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Overview

This chapter describes the high level system architecture of the NICE Perform eXpress system and
a drill down of its components as well as an overview of the system documentation.
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NICE Perform eXpress System Architecture

NICE Perform eXpress System Architecture l

The architecture of the NICE Perform eXpress system consists of three layers, as follows:

* Recording Layer: Responsible for recording the audio in phone conversations within an
organization. The Recording Layer processes the audio and its accompanying metadata by

means of telephony equipment.

* Storage Layer: Responsible for managing the archiving of the recorded interactions in
remote storage and backup devices. The Storage Layer also provides business logic processing
that serves the Application Layer.

* Application Layer: Responsible for the interface between the NICE Perform eXpress system
and the user. The Applications Layer employs an HTML-based user interface and is accessed

from the desktops of the NICE Perform eXpress users.

Figure 1-1 NICE Perform eXpress System Architecture
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For a drill down of the components in each layer, see Drill Down of System Architecture in the
next section. The data flows within each layer are described in the following sections:
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SNMP
Server

Remote
Storage

Legend
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— voice
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¢ Understanding the Recording Data Flow on page 54

¢ Understanding the Query and Playback Data Flow on page 80

¢ Understanding the Archiving Data Flow on page 72

Drill Down of System Architecture

Each of the Application, Storage, and Recording layers are made up of components.

e Application Layer Components on page 17

e Storage Layer Components on page 18

¢ Recording Layer Components on page 18
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NICE Perform eXpress System Architecture l

Figure 1-2 illustrates a drill down of the components in each layer.

Figure 1-2 Drill Down of Components in NICE Perform eXpress System Architecture
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Application Layer Components

Channel Monitoring

Channel Monitoring monitors channels in real time.

Interactions

Interactions queries the Database component for interactions.

Playback

The Playback component searches the Storage Center and the Recording Unit for the audio
associated with the interaction and plays it back.
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NICE Perform eXpress System Architecture l
Database

The Database component holds interaction information and administrative information.

Configuration

The Configuration component integrates the NICE Perform eXpress system with the telephony
environment of the site and sets up channel mapping and storage.

System Management

The System Management component enables displaying a summary of system information
including the recording environment, mapped channels, and available storage space. System alerts
(SNMP messages) are also displayed through this component. In addition, the System
Management component is responsible for managing license keys and software versions.

Audit Trail

Audit Trail enables querying system messages.
Storage Layer Components

Rule Engine

The Rule Engine collects interactions that need to be archived and creates a task in the Database to
archive these interactions.

Backup

When a backup device is installed, the Backup component continuously archives audio as well as
retrieves and deletes audio from archived media.

Storage Center

The Storage Center archives the audio data to the storage device for long term storage.
Recording Layer Components

Interactions Center

The Interactions Center is responsible for coordinating all events between the switch and the NICE
Perform eXpress system and captures the information about the customer-agent interactions.

Recording Unit

The Recording Unit records the audio of the interaction.

Telephony Integration

The Telephony Integration receives CTI information from the telephony and then reports this
information to the Interactions Center.

Chapter 1: Overview “
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NICE Perform eXpress System Architecture l
Line Signaling Decoder

The Line Signaling Decoder creates an interaction by mapping line activity to the caller ID, dialed
number, and direction of the call. It then sends this interaction information to the Interaction
Center.

TRS

In case of a CTI failure, the Total Recording Solution (TRS) component ensures that all recorded
Logger sessions are reported to the Database component.
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Backing Up Data Before Maintenance l

Backing Up Data Before Maintenance

Back up NICE databases and copy configuration files and registry keys before starting any
maintenance procedure.

* Back up NICE databases. See Backing Up NICE Perform eXpress Databases on page 107.

*  From the NICE Perform eXpress installation folder, copy the following configuration files,
and save them to an alternative location:

...\NICE Stream Server\Bin\NiceApplications.Playback.Administration.Startup.exe.config

...\NICE Stream Server\Bin\NiceApplications.Playback.Streaming.Encoder.exe.config

...\NICE Stream Server\Bin\NiceApplications.Playback.Streaming.Startup.exe.config
...\NICE Stream Server\WMRM\web.config

...\Applications\ServerBin\NiceApplications.AuditTrail. Host.exe.config

...\Applications\ServerBin\NiceApplications.RuleEngine.Service.exe.config

..\Applications\ServerBin\Nice Applications.SystemAdministrator. Host.exe.config

...\Applications\ServerBin\Playback\Web.Config

..\SystemMonitoring\Bin\NICE.Perform.Express.SystemMonitoring.Service.exe.config

*  Back up the following registry keys:

Registry Key
SOFTWARE\NICECTN\SYSTEM
SOFTWARE\NICECT NIntegrations

SOFTWARE\Nice systems\Setup\NICE
Storage Center\Administration\CLS1

Value
SysAdminHostURL
SystemAdministratorLocation

SysAdminlpAddress
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Guidelines for Installing Anti-virus Software

A list of general instructions follows:

* Before installation of the antivirus software, you must review the Third Party Security and
Backup Application Guidelines document on ExtraNICE.

*  During the installation of the antivirus software, all applications and screens must be closed.
*  When upgrading the antivirus software, all applications and screens must be closed.

*  Scan and Live Updates should be scheduled to run in system idle time.

* Do not run Scan or Live Update during NICE software installation.

*  Always set Scan Priority to Low.
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Which NICE Perform eXpress Guide Do | Need?

The documentation for NICE Perform eXpress is divided into a number of guides. The following
table explains the audience and main tasks for each of these guide types:

NICE Perform eXpress
Guide

Audience

Provides Instruction To...

Administrator’s Guide

IT Professional

Understand system alerts and backup device
status.

Update licenses.

Verify channel activity.
Monitor channels in real time.
Define users and groups.
Query audit messages.

Define extended retention for storage.

Central Administration
Guide

IT Professional

Define CTIl and storage parameters at one
central location for use at all locations
(Branches).

Deploy CTI and storage definitions to the
Branches.

Create IT administrators who can access and
manage all the Branches.

Update existing CTl and Storage
configurations at all NICE Perform eXpress
Branches.

Installation Guides

NICE Installer

Install the NICE Perform eXpress hardware
and software.

Configure NICE Perform eXpress for the
telephony environment.

Prepare the CTI for NICE Perform eXpress.
(Guidelines are provided: The CTl setup is the
responsibility of its manufacturer.)

Interactions Guide: Query
and Playback

Manager or
Agent/Trader

Run a built-in query to find interactions and
play them back.

Create a customized query to find specific
interactions.

Save an interaction from NICE Perform
eXpress to a standard format in order to play it
back on any media player.
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NICE Perform eXpress
Guide (Continued)

Audience

Provides Instruction To...

Maintenance Guide

IT Professional,

Verify the NICE Perform eXpress system is

NICE Installer functioning correctly by means of a Support
Calendar.
* Maintain the NICE databases.
* Expand an existing NICE Perform eXpress
system on the same server and to a
replacement machine.
* Replace faulty boards.
* Recover a system.
* Manage NICE Services and logs.
* Respond to SNMP traps.
* Manage NICE Perform eXpress versions and
updates.
* Change the server name. (Business Partners
only)
Migrating from NiceCall Business *  Migrates NiceCall Focus Il and NiceUniverse
Focus Il and NiceUniverse |Partner 8.9 systems to NICE Perform eXpress.
8.9
Pre-Installation Guide NICE Installer |  Select the correct server/PC for the NICE

Perform eXpress system.

¢ Harden the machine in order to prepare a
secure environment for the NICE Perform
eXpress system.

¢ Install the required software before installing
the NICE Perform eXpress system.

¢ Verify the necessary anti-virus requirements.

Quality Management Guide

Manager,
Agent/Trader or
IT Professional

e Configure quality management, which
includes setting up screen recording, defining
QM rules, monitoring client machines, and
defining QM users.

* Create forms for quality management.
*  Query for interactions marked for QM.
e Evaluate agents/traders.

* Generate reports.
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gﬁgel:’(g;z:mz(;ress Audience Provides Instruction To...
Troubleshooting Guide IT Professional, |¢ Manage NICE Services and logs.
l;ﬁiliézztaller, Respond to SNMP traps.
Partner *  Troubleshoot:
* Licensing
*  Archiving
e Playback
* Recording
* PCle Interface Boards
* Integrations (Vendor-side)
Upgrade Guide NICE Installer |¢  Upgrade NICE Perform eXpress from
Releases 1.0 and 2.1 to Release 3.0.

Locating Documentation for Tools

The following is an alphabetical list of tools available on your NICE Perform eXpress server.
Consult the relevant guide as needed.

NICE Perform eXpress Tools

NICE Perform

Tool What it does When to use .
eXpress Guide
Archive Tool Retrieves media from a As part of the process for Migrating NiceCall
NiceCall Focus lll or upgrading from NiceCall Focus Il and

NiceUniverse 8.9 system that |Focus Il or NiceUniverse 8.9 |NiceUniverse 8.9
was backed up to a DVD. to NICE Perform eXpress.

Board Enables testing the * To test a suspected Troubleshooting
Diagnostic Tool|functionality for PCle faulty board. Guide

Interface boards. * To create a log file to

accompany a Service
Request for a faulty
board.
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NICE Perform eXpress Tools (Continued)

NICE Perform

Tool What it does When to use .
eXpress Guide

Board * Defines Board IDs. *  When installing one of  |Installation Guides
_Il\_l;;merlng Enables you to locate the following boards: -and-

and view details for all DP6409-eh Troubleshooting
Not applicable for ;
boards from NICE NICE Perform PCM6409-eh Guide
Perform eXpress eXpreSS 30 PCIe DT6409_eh

* Connected Devices
* Connected Channels
* User Mapping

* Records and plays back
an interaction

configuration change is
made, such as adding or
remapping channels to
ensure that the entire
system is working.

* To begin troubleshooting.

1.0 interface boards. )
* To determine the Board
ID on any PCle interface
board.
eXpress Tests your system and e After initial configuration |/nstallation Guides
Assistant recommends steps for repair is complete and users _and-
11;1 er;olrls are f?und with any of are defined. Troubleshooting
€ following: *  Whenever a Guide

Log Collector

Gathers information from the
NICE Perform eXpress
server and application into a
compressed zip file to be
sent to NICE Customer
Support.

As instructed by NICE
Customer Support.

Maintenance Guide
-and-

Troubleshooting
Guide

Log Viewer Enables you to view the Log |As instructed by NICE Maintenance Guide
files. Customer Support. —and-
Troubleshooting
Guide
NICE Migration |Migrates the NICE As part of the process for Migrating NiceCall

log file to send to NICE
Customer Support.

e Collects information for
the SQL Profiler to aid in
debugging the SQL.

*  Queries do not run

*  Archiving Error

Application databases from NiceCall upgrading from NiceCall Focus Il and
Focus lll and NiceUniverse |Focus Il or NiceUniverse 8.9 |NiceUniverse 8.9
8.9 to NICE Perform to NICE Perform eXpress.
eXpress.

Performance |e Creates a trace file and |SQL Performance problems | Troubleshooting

Collector such as: Guide
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NICE Perform eXpress Tools (Continued)

Tool

What it does

When to use

NICE Perform
eXpress Guide

Rename Host

Replaces default host server
names in the NICE Perform
eXpress machine with the
actual server names at your
site.

During expansion to a
new machine.

During system recovery
on a new machine.

®  During initial setup to
complete host name
resolution (only NICE
Business Partners are
authorized to make this

Maintenance Guide

* View Service Logs and
change Reporting levels.

* Create a Memory Dump
file for troubleshooting
(requires Windows
Debugging Tools)

change).
Security In an Active Directory * To define Single Sign-On |/nstallation Guides
Configuration |environment, switches (SSO). This is part of the _and-
Tool between NICE initial installation Maintenance Guide
Authentication mode procedures.
(default) and Windows e
. * If your organization’s
Authentication mode. L
user authentication
mode changes.
Services Enables the following: As instructed by NICE Maintenance Guide
Configuration |, Start/stop NICE Customer Support. _and-
Manager Services. Troubleshooting
Guide

Site Readiness
Tool

Automatically verifies the
prerequisites required for
successfully installing NICE
Perform eXpress.

After completing all
pre-installation procedures,
before installing boards and
NICE Perform eXpress
software.

