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Audience

Preface

This preface describes the audience, organization, and conventions of the Cisco Unity Troubleshooting
Guide, and provides information on how to obtain related documentation.

The Cisco Unity Troubleshooting Guide is written for technicians and information systems professionals
who configure and manage Cisco Unity . This guide requires knowledge of and access to the phone
system, the network, and the voice messaging system.

Organization

The Cisco Unity Troubleshooting Guide is divided into sections relating to general problem areas.

Each section addresses a specific problem, which is listed in the section title. The section contains
possible causes, and procedures with which you can determine if a possible cause applies to your
situation, and with which you can resolve the problem.

When the expected result is achieved during a procedure, continue with the next step when applicable,
or continue with the next possible cause within the section.

See the “Tools Depot” section on page 11-1 for information on how to use utilities for researching and
resolving problems. Refer to the “Exiting and Starting the Cisco Unity Software and Server” section in
the “Introduction” of the Cisco Unity System Administration Guide for procedures for stopping and
starting Cisco Unity. The Cisco Unity System Administration Guide is available on Cisco.com at
http://www.cisco.com/en/US/products/sw/voicesw/ps2237/products_administration_guide_books_list.
html.

If you encounter a problem that is not described in this guide, contact the Cisco Technical Assistance
Center (TAC).

[ oL-3102-01
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I Document Conventions

Document Conventions

Table 1 Cisco Unity Troubleshooting Guide conventions
Convention Description
boldfaced text Boldfaced text is used for:

¢ Key and button names. (Example: Click OK.)

¢ Information that you enter. (Example: Enter Administrator in the User
Name box.)

<> Angle brackets are used around parameters for which you supply a value.

(angle brackets) (Example: In the Command Prompt window, enter ping <IP address>.)

- Hyphens separate keys that must be pressed simultaneously. (Example: Press
Ctrl-Alt-Delete.)

(hyphen)

> A right angle bracket is used to separate selections that you make:
(right angle e On menus. (Example: On the Windows Start menu, click
bracket) Settings > Control Panel > Phone and Modem Options.)

¢ In the navigation bar of the Cisco Unity Administrator. (Example: Go to the
System > Configuration > Settings page.)

The Cisco Unity Troubleshooting Guide also uses the following conventions:

h)
Note = Means reader take note. Notes contain helpful suggestions or references to material not covered in the
document.

A

Caution = Means reader be careful. In this situation, you might do something that could result in equipment
damage or loss of data.

Cisco Unity Documentation

For descriptions and the URLs of Cisco Unity documentation on Cisco.com, refer to the Cisco Unity
Documentation Guide. The document is shipped with Cisco Unity and is available on Cisco.com at
http://www.cisco.com/en/US/products/sw/voicesw/ps2237/prod_pre_installation_guides_list.html.

Obtaining Documentation from Cisco Systems

The following sections provide sources for obtaining documentation from Cisco Systems.

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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World Wide Web

You can access the most current Cisco documentation on the World Wide Web at the following sites:

e http://www.cisco.com

Documentation CD-ROM

Cisco documentation and additional literature are available in a CD-ROM package, which ships with
your product. The Documentation CD-ROM is updated monthly and may be more current than printed
documentation. The CD-ROM package is available as a single unit or as an annual subscription.

Ordering Documentation

Cisco documentation is available in the following ways:

e Registered Cisco Direct Customers can order Cisco Product documentation from the Networking
Products MarketPlace:

http://www.cisco.com/cgi-bin/order/order_root.pl

e Registered Cisco.com users can order the Documentation CD-ROM through the online Subscription
Store:

http://www.cisco.com/go/subscription

e Nonregistered Cisco.com users can order documentation through a local account representative by
calling Cisco corporate headquarters (California, USA) at 408 526-7208 or, in North America, by
calling 800 553-NETS(6387).

Documentation Feedback

If you are reading Cisco product documentation on the World Wide Web, you can submit technical
comments electronically. Click Feedback in the toolbar and select Documentation. After you complete
the form, click Submit to send it to Cisco.

You can e-mail your comments to bug-doc @cisco.com.
To submit your comments by mail, write to the following address:

Attn Document Resource Connection
Cisco Systems, Inc.

170 West Tasman Drive

San Jose, CA 95134-9883

We appreciate your comments.

Obtaining Technical Assistance

Cisco provides Cisco.com as a starting point for all technical assistance. Customers and partners can
obtain documentation, troubleshooting tips, and sample configurations from online tools. For Cisco.com
registered users, additional troubleshooting tools are available from the Cisco TAC website.

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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I Obtaining Technical Assistance

Cisco.com

Cisco.com is the foundation of a suite of interactive, networked services that provides immediate, open
access to Cisco information and resources at anytime, from anywhere in the world. This highly
integrated Internet application is a powerful, easy-to-use tool for doing business with Cisco.

Cisco.com provides a broad range of features and services to help customers and partners streamline
business processes and improve productivity. Through Cisco.com, you can find information about Cisco
and our networking solutions, services, and programs. In addition, you can resolve technical issues with
online technical support, download and test software packages, and order Cisco learning materials and
merchandise. Valuable online skill assessment, training, and certification programs are also available.

Customers and partners can self-register on Cisco.com to obtain additional personalized information and
services. Registered users can order products, check on the status of an order, access technical support,
and view benefits specific to their relationships with Cisco.

To access Cisco.com, go to the following website:

http://www.cisco.com

Technical Assistance Center

The Cisco TAC website is available to all customers who need technical assistance with a Cisco product
or technology that is under warranty or covered by a maintenance contract.

When you report a problem to Cisco TAC, you will be asked to provide information about your system
and about the problem. The “Reporting Problems to Cisco TAC” section on page 1-3 provides
procedures for gathering the data and system information that may be requested. The more data that can
be gathered and communicated about a problem, the more likely it is that the problem will be diagnosed
and fixed quickly.

Contacting Cisco TAC by Using the Cisco TAC Website

If you have a priority level 3 (P3) or priority level 4 (P4) problem, contact Cisco TAC by going to the
TAC website:

http://www.cisco.com/tac
P3 and P4 level problems are defined as follows:

e P3—Your network performance is degraded. Network functionality is noticeably impaired, but most
business operations continue.

e P4—You need information or assistance on Cisco product capabilities, product installation, or basic
product configuration.

In each of the above cases, use the Cisco TAC website to quickly find answers to your questions.
To register for Cisco.com, go to the following website:
http://www.cisco.com/register/

If you cannot resolve your technical issue by using the TAC online resources, Cisco.com registered users
can open a case online by using the TAC Case Open tool at the following website:

http://www.cisco.com/tac/caseopen

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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Contacting Cisco TAC by Phone

If you have a priority level 1(P1) or priority level 2 (P2) problem, contact Cisco TAC by phone and
immediately open a case. To obtain a directory of toll-free numbers for your country, go to the following
website:

http://www.cisco.com/warp/public/687/Directory/DirTAC.shtml
P1 and P2 level problems are defined as follows:

e P1—Your production network is down, causing a critical impact to business operations if service is
not restored quickly. No workaround is available.

e P2—Your production network is severely degraded, affecting significant aspects of your business
operations. No workaround is available.

