
Troubleshooting Guide for Cisco Unified 
Videoconferencing 3500 Gateway 
Releases 5.5 and 5.6
August 2008
Americas Headquarters
Cisco Systems, Inc.
170 West Tasman Drive
San Jose, CA 95134-1706 
USA
http://www.cisco.com
Tel: 408 526-4000

800 553-NETS (6387)
Fax: 408 527-0883

Customer Order Number: 
Text Part Number: OL-14914-01

http://www.cisco.com


THE SPECIFICATIONS AND INFORMATION REGARDING THE PRODUCTS IN THIS MANUAL ARE SUBJECT TO CHANGE WITHOUT NOTICE. ALL 
STATEMENTS, INFORMATION, AND RECOMMENDATIONS IN THIS MANUAL ARE BELIEVED TO BE ACCURATE BUT ARE PRESENTED WITHOUT 
WARRANTY OF ANY KIND, EXPRESS OR IMPLIED. USERS MUST TAKE FULL RESPONSIBILITY FOR THEIR APPLICATION OF ANY PRODUCTS.

THE SOFTWARE LICENSE AND LIMITED WARRANTY FOR THE ACCOMPANYING PRODUCT ARE SET FORTH IN THE INFORMATION PACKET THAT 
SHIPPED WITH THE PRODUCT AND ARE INCORPORATED HEREIN BY THIS REFERENCE. IF YOU ARE UNABLE TO LOCATE THE SOFTWARE LICENSE 
OR LIMITED WARRANTY, CONTACT YOUR CISCO REPRESENTATIVE FOR A COPY.

The Cisco implementation of TCP header compression is an adaptation of a program developed by the University of California, Berkeley (UCB) as part of UCB’s public 
domain version of the UNIX operating system. All rights reserved. Copyright © 1981, Regents of the University of California. 

NOTWITHSTANDING ANY OTHER WARRANTY HEREIN, ALL DOCUMENT FILES AND SOFTWARE OF THESE SUPPLIERS ARE PROVIDED “AS IS” WITH 
ALL FAULTS. CISCO AND THE ABOVE-NAMED SUPPLIERS DISCLAIM ALL WARRANTIES, EXPRESSED OR IMPLIED, INCLUDING, WITHOUT 
LIMITATION, THOSE OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE AND NONINFRINGEMENT OR ARISING FROM A COURSE OF 
DEALING, USAGE, OR TRADE PRACTICE.

IN NO EVENT SHALL CISCO OR ITS SUPPLIERS BE LIABLE FOR ANY INDIRECT, SPECIAL, CONSEQUENTIAL, OR INCIDENTAL DAMAGES, INCLUDING, 
WITHOUT LIMITATION, LOST PROFITS OR LOSS OR DAMAGE TO DATA ARISING OUT OF THE USE OR INABILITY TO USE THIS MANUAL, EVEN IF CISCO 
OR ITS SUPPLIERS HAVE BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.

CCDE, CCENT, Cisco Eos, Cisco Lumin, Cisco Nexus, Cisco StadiumVision, Cisco TelePresence, the Cisco logo, DCE, and Welcome to the Human Network are 
trademarks; Changing the Way We Work, Live, Play, and Learn and Cisco Store are service marks; and Access Registrar, Aironet, AsyncOS, Bringing the Meeting To You, 
Catalyst, CCDA, CCDP, CCIE, CCIP, CCNA, CCNP, CCSP, CCVP, Cisco, the Cisco Certified Internetwork Expert logo, Cisco IOS, Cisco Press, Cisco Systems, 
Cisco Systems Capital, the Cisco Systems logo, Cisco Unity, Collaboration Without Limitation, EtherFast, EtherSwitch, Event Center, Fast Step, Follow Me Browsing, 
FormShare, GigaDrive, HomeLink, Internet Quotient, IOS, iPhone, iQ Expertise, the iQ logo, iQ Net Readiness Scorecard, iQuick Study, IronPort, the IronPort logo, 
LightStream, Linksys, MediaTone, MeetingPlace, MeetingPlace Chime Sound, MGX, Networkers, Networking Academy, Network Registrar, PCNow, PIX, PowerPanels, 
ProConnect, ScriptShare, SenderBase, SMARTnet, Spectrum Expert, StackWise, The Fastest Way to Increase Your Internet Quotient, TransPath, WebEx, and the 
WebEx logo are registered trademarks of Cisco Systems, Inc. and/or its affiliates in the United States and certain other countries. 