Pre-Installation
Guide

Chapter 1: Overview “

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)




Frequently Asked Questions

Contents
Archiving Error Appears for 24 Hours After Installation...........ccccccmiireeciiireccccenennnes 29
Board Name Different in Microsoft Device Manager ...........cccccvvrrecmrrrnsrssceesnsssssmeeenas 29
Buttons on Message Boxes Do Not Function...........cceiiiiciiininneees 29
Cannot Set Up Channels (Mixed EnNvironment) ..........cccccerveicemrmnnscseessssscmee e sseeeeens 31
Caller ID is NOt NUMETIC ......cuiiieiriiir s s s s s 33
Data Execution Prevention (DEP) Prevents TDM Gateway from Starting ................. 34
Dates of Interactions in Incorrect Format ...........ccccocviminiiininnncinne e, 35
Decreased Functionality in the User Interface............ccoooiiiiiiiiinneeees 37
Electric Power Cut Off During Software Installation ............ccccoeveecicerrecccceen e 38
Error 2002 Appears Constantly in System Alerts Area.........ccccccveeecerrrrscccenresssneenns 38
Error 3505 After Renaming Machine.........cccceecommmrnsccmrerr e mee e 39
Installation Process Stalls with High CPU............cccoiiiiminirn e 41
(FTF Environments after Upgrade) Interaction Details Not Displayed ................c..... 42
Interactions Not Displayed ..........ccccirimiminnnimm e 42
License State Displayed INncorrectly ..........ccccomiirimimrinnnimn e 45
Logger Service does not Start after Upgrade .........ccccoeevmiiiniimmniinnenenneee 46
Machine Not in Sync with Local Time........ccccoiviimmmiinniimsess e 49
Message: Windows Media Player Not Installed ...........cccccomiiiiimmninniimniennnaeens 51
Nice Differential Backup Job Failed during the ITP ........cccoiiimiiniimneieee 52
Player Stops During Playback...........ccccuriimiiiniiiimniress s 54
Reactivating a NICE Perform eXpress License........cccccvvmminnniemmninnennssnensneen 56

Chapter 2: Frequently Asked Questions

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)



SQL Server 2008 Component Fails to Install ... 62
TDM System NOot ReCOrding ........ccccverireiemeriiicccrerrssssr e e s ssssme e e s s sss e s s e s ssssmmneessnnns 63
Windows Media Server Failed MeSSage ........cccccerrrrmrrerrnnssneeerrsssmeee s ssss e e s ssssssneesenes 64

Chapter 2: Frequently Asked Questions “

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)



Archiving Error Appears for 24 Hours After Installation l

Archiving Error Appears for 24 Hours After Installation

The following error might appear in the System Alerts area within 24 hours after installing the
NICE Perform eXpress system:

Error in archiving recorded data. The system detected failure to archive some of the
calls.

You can safely ignore this error for the first 24 hours after installing the system.

Board Name Different in Microsoft Device Manager
Symptom

The NICE Perform eXpress board name in the Microsoft Device Manager is not the same as the
name in the NICE Board Numbering Tool or the Board Diagnostic Tool.

Cause

The Microsoft Device Manager shows the board details as defined by the PnP device ID. This ID
shows the wrong board name.

The NICE Board Numbering Tool and the Board Diagnostic Tool both show the board details as
defined by Audio Codes API, which shows the correct board name.

Solution
Use the Board Numbering Tool or the Board Diagnostic Tool for the correct NICE Perform

eXpress board name.

Buttons on Message Boxes Do Not Function
Symptom
The buttons in the message boxes, such as OK or Cancel, do not work.

Cause

In the Internet Explorer, the Enhanced Security Configuration does not allow the buttons to
function.

Solution

In the Internet Explorer, the Enhanced Security Configuration needs to be changed to include the
about:blank page as a Trusted Site. Note: By default, the Enhanced Security Configuration does
include the about:blank page as a Trusted Site. This issue occurs when the default security
settings are changed.

To troubleshoot:

1. In the Internet Explorer, go to Tools > Internet Options, and click the Security tab.
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2. Select Trusted Sites.
Figure 2-1 Internet Options Window

General  Security | F'rivac:_l,ll Eontentl Eonnectionsl Programsl Advancedl
Select a'Web content zone to specify it security settings.

® Y 0 ©

Interrnet Local intranet Restricted
sites

Trusted sites

Thiz zone contains ‘Web sites that pou s |
trugt not to damage your computer or
data. Mo sites are in this zone.

— Security level for thiz zone

Custom
Custom settings.
- To change the seftings, click Custom Level.
- To uge the recommended zettings, click Default Lewvel.

Custom Level... | Default Level |

QK I Cancel | Apply |

3. Click Sites.
The Trusted Sites window appears.
Figure 2-2 Trusted Sites Window

You can add and remove Web sites from this zone, All Web sites
in this zone will use the zone's security settings,

Add this Web site to the zone:
Il dd

Femayve |

Web sites:

V¥ Require server verification (https:) for all sites in this zone

[8]4 I Cancel |

4. Clear the Require secure verification (https:) for all sites in this zone checkbox.

5. Inthe Add this Web site to the zone ficld, enter about:blank.
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Figure 2-3 Trusted Sites Window

Trusted sites EHE

You can add and remove Web sites from this zone, All Web sites
in this zone will use the zone's security settings.

Add this Web site ko the zone:

I about:blank]

‘Weh sites:

http: S, google, co.il - Remove |
http: v, google, com —
http:fipageadz. googlesyndication, com

http: fi* .update, microsoft, com

https: fi* .update, microsoft, com
htto:/1*, windowsuodate, microsoft, com LI

™ Require server verification (https:) for all sites in this zone

Close |

6. Click Add.

The about:blank site appears in the Web sites area.

Figure 2-4 about:blank Added to Trusted Sites

Trusted sites EHE

You can add and remove Web sites from this zone, All Web sites
in this zone will use the zone's security settings.

Add this Web site ko the zone:

Add
Remove |

SRR wla =R e
https: fi* .update, microsoft, com
http: fi* windowsupdate, microsoft, com

http: fioca, microsoft,com

httos: ifoca, microsoft, com LI

™ Require server verification (https:) for all sites in this zone

Close |

7. Click OK.

Cannot Set Up Channels (Mixed Environment)
Symptom

In the Channel Monitor application, no channel activity is evident, and there is an error message:
Setup is not possible for the selected channel type.

Cause
The DIP switches of the boards are not set up correctly.

Solution

When the NPX machine has two boards of different types (Example: ALI and NATT) both
boards must be set with the DIP switches set to off
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*  When the NPX machine has two boards of the same type (Example: Two ALI boards), the
first board must be set with the DIP switches set to off, and the second board must be set
according to the DIP switch requirements of the board. See the relevant NICE Perform
eXpress Installation Guide.

Channels Not Listed in Channel Monitor Application
Symptom

(TDM Environments Only) In the Channel List area of the Channel Monitor application,
physically connected channels do not appear.

Cause
The channels are not mapped.
Solution

In the Configuration application, map the channels. See the relevant NICE Perform eXpress
Installation Guide.
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Caller ID is not Numeric
Symptom
When E1 ISDN is selected, the Caller ID is not numeric.

Cause

In a Line Signaling Based (VOX) TDM environment recording of Control and Signaling
information does not work (no Control and Signaling information is received for interactions).

Troubleshooting

1. In the Recording Settings section, make sure that the Trunk Type parameter is defined as E1
ISDN (The dialed number and caller ID can only be received at ISDN). See the relevant
Installation Guide for further information.

2. Contact the Switch technician and make sure that the appropriate frame format is selected. If
the frame format is wrong it may affect the Control and Signaling information.

3. Make sure the RJ45 cable is crossed, as displayed in Figure 2-5, and as described in the
Hardware Installation chapter of the NICE Perform eXpress Installation Guide. If the cable is
not crossed it can record, but Control and Signaling information is lost.

Figure 2-5 Crossover Cable

4. Confirm that the system is now configured correctly, by checking the Dialed Number and
Caller ID in the Query Results area of the Interactions window.

5. [If the problem persists, contact your local support representative or NICE Customer Support.
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Data Execution Prevention (DEP) Prevents TDM Gateway
from Starting

Cause

After installing NICE Perform eXpress, the system is restarted, and an MS Windows message
appears stating that the Data Execution Prevention (DEP) prevented the TDMGateway service
from starting.

Solution

1. Right-click My Computer, and select Properties.
2. Click the Advanced tab.
3. Inthe Performance area, click Settings.
The Performance Options window appears.
4. Click the Data Execution Prevention tab.
The Data Execution Prevention tab appears.

Figure 2-6 Performance Options Window

Performance Options 2=l

Visual Effects | Advanced Data Execution Prevention |

' Turn on DEF for essential Windows programs and services
only

" Turn on DEF for all programs and services except those I<
seleck:

Add.., Remayve

OF I Cancel | Apply |

5. Select Turn on DEP for all programs and services except those | select.

6. Click Add, and browse to: D:\Program Files\NICE Systems\NICE Perform
eXpress\VoiceCapture\Bin.
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7. Select TDMGateway.exe, and click Open.
The TDM Gateway service appears in the list of services the DEP will ignore.

Figure 2-7 Performance Options Window - DEP Ignore List

Performance Options ﬂ E

Visual Effects | Advanced Data Execution Prevention |

Data Execution Prevention (DEP) helps protect
= 4 against damage from viruses and other security
threats, How does it work?

" Turn on DEF for essential Windows programs and services
only

' Turn on DEP for all programs and services except those I
seleck:

TDMGateway

Remove

OF | Cancel | Apply |

8. Restart the NICE Perform eXpress machine.

Dates of Interactions in Incorrect Format
Symptom:
Dates of the interactions appear in the wrong format.

Cause:

The local language is not correctly defined in the Internet Options.

Solution:

To use NICE Perform eXpress in your local language, the language must have the highest priority
in your Internet Options. Use the following procedure to select a language and set priority.

This procedure must be completed on the NICE Perform eXpress machine and on each
workstation that accesses the NICE Perform eXpress.

The language that has priority determines the language and format of your calendar and how dates
appear on your screen. If dates do not appear correctly, verify that the correct language has priority
in the Language Preference window using the following procedure.
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To set Language Preferences in Internet Explorer:
1. Open Internet Explorer and select Tools > Internet Options.
The Internet Options window appears.

Figure 2-8 Internet Options Window

Internet Options ﬂ E
General |Security I Privacy I Conkent I Connections I Programs I Advanced I
Home page
/? To create home page tabs, type each address on its own line,

i http: fidbapp/nice ;I

E

Use current Use default | Use blank |

Browsing history

Delete temporary files, history, cookies, saved passwords,

v and web Form information,
Delete. .. | Settings |
Search
;’_j Change search defaults, Settings |
=
Tabs
Change how webpages are displayed in Settings |
tabs.
Appearance
Colors | Languages I Fonts | Accessibility |
Languages A

OF | Cancel | Apply |

2. Inthe Appearance section, click Languages.
The Language Preference window appears.
Figure 2-9 Language Preferences Window

Language Preference E

~Language Preference

Add the languages vou use to read websites, listing in order of
preference, Only add the ones you need, as some characters can

The first |ang uage be used to impersonate websites in other languages.
in the list has priority Language:
_> English {United States) [en-us] [Move up
Japanese [ja]
French (France) [fr] [Move down

German (Germany) [de]
Femave

i

Add...

Prefix and suffix options
" Do not add 'wesw' o the beginning of typed web addresses

Specify the suffix {for example .net) that should be added to
typed web addresses when you press Cerl + Shift + Enter,

Suffix: , I
[8]4 I Cancel |
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3. Ifyour local language does not appear in the list, do the following:
a. Click Add.

The Add Language window appears.
Figure 2-10 Add Language Window

Language:
Afrikaans {South Africa) [af-Z4] -
Albanian {albania) [sq-AL]

Alsatian (France) [gsw-FR]
Amharic (Ethiopia) [am-ET]
Arabic {Algeria) [ar-DZ]
Arabic {Bahrain) [ar-BH]
Arabic (Egypt) [ar-EG]
Arabic {Iraq) [ar-1Q]
Arabic {Jordan) [ar-10]
Arabic (Kuwait) [ar-Kw]
Arabic {Lebanon) [ar-LE]
Arabic {Libya) [ar-L]
Arabic {Morocca) [ar-Ma]
Arabic (Oman) [ar-0M] LI

User defined: I

[8]4 I Cancel |

b. Select a language. Then click OK.
If more than one dialect appears for your language, select any of them.
The language is added to the list in the Language Preferences window.

4. The Local language must be the first one in the list. To move a language to the top of the list,
select the language. Then click Move Up.