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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CHAPTER 1

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.

[ oL-3102-01
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[ | Preparations for Troubleshooting the Phone System

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 Xx.

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.

A :::Il
i o

Phone system Unity server

€4
Line —
splitter Analog

phone

61099

Plug that line into a line splitter.

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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Step 3

Step 1

Step 2

Reporting Problems to Cisco TAC

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
ports 1 and 2

— — Line splitter

iy

4y
Connection to

port 1 orport2  Analog
= Port 1 connections phone

====x 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.

Determine which line you are having trouble with, and unplug it from the voice card.

a—
_a—
= .5
Phone system Unity server
[

Analog phone

61097

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:

[ oL-3102-01
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Step 1

Step 1
Step 2
Step 3
Step 4

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 1-5.

A

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 Exchange service packs installed.

e Number of subscribers in the Cisco Unity database.

e Number of subscribers in the Exchange database.

¢ Size of the Exchange database file.

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.

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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Reporting Problems to Cisco TAC

To determine the Cisco Unity-CM TSP version in use

Step 1 Browse to the WinNT\System32 directory.
Step2  Right-click the Avskinny.tsp file, and select Properties.
Step3  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

Step 1 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

Step 1 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)

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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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.

¢ Problem frequency under normal load conditions (for example, every call, once per hour, or once
only).

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

e 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 Microsoft Exchange)
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Logs and Traces

In this chapter you will find information to help you gather logs and traces when troubleshooting
Cisco Unity. See the following sections:

e Dr. Watson Logs, page 2-2—This section includes instructions for obtaining a Dr. Watson trace.
e Event Log Traces, page 2-2—This section includes instructions for obtaining an Event log trace.

e MIU Diagnostics, page 2-3—This section includes information on setting up and collecting MIU
diagnostic traces.

e TSP Traces, page 2-4—This section includes instructions for obtaining Dialogic and
Cisco Unity-CM TSP traces.

e Exchange 5.5 Directory Monitor Diagnostic Traces, page 2-5—This section includes information on
setting up and collecting Exchange 5.5 Directory Monitor traces.

e Active Directory Monitor Diagnostic Traces, page 2-6—This section includes information on
setting up and collecting Active Directory Monitor traces.

e AMIS Diagnostic Traces, page 2-8—This section includes information on setting up collecting
AMIS traces.

e Cisco Unity Voice Connector Logs, page 2-10—This section provides information about the Voice
Connector logs and includes instructions for changing the log settings.

Cisco Unity and Third-Party Logs and Traces

A

For problems in the MIU or TSP, Cisco TAC may ask for logs and traces before the problem can be
diagnosed and fixed. MIU diagnostic logs, along with the Event log and/or Dr. Watson logs, if available,
are usually sufficient for the initial phase of diagnosing a problem.

Caution

Diagnostic traces that are set before a Cisco Unity software upgrade are not preserved and must be reset
after the upgrade.

See the following sections for details about third-party logs and traces:
e Dr. Watson Logs, page 2-2
¢ Event Log Traces, page 2-2

Most Cisco Unity components such as the MIU, Arbiter, Notifier, Conversations, and Cisco Unity
Administrator (also known as the “SA” or “System Administrator”) can write diagnostic information to
a log file. Diagnostic output of the problem occurring is critical to determining what caused the problem.
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If the problem seldom occurs, such as only once a day, it can be difficult to find the actual occurrence of
the problem in the diagnostic log. See the following sections for details about Cisco Unity diagnostic
traces:

e MIU Diagnostics, page 2-3
e TSP Traces, page 2-4

Dr. Watson Logs

Dr. Watson is a program invoked by Windows 2000 when a serious problem occurs that is not handled
by Cisco Unity. When Dr. Watson is invoked, a dialog box appears containing an error message, for
example, “Dr. Watson encountering an error in the AvCsMgr.exe process.” Dr. Watson errors may occur
in other processes such as Tapisrv.exe, or Dlgc_srv.exe.

To obtain a Dr. Watson log

Step1  When a Dr. Watson error occurs, make a copy of the file Winnt\Drwtsn32.log.

Step2  Before you attempt to reproduce the problem, from a command prompt, enter drwtsn32 and press Enter.
Step 3 In the Number of Instructions field, enter 50.

Step 4 In the Number of Errors to Save field, enter the number of errors you want to record. The default is 10.

Step5  Under Options, confirm that the Dump All Thread Contexts, Append to Existing Log File, Visual
Notification, and Create Crash Dump File check boxes are checked.

Step6  Click OK to close the dialog box.
Step7  Reproduce the problem.
Step8  Make a copy of the file Winnt\Drwtsn32.log.

Event Log Traces

The Event log is used by Windows applications to report errors and warnings. The MIU reports serious
failures to the Event log, for example, “Component MIU: thread <XXX> had a failure on port <YYY>
in AvWav.”

To obtain an Event log trace

Step 1 On the Windows Start menu, click Programs > Administrative Tools > Event Viewer.
Step2  In the Tree pane, click Application Log.

Step3  Look for failure messages in the Application log. These can include errors from the MIU or AvWayv, as
well as errors from other Cisco Unity components or Exchange errors.

Step4  If failure messages are present in the Application log, in the Tree pane, click Application Log, then on
the Action menu click Save Log File As.

Step5 In the Save as Type field, click CSV, then click Save. Do not save the raw Event log data in a *.evt file.

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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MIU Diagnostics

Step 1
Step 2

Step 3
Step 4

Step 5
Step 6
Step 7
Step 8
Step 9
Step 10
Step 11
Step 12
Step 13

Step 14

Step 1
Step 2

Step 3
Step 4
Step 5
Step 6
Step 7
Step 8
Step 9

Enable the MIU diagnostics when you are obtaining traces for an MIU problem. For example, if there
are AvWav errors in the Event log, enable the AvWav diagnostics. However, keep in mind that running
additional diagnostics can affect system performance and hard drive space.

You can use micro traces to set individual levels for selected MUI traces, or you can use macro traces to
select preset combinations of traces.

To obtain micro trace MIU diagnostics

On the Windows Start menu, click Programs > Unity > Unity Diagnostic Tool.

On the Cisco Unity Diagnostic Viewer screen, click the Configure Micro Traces icon. The Configure
Micro Traces wizard appears.

On the Welcome page, click Next.

On the Configure Micro Traces page, check the boxes for selected traces in components beginning with
Miu.

Click Next.

On the Completing page, click Finish.

On the Cisco Unity Diagnostic Viewer screen, click the Start New Log Files icon.

