CHAPTER I

Voice Network Troubleshooting

These topics present some typical scenario-based voice troubleshooting
procedures. These scenarios describe problems that VoIP network users may
encounter, and shows how to use VHM to analyze such problems:

e (Cannot Make a Call, page 4-2

e [P Phone Cannot Get a Dial Tone, page 4-2

e All IP Phones in an Area Are Nonfunctional, page 4-3
e Cannot Call Other IP Phones, page 4-4

e Cannot Make Calls Outside the PBX, page 4-5

e Cannot Access Workflow Applications, page 4-6

e Inline Power Switch is Out of Power, page 4-7

e Cannot Access Conferencing Service, page 4-8
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I Cannot Make a Call

Cannot Make a Call

Step 1

Step 2
Step 3
Step 4
Step 5

Step 6

Step 7

An IP phone user reports that she cannot access the phone service.

To troubleshoot this problem:

Get the Cisco CallManager (CCM) IP address to which the IP phone connects
from the IP Phone configuration.

Identify which voice cluster the Cisco CallManager belongs to.
Open the status view for the voice cluster identified in Step 2.
Find the Cisco Call Managers that are down.

Check to see whether the IP address from Step 1 matches the Cisco CallManager
that is down.

Use the device detail window of the Real-Time Dashboard to find out more about
the faults. For example, if you have configured synthetic transactions for Cisco
CallManager, in the Monitoring Console, look for the value of the Synthetic
Phone Registration test result. Then look for a Synthetic Phone Registration
Failed event.

Alternatively, use the Monitoring Console’s alarm log to determine whether there
are other alarms related to problems associated with the Cisco CallManager.

IP Phone Cannot Get a Dial Tone

Step 1

Step 2

To troubleshoot this problem:

If you have configured Empty Call synthetic transactions, check to determine
whether the AMA Server is running. Select Server Configuration >
Administration > Process Management > Process Status.

If the AMA server is not running, ask a user who can log on to CiscoWorks2000
in the System Admin role to start the AMA Server. Select Server Configuration
> Administration > Process Management > Start Process.
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Step 3

Step 4

AIl IP Phones in an Area Are Nonfunctional

If the AMA server is running, verify that Empty Call synthetic transactions are
configured. Select Voice Health Monitor > Administration > Synthetic
Transaction > Transaction Configuration.

Start the Real-Time Dashboard. Select Voice Health Monitor > Real-Time
Dashboard. The Real-Time Dashboard—Summary View window is displayed:

a. Examine the voice device groups, looking for a voice cluster with Critical
faults. Double-click any such voice cluster to open a Real-Time
Dashboard—Status View.

b. Examine the devices on the Status View, looking for CallManagers that have
an Applications status of Critical. Double-click the Critical status to open a
Device Detail view.

c. In the Monitoring Console, look for the Synthetic Empty Call test result.
d. Look for a Synthetic Empty Call Failed event.

All IP Phones in an Area Are Nonfunctional

Step 1

Step 2

Step 3

A group of users report that IP phones in an area are nonfunctional.

To troubleshoot this problem:

If you have configured TFTP Download synthetic transactions, check to
determine whether the AMA Server is running. Select Server Configuration >
Administration > Process Management > Process Status.

If the AMA server is not running, ask a user who can log on to CiscoWorks2000
in the System Admin role to start the AMA Server. Select Server Configuration
> Administration > Process Management > Start Process.

If the AMA server is running, verify that TFTP Download synthetic transactions
are configured. Select Voice Health Monitor > Administration > Synthetic
Transaction > Transaction Configuration.
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I Cannot Call Other IP Phones

Step4  Start the Real-Time Dashboard. Select Voice Health Monitor > Real-Time
Dashboard. The Real-Time Dashboard—Summary View window is displayed.

a. Examine the voice device groups, looking for a voice cluster with Critical
faults. Double-click any such voice cluster to open a Real-Time
Dashboard—Status View.

b. Examine the devices on the Status View, looking for CallManagers that have
an Applications status of Critical. Double-click the Critical status to open a
Device Detail view.

c. Inthe Monitoring Console, look for the Synthetic TFTP Download test result.
d. Look for a Synthetic TFTP Download Failed event.

Cannot Call Other IP Phones

To troubleshoot this problem:

Step1  If you have configured End to End Call synthetic transactions, check to determine
whether the AMA Server is running. Select Server Configuration >
Administration > Process Management > Process Status.

Step2  If the AMA Server is not running, ask a user who can log on to CiscoWorks2000
in the System Admin role to start the AMA Server. Select Server Configuration
> Administration > Process Management > Start Process.

Step3  If the AMA server is running, verify that End to End Call synthetic transactions
are configured. Select Voice Health Monitor > Administration > Synthetic
Transaction > Transaction Configuration.