5. Click OK to close the Language Preferences window.
6. Click OK to close the Internet Options window.

7. This procedure must be repeated on each workstation that accesses the NICE Perform
eXpress.

Decreased Functionality in the User Interface

Cause

When Internet Explorer 8 is installed on a client workstation, some options do not function in
NICE Perform eXpress applications.

Solution

NICE Perform eXpress needs to be displayed in Internet Explorer in Compatibility View. From the
Command Bar, select Tools, and then select Compatibility View Settings to add the URL of
the NICE Perform eXpress site to the list.
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Electric Power Cut Off During Software Installation

Cause

The electric power is cut off during the software installation, such as an accidently unplugged
power cable, and the software installation fails.

Solution

All software required for the NICE Perform eXpress system needs to be reinstalled.
1. Install all required software as listed in the NICE Perform eXpress Pre-installation Guide.

2. Install the NICE Perform eXpress software. See the relevant NICE Perform eXpress
Installation Guide.

Error 2002 Appears Constantly in System Alerts Area
Symptom

The 2002 error appears constantly in the System Alerts area. The error message states that there
is a telephony connectivity error and to check the cable connections.

Cause
*  The value in the Configured Channels field is greater than the number of mapped channels.
and/or

*  There is a problem with the channel’s cable connection to the PABX.

Solution

Decrease the number of configured channels so that it is the same value as the number of mapped
channels. Note: Sometimes site constraints do not support this solution. If the 2002 error continues
to appear, check the status of the channels in the Channel Monitor application.

To troubleshoot:

1. In the Configuration application, click the CTl and Recording tab, and note the value in the
Configured Channels field in the Recording Settings arca.

2. Click the Channel Mapping tab, and note the number of mapped channels.

3. Click the CTI and Recording tab, and change the value in the Configured Channels field
to match the number of mapped channels.

4. If'the 2002 error continues to appear in the System Alerts area, go to the Channel Monitor
application and verify that the status of all channels is OK.
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Error 3505 After Renaming Machine

Symptom:

3505 error appears stating that channel monitoring failed.

Cause:

NICE Perform eXpress uses the NICE Playback Streaming service, by means of the Windows
Media Services component, to monitor channels in real time. When the Windows Media Services
component is installed a user is created. This user includes the machine name. For example, a user
might be WMUS HOSTNAME where HOSTNAME is the name of the machine where Windows
Media Services is installed.

When the machine name is changed, the name of the user includes the previous machine name.
Therefore, the Windows Media Services fails to handle the NICE Playback Streaming service
request to monitor the channel.

Solution:

You must uninstall Microsoft Windows Media Services and then reinstall it again so that the
machine name will be correct for the Windows Media Services user. After reinstalling the
component, you run the AddPublishingPoint.vbs script to create an on-demand Publishing
Point, which adds the NICE Stream Server as a content source.

To troubleshoot:

1. From the Control Panel, select Add or Remove Programs. The Add or Remove Programs
window appears.

2. Inthe Add and Remove Programs window, select Add/Remove Window Components. The
Windows Components Wizard appears.
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Figure 2-11 Windows Components Wizard

Windows Components Wizard

Windows Components
“Y'ou can add o remove components of YWindows,

To add or remove a component, click the checkbox. A& shaded box means that only
part of the component will be installed. To zee what's included in a component, click

Details.

LComponents:

] 2 UDDI Services 49ME o]
vl Update Root Certificates 0.0MB

[ = windows Deplopment Services J.0ME

Acription: Enables you to stream digital media across networks.

Thtal disk space required: 240 ME Dietails |
Space available on disk: 4046.6 MB =

< Back I Mest » I Cancel | Help |

Clear this option

In the Components list, clear the Windows Media Services option, and click Next.
Click Next. The Completing the Windows Components Wizard window appears.

Click Finish, and restart the machine.

o g M

After the computer restarts, from the Control Panel, select Add or Remove Programs. The
Add or Remove Programs window appears.

7. Inthe Add and Remove Programs window, select Add/Remove Window Components. The
Windows Components Wizard appears.

8. In the Components list, select the Windows Media Services option, and click Next. The
Completing the Windows Components Wizard window appears.

9. Click Finish.

10. Navigate to </nstallation Folder>\NICE Perform eXpress\Tools\Rename Host Tool, and
run the AddPublishingPoint.vbs script.

If the script does not run after double-clicking it, run it from the command line as follows:
a. From the command line, navigate to the location of the AddPublishingPoint.vbs file.

b. Run the following command: escript AddPublishingPoint.vbs.
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11. From the Control Panel, select Administrative Tools > Windows Media Services, and
verify that Publishing Point NPE_Publish_Point appears.

Figure 2-12 Windows Media Services Window

= 3 RoMOLO m NPE_Publish_Point (on-demand)
‘_Enamm Publishing point is allowing new connections

Sample_Brosdcast ) Gereral =
a pe_pubish_peint | Last counter reset: 14/1742009,

Peecertage of lmit:
Peak (since last courter reset):
Current allocated bandwicth:

@ Advertising
sarved by this publishi # o

12. Select the Source tab. Verify that the location path is local to the computer and is inside the
NICE Stream Server installation folder.

Figure 2-13 Windows Media Services Window

Be e e teo
*= |0 F

MM E® e __

13. Restart the NICE Playback Streaming service.

Installation Process Stalls with High CPU

Cause

The HP StorageWorks DAT72 USB backup device is installed, but its driver is not installed, or the
device was disabled. The NICE Perform eXpress installation stalls with a high CPU.
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Solution

1. Stop the NICE Perform eXpress installation.

2. Verity that the HP StorageWorks DAT72 USB driver is installed. If it is not, install it.
3. Inthe Device Manager, verify that the device is enabled.

4. Install NICE Perform eXpress.

(FTF Environments after Upgrade) Interaction Details Not
Displayed
Symptom

(Financial Trading Floor environments - BT, Etrali, and IPC - after upgrading from a previous
version of NICE Perform eXpress) The recorded interactions appear in the Interactions application,
but the interaction cannot be expanded to view the interaction details.

Cause

When upgrading from a previous version of NICE Perform eXpress, business data is not
automatically saved in NICE Perform eXpress 3.0.

Resolution

On the CTI and Recording tab in the Configuration application, click Save to save the business
data. When the business data is saved, the interaction details are available for viewing.

Here’s how:

1. In the Configuration applications, click the CTl and Recording tab.

Save

2. Click
3. In the Interactions application, expand an interaction to view its details.

The interaction details appear.

Interactions Not Displayed
Symptom
Recorded interactions do not appear in the Interactions application.

Cause

The SQL job that is responsible for a specific population is not running. For example, if the OS
administrative user who installed NICE Perform eXpress was changed, the SQL job cannot run.
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Resolution

The OS administrative user is necessary to run NICE services and SQL jobs. If you need to change
this user, you must also do the following:

1. Create a new OS administrative user.
2. Change the name of the user who runs services that require a log-on.

3. Run the ReplaceJobsOwner.sql script that changes the name of the user in SQL jobs.

Here’s how:

1. Create the OS administrative user with which you want to replace the user who installed the
NICE Perform eXpress software. This new user must have the following privileges:

* Log on as service
* Log on as a batch job
* Act as part of the operating system
* Create a token object
* Replace a process-level token
* Manage auditing and security log
2. Write down the username and password of this new user.
3. Change the user who runs NICE Perform eXpress services to the new OS administrative user:

a. From the Start menu, sclect All Programs > NICE Perform eXpress > Tools >
Services Configuration Manager.

The Services Configuration Manager opens.

Figure 2-14 Services Configuration Manager

4% NICE Services Configuration Manager M=
Action
B FROO0S T L
Display Mame Diescription Start tode Ewxe Path
[ &Lt T railS ervice Mice Audit Trail Servi... Enables adding mes... A Fiurring Lutomatic Mddrninistrator D:4Pragram FilesiMICE Sys...
8y CentralService Hice Central NP5 This service is respo... P Running Automatic dministrator D:4Program Files'HICE Sys.
%ELSMDH\IUISEW\CE Mice Interactions Ce...  Report falover/0K .. # Running Automatic Mdvdministrator D:4Program Files'MICE Sys...
<2 IntegrationsDispatch  Mice Integration Disp...  Launches and maint..  »  Funning ALutamatic Mddrninistrator D:Pragram Files'MICE Sys...
Fi Nice Interactions Hice Interactions Ce...  Determines which int.. P Running Automatic dministrator D:4Program Files'HICE Sys.
% MICE.Perform.Expr... NFX Systemonitoring  Monitors and resport... # Running Automatic LocalSystem D:4Program Files'MICE Sys...
% MicelntegrationLa...  Mice Integration Log ...  Prowides retention of P Funning ALutamatic Mddrninistrator D:Pragram Files'MICE Sys...
¥ NTLoagerSve Hice VolP Logger b Running Automatic LocalSystem D:ANTLoggersLoggertBint,
[ Playbackédminist...  Mice Playback &dmi..  Manages &dmin task... »  Running Automatic Mdvdministrator D:4Program Files'MICE Sys...
g PlaybackServiceSC  Mice Storage Stream..  Responsible for playi P Funning ALutamatic Mddrninistrator D:Pragram Files'MICE Sys...
CJPlaybackStieaming  Mice Playback Strea..  Manage MediaStea.. P Running Automatic dministrator D:4Program Files'HICE Sys.
ll, B eF noinaSarvica  Mira Bila Fnaina Darform olae_accor b Pnrine it ke L clevinicke sbor D1-4 P aen FilaetMICE Cue LI

b. Stop all services.
*  Press the Ctrl and A keys.

*  Click the Stop button. In the State column, the state changes from Running to
Stopped.

c. Verify the user name in the the Log On column. You need to update the user name for all
the services except the ones that use the Local System user.
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d. For each service whose user name needs to be changed, right-click the service and select
Properties.

* Inthe Log on as area, in the This Account field, type .\ and then enter the user name
of the new OS administrator. For example: \Administrator1.

* In the Password and Confirm fields, enter the password and confirm it, respectively.

* Click OK.

Figure 2-15 Service Properties Window

& Service Configuration

NICE Services Configuration Manager

Configure service propeties

Service name:

IntegrationsDizpatch

Dizplay name: |Nic:e Integration Dispatch Service |

Description Launches and maintainz MICE Integration proceszes such ;I
az CTIDriver, Connection Manager, Key Manager etc. _I
Binary file: |D:\Program Filez\MICE Systems\MICE Perform e><press\ETI\Int|
—Logonas —Startup type—|
= Local System account = Manual
& Thiz account: |_\Administrator | & Automatic
DromaintL zer ¢ Disabled
Password: | |
Confirmm: | |
—Status
Service statug Running
[ QK ] [ Cancel l [ Apply l

The Log On user name is updated to the new OS administrator for all the services.

e. Start all services.

*  Press the Ctrl and A keys.

*  Click the Start button. In the State column, the state changes from Stopped to
Running.

4. Change the user who runs the Microsoft SQL services to the new OS administrative user.

a. From the Control Panel, select Administrative Tools > Services.

b. Find the SQL Server service in the list of services.

c. Click the Log On tab.

* Inthe Log on as area, in the This Account field, type .\ and then enter the user name
of the new OS administrator. For example: \Administrator1.

* In the Password and Confirm fields, enter the password and confirm it, respectively.

* Click OK.
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d. Repeat Step b and Step c for the SQL Server Agent and SQL Server Reporting
services.

5. Edit the ReplaceJobsOwner.sql script to include the former and current name of the OS
administrator by completing the following.

a. Navigate to D:\Program Files\NICE Systems\NICE Perform eXpress\Tools\Rename
Host Tool, and open the ReplaceJobsOwner.sql script.

Figure 2-16 SQL Script

declare @oldMName wvarchar (S0)
declare @newlamwe wvarchar (80)

set @oldName = 'LENOVO_AS?\Old_Name_Here' —-replace this with the full name of the old user
set [@nevName = 'LENOVO_AS?\NEW_Name_Here' —replace this with the full name of the new user

—— Update jobs' owners
declare B3QL warchar (200
declare @JobMNeame warchar (150)
declare @JobOwner warchar (150)

Change these
values

b. Edit the ReplaceJobsOwner.sql script as follows:

* Inthe set @oldName = ‘[previous name of the OS Administrator]’ command,
between the single quotation marks, enter the previous name of the OS administrator,
including the domain name.

For example, set @oldName = ‘NICE_Systems\Administrator’.

* Inthe set @newName = ‘[new name of the OS Administrator]’ command, between
the single quotation marks, enter the new name of the OS administrator, including the
domain name.