Reproduce the problem.

To view the log files, in the Tree pane, click Processes > AvCsMgr, and then click the Current log file.
The selected log file is appears in the right pane.

To export or save a copy of the log file, on the Action menu, click Export List.

Name the file and save it to a location of your choice in .txt or .csv format, then click Save.

To turn off the traces set in Step 4, on the Cisco Unity Diagnostic Viewer screen, click the Disable All
Traces icon.

In the Disable All Traces Wizard screen, check the Disable All Traces check box, and click Finish.

To obtain macro trace MIU diagnostics

On the Windows Start menu, click Programs > Unity > Unity Diagnostic Tool.

On the Cisco Unity Diagnostic Viewer screen, click the Configure Macro Traces icon. The Configure
Macro Traces wizard appears.

On the Welcome page, click Next.

On the Configure Macro Traces page, check the boxes for selected traces.

Click Next.

On the Completing page, click Finish.

On the Cisco Unity Diagnostic Viewer screen, click the Start New Log Files icon.
Reproduce the problem.

To view the log files, in the Tree pane, click Processes > AvCsMgr, and then click the Current log file.
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Step10 The selected log file is appears in the right pane.
Step 11 To export or save a copy of the log file, on the Action menu, click Export List.
Step12 Name the file and save it to a location of your choice in .txt or .csv format, then click Save.

Step 13  To turn off the traces set in Step 4, on the Cisco Unity Diagnostic Viewer screen, click the Disable All
Traces icon.

Step 14 In the Disable All Traces Wizard screen, check the Disable All Traces check box, and click Finish.

TSP Traces

If Cisco TAC determines that TSP traces are needed, they will ask you to provide them.

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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Step 16
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To obtain Cisco Unity-CM TSP traces

Confirm that the clocks on Cisco Unity and Cisco CallManager are synchronized.
Enable tracing on the Cisco CallManager system.
On the Windows Start menu, click Programs > Unity > Unity Diagnostic Tool.

On the Cisco Unity Diagnostic Viewer screen, click the Configure Macro Traces icon. The Configure
Macro Traces wizard appears.

On the Welcome page, click Next.

On the Configure Macro Traces page, check the Skinny TSP check box.
Click Next.

On the Completing page, click Finish.

On the Cisco Unity Diagnostic Viewer screen, click Start New Log Files.
Reproduce the problem.

To view the log files, in the Tree pane, click Processes > Svchost, and then click the Current log
file.

The selected log file is appears in the right pane.
To export or save a copy of the log file, on the Action menu, click Export List.
Name the file and save it to a location of your choice in .txt or .csv format, then click Save.

To turn off the traces set in Step 6, on the Cisco Unity Diagnostic Viewer screen, click the Disable All
Traces icon.

In the Disable All Traces Wizard screen, check the Disable All Traces check box, and click Finish.

Exchange 5.5 Directory Monitor Diagnostic Traces

Flags To Enable

You use the Unity Diagnostic Tool to set micro traces for the Exchange 5.5 directory monitor. The micro
traces to enable are in the DSEx55 group.

e If the creation, modification, or deletion of subscriber accounts, distribution lists, or location objects
in the Cisco Unity Administrator fails, then enable flags 00 and 10. If the diagnostics show an error
when accessing the directory with LDAP, then also enable flag 13 to get more details.

e If changes made in the Exchange 5.5 directory are not reflected in Cisco Unity, enable flags 10, 11,
and 12. If the error is related to inconsistency in distribution list membership, then also enable flag
17.

e If the directory monitor service logs an error to the Windows event log saying that it has thrown an
exception, then enable flags 00, 01, and 10.

The table below provides descriptions of the diagnostic flags.
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Table 2-1 Diagnostics Flags for the Exchange 5.5 Directory Monitor

Diagnostic Flag Description

00—High level, method entry and exit, |Traces Cisco Unity Administrator calls to create, modify, delete, and find
and parameter values subscribers, distribution lists, and locations. Also traces calls to get and set system
configuration parameters.

01—Low level, method entry and exit, |Traces calls to internal methods. Note that enabling this flag will produce very large
and parameter values diagnostic files.

02—Memory Traces memory allocation and deallocation. There is seldom a need to enable this
flag.

10—General Traces main events and all errors associated with them. This flag should always be
enabled when a diagnostic file is needed.

11—Synchronization start and end Records the time when a synchronization cycle starts and ends.

12—Objects queued for change app Traces the change or deletion of every object that has been detected and sent to
Cisco Unity.

13—LDAP The Exchange 5.5 monitor uses LDAP to access the Exchange 5.5 directory. When

this flag is enabled, all LDAP operations are traced. Note that this produces a very
large amount of data.

14—Initialization Traces all the initialization activity for the directory monitor service.
15—Shutdown Traces all the shutdown activity for the directory monitor service.
16—Configuration Traces all configuration activity: reading and writing from the registry, default

settings at initialization time, and access to internal configuration at run time.

17—Database access For performance reasons, the directory monitor keeps some information in a SQL
database: the names of all distribution lists and their members, and a list of all
Cisco Unity objects and the domain that they are in. Enable this flag when
investigating errors in these areas.

18—Import directory connector The import directory connector (IDC), is used by the Cisco Unity Administrator and
the Cisco Unity Import utility to get lists of directory user objects that have not been
imported into Cisco Unity. For example, when you choose to import a subscriber
from the Cisco Unity Administrator, the list of directory objects it generates comes
from the IDC.

The IDC returns properties on the non-imported users, which is how the Cisco Unity
Administrator and the Cisco Unity Import utility fill in things like first name, last
name, phone number, and so on. If you enable flag 18, you get traces that show the
names and values of the retrieved attributes.

Enable this flag for troubleshooting import problems. For example, if the

Cisco Unity Administrator is not displaying the first name of a person in the import
list, then enable this flag to see if the import directory component is returning the
value to the calling application correctly.

Active Directory Monitor Diagnostic Traces

You use the Unity Diagnostic Tool to set micro traces for the Active Directory monitors. The diagnostics
for the DC monitor are in the DSAD group. The diagnostics for the GC monitor are in the
DSGlobalCatalog group. The flags that can be enabled are the same for both monitors.

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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Flags To Enable

e Ifthe creation, modification, or deletion of subscriber accounts, distribution lists, or location objects
in the Cisco Unity Administrator fails, then enable flags 00 and 10. If the diagnostics show an error
when accessing Active Directory, then also enable flag 12 to get more details.

e If changes made in Active Directory are not reflected in Cisco Unity, then enable flags 10, 11, and
17. If the error is related to inconsistency in distribution list membership, then also enable flag 16.

e If the directory monitor service logs an error to the Windows event log saying that it has thrown an
exception, then enable flags 00, 01, and 10.

The table below provides descriptions of the diagnostic flags.

