Retrieve CTI desktop log
from agent machine

“Retrieve the CTI desktop log from agent machine.”

There is a CTl log that gets saved on the Agent’'s machine that dumps a trace of CTI activity.? This log can
help in determining login issues or connection issues and may explain why the agent either cannot login or
does not see the CTI pop-up.
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When you get the black screen, enter “"ECHO % TEMP%”. This will provide the path to the temporary folder
where the CTI Log is located.
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Onen Windows Exnlorer and follow the nath shown in the black screen to find the file “1avaCTIClient.log”
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NOTE: The App Data folder may be a hidden folder and the rep may not be able to see it. If they can't see it,

see instructions below.
To view hidden filesand?foldersin Windows 7
1.-»»Select the Start button, then select Control Panel > Appearance and Personalization.?

To view hidden files and?folder s?in?Windows 10
1.-»»Open File Explorer from the taskbar.?
2.7»Select View > Options > Change?folder ?and search options.?

OK.
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