For example, set @newName = ‘NICE_Systems\Administratorl’.
c. Save the changes to the script.

d. On the NICE Perform eXpress machine, run the ReplaceJobsOwner.sql script.

License State Displayed Incorrectly

Cause
The updated license state does not display.
Resolution

You reset the IIS server and refresh the NICE Perform eXpress URL.

Here’s how:

1. From the Run menu, in the Open field, enter iisreset.
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The Command Prompt window opens, and the IIS server is reset.

2. From the NICE Perform eXpress window, click Refresh 2,
3. In the System Management application, go to the System Settings tab > Licensing area.

In the License Information field, the license state is updated.

Logger Service does not Start after Upgrade

Symptom

After upgrading to NICE Perform eXpress 2.1.10, the Logger Service, NTLoggerSvc, does not

start.
ﬂ NICE Services Configuration Manager !E[ m
Action
8 AR PR RCRCRORCIRTE E8 L
Mame | Display Mare: | Description | State | Start Mode | Log On | Exe Path |
[ AuditTrailS ervice Mice fudit Tral Servi..  Enables adding mes... ¥ Running Automatic Addminigtrator D:4Program FileshNICE Spe. .
% ClMS ervice MICE CIM Service MICE Systems Crypt... B Running Automatic LocalSystem C:“Program Files\Commor ..
% CLSMonitorService  Mice Interactions Ce...  Report failover/0K, .. ¥ Running Automatic Mdadminigtrator D:4Program FileshNICE Spe. .
7 IntegrationsDispatch  Nice Integration Disp..  Launches and maint..  » Running Automatic Mddministrator D:4Program FileshNICE Spe...
% IFCapture MICE IPCapture Controls and capture...  # Running Automatic LocalSystem D:4MTLogger Vol PCapture. .
% LogService MICE Logging Service A service designated..  # Running Automatic LocalSystem C:\Program Files\Commor ..
m Mice Interactions ... Mice Interactions Ce...  Determines whichint.. ¥ Running Automatic Addminigtrator D:4Program FileshNICE Spe. .
% MICE Perform.Expr...  MFx SystemMonitoring  Monitors and resport..  # Running Automatic LocalSystem D:4Program FileshNICE Sps. .

Automatic initrator D:\Program Files\MICE 5

L e e g

Ao

Aubomatic

D:\Program Files\MICE Syps...

Automatic Mdsdrministrator

R T T e o R I (1T !

g PlaybackServiceSC  Mice Storage Stream...  Responsible for playi..  # Running Automatic Mddministrator D:4Program FileshNICE Sps...
[ PlaybackStreaming  Mice Playback Strea..  Manage Media Strea..  » Running Automatic Mddministrator D:4Program FileshNICE Sps...
% RuleE ngineService  Mice Rule Engine Perform rules, accor...  # Running Automatic Mddministrator D:4Program FileshNICE Sps. .
SCLoader Mice Storage Center ... Mice Service that pe..  # Running Automatic Mddministrator D:4Program Files\NICE Sps...
8 SNMP SNMP Service Enables Simple Met..  # Running Automatic LocalSystem CNwINDDWSA System32y..
e SystemAdminServi.. Mice Systemadminist..  Perform Mice applica..  # Running Automatic Mddministrator D:4Program FileshNICE Sps. .
% TDMGateway Mice TOM Gateway A service designated.. B Running Automatic LocalSystem D:4Program FileshNICE Sps...
% TRSService Nice Interactions Ce...  Insert missing callsto..  # Running Automatic Mddministrator D:4Program FileshNICE Sps...

NTLoggerSvc is Stopped

Cause

The Bin folder for the Logger was not created or is missing files.
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To determine if there is an error with the Bin folder:

1. Navigate to the Logger directory: ...\NTLogger\Logger

& D:'NTLogger'Logger
File  Edit View Favorites Tools  Help | ’.—'
Qeack -y - (¥ | ) Search | Folders | % 3 X | E-
Address l__? D:Y\NTLoggeriLogger LI 4 6o
Mame = | Size | Type | Date Modified | Attributes |
) AudDE File Falder 3/28(2010 12:05 PM
File Folder 3/28/2010 12:05 PM
[5)BsrvDE File Folder 3/28/2010 12:05 PM
IC5)Config File Folder 3282010 12:05 PM
[ Firrmware File: Folder 3(23/2010 9:27 PM
ICLog File: Folder 3(23/2010 9:27 PM
) 5avePrm File Falder 3282010 12:05 PM
[ Testers File: Folder 3(23/2010 9:27 PM
) UpgradeLog File Falder 3/24/2010 12:45 PM

If the Bin folder does not exist then see the Solution below.

2
3. Open the Bin folder.

4. Ifthe file Ntlogger.exe does not exist in the Bin folder, see the Solution below.
5

If there are less than 50 files in the Bin folder, see the Solution below.
Solution

The Logger service must be reinstalled using the following procedure. At the end of this procedure
you must restart your machine.

To reinstall the Logger service:
1. Stop all NICE services.

2. In the NICE Services Configuration Manager, from the Action menu select Exit. This closes
the NICE Services Configuration Manager which must be closed, not minimized.
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3. Navigate to the NICE Perform eXpress installation folder: ...\2.1.10\NPX\Logger.

Eil=

Edit

Wiew

Favorites

Tools

Help

_|O0f x

e
| &

@ Back = £J = 1" | ,':' Search |E_'_*_= Folders | & 3 x K’ | '

Address |u:':| CiiDocuments and SettingstAdministratoriDeskkopt2, 1, 10YNPEILogger

j Go
I Atkributes l

| Date Modified
12/14{2009 4:43PM  RA
B/24(2009 12:58 PM  RA
12/24(2009 B:20PM A
2/18(201012:52 &M RA
11/3/2008 6:15PM RA
12/14{2009 4:37PM RA
7152009 11:14 AM  RA

Size: | Type
177 KB Application
1KE =ML Document
SKE xML Configuration File
10,400 KB Application
1KE IS5File
56 KE  Application
4KE XML Document

Mame = |
ELogCDnverter.exe
=] LogFiles. sl

B L e
@LoggerSetup.exe

i i Setup.iss

EUninstall Utility e

2] Uninstall Utility <l

Folders x
@ Desktop i
B My Documents
H d My Computer
&2 'Q My Metwork Places I_
_ﬁﬂ Recycle Bin
B i z1.10
SN
I3 Apps
(5 CIMService
) as
|5 CTI Integration
I5) DBSetup
I3 Finalization
[C5) Framewark Setup
(5 Initialization

OQoErvICE

|5} Preparations

I5) Redistributable Pack:
5 Setup
[C5) SmartWwarks

Lo s o L= R U N P

Run LoggerSetup.exe

Run LoggerSetup.exe.
If the Corrupted Logger message appears, do the following:

Corrupted Logger

©)

Setup has found & corrupted logger installation on you hard drive.
Do you wantk to continue the installation?

a. Click Yes.

The Logger Setup creates a backup of the Logger files. The Choose Destination window
appears.

b. Choose a location for this backup. Then click Next.
c. Continue with Step 7.
_Or_

If the Corrupted Logger message does not appear, continue with Step 7.

When the Setup Complete window appears, select Yes, | want to restart my computer
now. Then click Finish.

Open the NICE Services Configuration Manager and verify that all NICE services are running.

Verify that your system is recording and playing back recordings correctly.
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Machine Not in Sync with Local Time

Cause

The time settings on the NICE Perform eXpress machine were not set to change when Daylight
Savings time went into effect.

Solution

Preparing your NICE Perform eXpress for time synchronization when Daylight Saving Time
begins or ends involves setting the correct properties in the Date and Time Properties window on
your NICE Perform eXpress Machine.

WARNING

If you make any changes to the Date, Time or Time Zone after your system is installed, your
license will become invalidated. In this event, contact NICE Support and see the
Troubleshooting Guide for further information.

* Ifyour site does not use an NTP server for time synchronization, you define Daylight Saving
Time on the Time Zone tab as described in Preparing for Daylight Saving Time without an
NTP Server on page 49.

-or-

* Ifyour site uses an NTP server for time synchronization, you define the server on the Internet
Time tab as described in Preparing for Daylight Saving Time with an NTP Server on page 50.

Do this procedure now and you will be prepared in advance when Daylight Saving Time changes.

REMEMBER!

= After you have completed the procedure below, you do not have to reset any clocks or restart
your machine when Daylight Savings Time begins or ends.

Preparing for Daylight Saving Time without an NTP Server

If your environment does not use an NTP server for time synchronization, use the following
procedure to prepare for Daylight Saving Time.

To prepare for Daylight Saving Time:

1. From the Start menu, select Settings > Control Panel > Date and Time.
-or-
Double-click the clock in the Notification area.

The Date and Time Properties window appears.
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Figure 2-17 Date and Time Properties Window

Date and Time Properties ﬂ E

Date & Time | Time Zone | Internet Time I

Date — Time I

Date and Time Properties ﬂ E I

Date & Time  Time Zone | Internet Time I

1 2 3 4 5 6 7
g o M 11 12 13 14
15 16 17 18 19 20 21
22 23 24 25 26 27 28
29 30

[7:sataam =

Current time zone: Central Standard Time

OK I Caniel | A

/ v automatically adjust clock for daylight saving changes
Select this option o | conce Aoy

2. Select the Time Zone tab.
3. Select Automatically adjust clock for daylight saving changes.
4. Click OK.

Automatic adjustments will be made for Daylight Saving Time. You do not need to restart
your machine. When daylight saving time begins or ends, your NICE Perform eXpress will be
automatically adjusted.

Preparing for Daylight Saving Time with an NTP Server

If your environment uses an NTP server for time synchronization, use the following procedure to
prepare for Daylight Saving Time.

For sites that use a NTP server:

1. From the Start menu, select Settings > Control Panel > Date and Time.
—or-
Double-click the clock in the Notification area.

The Date and Time Properties window appears.
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Figure 2-18 Date and Time Properties Window

Date and Time Properties ﬂ E

Select this option

Date & Time | Time Zone | Internet Time I

Date — Time

Date and Time Propeities

Date & TineA Time Zone  Internet Time |

1 2z 3 4 5 & 7 . IV Butematically synchronize with an Internet time server:

g 9 11 12 13 14 Server! Itime.windows.com _V_I Update Mow |

15 16 17 18 19 20 21

Select your
NTP Server

22 023 24 25 26 27 25
The time has been successfully synchronized with time, windows, com on

29 30 12{3/2009 at 6:26 PM,

I 7i55:144M

Current time zone: Central Standard Time
Mext synchronization: 12/10/2009 at 6:26 PM

o4 I Cancel Synchronization can occur only when your computer is connected ko the
- Internet, Learn more about time synchronization in Help and Support
Center,

[0]4 I Cancel Apply

Select the Internet Time tab.

Select Automatically synchronize with an Internet time server.
In the Server field, select your NTP server. Then click Update Now.
Click OK.

o > @ b

Automatic adjustments will be made for Daylight Saving Time. You do not need to restart
your machine. When daylight saving time begins or ends, your NICE Perform eXpress will be

automatically adjusted.

Message: Windows Media Player Not Installed

Cause

When the memory use of the Internet Explorer browser is too high, the following error message
appears stating that the Windows Media Player 9.0 must be installed on the machine, even though

the Media Player is already installed.
Figure 2-19 Windows Media Player Error Message

Information x

|Z| Windows Media Player 9.0 or up must be
installed on this machine in order to use the
player.

# Please contact your system administrator.

[Codde: 3995)

ETN
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Solution

Open a new instance of the Internet Explorer browser, and try again to play back the interaction or
monitor the channel.

Nice Differential Backup Job Failed during the ITP

Symptom

After installing the NICE Perform eXpress system, installers perform an Installation Test
Procedure (ITP). One part of the ITP is verifying that the SQL jobs are running without errors. At
this point in the ITP, the following error appears:

Cannot perform a differential backup for database "nice_express”, because a current
database backup does not exist.

Cause

NICE Perform eXpress automatically runs a full backup on all NICE databases every Saturday. On
the other days of the week, it automatically runs a differential backup to back up the changes to the
database since the full backup.

When the NICE Perform eXpress system is installed on any day except Saturday, the automatic
differential backup fails, since no full backup is available. This failure means that no NICE
Perform eXpress databases are backed up until the first full backup, which will take place on the
first Saturday after the installation.

Solution

You need to run the Nice Full Backup job.

