CHAPTER ’I

Introduction

In this chapter you will find basic information that will help you prepare for troubleshooting
Cisco Unity. See the following sections:

e Preparations for Troubleshooting the Phone System, page 1-1—This section includes instructions
for setting up for a diagnostic test.

e Reporting Problems to Cisco TAC, page 1-3—This section explains what information you will need
to interact with the Cisco Technical Assistance Center (TAC), including instructions for obtaining
logs and traces and enabling Miu diagnostics.

Preparations for Troubleshooting the Phone System

Problems with external and internal calls, message notification calls, and message waiting indicators can
be caused by the phone system, by Cisco Unity, or by both, and are therefore difficult to diagnose.
Several of the procedures for resolving problems use the single-line test, in which the phone lines
connected to Cisco Unity are tested one at a time.

Most phone systems provide documentation on the codes that perform transfers, recalls, and other call
progress functions. Have the phone system documentation available while performing the procedures in
this section.

Depending on your phone system, do one of the following to set up for troubleshooting:
e Setting Up For a Diagnostic Test (Cisco CallManager or SIP Integrations Only), page 1-1
e Setting Up for a Single-Line Test (Circuit-Switched Phone System Integrations Only), page 1-2

Setting Up For a Diagnostic Test (Cisco CallManager or SIP Integrations Only)

Step 1

Step 2

To perform diagnostic tests you need three test extensions. Phone 1 is assigned to the Unity Example
Subscriber. Phones 2 and 3 are set up only in Cisco CallManager and do not need to have a Cisco Unity
subscriber assigned. All three extensions must be in the same calling search space as Cisco Unity.

To set up the test configuration

Set up two test extensions (Phone 1 and Phone 2) on the same phone system that Cisco Unity is
connected to.

Set Phone 1 to forward calls to the Cisco Unity pilot number when calls are not answered or when the
called extension is busy.
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Step 3

Step 4
Step 5
Step 6

Step 7

Step 8
Step 9
Step 10
Step 11
Step 12
Step 13

In the Cisco Unity Administrator, go to the Subscribers > Subscribers > Profile page for the Example
Subscriber.

In the Extension field, enter the extension of Phone 1.
Click the Save icon.

In the navigation bar, click Call Transfer to go to the Subscribers > Subscribers > Call Transfer page
for Example Subscriber.

Under Transfer Incoming Calls, click Yes, Ring Subscriber’s Extension, and confirm that the extension
number is for Phone 1.

Under Transfer Type, click Release to Switch.

Click the Save icon.

Click Messages for Example Subscriber.

Under Message Waiting Indicators (MWIs), check Use MWI for Message Notification.
In the Extension field, enter x.

Click the Save icon.

Setting Up for a Single-Line Test (Circuit-Switched Phone System Integrations

Only)

Step 1

Step 2

To perform diagnostic tests, you need a lineman test set or an analog phone with a ringer. Additional
equipment and the method you use to set up for a single-line test depend on the type of voice cards in
the Cisco Unity server.

Because single lines cannot be split out from T1 digital cables, it is not possible to set up single-line
testing for integrations that use T1 cables.

To set up a Dialogic D/120 card for single-line testing

This voice card supports two lines per jack, so you need a line splitter to test individual lines.

Determine which line you are having trouble with, and unplug it from the voice card.
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Plug that line into a line splitter.
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Step3  Plug the test phone into the jack on the line splitter corresponding to the port you are having trouble with.
The middle pair of wires (numbers 3 and 4) correspond to the first port, and the next pair of wires
(numbers 2 and 5) correspond to the second port. The outer pair of wires (numbers 1 and 6) are unused.

Phone system
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= ——— Z|Linespliter
RJ-14 RJ-14
= . e
Connection to [—
port 1 or port 2 Analog
= Port 1 connections phone

==xx= Port 2 connections

76524

Unused connections

To set up a Dialogic D/41 card for single-line testing
This voice card supports only one line per jack.

Step1  Determine which line you are having trouble with, and unplug it from the voice card.
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Step2  Plug that line into the test phone.

Reporting Problems to Cisco TAC

When you report a problem to the Cisco Technical Assistance Center (TAC), you will be asked to provide
information about your system and about the problem. This section provides procedures for gathering
the system information and problem description that may be requested.

