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ChilliDB Outlook Plug-in Troubleshooting

The ChilliDB Outlook Plug-in was developed by Polymorphic Solutions to allow for emails in your
Outlook mail folders to be stored into ChilliDB both easily and efficiently.

In addition to storing emails already present in your mail folders and to storing emails as they are
being sent from Outlook, you are also able to store Outlook appointments/meeting as ChilliDB
Events with a single Session.

Like any software installed onto a PC, there are risks that the software may become unstable or
stop working. This is even more so for plug-ins in Microsoft Office since patches issued by
Microsoft are delivered often silently and can cause issues to start appearing. Since not all PC’s
update at the same time, some times this can cause the plug-in to stop working on one PC and
still work normally on another.

This guide helps you troubleshoot issues arising in the ChilliDB Outlook Plug-in, helping you to
provide enough information to ChilliDB HelpDesk or your own IT Support to help resolve the
issue you are having.

This document is designed to be filled out and attached to your ChilliDB HelpDesk ticket.
Key information required when reporting an issue
The following information is critical when reporting an issue with the ChilliDB Outlook Plug-in. It

will help focus the support to match your environment.

For the following, refer to Appendix A — 32Bit or 64Bit fo help you determine if you are running
32Bit of 64Bit Windows and Outlook.

Question Response
Windows version (7, 8, etc.)

Windows Operating System Version (32 or 64 Bit)
Outlook Edition (2010, 2013, etc.)

Outlook Version (32 or 64 Bit)

ChilliDB Web Application Version

ChilliDB Outlook Plug-in version

For the following Actions to Follow, you should take screen shots of any issues or settings as
supporting materials and include steps to reproduce any error messages which are occurring.

If your issue relates to Installation or the ChilliDB Outlook Plug-in not appearing in
Outlook

Actions to Follow

Check that the ChilliDB Outlook Plug-in has been installed on your machine and can be seen in
Windows Control Panel > Add / Remove Programs
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If the ChilliDB Outlook Plug-in is not installed, was there an error message that displayed
during the installation? Check the Windows Event Log for any entry in there related to the
installation of the plug-in.

If the ChilliDB Outlook Plug-in is installed, it might be disabled, so you have to go to Outlook >
Options > Add-ins, and then see if is listed in the Disabled add-ins. Also beside the drop down
list for Manage: [ Com Add-ins ] on the Add-ins popup, select the Go button to check if the
ChilliDB Outlook Plug-in is unchecked or not visible at all. If it is unchecked in any of the
sections within Add-Ins, then just check it and see if that corrects the issue.

Installing the 64-Bit edition of the ChilliDB Outlook Plug-in when you are running 32-Bit
Outlook will cause the plug-in to install on your PC and not show up in the Add-Ins.

If the ChilliDB Outlook Plug-in is installed and visible in Windows Control Panel, but not visible
in Outlook toolbar and not visible in the Add-Ins manager, then double check that you installed
the 32-Bit ChilliDB Outlook Plug-in if you are running Outlook 32-Bit, or that you installed the
64-Bit ChilliDB Outlook Plug-in if you are running Outlook 64-Bit.

For the following, refer to Appendix A — 32Bit or 64Bit to help you determine if you are running
32Bit of 64Bit Windows and Outlook.

If you have installed the wrong version of the ChilliDB Outlook Plug-in, then uninstall it, reboot
your PC, and install the correct version.

If your issue relates to the ChilliDB Outlook Plug-in having previously been working
and now is no longer working

Actions to Follow
When did the issue happen, and when did the ChilliDB Outlook Plug-in last work on your PC

Is anyone else having this same issue? If the ChilliDB Outlook Plug-in is working for other
users, then you should have your IT support review:
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e What has changed or is different on your PC
e What has changed or is different in your Windows User Profile

If the ChilliDB Outlook Plug-in is not working for all other users, then first have your IT support
review:

e What has changed or is different on your PC

e What has changed or is different in your Windows User Profile
And then report this information to ChilliDB HelpDesk
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Appendix A — 32Bit or 64Bit

This appendix shows you how to determine if you are running 32Bit or 64Bit editions of Windows
and Microsoft Outlook.

Windows
This example is using Windows 8, however Windows 7 is the same.