To troubleshoot:

1. From the Start menu, navigate to Programs > Microsoft SQL Server 2008 > SQL Server
Management Studio.

The SQL Server Management Studio opens.
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2. Expand SQL Server Agent > Jobs, and right-click Nice Full Backup.
Figure 2-20 Nice Full Backup Job

‘n: Microsoft SQL Server Management Studio
File Edt Yiew Tools Window Community Help
iRl bewouery | [y | |5 W 3 | o

Comnect~ | 43 %) m T 3] 5
= U’ MP¥5 (S0L Server 10.0.1600 - NPXSYAdministrator) -
[ 3 Databases
[ 3 System Databases
[# (3 Database Snapshots
# | || nice_admin
& |4 rice_audit
@ | ) nice_express
# | JJ nice_jinteractions
& | nice_rule
@ | J) nice_storage_center
[# [ Security
[+ [ Server Objects
# 3 Replication
# [ Management
El [} 50L Server Agent
= & Jobs

[ mice archived Calls Retention
58] hice: AuditAutoDeletion
3] Nice CleanMessages
% Nice Creates Explicit Pre tews Job...
58] Nice DeleteOldTRSCalls
Nice Differential Backup ( Start Job at Step... ) Select Start Job at Step
Stop Job

53 hice Import Executions R
3] hice Log Backup Script Job as 3
.a Nice Queries Statistics iews History
[50] hice Relndex
3] Nice SADeleteExpiredLo Enatie
E Nice SC Health Check. Disable
58] Nice SyncUserPrivilegesT
33 nice Update Archived Inl Start Powershel
[50] Mice Update Retention T
5 Mice Update Statistics Regorts Y
58] wice: vacuum Backward R TR
|58 syspolicy_purge_history

) Job Activity Moritor Relete

@ [ Alerts
[ Operators Refresh
Ready Propeities

3. Select Start Job at Step.
The Start Job window appears.
Figure 2-21 Start Job Window

Job name:

Mice: Full Backup

Stait execution at step:

Step ID | Step Name | Step Type |
1 | Backup nice_admin Transact-SOL script (T-SOL)
2 Backup nice_interactions Transact-SOL seript (T-5AL)
3 Backup nice_audit Transact-SAL senipt (T-SAL)
4 Backup nice_rule Transact-50L script (T-S0L)
5 Backup nice_storage_center  Transact-SAL script (T-50L)
B Backup nice_express Transact-SOL script [T-SAL)
7 Check last run cutcome Transact-S0OL script [T-S0L)

st | cacel | Hen |

4. Click Start to back up all the databases in the NICE Perform eXpress system.
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The Start Jobs progress window appears to display the status of each backup job as it

progresses.

Figure 2-22 Start Jobs Window

[EE Start Jobs - NP5 = B3
F s o 2 Total 0 Enor
’0..-‘ 1 Remaining 1 Success 0 ‘Waming
Details:;
| Action | Status I Message I

4| Start Job 'Mice Full Backup'

(¥} Execute job ‘Nice Full Backup'

Success

In progress. ..

[ [ Start Jobs - NPX5 (=] E3
(@ 2 Total 0 Errar
Q Success 2 Success 0 Warning
Detais
[ Action | Status | Message

@ Execute job 'Nice Full Backup’

Success
Success

%

Job status is success

5. In the Status column, verify that the status of the backup jobs is Success, and click Close.

The NICE Perform eXpress databases are backed up.

Player Stops During Playback

Symptom

When the anti-virus application is scanning the system, interactions that are over six minutes

cannot be played back.

Cause

The WAV encoding causes the anti-virus scan to stop, which makes Player stop as well.

Solution

When the anti-virus application is Microsoft ForeFront Antivirus, a workaround comprises adding
a parameter to Stream Server configuration files.

Note: A drawback of this workaround is that playback will be slower for all interactions.
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To troubleshoot:

1. On the NICE Perform eXpress machine, navigate to: ...\Program Files\NICE Systems\NICE
Perform eXpress\NICE Stream Server\Bin.

2. Locate the following files:
* NiceApplications.Playback.Streaming.Startup.exe.config
* NiceApplications.Playback.Streaming.Encoder.exe.config
* NiceApplications.Playback.Administration.Startup.exe.config

3. In each file, search for the string CustomConfiguration. An example of the parameters in
this configuration is below:

<CustomConfiguration>
<ApplicationName name="Default">
<Settings>
<add key="MaxReconnectTimes" value="2" />
<add key="UseCTIAnalysis" value="true" />
<add key="LocateServiceDebugMode" value="false" />
</Settings>
</ApplicationName>
</CustomConfiguration>
Under the <Settings> section, add this key: <add key="ASFProfile" value="Default" />.
Save the configuration file.

Repeat Step 3 to Step 5 for the configuration files listed in Step 2.

N o g &

Restart the following services:
* Playback Streaming

* Playback Administration
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Reactivating a NICE Perform eXpress License

In the following scenarios you can reactivate your original NICE Perform eXpress license:

*  When initial license activation is on a temporary server. If you remove NICE Perform eXpress
and reinstall it on a more permanent server, you can reactivate your original NICE Perform
eXpress license.

e If'the physical server where NICE Perform eXpress is installed fails, causing you to replace
the physical server, you can reactivate your original NICE Perform eXpress license.

* Ifyou change the time on your NICE Perform eXpress server, the license becomes invalidated.
You can reactivate the original license.

NOTE: After activating a license for a second time, in future upgrades, you might
— receive two *.v2c files. Only one of them will be valid on your current NICE Perform
eXpress machine.

Limitations when reactivating a NICE Perform eXpress license

*  The original NICE Perform eXpress license can only be activated one extra time, for a total of
two times.

* The license key includes only the original system resources. If you upgraded your system at
any point, contact NICE Support for a new license file.

How to Proceed

Your NICE Perform eXpress is installed with a default license that is valid for recording five
channels for a three month period. The status of this license is Provisional. You must activate a
new license before the temporary one reaches its expiration date. There are two ways to activate a
license.

* Ifyou have direct internet access from the NICE Perform eXpress machine, use Automatic
Activation. This option is only available while your license status is Provisional. For
instructions, see Automatic License Activation on page 56.

-or-

* Ifyou do not have direct internet access from the NICE Perform eXpress machine, use
Manual Activation/Update. For instructions, see Manual License Activation on page 58.

Automatic License Activation

You will require a valid Product Key to complete this process.
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To activate a First-Time License:

1. In System Management, click the System Settings tab.

MICE Perform eXpress ““"””"““””

i
ello NICE, Superuser Sign out "IcE

[l system Management | tonfiguration | User Administration | Channel Monitor | Interactions | Audi J—

System Status System Settings

System Yersion

MICE Perform eXpress 3.0
Last Update 6/30/2010 11:10:14 AM

SKNMP Settings

SMMP Trap Destination =] Provisional
Community Name public License
Licensing

License Information Provisional

Expiration date: 9/28/2010

Automatic Activation

Produstkey [ Vet Automatic Activations appears qn_ly
when the License status is Provisional

Manual Activation / Update

1. Generate a License Information File {*.c2v) Generate ]

r

. Upload the License Information File to ExtraMICE at:
http /A www extranice . com/EIS/Online Services/License Activation/Pages/default.aspx

Then download the corresponding License Activation File {*.v2c)

. Upload the License Activation File ("“VZC)I Browse... I Activate

w

The License Information shows the status as Provisional, with an expiration date. You will
need to update the license to a permanent one before this expiration date is reached.

2. Inthe Automatic Activation area, enter a valid Product Key. Then click Activate.

The license is updated to Activated. You have completed this procedure.

Licensing Activated License

License Information Activated
S/M: 12345678
Licensed to 25 recording channels

3. To begin configuring your NICE Perform eXpress, click Sign out. Then log in again and all
your tabs will appear.

Y

llo NICE, Superuser Sign out

NICE
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Manual License Activation

In this procedure you will be instructed on how to generate a License Information File from your
NICE Perform eXpress. Then you will be instructed how to use this License Information File
(*.c2v) to obtain a valid License Activation File (*.v2c). You will require the following:

* Access to a machine with internet access to NICE’s ExtraNICE site. This does not have to be
the same machine as the NICE Perform eXpress machine.

e A valid ExtraNICE Username and Password.

e A valid Product Key to obtain your License Activation File from the ExtraNICE.

To manually activate or update a License:

1. In System Management, click the System Settings tab.

MNICE Perform eXpress 1 “ H || .‘ ello NICE, Superuser Si

il system Management | configuration | User Administration | Channel Monitor | Interactions | Audit Trail [—

System Status System Settings

System Version

MICE Perform express 3.0
Last Update 6/30/2010 11:10:14 AM

SNMP Settings

SMMP Trap Destination I =

Community Mame Ipublic
Licensing
License Information Provisional

Expiration date: 9/28/2010

Automatic Activation ) R ;
Automatic Activations appears only
Product Key: [ Activaig when the License status is Provisional

Manual Activation f Update

1. Generate a License Information File {*.c2v) Generate ]

Generate
2. Upload the License Information File to ExtraMICE at:
http: AAwww extranice. com/EIS/OnlineServices/LicenseActivation/Pages/default.aspx
Then download the corresponding License Activation File {*.v2c)

. Upload the License Activation File (*.VZC)I Browse. .. | Activate ]

o

2. Inthe Manual Activation / Update area, click Generate.
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The File Download window appears with the License Information File.

File Download =
Do you want to open or save this file?
@ Mame: license.c2y
Type: ¥ML Document, 9,82 KB

From: npxautobuild

Open Save | Cancel I

harm your computer. |f you do not trust the source, do not open or

@ ‘Wwhile files from the Internet can be useful, zome files can potentially
zave this file. What's the risk?

3. Click Save to save the License Information File.

The Save As window appears.

savens 21|
Save jm IE}NIEE Software j Q i

My Documents

ﬁf[
T
My Computer
-
Metwork, File name: Ilicense.c2v j Save I
Plac:
j Cancel |

7

Save as ype: I_c:2v Document

4. Select a location for the License Information File (license.c2v). Then click Save. You will
need this file to receive your License Activation File.

The Download Complete window appears.

Download complete i im] 5

I

= Download Complete

Saved:
license.c2v from npxautobuild

EEEEEENEEENNENEENNENENERNNENNENENNENENENEEE
Downloaded: 9.82 KB in 1 sec

Download to: CHAMICE Softwarellicense, c2y

Transfer rate: 9,82 KBjSec

[ Close this dislog box when download completes

Open Open Eolder | Cloze I

5. Click Close.
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6. Transfer the license.c2v file to a machine with Internet access to NICE’s ExtraNICE site.
7. On the machine with Internet access to the ExtraNICE do the following:
a. Open an Internet Explorer window and enter the following URL:
http://www.extranice.com/EIS/OnlineServices/LicenseActivation/Pages/default.aspx

If you have not previously logged in to ExtraNICE, the following window appears.

ExtraNICE Portal

Welcome to BxtraNICE, NICE's al-new business partner portal. Here you can easly 88
access material publshed by NICE concerning our apphcations, tools and solutions.
A whole range of detaled documents, manuals and information is now truly at
your fingertips.

With our new, friendly interface, mproved search faciities and much richer
content and features, ExtraNICE & THE essential tool for improving your
knowledge of NICE and driving your business

G questions, p Chek here to send us your thoughts.

Security (
(%) This is a public or shared computer

() This is a private computer

vser nome:
pasoword:

Log On to Extran [CE

b. Enter a valid ExtraNICE Username and Password. Then click Log On to ExtraNICE.

The NICE Perform eXpress License Activation window appears.

T

& Recycle Bin

Nice Perform eXpress Activation -

1. License Information File IIIC file Selected Browse

2. Product Key I
(Enter product key)

Activate

Upload License file, Product key and Activate

7 4 b /‘».’ : i & L
o [~ ¥ e
o e

Click Browse and select the License Information File (license.c2v) from Step 6.

7/

a o

Enter a valid Product Key. Then click Activate.

Download the corresponding License Activation File (license.v2c).

o

f. Transfer the License Activation File (license.v2c) to the NICE Perform eXpress machine.

Chapter 2: Frequently Asked Questions “

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)



Reactivating a NICE Perform eXpress License l

8. On the NICE Perform eXpress machine, click Browse and select the License Activation File
(license.v2c).

3. Upload the License Activation Filel Browse. .. | Activate ]

9. Click Activate.

The license is updated.

Licensing

License Information Activated
S/M: 12345678
Licensed to 25 recording channels

10. Click Sign out. Then log in again and all the tabs will appear.

!

ello NICE, Superuser Sign out

NICE

Help

Settings
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SQL Server 2008 Component Fails to Install

Symptom

During NICE Perform eXpress installation, a Setup Error appears during the process for
Installing Microsoft SQL Server.

