CHAPTER 5

Messages

About Problems with Messages

Message problems fall into four categories:

Messages appear to be | Some subscriber errors or misconceptions can lead to the impression that
delayed Cisco Unity is delaying messages. See the “ Messages Appear to Be Delayed”
section on page 5-1.

Messages seem to Some Cisco Unity situations can affect message delivery. See the “ Some
disappear Messages Seem to Disappear” section on page 5-2.

Messages are A setup problem may cause callers to be cut off when they try to leave a
incomplete message. See the “ Cisco Unity Stops Recording Before a Caller Has Finished

Leaving a Message” section on page 5-3.

Messages include dial |Seethe“Dial Tone or Reorder Tone I's Present at the End of aMessage” section
tone or reorder tone on page 5-4.

Begin your troubleshooting by gathering information about the message problem. By discussing the
problem with the subscriber, sometimes you can determine whether a problem is due to a
misunderstanding of how Cisco Unity works. If you encounter a message problem that is not described
in this section, contact the Cisco Technical Assistance Center (TAC).

Messages Appear to Be Delayed

The following sections describe possible reasons that messages may appear to be delayed. Use the Task
List for Troubleshooting Delay in Appearance of Messages to troubleshoot the possible causes.
Task List for Troubleshooting Delay in Appearance of Messages

1. Investigate whether the subscriber misunderstands how Cisco Unity delivers messages. See the
“Subscriber Misunderstandings” section on page 5-2.
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M Some Messages Seem to Disappear

Subscriber Misunderstandings

« A subscriber misunderstands the use of the # key—When a subscriber presses the # key while
listening to a message, Cisco Unity saves the message as a hew message and skips to the next
message. L ater, the subscriber checks messages again, hears the same message, and believes the
message arrived after a delay.

Explain to the subscriber that pressing the # key while a message plays saves it as a new message.

» System clock timeis incorrect—When the system clock is slow or when a desk clock is fast, the
subscriber may believe messages were delayed.

Confirm that the system clock on the Cisco Unity server is reporting the correct time.

Some Messages Seem to Disappear

The following sections describe possible reasons that messages may not be delivered to the intended
recipients. Use the Task List for Troubleshooting the Disappearance of Some Messages to troubleshoot
the possible causes.

Task List for Troubleshooting the Disappearance of Some Messages

1. Verify that subscribers who are assigned to the Unaddressed M essages distribution list have been
forwarding messages to the intended recipients. See the “Undeliverable Messages Have Not Been
Forwarded to Recipients” section on page 5-2.

2. Confirm that you or another administrator did not inadvertently delete a subscriber who was
assigned to review the messages for Cisco Unity entities. See the “ Subscribers Assigned to
Cisco Unity Entities Were Deleted and No Replacements Were Assigned” section on page 5-2.

Undeliverable Messages Have Not Been Forwarded to Recipients

Messages returned to the Unity Messaging System mailbox are forwarded automatically to subscribers
whose hames appear on the Unaddressed Messages public distribution list. The messages then must be
forwarded to the intended recipients. Explain to subscribers on the Unaddressed M essages public
distribution list the importance of regularly checking for and forwarding undeliverable messages.

Subscribers Assigned to Cisco Unity Entities Were Deleted and No Replacements Were Assigned

When you delete a subscriber who was assigned to review the messages sent to any of the following
Cisco Unity entities, make sure that you assign another subscriber or a public distribution list to replace
the deleted subscriber; otherwise, messages may be “lost.”

» Unaddressed Messages distribution list

» System Event Messages distribution list (because the Example Administrator isthe only member of
this distribution list by default)

» Operator call handler (because the Example Administrator is the only member of this distribution
list by default)

» Opening Greeting call handler
» Good-Bye call handler

Cisco Unity Troubleshooting Guide (With IBM Lotus Domino)



| Chapter5 Messages

Cisco Unity Stops Recording Before a Caller Has Finished Leaving a Message Il

- Example Interview call handler

Cisco Unity Stops Recording Before a Caller Has Finished
Leaving a Message

The following sections describe possible reasons that Cisco Unity may stop recording before acaller has
finished leaving a message. Use the Task List for Troubleshooting Recordings Being Cut Off to
troubleshoot the possible causes.