Step4  Start the Real-Time Dashboard. Select Voice Health Monitor > Real-Time
Dashboard. The Real-Time Dashboard—Summary View window is displayed.

a. Examine the voice device groups, looking for a voice cluster with Critical
faults. Double-click any such voice cluster to open a Real-Time
Dashboard—Status View.

b. Examine the devices on the Status View, looking for CallManagers that have
an Applications status of Critical. Double-click the Critical status to open a
Device Detail view.
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Cannot Make Calls Outside the PBX

c. In the Monitoring Console, look for the Synthetic End to End test result.
d. Look for a Synthetic End to End Call Failed event.

Cannot Make Calls Outside the PBX

Step 1

Step 2

Step 3

Step 4

Step 5

Step 6
Step 7

A user reports he cannot make an outside call.

To troubleshoot this problem:

If you have configured Phone to Gateway Call synthetic transactions, check to
determine whether the AMA Server is running. Select Server Configuration >
Administration > Process Management > Process Status.

If the AMA Server is not running, ask a user who can log on to CiscoWorks2000
in the System Admin role to start the AMA Server. Select Server Configuration
> Administration > Process Management > Start Process.

If the AMA server is running, start the Real-Time Dashboard. Select Voice Health
Monitor > Real-Time Dashboard. The Real-Time Dashboard—Summary View
window is displayed.

Examine the voice device groups, looking for a voice cluster with Critical faults.
Double-click any such voice cluster to open a Real-Time Dashboard—Status View.

Examine the devices on the Status View, looking for CallManagers that have an
Applications status of Critical. Double-click the Critical status to open a Device
Detail view.

Look for the Synthetic Phone to Gateway test results.
Look for a Synthetic Phone to Gateway Call Failed event.

[ 78-11324-01

Voice Health Monitor User Guide |




Chapter4  Voice Network Troubleshooting |

M Cannot Access Workflow Applications

Cannot Access Workflow Applications

Step 1

Step 2

Step 3
Step 4

Step 5

A user reports that he cannot access the Auto Attendant or other Workflow
Application.

To troubleshoot this problem:

Obtain the numbers the user dialed; from them, identify which Workflow
Application Server is serving the user call.

From the Real-Time Dashboard—Summary View window, click the VoiceServices
device group to launch the Status View window.

From the Status View window, identify the workflow applications that are down.

Check to determine whether the workflow application server identified in Step 1
is down.

If the workflow application server is down:

¢ Go to the Workflow Application Admin page through the Real-Time
Dashboard-Device Detail View and check for any fault conditions.

¢ Check the Monitoring Console’s Alarm Log for alarms related to the
Workflow Application.
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Inline Power Switch is Out of Power W

Inline Power Switch is Out of Power

Step 1

Step 2

Step 3
Step 4

Step 5

Step 6

Step 7

A user reports that the IP phone that uses the Inline Power Switch is out of power.

To troubleshoot this problem:

From the phone extension and username, identify the switch that the phone is
connected to. If the user is running Campus Manager, the User Tracking
application provides this information.

From the Real-Time Dashboard—Summary View window, click the Inline Power
Switch device group to launch the Status View window.

Check to determine whether the switch identified in Step 1 is down.

Open the detailed device view window for that Inline Power Switch and get more
information; for example, IP address and location.

Check to determine whether the reachability and interfaces categories show up as
Critical.

If the reachability, system, and environment status on the switch are OK, check to
determine whether the cards on the switch are operating normally. To do so, check
the Monitoring Console for any card level faults on the switch. If the card feeding
power to the phone is down, that is the root cause of the problem.

An alternative is to check the Monitoring Console’s alarm log for other alarms
that may be related to the down status of the Inline Power Switch.
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I Cannot Access Conferencing Service

Cannot Access Conferencing Service

An IP phone user calls and reports that she cannot access the conferencing
service.

To troubleshoot this problem:

Step1  Identify where the conference bridging services are down.
Step2  If the conference bridging services are running on a PC:

a. Check to determine whether the PC is running normally by looking for faults
on the Monitoring Console.

b. If there are any faults related to the PC, check the PC condition by logging in
to the PC.

Step3  If the conference service is running on a Catalyst switch:

a. Check the Monitoring Console to find out whether there are alarms relating
to the Voice T1 interfaces of the Catalyst switches.

b. Open the Device Detail View window for the Catalyst Switch for which the
alarm was generated.

— To find information about an interface, select the InterfaceStatus tab.

— To find system information such as IP addresses, locations, and system
contacts, select the DeviceInformation tab.

— If you have configured synthetic transactions for CCM, select the
Applications tab. Look for the Synthetic Phone to Conference Bridge test
results. Then look for a Synthetic Phone to Conference Bridge Failed
event.

Voice Health Monitor User Guide
m. 78-11324-01 |




	Voice Network Troubleshooting
	Cannot Make a Call
	IP Phone Cannot Get a Dial Tone
	All IP Phones in an Area Are Nonfunctional
	Cannot Call Other IP Phones
	Cannot Make Calls Outside the PBX
	Cannot Access Workflow Applications
	Inline Power Switch is Out of Power
	Cannot Access Conferencing Service



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