All other trademarks mentioned in this document or Website are the property of their respective owners. The use of the word partner does not imply a partnership relationship 
between Cisco and any other company. (0807R)

Any Internet Protocol (IP) addresses used in this document are not intended to be actual addresses. Any examples, command display output, and figures included in the 
document are shown for illustrative purposes only. Any use of actual IP addresses in illustrative content is unintentional and coincidental.

Troubleshooting Guide for Cisco Unified Videoconferencing 3500 Gateway Releases 5.5 and 5.6 
© 2008 Cisco Systems, Inc. All rights reserved.



Troubleshootin
OL-14914-01
C O N T E N T S
C H A P T E R  1 Troubleshooting the Cisco Unified Videoconferencing 3500 Gateway     1-1

Checking Your Gateway Environment     1-2

Checking Your LAN Environment     1-2

Checking Your ISDN Environment     1-2

Resolving IP-to-ISDN Call Failure     1-3

Resolving ISDN-to-IP Call Failure     1-4

Resolving Peer-to-Peer Call Failure     1-4

Resolving Intermittent Call Failure     1-5

Resolving IP Video Quality Issues     1-6

Resolving ISDN Video Quality Issues     1-6

Resolving Video Channel Issues     1-7

Resolving DTMF Issues     1-7
iii
g Guide for Cisco Unified Videoconferencing 3500 Gateway Releases 5.5 and 5.6



Contents
iv
Troubleshooting Guide for Cisco Unified Videoconferencing 3500 Gateway Releases 5.5 and 5.6

OL-14914-01



Troubleshooting Guide for Cisco Unified Vid
OL-14914-01
C H A P T E R 1

Troubleshooting the Cisco Unified 
Videoconferencing 3500 Gateway

This section covers problems you might encounter when configuring, operating and managing the 
Cisco Unified Videoconferencing 3500 Gateway and provides suggested actions you can perform to 
solve the problems.

This section describes the following topics:

 • Checking Your Gateway Environment, page 1-2

 • Checking Your LAN Environment, page 1-2

 • Checking Your ISDN Environment, page 1-2

 • Resolving IP-to-ISDN Call Failure, page 1-3

 • Resolving ISDN-to-IP Call Failure, page 1-4

 • Resolving Peer-to-Peer Call Failure, page 1-4

 • Resolving Intermittent Call Failure, page 1-5

 • Resolving IP Video Quality Issues, page 1-6

 • Resolving ISDN Video Quality Issues, page 1-6

 • Resolving Video Channel Issues, page 1-7

 • Resolving DTMF Issues, page 1-7
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  Checking Your Gateway Environment
Checking Your Gateway Environment
This section describes how to verify that your system status is operational and whether or not the 
gateway is registered to a gatekeeper.

 • Check the Status screen in the gateway, and table of endpoints in the gatekeeper.

 • Check that the Gateway PRI/BRI synchronization is correct (the CD LED is green on the gateway 
board).

 • Check the ISDN connectivity to the public ISDN switch or the PBX/PABX. 

 • Verify at Gateway > Board (or Device) > LED Monitoring that the far/near (red/yellow) LEDs are 
off. If they are on, contact the ISDN provider.

 • Check that the gateway LAN interface is working at 100Mb/Full Duplex. If not, hard code it on both 
sides (switch and gateway) to 100Mb/Full Duplex and restart both devices.

