CHAPTER 1

Troubleshooting

The following topics can assist you with troubleshooting.

Installation Problems, page 10-2

Problems Logging In and Connecting to the Network, page 10-2
Configuration Problems, page 10-2

Problems with the Console, page 10-3

Problems with Reachability, page 10-3

Problems Making Calls, page 10-4

Problems With Incoming Calls, page 10-4

Problems During a Conversation, page 10-4

Problems with Video, page 10-6

Problems with Web Conferencing, page 10-7

Problems in the Recent Communications Pane, page 10-7
Problems with Search, page 10-8

Capturing Information About Problems, page 10-8
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I Installation Problems

Installation Problems

Problem When I double-click the disk image, I do not see an opportunity to install
the application.

Solution Make sure the Finder is set to display in Icon View. Choose Finder >
Preferences and uncheck the check box to Open new windows in column view.

Problems Logging In and Connecting to the Network

Problem On initial login, I see an error message.

Solution Make sure you have entered your username, password, and login server
information correctly. If you still have problems, contact your system
administrator.

Problem When I try to log in, the Login window reappears.

Solution Respond to the error message that appears near the bottom of the Login
window.

Configuration Problems

Problem When I choose a phone, the active phone reverts to Disabled and I cannot
make or receive calls.

Solution Try the following:
¢ Choose the other phone option.

e If you are trying to choose your desk phone, make sure you are connected to
the network to which your desk phone is connected.

¢ Contact your system administrator.
Problem I'm trying to choose a desk phone other than the one on my desk, but the
phone I want is not listed.

Solution Not all phones are set up for extension mobility; contact your system
administrator.
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Problems with the Console

Problems with the Console

Problem The console is too big; it does not fit on my screen.
Solution The minimum recommended screen resolution is 1024x768.
Choose Apple menu > System Preferences and click Displays.

For more information, see the Help for your operating system.

Problem The menu item, button, or other option that I want to use is dimmed.
Solution Possible solutions include:
¢ You may need to click a contact or communication, then click the button.

¢ The option may not be available for the contact or communication that you
have currently selected.

e The option may not apply in the current situation. For example, “Mark
Unread” is not available if you have selected an item that is already marked
Unread.

e See also Problems Making Calls, page 10-4.

Problem Columns in the console are too narrow to display all of the information.
Solution Possible solutions include:
e Hover your mouse pointer over an item in a list to view more information.

e Resize the columns. See the “Changing the View of the Console and Its
Panes” section on page 1-9.

e Make the entire console larger. See the “Changing the View of the Console
and Its Panes” section on page 1-9.

Problems with Reachability

Problem Reachability indicators are not appearing correctly.

Solution Make sure your firewall settings are correct. Contact your system
administrator. If necessary, see the online help or documentation for your
operating system.
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Bl Problems Making Calls

Problems Making Calls

Problem I want to start an audio or video call or send an e-mail, but the button and
menu item are dimmed.

Solution Possible solutions include:
¢  You must first click the name of a contact or communication in the console.

e The contact card for the contact you have selected does not have the required
information. For example, phone number or e-mail address is missing.

e If you have further questions, contact your system administrator.

Problems With Incoming Calls

Problem A notification did not appear on my screen when someone called.

Solution Notifications only operate when Cisco Unified Personal Communicator
is running. Make sure you launch the application each time you turn on your
computer.

Problems During a Conversation

See also:
e Problems with Video, page 10-6
e Problems with Web Conferencing, page 10-7

Problem I am using my soft phone on a call and I hear no sound. However, the
conversation window indicates that [ am connected.

Solution Try the following:

¢ Look at the conversation window and make sure that the volume is not too
low and that the conversation is not on hold.
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Problems During a Conversation W

Make sure your computer is not muted or set to very low volume. To test this,
see if you can hear other sounds that your computer normally makes, such as
beeps when you press an incorrect key, or sounds that signal that a message
has arrived.

Verify that the sound output device (for example, headset) you are using is
selected and not muted. Choose System Preferences > Sound, then click
Output and examine the selections. If you make changes, you may need to
restart the computer.

If you are connecting via virtual private network (VPN): In the VPN
application window, click the Options menu. The Stateful Firewall option
should NOT have a check mark beside it. If it does, select Stateful Firewall
to remove the check mark.

Problem Other participants cannot hear me.

Solution Try the following:

Make sure any Mute button on your headset is not on.
Look at the conversation window and make sure that your audio is not muted.

Verify that the sound input device (for example, headset or camera) you are
using is selected and not muted. Choose System Preferences > Sound, then
click Input and examine the selections. If you make changes, you may need
to restart the computer.

Problem The buttons and controls in my conversation window are dimmed.

Solution The call may be on hold. See the “Putting Conversations on Hold and
Retrieving Them” section on page 2-12.

Problem I am trying to merge two calls but the Merge button is dimmed.

Solution Note the following:

You cannot merge two conference calls. At least one call must have only one
participant besides yourself. To merge multiple participants into a single call,
see the “Creating Conference Calls” section on page 5-1.