Task List for Troubleshooting Recordings Being Cut Off
1. Check to seeif the quiet parameter is set to recognize low voice volume. See the “Dialogic Quiet
Parameter Is Incorrect” section on page 5-3.

2. Calls may be cut off by Cisco Unity, the phone system, or the central office. See the “ Cisco Unity,
the Phone System, or the Central Office Disconnected the Call” section on page 5-4.

Dialogic Quiet Parameter Is Incorrect

A caller may report hearing a prompt and being prevented from completing a message, or a subscriber
may report this problem after noticing that arecording ends before the caller finished leaving a message.
This can happen when the quiet parameter is not set to recognize low voice volume. It also can happen
when a changed quiet parameter is not retained after a Cisco Unity upgrade.

To change the Dialogic quiet parameter (systems equipped with Dialogic voice cards only)

Step1  Shut down the Cisco Unity software.

Step2  On the Windows Start menu, click Programs > Dialogic System Software > Dialogic Configuration
Manager—-DCM.

Step3  On the Service menu, click Stop Service. A second Dialogic Configuration Manager window appears.
Step4  When the message “ Success: Dialogic service stopped” appears, click Close.

Step5  Inthe Service window, select a Dialogic voice card.

Step6  Inthe DCM—Properties dialog box for the card, click Misc.

Step7  Click ParameterFile.

Step8  Under Edit in the Value field, enter quiet50.prm, and click OK.

~

Note If spandti.prm or any other values exist in the Value field, enter a space at the end of the existing
value, and enter quiet50.prm. The space ensures that both .prm entries exist in the field.

Step9  Repeat Step 5 through Step 8 for each additional Dialogic voice card.
Step 10  On the Service menu, click Start Service. A second Dialogic Configuration Manager window appears.

Step11  When the message “ Success. Dialogic service started” appears, click Close.
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M Dial Tone or Reorder Tone Is Present at the End of a Message

Step 12

Restart the Cisco Unity server.

Cisco Unity, the Phone System, or the Central Office Disconnected the Call

Step 1
Step 2
Step 3

Step 4
Step 5

Step 6

If acaller reports being cut off while leaving a message and if the caller did not hear a prompt prior to
the disconnect, Cisco Unity, the phone system, or the central office may have disconnected the call.

To determine why the call was disconnected

On the Windows Start menu, click Programs > Administrative Tools > Event Viewer.

On the Log menu, click System.

In the System Event log, look for an error that occurred at the time of the reported disconnected call.
If an error appears, double-click the error and skip to Step 6.

If no error appears for the date and time of the disconnected call, continue with Step 4.

On the Log menu, click Application.

Inthe Application Event log, look for an error that occurred at the time of the reported disconnected call.
Double-click the error.

In the Event Detail dialog box, review the contents of the Description box.

If you need assistance interpreting or resolving the error, or if no error appearsin the Application Event
log that matches the date and time of the reported disconnected call, contact Cisco TAC.

Dial Tone or Reorder Tone Is Present at the End of a Message

Step 1
Step 2

A possible cause may be that the switch disconnect tone and/or the PSTN disconnect tone are incorrect
in the Switch.ini file (for circuit-switched phone systems only).

To run the Learn Tones utility

Run the Learn Tones utility. See the “Learn Tones” section on page 10-5 for detailed instructions.

If running the Learn Tones utility does not resolve the problem, contact Cisco TAC.

Cisco Unity Troubleshooting Guide (With IBM Lotus Domino)



	Messages
	About Problems with Messages
	Messages Appear to Be Delayed
	Task List for Troubleshooting Delay in Appearance of Messages
	Subscriber Misunderstandings

	Some Messages Seem to Disappear
	Task List for Troubleshooting the Disappearance of Some Messages
	Undeliverable Messages Have Not Been Forwarded to Recipients
	Subscribers Assigned to Cisco Unity Entities Were Deleted and No Replacements Were Assigned

	Cisco Unity Stops Recording Before a Caller Has Finished Leaving a Message
	Task List for Troubleshooting Recordings Being Cut Off
	Dialogic Quiet Parameter Is Incorrect
	Cisco Unity, the Phone System, or the Central Office Disconnected the Call

	Dial Tone or Reorder Tone Is Present at the End of a Message



<<
  /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