System Information

Have the following system information ready when you call:
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Step 1

Step 1
Step 2
Step 3
Step 4

Step 1
Step 2

e Cisco Unity version currently in use. See one of the following procedures: To determine the
Cisco Unity version in use by using the Cisco Unity Administrator, page 1-4, or To determine the
Cisco Unity version in use by using the AvCsMgr.exe file, page 1-4.

e Cisco Unity-CM TSP version currently in use. See the procedure, To determine the Cisco Unity-CM
TSP version in use, page 1-4.

~

Note In versions earlier than 3.1(1), the Cisco Unity-CM TSP was known as the AV-Cisco TSP.

e RealSpeak TTS version currently in use. See the procedure, To determine the RealSpeak ENU
language engine in use, page 1-5.

¢ Build number(s) of any software releases or upgrades installed.

e Number, type, and speed of processors.

e Memory and pagefile size.

e Hard disk size and free space.

e Number and type of voice ports installed.

e Phone system integration, including the manufacturer, model, and version (if applicable).

e Cisco Unity switch.ini file version currently in use. See the procedure, To determine the Switch.ini
file version in use, page 1-5.

e Other telephony software or hardware installed, such as fax or UniModem.
e Microsoft Windows 2000 service packs installed.
e Number of subscribers in the Cisco Unity database.

e Approximate normal Cisco Unity server CPU utilization. (For example, does the Windows task
manager often show 100 percent CPU utilization, or is it usually less than 80 percent?)

To determine the Cisco Unity version in use by using the Cisco Unity Administrator

In the Cisco Unity Administrator, go to the System > Configuration > Software Versions page. The
version is displayed in the Cisco Unity Version field.

To determine the Cisco Unity version in use by using the AvCsMgr.exe file

Browse to the CommServer directory.
Right-click AvCsMgr.exe, and click Properties.

In the Properties window, click the Version tab.

In the Item Name list, click Product Version. The Cisco Unity version is displayed in the Value window.

To determine the Cisco Unity-CM TSP version in use

Browse to the WinNT\System32 directory.
Right-click the Avskinny.tsp file, and select Properties.
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Step 3 In the Properties window, click the Version tab.

Step4  The File Version value is the Cisco Unity-CM TSP version currently in use.

To determine the Switch.ini file version in use

Step1  Browse to the CommServer directory.
Step2  Double-click Editswitch.exe.
Step3  Click Edit this Switch Configuration.

Step4  The Switch.ini file version is displayed in the title bar of the window.

To determine the RealSpeak ENU language engine in use

Step1  Browse to the CommServer\RealSpeak\Engine directory.

Step2  Right-click the file Enu_g2p.dll, and click Properties.

Step3  Click the Version tab.

Step4  The File Version value is the DLL version. It corresponds to the following RealSpeak versions:
— 2.1.0.0 = RealSpeak ENU language engine version 2.0(1)
— 2.11.0.0 = RealSpeak ENU language engine version 2.1(1)
— 3.6.0.0 = RealSpeak ENU language engine version 3.0(1)

To determine the RealSpeak base engine version in use

Step1  Browse to the CommServer\RealSpeak\Api\Lib directory.
Step2  Right-click the file Lhstts.dll, and click Properties.
Step3  Click the Version tab.
Step4  The File Version is the DLL version. It corresponds to the following RealSpeak versions:
— 2.1.0.0 = RealSpeak base engine version 2.0(1)
- 2.11.0.0 = RealSpeak base engine version 2.1(1)
- 2.12.0.0 = RealSpeak base engine version 3.0(0)
— 2.13.0.0 = RealSpeak base engine version 3.0(1)

Problem Description

Be prepared to give a complete description of the problem, including:

e Symptoms such as lost ports, Event log errors, or Dr. Watson errors.
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e Problem frequency under normal load conditions (for example, every call, once per hour, or once
only).

e Problem frequency when specific attempts are made to reproduce it.
e Detailed sequence of steps to reproduce the problem.
e Date and time of last known occurrence of the problem.

¢  Which digits were entered by the caller (for example, menu selections or subscriber extensions, or
the extension of the caller and/or called port), if known.

e  Which port(s) were affected by the problem, if known.

e Applicable logs and traces (see Chapter 2, “Logs and Traces” for more information on how to obtain
log and trace files).

Cisco Unity Troubleshooting Guide (With IBM Lotus Domino)



	Introduction
	Preparations for Troubleshooting the Phone System
	Setting Up For a Diagnostic Test (Cisco CallManager or SIP Integrations Only)
	Setting Up for a Single-Line Test (Circuit-Switched Phone System Integrations Only)

	Reporting Problems to Cisco TAC
	System Information
	Problem Description




<<
  /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