Make sure one of the calls is not on hold. If a conversation is on hold, the
merge button is dimmed.
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Problems with Video

Problems with Video

] User Guide for Cisco Unified Personal Communicator for Macintosh, Release 1.1

Problem The options to start a video conversation, add video to my conversation,
answer a call with video, or “View local video” are dimmed.

Solution You can use video only if your soft phone is the active phone. See the
“Choosing the Active Phone” section on page 9-5. You will need to end any
current conversation and start a new one with the soft phone.

Problem The computer does not properly recognize the camera, or I cannot see my
own video image.

Solution Try the following:

e Make sure you meet the criteria in the “Before You Use Video” section on
page 3-2.

e Unplug the camera and plug it in again.
¢ Plug the camera into a different USB port.

¢ Quit Cisco Unified Personal Communicator if it is running, then relaunch it.

Problem I added video to a conversation, but the video image of the other person
does not appear.

Solution The other person may not have a video camera, or may have declined to
add video to the conversation.

Problem Video is slow or of poor quality, or does not appear.
Solution Try the following:
e If you are running on battery power, plug in the AC adaptor.

e Click the Help menu and make sure there is no check mark beside Enable
Detailed Logging. For more information, see “Enabling Detailed Logging”
section on page 10-9.
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Problems with Web Conferencing Il

Problems with Web Conferencing

Problem I cannot add web conferencing. Or, when I click the button to start a web
conference, I see an error message.

Solution Possible solutions include:

¢ You may not have correctly specified your
Cisco Unified MeetingPlace Express account information. See the “Setting
Up Voice Mail and Web Conferencing” section on page 9-2. If you do not
know your username and password, contact your system administrator.

¢ You may need to have a profile (account) in
Cisco Unified MeetingPlace Express. Contact your system administrator.

Problem I have lost connection to the web conference.

Solution Click the Rejoin Conference button in the conversation window.

Problem Some participants in the conversation do not see the web conferencing
window.

Solution Possible solutions include:

e Participants who are not using Cisco Unified Personal Communicator do not
automatically see the web conferencing window. Follow the instructions in
the “Adding Participants to Web Conferencing Sessions” section on page 4-2.

¢ The Cisco Unified MeetingPlace Express system may not have enough
available resources to accommodate all participants. Contact your system
administrator.

Problems in the Recent Communications Pane

Problem Recent Communications does not list calls that I know occurred.

Solution Calls that you make and receive using your desk phone while
Cisco Unified Personal Communicator is not running do not appear in Recent
Communications.
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Il Problems with Search

Problem A person in my company has called me, but the Recent Communications
pane shows the phone number of the person, not the name.

Solution The person may have called from a number that the system does not
recognize (for example, a home phone), or the corporate directory may be out of
date.

Problems with Search

Problem Search seems to find incorrect results.

Solution The system searches several different attributes, and depending on how
the administrator has configured them, can include results that you might not
expect.

Capturing Information About Problems

Note

Step 1

If you experience problems, your system administrator may request log files. Use
the following procedure to collect these files.

If you see the message The application Cisco Unified Personal
Communicator-K9 quit unexpectedly, click Close. Do not send a report to
Apple.

If you experience a problem follow these instructions immediately, before you
relaunch the application.

Collect the following files:
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Step 2

Step 3

Capturing Information About Problems

File In This Folder

UnifiedClientLog.txt <Your hard disk>/Users/<your user
name>/Library/Logs/Cisco/

Cisco Unified Personal <Your hard disk>/Users/<your user
Communicator-K9.crash.log  |name>/Library/Logs/CrashReporter/

or

<Your hard
disk>/Library/Logs/CrashReporter/

(There may not be a file in either place.)

Collect information about your computer:
a. Choose Apple menu > About This Mac.
b. Click More Info.
¢. Choose File > Save As and save the file in any available file format.
Send the following to your system administrator:
e All files you collected or saved in this procedure.
e A description of what you were doing when the problem occurred

e Any error messages you received

Related Topics
e Enabling Detailed Logging, page 10-9

Enabling Detailed Logging

If you are experiencing problems using Cisco Unified Personal Communicator
and your administrator tells you to do so, enable detailed logging: Choose Help >
Enable Detailed Logging.

Use the same procedure to turn off detailed logging.

0L-10984-01

User Guide for Cisco Unified Personal Communicator for Macintosh, Release 1.1 |




Chapter 10 Troubleshooting |

| Capturing Information About Problems

Your setting remains until you change it, even after you restart. Detailed logging
may impair performance, so you should turn it off as soon as you no longer need
it.

User Guide for Cisco Unified Personal Communicator for Macintosh, Release 1.1
m. oL-10984-01 |



	Troubleshooting
	Installation Problems
	Problems Logging In and Connecting to the Network
	Configuration Problems
	Problems with the Console
	Problems with Reachability
	Problems Making Calls
	Problems With Incoming Calls
	Problems During a Conversation
	Problems with Video
	Problems with Web Conferencing
	Problems in the Recent Communications Pane
	Problems with Search
	Capturing Information About Problems
	Enabling Detailed Logging




<<
  /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