In the SQL installation log, located at ...\Program Files\Microsoft SQL Server\100\Setup
Bootstrap\Log, the following message appears:

SQL Server installation media on a network share or in a custom folder can cause installation
failure if the total length of the path exceeds 260 characters. To correct this issue, utilize Net
Use functionality or shorten the path name to the SQL Server setup.exe file.

Cause

The reason that the SQL Server 2008 component fails to install can be one or both of the
following:

The path to the SQL Server installation folder exceeds the 260 character limit, which will
prevent installation files from being copied. As a result, files are missing, and the SQL Server
installation will fail. This occurs with nested folders and/or long file names.

Example: D:\809A41197-11 - NICE Perform eXpress version 3.0.10 - installation\80941197-11
- NICE Perform eXpress version 3.0.10 - installation\installation

The server needs to be restarted.

Solution

To resolve:

1.

Copy the installation folder to the root of a drive, such as D: so that there are no nested folders.

Figure 2-23 Sample Installation Folder Path

. Installation
g(}v | + Computer = MPX {D:) + Installation - - l‘aj ISearch
File Edit View Tools Help
Organize * == Views -
Favorite Links Mame = |v| Date modified |v| Type |v| Size
Finalization 04/05/2011 11:19  File Folder
Il Documents Framewark Setup 04/05/2011 11:19  File Falder
’E Pictures Initialization 04/05/2011 11:19  File Folder
T;ﬁ Music IPCapture 04/05/2011 11:19  File Folder
More s Logger 04/05/2011 11:19  File Folder
LogService 04/05/2011 11:19  File Folder
MMLogger 04/05/2011 11:19  File Folder
_ Redistributable Pack... 04/05/2011 11:20  File Folder
' Pubiic = Setup 04/05{2011 11:20  File Folder
1% Computer Smartiarks 04/05(2011 11:20  File Folder
& Local Disk (C:) SQLZ00BWGEdtion  04/05/2011 11:20  File Folder
o NPR (D) Storage Center 04/05{2011 11:21  File Folder
Installation StreamServer 04/05/2011 11:21  File Falder
Apps SyskemMonitoring 04/05/2011 11:21  File Folder
LS TDMGateway 04/05/2011 11:21  File Folder
CTI Integration Tools 04/05/2011 11:21  File Folder
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TIP: After completing the installation, the installation folder just copied, not the installation
itself, can be deleted from this location to free up space.

2. If'the installation folder has a long name, rename the folder to short name, such as
Installation.

3. Restart the server.

4. Start the installation again.

TDM System Not Recording
Symptom
NICE Perform eXpress is using a TDM environment, and the system is not recording.

Cause

When a LAN is connected to the NICE Perform eXpress, the Network Interface Card (NIC) may
not be properly configured.

Solution

Verify that the NIC is properly configured.

E.. NOTE: Errors will appear in the log, but the system will record.
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Windows Media Server Failed Message

Symptom
In the Server Manager > Streaming Media Services, the following error appears:

The Windows Media server failed.
Error code: 0xc00d1583

Error text: The plug-in 'WMS Advanced FF/RW Format Media Parser' cannot be loaded on this
version of Windows.

Cause

The NICE Perform eXpress machine does not have a sound card, or the sound card is disabled.

Solution

This error has no impact and can be ignored.
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Using eXpress Assistant to Start
Troubleshooting

The eXpress Assistant tests the NICE Perform eXpress to ensure that the entire system is
working. Run the eXpress Assistant to start troubleshooting. At the end of the process, the eXpress
Assistant gives suggestions to solve issues discovered with the system. These issues are covered in
this Troubleshooting Guide. See Resolving Issues Found in eXpress Assistant on page 78.
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eXpress Assistant Workflow

Below is a flowchart for the eXpress Assistant. For a detailed procedure, see Using the eXpress
Assistant on page 67.

Figure 3-1 eXpress Assistant Flowchart

Successful Tests

Start the eXpress Possible Pitfalls

Assistant No telephony
environment
defined
Choose an " h
Environment lp——ixed Ervironment Caonfiguration
saved but not
applied
Verify Connected
Devices and
Channels Mot all devices
appear
Channel not
functioning

Verify User
Mapping

\f‘\ User not found or

incormect

Troubleshaoot
with eXpress
Assistant

Record a Test
Interaction

\“——’—\ Interaction not

detected

Playback or Save
the
Test Interaction
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Using the eXpress Assistant

The following procedure describes how to use the eXpress Assistant. Each step is immediately
followed with Possible Pitfalls for that step. For a graphic flow, see eXpress Assistant Workflow
on page 66.

The eXpress Assistant should be run after configuration is complete and users are defined. If users
are not defined, the eXpress Assistant can still test recording on a channel.

Step 1: Starting the eXpress Assistant

What is verified in this step:
* [fa Telephony Environment has been defined

*  That the latest configuration changes have been applied

To start the eXpress Assistant:

1. On the NICE Perform eXpress server, select Start > Programs > NICE Perform eXpress >
Tools > eXpress Assistant.

The eXpress Assistant Tool opens.

Figure 3-2 Welcome Window

¥ NICE Perform eXpress M= B

eXpress Assistant Tool ®
NICE
” Welcome to the NICE Perform eXpress Assistant Tool!

The toal for troubleshooting MICE Perform eXpress recording.

To get started, click Mext to test recording. To troubleshoot, click 4 wherever it appears.

2. Inthe Welcome window, click Next.

In a Mixed Environment, the Choosing Environment window appears. Continue with
Step 2: (Mixed Environments only) Choosing an Environment on page 69.

In a Single Environment, the Choosing Device window appears. Continue with
Step 3: Verifying Connected Devices and Channels on page 70.
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Possible Pitfalls for Step 1

The following scenarios can occur as an outcome of Step 1.

¢ Telephony Environment not defined

An error message appears.

Using the eXpress Assistant l

What to do:

a. Close the message box.

b. Close the eXpress Assistant.

c. Open NICE Perform eXpress and click the Configuration tab.

d. Define your system (Telephony Environment, channels, users, etc.).
e. Restart the eXpress Assistant.

* Changes were saved, but not Applied

Changes made in Configuration were saved, but not applied.

Figure 3-3 Configuration Changes Window

¥ NICE Perform eXpress [_[C]
eXpress Assistant Tool ®
MNICE Perform express Configuration Changes N I c
Changes made in MICE Perform eXpress have been saved but not applied. Summary

Log in to NICE Perform exXpress and select the Configuration application. | £ Up Ta Date Corfiguration

Review your changes, then click Apply.

Apely |
To cantinue, click Mext.
[ <Back | E meds [ dose
What to do:
a. Open NICE Perform eXpress and click the Configuration tab.
b. Click Apply.
c. In this window, click Next.

In a Mixed Environment, the Choosing Environment window appears. Continue with
Step 2: (Mixed Environments only) Choosing an Environment on page 69.

In a Single Environment, the Choosing Device window appears. Continue with
Step 3: Verifying Connected Devices and Channels on page 70.
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Step 2: (Mixed Environments only) Choosing an Environment

This step must be preceded by Step 1: Starting the eXpress Assistant on page 67.

There is no verification in this step, In a Mixed Environment, select the Telephony Environment

being tested.
Figure 3-4 Choosing Environment Window
eXpress Assistant Tool ®
Choosing Environment NIcE
Summary

Mare than one Telephony Enviranment is configured,
# Up Ta Date Corfiguration

Choose a Telephony Environment:
# Telephony Environment

Avaya TSAPT TDM Extension-Side
Morkel COR TDM Trunk-Side

To continue, click MNext.

[ <gack [ mest> J[  gose

How to choose a Telephony Environment:
1. Select a Telephony Environment.
2. Click Next.

The Choosing Device window appears.

3. Continue with Step 3: Verifying Connected Devices and Channels on page 70.
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Step 3: Verifying Connected Devices and Channels

This step must be preceded by one or both of the following:

Step 1: Starting the eXpress Assistant on page 67

Step 2: (Mixed Environments only) Choosing an Environment on page 69
What is verified in this step:

*  That all devices are recognized for recording (visual verification by the tester)
*  That the channel selected for this test is functioning properly

* [tis possible to repeat this step as needed to test several channels

Figure 3-5 Choosing Device Window

¥ NICE Parform eXpress [_ [0}
eXpress Assistant Tool ®
Choasing Device NIcE
Summary

Choose a device:

+ Up To Date Configuration

# Telephony Environment
Avaya TSAPI TDM Exten...

“ Device:

Only devices mapped to channels appear. To map a device,
open the Configuration application 10 the Channel Mapping tab.

To cantinue, click Mext.

[ <pack ][ mwet> J[ ciose

How to verify connected devices and channels:
1. Verify that all devices being recorded appear.

In Extension and VoIP environments, only devices mapped to channels appear in the eXpress
Assistant. In trunk environments, devices do not have to be mapped; therefore all monitored
devices appear.

2. Select a device to use for the rest of this test.

3. Click Next.
The User Mapping window appears.
4. Continue with Step 4: Verifying User Mapping on page 72.
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Possible Pitfalls for Step 3

The following scenarios can occur as an outcome of Step 3.
* Not all devices appear in the list

Note that in Extension and VoIP environments, only devices mapped to channels appear in the
eXpress Assistant. In trunk environments, devices do not have to be mapped; therefore all
monitored devices appear.

What to do:
a. Open NICE Perform eXpress and click the Configuration tab.
b. In the Channel Mapping tab, add the devices to the list of Monitored Devices.
c. Ifnecessary, map the devices to Channels.
* The selected device is mapped to a channel which is not functioning properly

The Channel Problem window appears.

Figure 3-6 Channel Problem Window

¥ NICE Parform eXpress [_ [0}
eXpress Assistant Tool ®
Channel Problem Nlc
Channel Status is: 'Export error’ Summary

P \ + Up To Date Configuration
Correct the problem and repeat process. | Repeat | : i

+ Telephany Enviranment
T continue, click Mext. Avaya SIP Passive YoIP

To start troubleshoating, click 7 + Device: 67015

% Channel 1 Status: Export e..
[[Jignare this problem

) <gack | [ Close

Do one of the following:
e Correct the problem with the channel. Then click Repeat.

e Select a different device: Click Back.

*  Troubleshoot: Click Troubleshooting [ |, For a troubleshooting overview, see
Navigating Troubleshooting Windows on page 76.

* Ignore the problem: Select Ignore this Problem. Then click Next. Continue with
Step 4: Verifying User Mapping on page 72.
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Step 4: Verifying User Mapping
This step must be preceded by Step 3: Verifying Connected Devices and Channels on page 70.
What is verified in this step:

*  That the correct user is mapped to the selected device

Figure 3-7 User Mapping Window

¥ NICE Perform eXpress

eXpress Assistant Tool

[_[C1x]
&
NICE

Device 41032 is mapped 1o a user (Fixed Seating). Summary

# Up To Date Corfiguration
User Name: Manager1, Manager

+ Telephany Enviranment
User 1ID: 15 Avaya TSAPL TDM Exten...

If the User Name is incorrect, verify definitions in the User Administration. # channel 3 Status: DK

If the User Name is correct, click Next to continue, I “ User Nar

To start roubleshoating, click 5

J [ <pak J[THez [ gose )

How to verify user mapping:

1. The User Name and User ID of the User mapped to the selected device are displayed. Verify
that the expected user appears. Use the following guidelines:

Fixed seating indicates that each agent is directly associated with an extension, in a
one-to-one relationship.

Free seating indicates that seating is dynamic. The user in this window is the agent
currently logged in to the extension.

N/A indicates that no agent is currently connected to (fixed seating), or logged in to (free
seating) the extension. You can still test the channel for recording.

2. Click Next.
The Call Recording window appears.

3. Continue with Step 5: Recording a Test Interaction on page 73
Possible Pitfalls for Step 4

The following scenario can occur as an outcome of Step 4.

* No User or the User is incorrect
What to do:

a. Open NICE Perform eXpress and verify/correct one of the following:

* In the User Administration, correct the User definition.

In the Configuration, change the extension mapped to the channel.
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b. Troubleshoot: Click Troubleshooting [+ . For a troubleshooting overview, see
Navigating Troubleshooting Windows on page 76.

