Office-x86ship-L.etl.bak
El UCMAPI-16.0.7167.2035- Office-xB6ship-U.etl

2 UCMAPI-16.0.7167.2040- Office-x86ship-U.etl.bak
E‘ UCMAPI-16.0.7167.2040- Office-xB6ship-U.etl

@ SCT_Offline_Storage_OCAddin_0.dat

@ SCT_Offline_Storage_Lync_D.dat

(@ sCT_0CAddin_D.log

{# 5CT_Lync_0Jog

2 Lyne-Ucchpi-0.UeccApilog.bak

| Lync-Uecchpi-0.Ucchpilog

(2 Lync-AppSharingMediaProvider-0.AppSharingMediaProviderlog.bak

L Lync-AppSharingMediaProvider-0.AppSharingMediaProviderleg

E‘ Lync-16.0.7167.2060- Office-xB6ship-U et
2 Lynec-16.0.7167.2055- Office-x86ship-U.etl.bak
[ Lync-16.0.7167.2055- Office-x86ship-U.etl
2 Lync-16.0.7167.2040-SigninTelermetryLog XML
2 Lync-16.0.6965.2053-SigninTelernetryLog XML
2 Lync-16.0.6868.2062-SigninTelernetryLog. XML
(2 Lync-16.0,6568.2036-SigninTelemetryLog XML
(2 Lync-16.0,6568.2025-SigninTelemetryLog XML
2 FeedbackAppConfigaml

, WPPMedia

, OCAddin

8. Compress (or zip) the Tracing folder contents for sending it across to Instant Technologies
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