Checking Your LAN Environment
This section describes how to verify that your LAN network connection is operating correctly.

 • Check that your H.323 entities are properly registered to the gatekeeper.

 • Make a call between two LAN endpoints and verify the video and audio quality.

 • Verify that the LAN interface performance is satisfactory (no packet loss, jitter or delay issues 
occur). Check with the network administrator if necessary.

Checking Your ISDN Environment
This section describes how to verify that your ISDN network connection is operating correctly.

 • Check that the video endpoint is ISDN enabled and has ISDN lines connected and properly 
configured for bonding calls.

 • Make an ISDN-to-ISDN call and verify the video and audio quality.

 • At Gateway > Port verify that all necessary ISDN ports are enabled.

 • At Gateway > Board (or Device) > LED Monitoring verify that the CD LED is steady green. If it is 
off, check the ISDN physical layer setting.

 • At Gateway > Port > Physical Interface confirm proper country selection, signaling protocol and 
network access settings (TE is most commonly used).

 • Some Central Switches/PBXs/PABXs require Double Framing or Extended CRC4 framing. At 
Gateway > Port > Physical Interface > Advanced confirm proper framing selection. 
1-2
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  Resolving IP-to-ISDN Call Failure
Resolving IP-to-ISDN Call Failure
This section describes what to do if IP-to-ISDN calls fail to connect.

Table 1-1 Resolving IP-to-ISDN Call Failure 

Possible Causes Verification Steps

The gateway is not registered to the gatekeeper.  • Verify at Gateway > Settings > IP 
Connectivity that the gateway is in Using 
gatekeeper mode and not in Peer-to-Peer 
mode.

 • Verify at Gateway > Settings > IP 
Connectivity that the gatekeeper IP address is 
correct.

 • When using more than one gateway, verify 
that each gateway has a unique registration 
name.

The LAN endpoint dialed the wrong gateway 
access prefix.

Confirm that the correct gateway service prefix is 
used.

The H.320 endpoint is unavailable or busy, or 
there is an ISDN connection problem.

Make a direct video call to the ISDN endpoint 
from another ISDN endpoint to identify whether 
the source of the problem is the ISDN endpoint or 
the gateway.

The LAN endpoint made the call while set to 
ISDN call mode, instead of LAN call mode.

Change the endpoint dialer to LAN mode and try 
calling again.

The gatekeeper table of services does not include 
the gateway services because the gateway is set to 
H.323 version 1 mode registration

 • At Gateway > Settings > IP Connectivity set 
the gateway registration mode to Version 2 
and try to make the call again,

–or– 

 • Add the gateway services manually to the 
gatekeeper table of services.

The gateway service is a substring of a gatekeeper 
service, endpoint E.164 number, or MCU service.

Check the gatekeeper table of endpoints.

 • Look for an E.164 number that begins with 
the specified service prefix.

 • Double click each network MCU, and look for 
a service that begins with the specified service 
prefix.

The ISDN endpoint does not support the call 
bandwidth.

Check the ISDN endpoint supported bandwidth. 
Dial again with an appropriate bandwidth.
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Resolving ISDN-to-IP Call Failure
This section describes what to do if ISDN-to-IP calls fail to connect.

Note In this section we assume that the LAN endpoint is an H.323 endpoint.

Resolving Peer-to-Peer Call Failure
This section describes what to do if peer-to-peer calls (both IP-to-ISDN and ISDN-to-IP calls) fail to 
connect.

Note In this section we assume that the LAN endpoint is an H.323 endpoint.

Table 1-2 Resolving ISDN-to-IP Call Failure 

Possible Causes Verification Steps

The LAN endpoint does not appear in the 
gatekeeper list of registered H.323 endpoints.

Make sure that the LAN endpoint is properly 
registered with the gatekeeper, and make the call 
again.

ISDN Central Switch/PBX/PABX call routing 
problem.