Step 5: Recording a Test Interaction

This step must be preceded by Step 4: Verifying User Mapping on page 72.
What is verified in this step:

*  Incoming and outgoing interactions can be recorded on the selected device

Figure 3-8 Interaction Recording Window

¥ NICE Parform eXpress [_ [0}
eXpress Assistant Tool ®
Interaction Recording NIcE
Dial from or to device: 41032 Summary

o e
“Your interaction will be detected automatically and its progress shown below: Ue To Dot Corflouration

+ Telephony Enviranment

- Avaya TSAPL TDM Exten...
(3 5> Q # Devics: 41032

Call Stat « Channel 3 Status: OK

[[]iThe Interaction was nat automatically detected, M L=srhome ]
Manager1, Manager

“ Interaction Detection

[ <gack |

Close

How to record a test interaction:

1. To test incoming interactions: From a different phone, dial the indicated extension.
—or-
To test outgoing interactions: From the indicated extension, dial to a different phone.
The progress of the interaction is shown.

2. Click Next.
The Searching Call window appears.

3. Continue with Step 6: Playing Back or Saving the Test Interaction on page 75

Possible Pitfalls for Step 5

The following scenario can occur as an outcome of Step 5.
* Progress does not advance

This indicates that the interaction was not automatically detected. You can search this or other
devices for an interaction to test playback.

What to do:
a. Select Interaction was not detected.
b. Click Next.
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The Searching Call window appear.

Figure 3-9 Search for Interaction Window

¥ NICE Perform eXpress [_[=]x]
eXpress Assistant Tool

®
Search for Interaction NIcE

Define filter, then click Search.

Summary
Use Time Filter: ) pange +- 1 B Mintuss + Up To Date Configuration
) Time Range: + Telephony Environment

Avaya TSAPI TDM Exten...
["]search all devices

Search interactions from 7/1/2003 4:35:51 PM ta 7/1/2009 4:37:51 PM on Device 41032

« Device: 41032

+# Channsl 3 Status: OK
+ User Name:

Manager1, Manager
£ No Interaction Detected
© Inkeraction Start:N/A

End: N/A

“ Interaction ID:

i W e [ o ]

c. Define a search filter.

d. The default is to search only the selected device. To search all devices, mark Search all
Devices.

e. Click Search

A list of interactions appears.

Figure 3-10 Search for Interaction Window

¥ NICE Perform eXpress [_[=]x]
eXpress Assistant Tool

®
Search for Interaction NIcE

Define filter, then click Search.

Summary

Use Time Filter:

+ Up To Date Configuration
) = - v
(=) Time Range:  11:20:52 A to 11:25:52 A Telephony Environment
= = Avaya TSAPI TDM Exten...
Search all devices

‘4 ‘ + Device: 41032
Search interactions from 771 /200 112052 AM o 7/1/2003 11:25°52 M for sl Devicess el
# Charmsl 3 Status: DK

StartTime Duration | Direction | Dialed Mo. Playback 4 | User Mame:

Internal [+ Manager1, Manager
65056 01/07/2009 09:24: 00:00:11  Internal 6604 Lnmap... (> £ Mo Interaction Detected
65058 01j07(2009 09:25:30  OMO0: 19 Incoming 6756 Lnmap... (k] £ Inkeraction Start: N/A

End: N/A
¥ = Inkeraction ID:
To troubleshoot, click 3 . To close, click Finish, e nkeraction
G [ <pak [ mneh ) [ Close

f. Continue with Step 6: Playing Back or Saving the Test Interaction on page 75.
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Step 6: Playing Back or Saving the Test Interaction

This step must be preceded by Step 5: Recording a Test Interaction on page 73.

What is verified in this step:

Listen to the interaction from the previous step, or save it to another location. You need a
sound card to hear the interaction

Figure 3-11 Search for Interaction Window
eXpress Assistant Tool ®

Search for Interaction

NICE

Summary

Define filter, then click Search.

Use Time FItSr | pange 41 < Up To Date Configuration
@ = = v
(%) Time: Range: 424159 P 5] to 4:25,30 Py 5] it

= = Avaya TSAPL TDM Exten...
Search all devices

+ Device: 41032
Search interactions from 7/1/2009 4:24:53 PM ta 7/1/2003 4:25:30 PM for all Devices

# Channel 3 Status: DK

(%

« User Name:
Manager1, Manager

% N Interaction Detected
& Interaction Start:N/&
End: N/A

‘;‘ “ Interaction ID:

J 0 <Bak [ Fnsh [ gose

To troubleshoot, click ¥ . To close, click Finish,

How to play back or save an interaction:

1.

To hear the interaction, select the interaction and click Play (3. A sound card must be installed
on your machine. A playback window does not open.

To save the interaction, click Save |§|

To search for and play back or save other interactions, see Possible Pitfalls for Step 5
on page 73.

Click Finish.

Your NICE Perform eXpress has tested successfully.
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Navigating Troubleshooting Windows

Troubleshooting is initiated from within the eXpress Assistant. There are two basic
troubleshooting windows. The contents of each window is dynamic and changes according to the
current state and the choices you make in the Troubleshooting process. A sample of each window
is shown below.

Figure 3-12 Troubleshooting Window

eXpress Assistant Tool ®
Troubleshooting Nlc
Informative
message vou Clicked troubleshooing from Play Call screen. Summary Parameters
Question or # Up Ta Dake Corfiguration from the
Instructions P23 (DAY Al (3 2L I # Telephuny Envranment eXpress Assistant
Avaya TSAPL TDM Exten... that are now
Possible < IR being tested
« Channel 3 Status: 0K
Answers # User Name:
or Manager1, Manager
Results £ Mo Tnkeraction Detected

& Interaction Start:N/&
End: N/A

« Interaction ID: 65192

[ Restart Tool | [ Backtotool | [ <gack | [ mest»> | [ dose

The following options are available from all steps:

Restart Tool - return to the beginning of the eXpress Assistant.

Back to Tool - return to window from where you initiated troubleshooting.
Keyboard Shortcuts:

Backspace = Back to previous window

Enter = Next

Up arrow = Select the previous option

Down arrow = Select the next option

Troubleshooting Workflow

The Troubleshooting window presents a question to help the eXpress Assistant pinpoint the
problem. Select one of the possible answers. Then click Next to advance to the next window.
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Navigating Troubleshooting Windows l
Figure 3-13 Troubleshooting Window
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Troubleshooting Solutions

The Troubleshooting window presents a list of recommended actions to correct the problem
determined by the Troubleshooting Workflow. Use this list as a guideline in resolving open issues.

Figure 3-14 Troubleshooting Window
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Resolving Issues Found in eXpress Assistant

Table 3-1 provides an index of the suggestions that the eXpress Assistant offers at the end of the
troubleshooting process. These suggestions are listed alphabetically and include a reference to
more complete documentation for solving the issue.

Table 3-1: Resolving Issues in eXpress Assistant

Suggestion in eXpress Assistant

How to...

Channel Status was not fully identified by the
system. See the Troubleshooting Guide.

See Channel Not Recording on page 119 for a
list of channel statuses.

Check for errors in NICE TDM Gateway service
logs.

From the Start menu, select All Programs >
NICE Perform eXpress > Tools > Services
Configuration Manager. Right-click the NICE
TDM Gateway log, and select Show Log.

See Viewing the Service Logs on page 152.

Check for errors in the NICE Interaction Center
logs (RCM).

From the Start menu, select All Programs >

NICE Perform eXpress > Tools > Services
Configuration Manager. Right-click the RCM
log, and select Show Log.

See Viewing the Service Logs on page 152.

Check for exceptions regarding the specific
interaction.

See Checking Exceptions on page 121.

Check for monitor failures in the integration
logs.

From the Log Viewer, open the CTI log, and
search for the string “monitor failure”. See
Finding Text Strings in Open Logs

on page 162.

Check for network errors or high packet loss.

Use a third-party application, such as Wireshark
(http://www.wireshark.org/).

Check that the line is connected properly.

Verify that the lines that connect the NICE
Perform eXpress machine to the PABX are
connected properly. See Verifying the PABX
Configuration and Physical Line
Connectivity on page 118.

Check the channel settings in the Channel
Monitor application.

Adjust the Energy Threshold, Automatic
Gain Control, and Manual Gain Control
settings in the Channel Monitoring application.
See the Administrator’s Guide for more
information.

Check the integration logs for errors.

Check the limitations for the telephony
environment at your site in the Installation
Guide.

See the Installation Guide for your telephony
environment.
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Table 3-1: Resolving Issues in eXpress Assistant (Continued)

Suggestion in eXpress Assistant

How to...

Check the NIC.

If a NIC is not connected to the network, it must
be disabled.

Verify that all installed NICs are configured to
Auto Negotiation. Auto Negotiation ensures
that the maximum speed will be used.

Check the PABX configuration, physical line
connectivity, regularity, and the distance from
the Recording Unit.

* PABX configuration and physical line
Connectivity: See the documentation from
your PABX vendor and Verifying the PABX
Configuration and Physical Line
Connectivity on page 118.

* Regularity: See Verifying the Distance
from the Recording Unit on page 118.

¢ Distance from Recording Unit: Each
PABX has different requirements for the
distance between the Recording Unit and
the PABX. Verify the requirements for your
site in the Installation Guides.

Check the wiring of the device.

Contact the IT administrator, and ensure that
the wiring is correct for the PABX.

Collect all log files and contact NICE support.

From the Start menu, select All Programs >
NICE Perform eXpress > Tools > Log
Collector. After the Log Collector runs, you are
prompted to save the ZIP file. Send this ZIP file
to NICE support.

See Collecting Logs on page 158.

Device wiring or mapping might be incorrect.
Verify the configuration and wiring.

* Contact the IT administrator, and ensure
that the wiring is correct for the PABX.

* In the Configuration application, on the
Channel Mapping tab, verify that the
channel mapping is correct for your site.

Go to the Channel Monitor application, and look
for activity on other channels. Verify that the
interaction you need was not recorded on a
different channel. This can happen due to a
channel mapping problem.

See the Administrator’s Guide for more
information regarding monitoring channels.

Go to the Channel Monitor application, and play
the last 5 minutes on channel <Channel ID>,
and search for the interaction you need. Try to
make another interaction and check if there's
activity on the channel (Channel monitoring has
a delay of 10-20 seconds).

See the Administrator’s Guide for more
information regarding monitoring channels.
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Table 3-1: Resolving Issues in eXpress Assistant (Continued)

Suggestion in eXpress Assistant

How to...

If this is a static IP environment, verify that the
IP address is defined correctly in the
Configuration application, on the Channel
Mapping tab.

You need the IP address for your site.

If you recently changed the user mapping, it
might take up to 10 minutes for NICE Perform
eXpress to be updated with the new definitions.
Try again later.

N/A

In the Channel Monitor application, check
activity (on channel [Channel Name]) by playing
the last 5 minutes and looking for the
interaction.

See the Administrator’s Guide.

In the Channel Monitor application, check the
channel settings.

See the Administrator’s Guide.

In the Configuration application, go to the CTI
and Recording tab and verify that Source-Side
Summation is configured correctly.

You need the Source-Side Summation setting
for your site.

In the Configuration application, go to the CTI
and Recording tab, and verify that the
Recording Settings match those in the
installation guide for your telephony
environment.

You need the Recording Settings that are
correct for your site.

In the Configuration application, go to the CTI
and Recording tab, and verify the frame format
configuration.

You need the Frame Format that is correct for
your site.

In the Configuration application, go to the CTI
and Recording tab, and verify the trunk
configuration.

You need the trunk configuration that is correct
for your site. See the Installation Guide for your
telephony environment.

In the System Management application, go to
the System Alerts area, and click Scan for
errors and warnings. Verify that no new alerts
are received.

See Understanding SNMP Messages and
Settings on page 179.

No user is mapped to the device <Device ID>,
or the agent is not logged on.

Go to the User Administration application, and
edit the user definition to include the correct
extension.
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Table 3-1: Resolving Issues in eXpress Assistant (Continued)

Suggestion in eXpress Assistant

How to...

Restart the NICE Interactions Center service
and try again.

From the Start menu, select All Programs >
NICE Perform eXpress > Tools > Services
Configuration Manager. Select the NICE
Interactions Center service, and click the Start

® putton.

See Starting and Stopping Nice Services
on page 151.

Restart the NICE Perform eXpress system to
refresh the channel.

Restart the NICE Perform eXpress machine.
Verify that NICE services are up and running.

The interaction was mapped to the incorrect
user.

Go to the User Administration application, and
edit the user definition to include the correct
extension or Agent ID.

The interaction was not mapped to a user.

Go to the User Administration application, and
edit the user definition to include the correct
extension or Agent ID.

Trunk information is not mapped to a channel,
and therefore it is not recorded.

See the Installation Guide for your telephony
environment.