Table 2-2  Diagnostic Flags for the Active Directory Monitors

Diagnostic Flag Description

00—High level, method entry and exit, |Traces Cisco Unity Administrator calls to create, modify, delete, and find
and parameter values subscribers, distribution lists, and locations. Also traces calls to get and set system
configuration parameters.

01—Low level, method entry and exit, |Traces internal methods calls. Note that enabling this flag will produce very large
and parameter values diagnostic files.

02—Memory Traces memory allocation and deallocation. There is seldom a need to enable this
flag.
10—General Traces main events and all errors associated with them. This flag should always be

enabled when a diagnostic file is needed.

11—Changes queued Traces the change or deletion of every object that has been detected and sent to
Cisco Unity.

12—ADSI operations The monitor uses ADSI (Active Directory Services Interface) to access Active
Directory. When this flag is enabled, all ADSI operations are traced. Note that this
produces a very large amount of data.

13—Initialization Traces all the initialization activity for the directory monitor service.
14—Shutdown Traces all the shutdown activity for the directory monitor service.
15—Configuration Traces all configuration activity: reading and writing from the registry, default

settings at initialization time, and access to internal configuration at run time.

16—Database access For performance reasons, the monitor keeps some information in a SQL database: the
names of all distribution lists and their members, and a list of all Cisco Unity objects
and the domain that they are in. Enable this flag when investigating errors in these
areas.

17—Synchronization start and end Records the time when a synchronization cycle starts and ends, and also the start and
end time for the synchronization of each single domain (if enabled in the DSAD

group).

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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Table 2-2 Diagnostic Flags for the Active Directory Monitors (continued)

Diagnostic Flag Description
18—Import directory connector The import directory connector (IDC), is used by the Cisco Unity Administrator and
(DSGlobalCatalog only) the Cisco Unity Import utility to get lists of directory user objects that have not been

imported into Cisco Unity. For example, when you choose to import a subscriber
from the Cisco Unity Administrator, the list of directory objects it generates comes
from the IDC.

The IDC returns properties on the non-imported users, which is how the Cisco Unity
Administrator and the Cisco Unity Import utility fill in things like first name, last
name, phone number, and so on. If you enable flag 18, you get traces that show the
names and values of the retrieved attributes.

Enable this flag for troubleshooting import problems. For example, if the

Cisco Unity Administrator is not displaying the first name of a person in the import
list, then enable this flag to see if the import directory component is returning the
value to the calling application correctly.

18—Input property lists Low-level diagnostic trace. Do not enable unless requested by Cisco TAC.
(DSAD only)

19—Output property lists Low-level diagnostic trace. Do not enable unless requested by Cisco TAC.
(DSAD only)

AMIS Diagnostic Traces

The Unity Diagnostic Tool provides macro and micro traces to help you troubleshoot AMIS message
delivery problems. See the “To set and retrieve traces for AMIS messages” section on page 5-13 for
information on using the Unity Diagnostic tool. See the following sections for more information about
the appropriate AMIS macro traces to set for your situation:

e Basic Incoming and Outgoing AMIS Message Trace, page 2-9—These traces help you verify that
Cisco Unity can send and receive AMIS messages. You can send test messages with these traces
enabled to verify that the AMIS configuration is set up properly.

e General Incoming AMIS Message Traces, page 2-9—These traces help you narrow down the
problem to a specific Cisco Unity component. When troubleshooting incoming message problems,
set these traces first.

e Extensive Incoming AMIS Message Traces, page 2-9—These traces include more Cisco Unity
components than the general traces and enable extensive logging. If you cannot determine the
problem from the set of general traces, then enable the traces specified in this section.

¢ General Outgoing AMIS Message Traces, page 2-9—These traces help you narrow down the
problem to a specific Cisco Unity component. When troubleshooting outgoing message problems,
set these traces first.

e Extensive Outgoing AMIS Message Traces, page 2-10—These traces include additional
Cisco Unity components and enable extensive logging. If you cannot determine the problem from
the set of general traces, then enable the traces specified in this section.
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Basic Incoming and Outgoing AMIS Message Trace
The macro trace “Basic Incoming and Outgoing AMIS Message Trace” sets the following micro traces,
which help you verify that Cisco Unity can send and receive AMIS messages.
e Conv AMIS—28
e Notifier—28

General Incoming AMIS Message Traces
The macro trace “General Incoming AMIS Message Trace” sets the following micro traces, which help
you narrow down the problem to a specific Cisco Unity component.
e CDE—I10, 14, 18
e AlCommon—10
e DalDb—10
e DalEx—10
e Doh—10
e MALEx—10
e MALLn—10
e Conv AMIS—28

Extensive Incoming AMIS Message Traces
The macro trace called “Extensive Incoming AMIS Message Trace” sets the following micro traces,
which include additional Cisco Unity components, and enable extensive logging.
e CDE—IO, 11, 12,13, 14, 18, 19
¢ AlCommon—10
e DalDb—10
e DalEx—10
e Doh—10
¢ MALEx—10
¢ MALLn—10
¢ FailureConv—11
e PhraseServer—12

e Conv AMIS—13, 14, 15, 17, 20, 23, 25, 26, 27, 28

General Qutgoing AMIS Message Traces
The macro trace called “General Outgoing AMIS Message Trace” sets the following micro traces, which
help you narrow down the problem to a specific Cisco Unity component.
e CDE—I0, 14, 18
e AlCommon—10
e DalDb—10

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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DalEx—10
Doh—10
MALEx—10
MALLn—10

Conv AMIS—28
Notifier—13, 19, 24, 26, 28

ExchangeMonitor—13 (Note that if no information is logged from the Exchange Monitor 13 trace,

this indicates a problem.)

Extensive Outgoing AMIS Message Traces

The macro trace called “Extensive Outgoing AMIS Message Trace” sets the following micro traces,
which include additional Cisco Unity components, and enable extensive logging.

CDE—10, 11, 12, 13, 14, 18, 19

AlCommon—10

DalDb—10

DalEx—10

Doh—10

MALEx—10

MALLn—10

Conv AMIS—13, 14, 15, 17, 20, 23, 25, 26, 27, 28
FailureConv—11

PhraseServer—12

Notifier—13, 19, 20, 21, 24, 26, 28

ExchangeMonitor—13 (Note that if no information is logged from the Exchange Monitor 13 trace,

this indicates a problem.)

Cisco Unity Voice Connector Logs

With the Voice Connector version 10.0(1) and later, logging is enabled at the Warning level by default.
By default, the log files are kept for 14 days before being deleted. The default location for the log files
is on the Exchange server on which the Voice Connector is installed, in the following folder:

Exchange 2000: <Exchange Server Path>\VoiceGateway\logFiles
Exchange 5.5: <Exchange Server Path>\IvcData\logFiles

The Voice Connector provides several logging levels that allow you to control the level of detail logged
to the files. The logging levels are:

Function (level 5)
Information (level 4)
Warning (level 3)
Error (level 2)

l_ Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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e Core (level 1)
e No Logging (level 0)

The higher levels provide more detail and include all the lower levels. For example, the Information level
includes Warning, Error and Core. When logging is enabled at any level, performance data is logged to
a separate file. Changing the logging level does not change the data written to the performance log.