Navigate to Windows Control Panel > System & Security > System

You can see the version of Windows Operating System you are running displayed there. In the
following image, it states that the 64-bit edition is being run.

N System - B l

@ - & ) Control Panel » System and Security » System v ¢ | Search Control Pane £

Control Panel Home . - .
View basic information about your computer

¥ Device Manager Windows edition

% Remote settings Windows 8 Pro

¥ System protection ® 2012 Microsoft Corporation. All rights reserved.

% Advanced system settings . . .
Get more features with a new edition of Windows

System
Rating: m Windows Experience Index
Processor: Intel(R) Core(TM) i5-3337U CPU @ 1.80GHz 1.80 GHz
Installed memory (RAM): 400 GB (3.89 GB usable)
System type: 64-bit Operating System, x64-based processor
Pen and Touch: Full Windows Touch Support with 10 Touch Points

Computer name, domain, and workgroup settings

Outlook

In Office 2013
1. Open Outlook 2013 on your PC.

2. Click File > Office Account.

3. Under Office Updates, you can see the version, but to see both the version and
platform, click About Outlook
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4. You will see on the popup, either 32-bit or 64-bit as per the following image

©

Account

Open & Export
Save As User Information Product Information
About Microsoft Outlook ?
Save Attachments
Print Change photo part of Microsoft Office Professional Plus 201
About me
Office Account Sign out Product At eroduct io: 00216-27360-75121-8118
Switch Account Microsoft Offiq| View the Microsoft Software License Terms
Options This product cont| | |[Pertions of International CorrectSpell™ speling correction system @ 1993 by Lernout & Hauspie Speech ~
- . Products N.V. All rights reserved. The American Heritage ® Dictionary of the English Language, Third Edition
it Office Background: ] [ @7 |copyright © 1582 Houghton Mifflin Company. Electronic version licensed from Lernout & Hauspie Speech
No Background - Products N.V. All rights reserved
Microsoft® Outlook® Cipher Strength 256 bits. Portions based on Entrust™ Security Technology Copyright ©
. . 1994-1996. Northern Telecom Limited.
Office Theme: Windows® Internet Explorer ® Cipher Strength 256 bits. Contains security software licensed from RSA Data
White = About T
Outlook Security Mode: Default
- Microsoft® Office Proofing Tools "
© 2012 Microsoft Corporation. All rights reserved
v Certain templates developed for Microsoft Corporation by Impressa Systems, Santa Rosa, California.
Impart/Export Converters® 1985-1398 Dataviz, Inc. at www.dataviz.com. All Rights Reserved.
© 2012 Microsoft Corporation. All rights reserved,
v
‘Warning: This computer program is protected by copyright law and international treaties.
Add a service - Unauthorized reproduction or distribution of this program, or any portion of it, may resultin
severe ciil and criminal penatties, and will be prosected to the maximum extent possible
under the law; SEENILE
Tech Support..

In Office 2010
1. Open Outlook 2010 on your PC.

2. Click File > Help.

3. Under About Microsoft Outlook, the version is listed with the platform, either 32-bit or
64-bit as per the following image

Haome Send / Receive Folder Wiew

Save As

Support . )
Uy save attachments - M-
Wicrasaft Office Help Q. Ice
Info Get help using Microsoft Office.
Open Product Activated
‘ Getting Started Microsoft Office Professional Plus 2010
Print | | e‘l\ See what's new and find resources to help you This product contains Microsoft ficcess, Microsoft Excel, Microsoft SharePaint Warkspace, Micrasoft
[ —— _— ' learn the basics quickly, OneMote, Microsoft Outlaok, Microsaft PowerPoint, Microsaft Publisher, Micrasoft Word, Micrasoft
Help 4 InfaPath,
= Contact Us
53 options Let us know if you need help or howwe can make Product Activated
Office better,
B et 6 berter Microsoft Outlook 2010

This product contains Microsoft Outlook,
Tools for Working With Office

About Microsoft Qutlock

Options

Custarrize language, display, snd other prograrm
settings. Eddonal Version snd topynght Information
Part of Microsoft Office Professional Plus 2010
@ 2010 Microsoft Corparation, &l rights resenved.

Check far Lpdates
Get the Istest updates available for Microsoft Microsoft Custormer Services and Support
Office. Product ID: 02257-210-3756014-41520

Microsoft Software License Terrms

Page 5 of 5