 • Open a Telnet connection to the gateway.

 • Make an ISDN-to-IP call.

 • Verify whether the call reaches the gateway.

 • If the call does not reach the gateway, ask the 
ISDN provider to check the ISDN Central 
Switch/PBX/PABX call routing rules.

Table 1-3 Resolving Peer-to-Peer Call Failure

Possible Causes Verification Steps

One of the peers does not exist. Check that the peer is configured in the peer list at 
Gateway > Settings> IP Connectivity.

Ports configuration mismatch. In the peer list at Gateway > Settings> IP 
Connectivity, check that: 

 • The LAN endpoint is configured with the 
correct signaling port number.

 • The gateway Q.931 port is identical to the port 
configured in the gateway (using the 
Advanced Commands).

The wrong dial plan is in use—the destination 
number does not begin with a gateway service.

Change the destination number.
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Resolving Intermittent Call Failure
This section describes what to do if calls intermittently fail to connect.

Table 1-4 Resolving Intermittent Call Failure 

Possible Causes Verification Steps

PRI/E1 line is fractional. Check with the PRI line provider if the PRI/E1 
line is a fractional line (Economy PRI/E1 in the 
UK). 

If so, At Gateway > Port > Physical Interface set 
the Fractional button to use the correct channels 
only.

The gateway DID option is checked but there is no 
endpoint with such a DID number on the LAN.

 • Check that a LAN endpoint with the same 
DID number is registered with the gatekeeper. 

 • Check the gateway log and make sure that the 
ISDN network delivered the correct Called 
Party Number to the gateway. 

 • You may need to redefine the LAN endpoint 
E.164 number accordingly (sometimes the 
ISDN network is set to deliver only the last 
3-5 digits).

 • Make a call to another properly registered 
endpoint to see if the source of the problem is 
the gateway or the endpoints.

The gateway TCS4 option is checked and the 
dialing delimiter is not a legal TCS4 delimiter.

 • Ensure that the initiating endpoint uses the 
correct TCS4 delimiter (see the endpoint 
users guide).

 • Verify that the endpoint you are using 
supports TCS4.

The gateway IVR option is checked but there is no 
endpoint with such an E.164 number on the LAN.

 • Check that a LAN endpoint with the same 
E.164 number that you dialed during the IVR 
phase is registered with the gatekeeper. 

 • You may need to register the LAN endpoint to 
the gatekeeper with a correct E.164 number.

 • Check that the ISDN endpoint DTMF 
generation works properly: 

 • Open a Telnet connection to the gateway.

 • Make a call to the gateway IVR.

 • Dial the E.164 number using DTMF tones.

 • Check the Telnet log for correct DTMF digit 
detection.

 • Make a call to another properly registered 
endpoint.
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Resolving IP Video Quality Issues
This section describes what to do if you encounter poor video quality on the IP endpoint on your LAN. 

Resolving ISDN Video Quality Issues
This section describes what to do if you encounter poor video quality on the ISDN endpoint. 

              

Table 1-5 Resolving IP Video Quality Issues 

Possible Causes Verification Steps

The LAN port of the unit is not synchronized with 
the LAN switch.

Hard code both the gateway and the switch to 
100Mb/Full Duplex at Gateway > Board (or 
Device) > Addressing > Port settings

Call rate problem.  • In LAN-to-ISDN calls, verify that you are 
using the correct service prefix set with 
correct bit rate in the gateway.

 • In Gateway > Settings > Advanced, verify that 
the Ignore bearer rate and force service rate 
option setting is not the cause.

Packet loss and packet reordering, 
re-transmission, jitter or delay.

Verify that the LAN interface performance is 
satisfactory (no packet loss, jitter or delay issues 
occur). Check with the network administrator if 
necessary.

The LAN network is suffering from massive 
packet loss.