The Voice Connector allows you to set the logging level, the number of days to keep log files, and the
location of the log files. The logging properties for the Voice Connector for Exchange 2000 can be
modified in the Exchange System manager. See the procedure, To change the Voice Connector for
Exchange 2000 logging settings, page 2-12 for details.

The logging properties for the Voice Connector for Exchange 5.5 must be modified in the registry. You
use the logging level numbers listed above when changing the logging level in the registry. See the
procedure, To change the Voice Connector for Exchange 5.5 logging settings, page 2-12 for details.

Note that the Voice Connector service must be restarted for logging changes to take effect.
Two log files per day are created:

¢ Voice Connector log files are named Gwlvc_YyMmDd.log, where Yy is the year, Mm is the month
and Dd is the day.

¢ Voice Connector performance log files are named Gwlvc_perf_ YyMmbDd.log, where Yy is the year,
Mm is the month and Dd is the day.

Performance Logging

By examining the performance log (or writing a tool to extract the data), the following information can
be obtained:

e The total number of inbound messages accepted.

e The total number of outbound messages sent.

e The rate at which inbound messages are being received (messages/second).
e The rate at which outbound messages are being sent (messages/second).

e The total number of bytes sent.

e The total number of bytes received.

e The rate that bytes are being received (bytes/second).

e The rate that bytes are being sent (bytes/second).

e The number of NDRs generated.

e The time that it takes for message to be sent by the Voice Connector.

The format for the performance log is:

Date Time ThreadId Address Type=<Type> Message Status=<Status> Size=<size KB> Time In
Queue= (time sec)

Field Description
Type Indicates the address type of the message, and can be either AMIS, VOICE, VPIM, or
Bridge.
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Field Description

Status Indicates the kind of message, and can be one of the following: Incoming, Outgoing,
NDR for Incoming, NDR for Outgoing.

Time in Measured in seconds, the Time in Queue has a different meaning depending on the

Queue message status.

¢ Outgoing message—The difference between the current time and the time the
message was submitted by the telephone user interface, ViewMail, or Cisco Unity
Inbox. This includes the time taken by the Exchange MTA to process the message
and deliver it to the Voice Connector queue.

¢ Incoming message—The difference between the current time and the time the
message was received by Exchange.

e NDR messages—The difference between the current time and the time the
original message was processed (and NDR is generated). Typically, this will be 0
or close to 0.

Changing the Voice Connector Logging Properties

Use the appropriate procedure to change the Voice Connector logging:
e To change the Voice Connector for Exchange 2000 logging settings, page 2-12
e To change the Voice Connector for Exchange 5.5 logging settings, page 2-12

To change the Voice Connector for Exchange 2000 logging settings

Step 1 Log on to the Exchange server on which the Voice Connector is installed.

Step2  From the Windows Start menu, click Programs > Microsoft Exchange > Exchange System Manager.
Step3  Expand the Connectors container in the left-hand pane.

Step4  Right-click Exchange 2000 Voice Connector (<server name>), and select Properties.

Step5  Click the Advanced tab.

Step6  Adjust the logging level and the other settings as needed. If you change the directory where the log files
are created, be sure to end the path with a backslash (*\”).

Note that if you increase the logging level (the default is Warning), the log file size increases. This could
become an issue if hard-disk space is a concern.

Step7  Click OK and close Exchange System Manager.

Step8  Open the Windows Services Applet.

Step9  Right-click Exchange 2000 Voice Connector and select Restart.
Step10  Close the Windows Services Applet.

To change the Voice Connector for Exchange 5.5 logging settings

Step1  Log on to the Exchange server on which the Voice Connector is installed, and start Regedit.

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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A

Caution  Changing the wrong registry key or entering an incorrect value can cause the server to
malfunction. Before you edit the registry, confirm that you know how to restore it if a problem
occurs. (Refer to the “Restoring” topics in Registry Editor Help.) Note that a typical backup
of the Cisco Unity server does not back up the registry. Also note that for Cisco Unity failover,
registry changes on one Cisco Unity server must be made manually on the other Cisco Unity
server, because registry changes are not replicated.

Step2  If you do not have a current backup of the registry, click Registry > Export Registry File, and save the
registry settings to a file.

Step3  To change the number of days to keep the log files before they are deleted:
a. Expand the following key:
HKEY_LOCAL_MACHINE\Software\Active Voice\AvIVC
b. Double-click LogCycleDays to display the Edit DWORD Value dialog box.
c. Select Hexidecimal or Decimal to indicate the base of the value that you will enter.
d. Enter the number and then click OK.

Step4  To change the logging level:
a. Expand the following key:
HKEY_LOCAL_MACHINE\Software\Active Voice\AvIVC\
b. Double-click LogLevel to display the Edit DWORD Value dialog box.

c. Enter a number from 0O to 5, where 0 indicates no logging and 5 indicates the highest logging level,
and then click OK.

Step5  To change the location of the log files:
a. Expand the following key:
HKEY_LOCAL_MACHINE\Software\Active Voice\AvIVC
b. Double-click LoggingPath to display the Edit String dialog box.

c. Enter the full directory path where the log files are to be created. Be sure to end the path with a
backslash ( “\”).

Step6  Click OK, and close Regedit.

Step7  Open the Windows Services Applet.

Step8  Right-click Exchange 2000 Voice Connector and select Restart.
Step9  Close the Windows Services Applet.

Retaining Outbound VPIM, Bridge, and SMTP Messages Temporarily

If needed for troubleshooting message delivery problems, you can change a registry setting so that
outbound VPIM, Bridge, and SMTP messages processed by the Voice Connector are copied as text files
to a specified directory. This setting does not apply to outbound AMIS messages.

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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Step 1

Step 2

Step 3

Step 4
Step 5
Step 6

Step 7
Step 8
Step 9
Step 10

To retain outbound VPIM, Bridge, and SMTP messages processed by the Voice Connector

Log on to the Exchange server on which the Voice Connector is installed, and start Regedit.

A

Caution  Changing the wrong registry key or entering an incorrect value can cause the server to
malfunction. Before you edit the registry, confirm that you know how to restore it if a problem
occurs. (Refer to the “Restoring” topics in Registry Editor Help.) Note that a typical backup
of the Cisco Unity server does not back up the registry. Also note that for Cisco Unity failover,
registry changes on one Cisco Unity server must be made manually on the other Cisco Unity
server, because registry changes are not replicated.

If you do not have a current backup of the registry, click Registry > Export Registry File, and save the
registry settings to a file.

