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Elluminate 

Troubleshooting
(or, Help! It’s not working!)
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Information to Gather

The following checklist would be helpful when troubleshooting Elluminate sessions.

•	 Nature of the problem. An accurate description of the problem goes further to 
solving most problems than any other piece of information available. If your 
monitor is not working, are there any lights on the monitor? Is it turned on and 
the power plugged in? Is it connected to the computer? Any question that comes 
to mind may solve the problem before any further steps are necessary. Even if it 
doesn’t, having an accurate picture of the problem before you will be beneficial 
during troubleshooting.

•	 Hardware. Collect any information on the hardware in use. This primarily relates 
to the hardware that you are having trouble with, but it can be important to 
know if someone is working on a laptop or desktop PC as well. If an audio 
problem exists, be sure to check if the user has a headset or is using speakers as 
well as if standalone microphone plugged in or if the headset has a microphone 
attached. For peripheral items attached to the computer, check the type of 
connection. This will oftentimes be USB (rectangular jack) or in the case of audio, 
Analog (two round jacks, typically green and pink).

•	 Operating system. Many operating systems vary from one version to the next. 
Knowing which version of the operating system the user is running will direct you 
to the correct steps in diagnosing and solving any problems.

Problem:

Hardware:

Operating System (OS): 

Browser information

Elluminate is a Java 
program and runs in 
its own environment, 
independent of browsers. 
Not to say that all Java 
applications do, but the 
security dialogs that 
the user received prior 
to joining a sessions 
allow Elluminate to run 
independently on the 
machine.In other web 
related tasks, knowing the 
browser is helpful.
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Required programs

Many Elluminate problems can be solved by ensuring the most recent versions of Java and Flash. You can download 
these at:

•	 Java: www.java.com/download

•	 Flash: www.adobe.com/flash

Please note that these programs require Administrator privileges to install and may require IT support to set up 
correctly.
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Connectivity Issues

Connectivity issues are simple to diagnose but unfortunately little can be done about them depending on the issue 
at hand. Thankfully, the below steps can help determine if connectivity is the issue and are independent of operating 
system.

•	 Problem: Unable to access Elluminate 
Solution: Double-check your wifi or network connection and that you are able to access other websites.

•	 Problem: Elluminate Error – Cannot connect 
Solution: Verify internet connection is present. If internet is available, attempt to reload Elluminate.

•	 Problem: Elluminate loads, whiteboard tools or chat do not load. 
Solution: Elluminate partially loaded, reloading Elluminate should solve this problem.
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Audio Troubleshooting

Audio Setup Wizard

Once you have entered Elluminate, it is recommended 
that you visit Elluminate’s Audio Setup Wizard. The 
setup wizard consists of a series of screens to help you 
choose the audio options that best fit your situation. 

•	 Select Tools from the menu at the top of the 
screen

•	 Go to Audio > Audio Setup Wizard

•	 Go through each step of the audio wizard. If you 
are on the Output wizard and do not hear sound, 
make sure to press No to go back and select a new 
output device.

•	 If you are on the Input wizard, and are unable to 
hear your voice, make sure to press No to go back 
and select a new input device.

•	 Continue to the next steps if you are unable to 
get your output or input working correctly in the 
audio wizard.
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Audio output (speakers) not working correctly

If your speakers are not working correctly, first verify that your speakers work correctly outside of Elluminate. A visit to 
www.audiocheck.net can help to test your speakers. Hover over the speaker icon in the middle of the page – the volume 
bars on the speaker icon will light up when you have the correct location. If you hear audio, then the problem relates to 
Elluminate – revisit the Audio Setup Wizard and check that you have the correct Output Device selected.

If you are unable to hear audio at all, first check that the system volume is turned up. If the speakers are not muted 
and the volume is turned up, verify that your hardware is set up correctly. If you have speakers connected, check the 
power switch (if any) and the volume on the speakers. If you have a headset attached to the computer, verify that the 
headset is plugged in correctly. Switch plugs and attempt the audio test again. USB headsets may require that the drivers 
be installed. While most modern systems do not require separate drivers to be installed, they do require some time to 
install the default drivers.
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Audio input (microphone) not working correctly

Macbook users with headsets – Please be aware that most Macbooks do not have an audio input jack for the 
microphone. These laptops do have two jacks, but the second is not for input. Instead, these laptops have an internal 
microphone that works well on it’s own and should be used instead.

For Windows users, microphone issues tend to be the largest problem that users have with Elluminate. A simple solution 
for many microphone troubles is to be sure you run the Audio Setup Wizard. Selecting the correct Input Device can be 
trial and error depending on the machine, but is your best chance for success. If you are sure that the correct input 
device is select (Microphone or Front Mic typically), you can try the following steps.

1) If using an USB headset, the Elluminate Input Device Settings will show an additional branch of options below the 
main set. These will appear with a plus next to the name of the headset device. Clicking the plus will unveil the 
correct option to choose.



8

Audio input (microphone) not working correctly (continued...)

2) Regardless of the type of device connection, if you have had no success with the Audio Wizard, the following 
steps can help (please note that Macbooks and Mac OSX have standardized hardware and these steps will not be 
necessary):

a. Windows XP – Access the Recording Volume Control.

i. If analog, unplug and replug the microphone jack to the computer. If a dialog box appears asking if 
the plugged in control is Line In or Microphone, select Microphone. Be aware that this only happens 
on certain machines and may not appear on yours. If this dialog box does not appear, or Microphone 
is already selected, please continue to step ii.

ii. Go to Start Menu > Control Panel

iii. If you see Pick a Category in the next 
window, then Select Sound, Speech and 
Audio Devices. If not, skip to step iv.

iv. Select Sounds and Audio Devices.

v. Select the Voice tab at the top of 
the screen. Click Volume… under 
Voice Recording on the new tab. The 
Recording Control window will appear.

vi. Verify that your microphone appears 
as an option in the volume control, has 
the Select checkbox marked (or is not 
muted if your computer says Mute), 
and that Mute All is unchecked. Turn 
the volume up all the way and run the 
Audio Setup Wizard again as detailed 
above.
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Audio input (microphone) not working correctly (continued...)

b. Windows Vista – verify that your microphone is set to the default recording device.

i. Go to Start Menu and click on 
Control Panel

ii. Click on Hardware and Sound, then 
Sound

iii. Select the Recording tab at the top 
of the new window.

iv. Select Microphone and click on Set 
as Default at the bottom of the 
dialog.

v. Verify that your Input Device 
selection in Elluminate is set to the 
same item as set to default in the 
Recording Options.