At Gateway > Settings > Advanced, verify that 
Enable packet handling is checked, and increase 
the value of the Network jitter tolerance parameter 
if necessary.

Table 1-6 Resolving ISDN Video Quality Issues 

Possible Causes Verification Steps

The ISDN connection is not stable, and the 
orange/yellow panel LEDs are steady or 
flickering.

 • Call your operator for help.

 • Check your PABX.

ISDN endpoint problem. Make a call to other ISDN endpoints (from the 
same vendor and from different vendors). If the 
video quality is good, there may be an 
interoperability problem with the specific 
endpoint.

LAN endpoint problem. Make a call from another LAN endpoint. If the 
video quality on the ISDN endpoint is good, the 
problem lies with the LAN endpoint you are 
calling from.
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Resolving Video Channel Issues
This section describes what to do if video channels fail to open on the ISDN or LAN endpoint. 

Resolving DTMF Issues
This section describes what to do if DTMF is not operating correctly.

           

LAN problems. Make a LAN-to-LAN call and verify that the LAN 
interface performance is satisfactory (no packet 
loss, jitter or delay issues occur). Check with the 
network administrator if necessary.

Video bit rate sent from the LAN side is too low. Check the LAN endpoint bearer capabilities/call 
rate settings for the LAN-to-ISDN call.

ISDN Downspeeding occurs due to dropped ISDN 
lines.

If the problem recurs, check with the ISDN 
provider at both ends of the connection.

Table 1-6 Resolving ISDN Video Quality Issues (continued)

Possible Causes Verification Steps

Table 1-7 Resolving Video Channel Issues 

Possible Causes Verification Steps

The LAN endpoint or ISDN endpoint does not 
support the required video codecs.

At Gateway > Calls> Details check that the video 
channels are open to the ISDN and to the LAN 
side.

Some of the media modes in the Gateway 
configuration are disabled.

At Gateway > Settings > Media Modes verify that 
all the relevant video codecs are checked.

Table 1-8 Resolving DTMF Issues 

Possible Causes Verification Steps

DTMF is not enabled in the gateway. IP-to-ISDN calls

At Gateway > Settings > Advanced verify that 
Translate DTMF signal from IP Out-of-band 
(H.245) to ISDN in-band (ISDN G.711 only) is 
checked.

If this is a video call, verify that this option is 
checked for both voice and video calls.

ISDN-to-IP calls

At Gateway > Settings > Advanced verify that 
Duplicate DTMF Signal from ISDN side as Out of 
band on IP side is checked.
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  Resolving DTMF Issues
The gateway does not properly identify DTMF 
tones.

Open a Telnet connection to the gateway and 
verify that you see the DTMFs in the gateway log. 
If not, verify that the ISDN endpoint generates the 
DTMF tones.

An incorrect audio codec is used. Verify that the G.711 audio codec is used in the 
call is G.711 (the gateway supports DTMF 
detection for G.711 only). If another audio codec 
is used, force the call to G.711 mode by disabling 
all the audio media modes at Gateway > Settings > 
Media Modes. 

Table 1-8 Resolving DTMF Issues (continued)

Possible Causes Verification Steps
1-8
Troubleshooting Guide for Cisco Unified Videoconferencing 3500 Gateway Releases 5.5 and 5.6

OL-14914-01


	Troubleshooting Guide for Cisco Unified Videoconferencing 3500 Gateway Releases 5.5 and 5.6
	Contents
	Troubleshooting the Cisco Unified Videoconferencing 3500 Gateway
	Checking Your Gateway Environment
	Checking Your LAN Environment
	Checking Your ISDN Environment
	Resolving IP-to-ISDN Call Failure
	Resolving ISDN-to-IP Call Failure
	Resolving Peer-to-Peer Call Failure
	Resolving Intermittent Call Failure
	Resolving IP Video Quality Issues
	Resolving ISDN Video Quality Issues
	Resolving Video Channel Issues
	Resolving DTMF Issues