Expand the following key:

HKEY_LOCAL_MACHINE\Software\ActiveVoice\AvIVC key

Click Edit > New > String Value. Enter StoreFiles as the name.

Double-click StoreFiles to display the Edit String dialog box.

Enter the full directory path where the log files are to be created. Be sure to end the path with a backslash
(“\”).

Click OK and close Regedit.

Open the Windows Services Applet.

Right-click Exchange 2000 Voice Connector and select Restart.

Close the Windows Services Applet.

When finished troubleshooting, be sure to delete the StoreFiles key that you created in the registry, and
restart the Voice Connector service.
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About Problems with Internal and External Calls

Call problems fall into two categories:

No internal or external Problems that prevent internal calls from being answered are a subset of
calls are answered problems that prevent external calls from being answered. See the
“Cisco Unity Is Not Answering Any Internal and/or External Calls” section
on page 3-1.
Some internal or external  |If you determine that the problem occurs only with some internal or external
calls are answered calls, see the “Cisco Unity Is Not Answering Some Internal or External
Calls” section on page 3-5.

If you encounter a call problem that is not described in this chapter, contact the Cisco Technical
Assistance Center (TAC).

Cisco Unity Is Not Answering Any Internal and/or External Calls

There are several possible reasons that Cisco Unity may not answer any internal and/or external calls.
Use the Task List for Troubleshooting No Answers on Incoming Calls to troubleshoot the possible
causes.

Task List for Troubleshooting No Answers on Incoming Calls

1. Confirm that the phone system settings are correct. See the “Confirming the Phone System Settings”
section on page 3-2.

2. Confirm that Cisco Unity was restarted after an Exchange shutdown. See the “Confirming that
Cisco Unity Was Restarted After an Exchange Shutdown and Restart” section on page 3-2.

3. (Serial integrations only) Confirm that a COM port is available. See the “Confirming that a COM
Port Is Available to Cisco Unity (Serial or SMDI Integrations Only)” section on page 3-2.

4. 1If callers hear reorder tone or dead air shortly after Cisco Unity startup, enable the
ForceGlobalAcmThreadSafety Registry Setting. See the “Enabling the
ForceGlobalAcmThreadSafety Registry Setting When Corruption in Windows ACM Causes Callers
to Hear Reorder Tone or Dead Air Shortly After Cisco Unity Startup” section on page 3-3.

Cisco Unity Troubleshooting Guide (With Microsoft Exchange)
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5. (Circuit-switched systems only) Confirm that the phone system generates a ring signal. See the
“Confirming that the Phone System Generates a Ring Signal (Circuit-Switched Systems Only)”
section on page 3-5.

Confirming the Phone System Settings

Step 1

Step 2
Step 3
Step 4
Step 5

When the phone system settings in the Cisco Unity Telephony Integration Manager (UTIM) do not
match the type of phone system that Cisco Unity is connected to, Cisco Unity may not answer calls.

To confirm the phone system settings in UTIM

On the Cisco Unity server, browse to the CommServer\Utilities\Utim directory and double-click
Utim.exe. UTIM appears.

Confirm that the settings match those indicated in the integration guide for your phone system.
Correct any incorrect values for the phone system.
If you changed values in Step 3, click Save.

If prompted, restart the Cisco Unity server.

Confirming that Cisco Unity Was Restarted After an Exchange Shutdown and Restart

When you shut down and restart Microsoft Exchange on the Cisco Unity server, Cisco Unity may need
to be restarted manually.

Confirming that a COM Port Is Available to Cisco Unity (Serial or SMDI Integrations Only)

Step 1
Step 2

Step 3
Step 4
Step 5

Serial or SMDI traffic during a Windows startup may result in Windows assigning the COM port to a
serial mouse, thus making the COM port unavailable to Cisco Unity. When Windows starts, it searches
for the pointing device (usually a mouse). If a serial mouse is detected, Windows disables the port so
that a device driver for the mouse can load instead. If no device is detected, Windows disables the port.
A disabled COM port does not display any information in Control Panel > Ports.

If the serial integration was working correctly before shutting down and restarting the Cisco Unity
server, but not after, do the following procedure to determine whether the COM port is available.

To view COM port assignments

On the Windows Start menu, click Control Panel > Ports.
Confirm that the COM port connected to the serial cable, usually COM]I, is listed in the Ports box.

If the COM port for the serial integration is listed, skip to the “Confirming that the Phone System
Generates a Ring Signal (Circuit-Switched Systems Only)” section on page 3-5.

If the COM port for the serial integration is not listed, continue with Step 3.

On the Windows Start menu, click Run. Enter Regedit and click OK.

Click HKEY_LOCAL_MACHINE > Hardware > Description > System > MultifunctionAdapter.
Click folder 4, 5, or 6 and locate the SerialController folder.
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Step 6

Step 7

Step 1
Step 2
Step 3
Step 4

Step 5
Step 6
Step 7
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The SerialController folder contains folders with a single-digit numeric designation (0, 1, and so on).
Click the folder that corresponds to the serial integration COM port number.

Double-click the Identifier key in the folder you chose in Step 6. If the Identifier key Value Data refers
to a mouse—for example Microsoft Ballpoint Serial Mouse—instead of a COM port (COM1, COM2,
and so on), continue with the next procedure, To disable the detection of devices on COM ports in
Windows.

To disable the detection of devices on COM ports in Windows

Make a backup copy of the Boot.ini file.
Remove the Hidden, System, and Read-only attributes from the Boot.ini file.
Using a text editor (such as Notepad) open the Boot.ini file.

Add the /NoSerialMice option to the end of each entry in the [operating systems] section of Boot.ini.
The /NoSerialMice option is not case sensitive. See the following list for syntax options.

/NoSerialMice Disables the detection of serial mice on all COM ports.
/NoSerialMice:COM<x> Disables the detection of serial mice on the COM<x> port.
/NoSerialMice:COM<x,y,z> Disables the detection of serial mice on COM<X, y and z> ports.

Sample Windows Boot.ini file with /NoSerialMice option added:

[boot loader]
timeout=3
default=multi (0)disk (0)rdisk (0)partition (1) \WINNT35
[operating systems]
multi(0)disk(0)rdisk (0)partition (1) \WINNT35="Windows NT Workstation
Version 3.51" /NoSerialMice
multi(0)disk(0)rdisk(0)partition (1) \WINNT35="Windows NT Workstation
Version 3.51 [VGA mode]" /basevideo /sos /NoSerialMice

Save the Boot.ini file, and exit the text editor.
Restore the Hidden, System, and Read-only attributes to the Boot.ini file.

Shut down and restart Windows.

Enabling the ForceGlobalAcmThreadSafety Registry Setting When Corruption in Windows ACM
Causes Callers to Hear Reorder Tone or Dead Air Shortly After Cisco Unity Startup

A few sites have experienced a problem when using both G.711 and G.729a codecs with Cisco Unity.
The problem occurs shortly after Cisco Unity starts. Calls received immediately after startup are
answered, but within a few minutes, Cisco Unity stops answering calls.

This problem occurs only when all of the following conditions are present:

¢ When transcoding between G.729a and G.711 codecs is required in a Cisco Unity system. This
includes any instances of G.729a prompts, messages, or greetings, even if Cisco Unity isina G.711
region. The possibility that this problem can exist on a G.711 system has not been completely ruled
out.
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Step 1

Step 2

Step 3
Step 4
Step 5
Step 6
Step 7
Step 8
Step 9
Step 10
Step 11

e When there are identical sequences of MIU wave errors in the Event log from more than one port at
the same time, beginning with:

Component Miu: Thread Ox<NUM?> had a Failure on Port X in AvWav

There will usually be four to six of these errors from one port intermingled with an identical
sequence of four to six errors from another port. Errors from other ports may also be present.

¢  When the problem occurs within a few minutes of system startup, and when it can be consistently
reproduced. When this happens, restarting the Cisco Unity server eliminates the problem
temporarily, but it reoccurs. If a problem with similar symptoms occurs days after startup, or is
sporadic, it is likely a different problem.

When Cisco Unity transcodes wave formats, it uses Microsoft Windows ACM (Audio Compression
Manager) to call into the third-party G.729a codec. When multiple threads call into the Windows ACM
function AcmStreamConvert() at the same time, they can conflict with one another and generate errors,
causing callers to hear dead air or the reorder tone. Restarting the Cisco Unity server clears the
corruption in Windows ACM temporarily, but it does not prevent the problem from reoccurring.

An application-level workaround, an optional registry setting, makes Windows ACM globally
thread-safe. To enable the registry setting, do the procedure, To enable the
ForceGlobal AcmThreadSafety registry setting, page 3-4.

The procedure is not required on all systems that use transcoding. Because it can have a performance
impact, it should be done only if all of the conditions listed above are present.

To enable the ForceGlobalAcmThreadSafety registry setting

Start Regedit.

A

Caution  Changing the wrong registry key or entering an incorrect value can cause the server to
malfunction. Before you edit the registry, confirm that you know how to restore it if a problem
occurs. (Refer to the “Restoring” topics in Registry Editor Help.) Note that a typical backup
of the Cisco Unity server does not back up the registry. Also note that for a Cisco Unity
failover system, registry changes on one Cisco Unity server must be made manually on the
other Cisco Unity server, because registry changes are not replicated. If you have any
questions about changing registry key settings, contact Cisco TAC.

If you do not have a current backup of the registry, click Registry > Export Registry File, and save the
registry settings to a file.

Expand HKEY_LOCAL_MACHINE\Software\ActiveVoice.

On the Edit menu, click New Key.

Name the new key UnityAvWav.

Click the new UnityAvWav key, then on the Edit menu, click New Key.
Name the new key 1.0.

Click the new 1.0 key, then on the Edit menu, click New Dword.

Name the new Dword ForceGlobalAcmThreadSafety, and set the Value to 1.
Close the Registry Editor.

Restart the Cisco Unity server for the settings to take effect.
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Confirm that the problem does not reoccur within the first few minutes after Cisco Unity restarts. If the
problem does reoccur, set the ForceGlobalAcmThreadSafety DWORD Value back to 0, to avoid a system
performance impact. Contact Cisco TAC for further assistance.

Confirming that the Phone System Generates a Ring Signal (Circuit-Switched Systems Only)

Step 1

Step 2

Step 3
Step 4

Step 5
Step 6
Step 7
Step 8

In order for Cisco Unity to answer calls, all ports and trunks must be configured correctly.

To test whether the phone system is generating a ring signal

Set up a test phone (Phone 1) for single-line testing. For more information, see the “Preparations for
Troubleshooting the Phone System” section on page 1-1.

On an extension that is connected to the phone system but that is not connected to Cisco Unity (Phone 2),
call Phone 1.

If Phone 1 rings, the phone system recognizes the port and is generating a ring signal.
If Phone 1 does not ring, skip to Step 6.

Repeat Step 2 for each extension that is normally connected to Cisco Unity.

On Phone 2, dial the access code necessary to get an external line, then call Phone 1.

If Phone 1 rings, the trunk is configured correctly to be answered by Cisco Unity ports. Continue with
Step 5.

If Phone 1 does not ring, skip to Step 6.

Repeat Step 4 for each extension that is normally connected to Cisco Unity.
Verify the phone system programming, and change values as necessary.
Confirm that the wiring and the jacks are securely connected.

Repeat Step 1 through Step 5.

If Phone 1 rings for each extension tested, the phone system is generating a ring signal and the ports and
trunks are programmed correctly.

If Phone 1 still does not ring for each extension tested, contact the phone system vendor.

Cisco Unity Is Not Answering Some Internal or External Calls

There are several possible reasons that Cisco Unity may not answer some internal and/or external calls.
Use the Task List for Troubleshooting Sporadic Answers on Incoming Calls to troubleshoot the possible
causes.

Task List for Troubleshooting Sporadic Answers on Incoming Calls

1. Confirm that the hunt group programming is correct. See the “Confirming Hunt Groups” section on
page 3-6.
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2. Confirm that the routing rules are working correctly. See the “Confirming Routing Rules” section
on page 3-9.

3. Verify the number of licensed voice messaging ports is correct. See the “Confirming Voice
Messaging Port Licensing” section on page 3-9.

4. Confirm that calls are sent to the correct voice messaging ports and that the ports are enabled. See
the “Confirming Voice Messaging Port Settings” section on page 3-10.

5. Confirm that the phone lines and voice cards are working correctly. See the “Confirming Phone
Lines and Voice Cards” section on page 3-11.

Confirming Hunt Groups

Step 1
Step 2
Step 3
Step 4
Step 5

Step 6

Step 7

Step 8

Step 9

Step 10
Step 11

Step 12

Step 13

Depending on your phone system and whether Cisco Unity failover is installed, do one of the following
procedures, as applicable, to verify the hunt group programming for voice messaging ports on the phone
system.

To verify hunt group programming for voice messaging ports (Cisco CallManager integration without Cisco Unity
failover)

In Cisco CallManager Administration, click Service > Service Parameters.

On the Service Parameters Configuration page, click the server that Cisco CallManager is installed on.
In the Configured Services list, click Cisco CallManager.

In the Configured Service Parameters list, click VoiceMailMaximumHopCount.

Confirm that VoiceMailMaximumHopCount is set to a value of two more than the number of Cisco
CallManager ports connected to Cisco Unity. For example, on a 48-port system, the
VoiceMailMaximumHopCount should be set to 50.

Confirm that the voice messaging ports are set to forward both when busy and when not answered.

Set up two test phones. For more information, see the “Setting Up For a Diagnostic Test (Cisco
CallManager or SIP Integrations Only)” section on page 1-1.

From a phone (not the test phones), dial the extension of the first voice messaging port, and leave the
voice messaging port in a busy state.

Access an external line from test Phone 2, and call test Phone 1. The first available port should take the
call.

Release the busy voice messaging port.

In the Cisco Unity Administrator, go to the System > Ports page, and disable the port you just tested by
unchecking the Enabled check box for that port.

From a phone (not the test phones), dial the extension of the next voice messaging port, and leave the
voice messaging port in a busy state.

Repeat Step 9 through Step 12 until all the voice messaging ports have been tested in a busy state. When
all voice messaging ports are disabled, and the last port is busy, Cisco CallManager should do whatever
you programmed it to do when all lines are busy, such as forward the call to the attendant number. If this
does not happen, change the Cisco CallManager programming and repeat the test.
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Step 3
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Step 7

Step 8

Step 9

Step 10
Step 11
Step 12
Step 13

Step 14

Step 15
Step 16

Step 17

Step 18

Step 19
Step 20
Step 21
Step 22
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To verify hunt group programming for voice messaging ports (Cisco CallManager integration with Cisco Unity
failover)

In Cisco CallManager Administration, click Service > Service Parameters.

On the Service Parameters Configuration page, click the server that Cisco CallManager is installed on.
In the Configured Services list, click Cisco CallManager.

In the Configured Service Parameters list, click VoiceMailMaximumHopCount.

Confirm that VoiceMailMaximumHopCount is set to a value of twice the number of Cisco
CallManager ports connected to Cisco Unity. For example, on a 48-port system, the
VoiceMailMaximumHopCount should be set to 96.

For the ports connected to the Cisco Unity primary server, confirm that the voice messaging ports that
answer calls are set to forward both when busy and when not answered as described in the applicable
Cisco CallManager integration guide.

For the ports connected to the Cisco Unity secondary server, confirm that the voice messaging ports that
answer calls are set to forward both when busy and when not answered as described in the applicable
Cisco CallManager integration guide.

Set up two test phones. For more information, see the “Setting Up For a Diagnostic Test (Cisco
CallManager or SIP Integrations Only)” section on page 1-1.

On the Cisco Unity primary server, on the Windows Start menu, click Programs > Cisco Unity >
Failover Monitor.

In the Services section, confirm that the primary server is active and the secondary server is inactive.
Click Advanced.

Check the Disable Automatic Failover and Failback check box.

Click OK to close the Failover Monitor.

From a phone (not the test phones), dial the extension of the first voice messaging port on the primary
server, and leave the voice messaging port in a busy state.

Access an external line from test Phone 2, and call test Phone 1. The first available port for the primary
server should take the call.

Release the busy voice messaging port on the primary server.

In the Cisco Unity Administrator on the primary server, go to the System > Ports page, and disable the
port you just tested by unchecking the Enabled check box for that port.

From a phone (not the test phones), dial the extension of the next voice messaging port on the primary
server, and leave the voice messaging port in a busy state.

Repeat Step 14 through Step 17 until all the voice messaging ports on the primary server have been tested
in a busy state. When all voice messaging ports are disabled, and the last port is busy, Cisco CallManager
should do whatever you programmed it to do when all lines are busy, such as forward the call to the
attendant number. If this does not happen, change the Cisco CallManager programming and repeat the
test.

On the primary server, on the Windows Start menu, click Programs > Cisco Unity > Failover Monitor.
Click Force Inactive.
Click OK to confirm. The primary server become inactive.

On the secondary server, on the Windows Start menu, click Programs > Cisco Unity > Failover
Monitor.
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Step 23
Step 24
Step 25
Step 26

Step 27

Step 28
Step 29
Step 30
Step 31
Step 32
Step 33
Step 34
Step 35

Step 1

Step 2
Step 3
Step 4

Step 5
Step 6

Step 7

Click Force Active.
Click OK to confirm. The secondary server become inactive.
Repeat Step 13 through Step 17 on the secondary server to verify hunt group programming.

In the Cisco Unity Administrator on the secondary server, go to the System > Ports page, and enable the
ports you tested by checking the Enabled check box for those ports. Then enable the ports you tested on
the primary server.

On the secondary server, on the Windows Start menu, click Programs > Cisco Unity > Failover
Monitor.

Click Force Inactive.

Click OK to confirm. The secondary server become inactive.

On the primary server, on the Windows Start menu, click Programs > Cisco Unity > Failover Monitor.
Click Force Active.

Click OK to confirm. The primary server become inactive.

In the Failover Monitor on the primary server, click Advanced.

Uncheck the Disable Automatic Failover and Failback check box.

Click OK.

To verify hunt group programming (circuit-switched phone systems only)

Set up a test phone (Phone 1) for single-line testing. For more information, see the “Preparations for
Troubleshooting the Phone System” section on page 1-1.

Connect Phone 1 to the last line in the first hunt group.
Busy every extension in the first hunt group except the last one by using the phone system programming.

From an extension that is connected to the phone system but that is not connected to Cisco Unity
(Phone 2), dial the first hunt group pilot number.

If Phone 1 rings, continue with Step 5.

If you hear the busy tone or if Phone 1 does not ring, verify the phone system programming for the first
hunt group and change values as necessary, then repeat this step. If Phone 1 still does not ring, contact
the phone system vendor.

Busy the last extension, so that every extension in the first hunt group is busied.
On Phone 2, dial the first hunt group pilot number again.
If you hear the busy tone, the first hunt group is programmed correctly.

If you do not hear the busy tone, verify the phone system programming for the first hunt group and
change values as necessary, then repeat this step. If you still do not hear the busy tone, contact the phone
system vendor.

For details on programming hunt groups, see the documentation for your phone system.

Repeat Step 1 through Step 6 for each hunt group.
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Confirming Routing Rules

Step 1
Step 2
Step 3
Step 4
Step 5
Step 6
Step 7
Step 8
Step 9
Step 10

Step 11
Step 12
Step 13
Step 14

Step 15
Step 16
Step 17

Step 18

By default, Cisco Unity does not reject any calls. If routing rules have been changed, Cisco Unity may
have been unintentionally programmed to reject some internal or external calls.

To confirm that Cisco Unity routing rules are working correctly

On the Cisco Unity desktop, double-click the Cisco Unity Tools Depot icon.

In the left pane of the Tools Depot window, under Diagnostic Tools, double-click Unity Diagnostic Tool.
On the Cisco Unity Diagnostic Viewer screen, click the Configure Micro Traces icon.

In the Groups list, click Arbiter.

In the Flags list, click Diagnostics 14, 15, and 16.

In the Groups list, click Ruler Domain.

In the Flags list, click Diagnostic 11.

On the Cisco Unity Diagnostic Viewer screen, click Start N