Try to play the interaction from the Interaction
application. If the Player displays a white line,
which indicates silence, there might be a line
problem. Check channel status.

See the User’s Guide for more information
regarding playback.

Verify that channels are mapped correctly.

You need the correct channel mapping for your
site. In the Configuration application, go to the
Channel Mapping tab and verify the channel

mapping.

Verify that device <Device ID> is configured for
monitoring at your CTI provider.

Contact the IT administrator and ask him/her
whether the CTl is configured for monitoring
devices.

Verify the trunk configuration.

See the Installation Guide for your telephony
environment.
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Managing Interface Boards

The Board Numbering Tool is used for defining the Board ID of the DP6409-eh, PCM6409-¢h, or
DT6409-eh PCle interface board.

The tool can also be used for locating and viewing details for all NICE Perform eXpress 3.0 PCle
interface boards, whether for extension-side, trunk-side, or dedicated trunk environments. This
tool cannot be used for boards from NICE Perform eXpress 1.0.

Contents
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Overview

When you access the Board Numbering Tool, all boards installed in the NICE Perform eXpress
machine are displayed in the main window. The board details include:

Board Type - Indicates the type of board (view only)

Serial Number - Displays the serial number of the board (view only)

Bus and Device - Displays the bus and device number (view only)

Ports - Displays the number of channels that the board can support (view only)

Board ID - The ID number of the board. See Defining the Board ID on page 85 and
Determining the Board ID on page 87 for further information.

The Board Numbering Tool is used for:

Defining the logical position (Board ID) of DP6409-eh, PCM6409-¢h, and DT6409-eh PCle
interface boards. See Defining the Board ID on page 85.

IMPORTANT
The PCM6409-eh, DP6409-eh and DT6409-eh boards may be received with or without a thumb

wheel switch. If they are received with the thumb wheel switch, the logical position (Board ID) of
the boards should still be defined using the Board Numbering Tool.

Identifying the logical position (Board ID) of all NICE Perform eXpress 2.1 PCle interface
boards. See Determining the Board ID on page 87.

Identifying the physical positions (bus and device) of the boards (for all board types). See
Identifying the Physical Location of a Board on page 88.

Providing details for each board. For example, board type, number of ports, serial number.
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Defining the Board ID [l

You must run the Board Numbering Tool and define the Board ID position for each board:

*  The first time you start up the NICE Perform eXpress machine, if your site is using a

DP6409-eh, PCM6409-¢h, or DT6409-eh PCle interface board.

e Ifyou are adding or removing a DP6409-¢h, PCM6409-ch, or DT6409-¢h PCle interface

board to an existing NICE Perform eXpress 2.1 machine.

NOTE:

—

Although the PCle interface boards that use the Thumb Wheel Switch are displayed,
they are marked as disabled, and their Board ID cannot be changed. If there is an error
in the Board ID of one or more of these boards, you must change the position by using

the Thumb Wheel Switch located on the board itself.

To define the Board ID position:

1. From the Start menu, select NICE Perform eXpress > Tools > Board Numbering.

The Board Numbering Tool window appears.

Figure 4-1 Board Numbering Tool Window

= NICE Perform eXpress

Board Numbering Tool
Locating Boards and Configuring Board 1D

IS B3

NICE

Update PCI Interface Board ID (only for boards that do not use a thumb whesl switch):

Board ID

| Board Type | Serial Mumber | Bus, Device |P0rts |

2 : B a L
4 : e Ha i T

DP 21IP 60 1 [+]

| Board LEDs {onjoff) |

[ apply || anepson ||

Cancel

2. Select the board that you want to define. Then from the Board ID drop-down list, select a

position for the board.

Figure 4-2 Board ID Drop-Down List

| Board Type | Serial Murmber | Bus, Device |P0rts Board 1D | oard LEDs (0n,|’0FF)|
MGk 2058 0E, 00 g ]
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™3 IMPORTANT
= The board numbering must be continuous (starting from zero) and without duplication.

In a mixed environment the Board IDs for both environments are numbered consecutively across
both environments and without duplication.

Example: If you have 2 boards, their Board IDs must be 0 and 1. They cannot be numbered 0
and 4, or 1 and 2.

If you have two environments with one board each, the Board ID for one environment is 0 and for
the other environment it is 1.

3. Repeat step 2 for each board that you want to define.
4. Click Apply.

The Restart Service window appears.

Figure 4-3 Restart Window
X

i Mew configuration was saved, The service need to be restarted in order the changes to take effect.
Do you wantk to restart the service now?

5. Click Yes, to restart the TDM Gateway service.

™) IMPORTANT

& ¢ When installing NICE Perform eXpress 2.1 for the first time, you must restart the TDM
Gateway service before you can proceed to configure NICE Perform eXpress.

* For systems with existing NICE Perform eXpress 2.1 boards, if you do not restart the TDM
Gateway service, the system configures according to the existing Board ID definitions.

6. Click Close.

The Exit Confirmation window appears.

Figure 4-4 Exit Confirmation Window

NICE Perform eXpress x|

\}J) Are you sure you wank ko exit?

7. Click Yes.
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Determining the Board ID

When you access the Board Numbering Tool, all boards installed in the NICE Perform eXpress
machine are displayed in the main window.

To determine the logical board position (Board ID):
*  From the Start menu, select NICE Perform eXpress > Tools > Board Numbering.

The Board Numbering Tool window appears.

Figure 4-5 Board Numbering Tool Window

Board Numbering Tool

L4
Locating Boards and Configuring Board 1D N Ic E

Update PCI Interface Board ID (only for boards that do not use a thumb whesl switch):

| Ports | Board 1D | Board LEDs {onjoff) |
a 'J.‘J
1 [+ ;
i 4
4 Board ID
[ Apply || mitEDson || Cancel |

The Board ID is the value that appears in the Board ID column.
If the Board does not have a value for Board ID, see Defining the Board ID on page 85.
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Identifying the Physical Location of a Board

You can use the Board Numbering Tool to assist in identifying the physical location of boards in
the NICE Perform eXpress machine. Each board is inserted into a PCle slot. Use this procedure if

you need to identify the bus and device location, or to easily identify the board(s).

WARNING
In order to view the PCle slot locations, the cover of the NICE Perform eXpress machine must be

removed.
This procedure must only be performed by authorized personnel, following safety precautions.

To identify NICE Perform eXpress PCle interface boards:
1. From the Start menu, select NICE Perform eXpress > Tools > Board Numbering.

The Board Numbering Tool window appears.

Figure 4-6 Board Numbering Tool Window

Board Numbering Tool ®
Locating Boards and Configuring Board 1D N Ic E

Update PCI Interface Board ID (only for boards that do not use a thumb whesl switch):

Board 1D | Board LEDs {onjoff) |
*

1 []

[ Apply || mitEDson || Cancel |

2. Select the board that you want to physically identify, and click

The board LED on the selected board starts to blink. In the Board Numbering Tool window,
under the Board LEDs (On/Off) column, the light bulb is displayed in yellow. See

Figure 4-7.
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Figure 4-7 Board LEDs (On/Off)

Board ID

" Board Tvpe Serial Murmber Bus, Device | Ports Board LEDs {onjoff)

| 4
~@———Displayed in Yellow
when the Board LEDs
are flashing.

Click here to cause all
| the board LEDs for all
v boards to start flashing.

[ eppy || aiepson ||[  cancel |

-0or-

3. Click All LEDs ON.

The LEDs on all the boards start to blink, and on the Board Numbering Tool window, under
the Board LEDs (On/Off) column, all the lightbulbs are displayed in yellow.
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Testing PCle Interface Boards
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System Specifications and Requirements

This section describes the systems specifications and requirements.
*  The following boards, in both PCI and PCI-e formats, are supported:
* NGX: 2400, 1600, 800
e LD: 2409, 1609, 809
* DT: 6409, 3209
*  DP: 6409, 3209
*  PCM: 6409, 3209

E NOTE:
- DP, DT, and PCM boards with rotary switches are not supported.

* By default, SmartWORKS 5.3 is installed during the NICE Perform eXpress installation.
Verify that it is installed on the NICE Perform eXpress machine. SmartWORKS 5.3 is
backwards compatible with SmartWORKS 5.2.

Service Request Requirements

When you send a Service Request to NICE, you must include the following information:
* NICE part number: NICE catalog number for the board.

* Manufacturer part number: AudioCodes catalog number for the board.

e Serial number: Identifying number for the board.

* Diagnostic report: Log file that is generated by the Board Diagnostic Tool. Note: If the
system cannot boot, you cannot generate a report.

* Problem/failure details: Specific problem or failure of the boards. Example: Channels not
functioning.
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Using the Board Diagnostic Tool

The Board Diagnostic Tool enables testing the functionality for PCle Interface boards. By means
of the tool, you can:

e Test one or more PCle Interface boards in a chassis.
e Detect PCle Interface boards.
* Generate a log file.

You use these functions to find out information regarding faulty boards. When a board is faulty,
you open a Service Request with your local support representative. See Service Request
Requirements on page 92.

When you suspect that a board is faulty, even though it has passed the tests in the Board Diagnostic
Tool, you need to further investigate the problem before sending the board back to NICE. See Do
You Suspect a False PASSED Test Result? on page 97.

Example Workflow

An example workflow for using the Board Diagnostic Tool is below:

You test several boards, and the Test Status of one board is Failed. You generate a log file and
then remove the cover of the NICE Perform eXpress machine. You use the detect functionality of
the tool to pinpoint the board whose LED is not blinking. You shut down the system, and then
remove the board whose LED was not blinking. You verify that the serial number on the board
matches the serial number of the failed board in the log file.

To use the Board Diagnostic Tool:
1. Close all applications.

2. Stop the Nice TDM Gateway service. For more information, see Starting and Stopping Nice
Services on page 117.

3. From the Start menu, select All Programs > NICE Perform eXpress > Tools > Board
Diagnostic Tool.

The Board Diagnostic Tool appears.
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Figure 5-1 Board Diagnostic Tool

Vo R
f «ll AudioCodes
DiagAPl Test (HICE Release Ver 1.00.03)
Select All Board Name Board SN Result
¥ | T1/E1 TAP[DPE403EH] 09026721VF
= —
Select None v | DigitaliNG=2400EH] 0841502111
v | PCMIPCIME403EH] 0902672207

Start Test

Stop Test

Start Detect

Stop Detect

Status Report

Save Log As

About

e R

4. To test the boards, complete the following:
a. Select the boards to test.
To select a single board, select the checkbox next to the board name.
To select all the boards, click Select All.
To deselect all the boards, click Select None.
b. Click Start Test.
Note: The test may take several minutes. To stop the test manually, click Stop Test.

Test results appear, indicating whether or not the board Passed or Failed.
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Using the Board Diagnostic Tool l

5
Vo, R
f «ll AudioCodes
DiagAPl Test (HICE Release Ver 1.00.03)
Select All | Board Name Board SN Result
vV | T1/E1 TAP[DPE40SEH) 090267 21WF Paszzed
= —
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Start Test |
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Stop Detect |
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5. To detect the boards, complete the following:
a. Select the boards to detect.
To select a single board, select the checkbox next to the board name.
To select all the boards, click Select All.
To deselect all the boards, click Select None.
b. Click Start Detect.
The CR17 LED for each of the selected boards blinks.
Note: The CR17 LED is visible only after opening the chassis.
6. To generate a log file, click Save Log File.

The Save Log As window appears.
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Figure 5-3 Save Log As Window
x|
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7. Inthe File name field, enter a name for the log file, and click Save.
A text file of the data in the Status Report area is saved.
Figure 5-4 Log File
[ DiagaPL_i2-12-1000gNotepad ~Iojx]

File Edit Format View Help

| v

DiagaPl Diagnostic Test
DiagaPI Test (Mice Release Yer 1.00,03)

Brd Mumber:0 Model: T1/E1 TAP{DP6409EH) Serial Mumber:09026721%F
STEPES: TEST STATUS: SUBREASON:

Cpen Board TestPASSED
Board Assy Test PASSED

Adapter Info PASSED

Fw Yersion PASSED

Cpen Channels PASSED ||
CT Bus PASSED

TDM Test PASSED

Close Channels PASSED

8. Click Exit to stop the Board Diagnostic Tool.

9. Start the Nice TDM Gateway service. For more information, see Starting and Stopping Nice
Services on page 117.

10. If'the board is faulty, open a Service Request with your local support representative. See
Service Request Requirements on page 92.
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Common Scenarios
Do You Suspect a False PASSED Test Result?

This section describes how to diagnose a faulty board that has passed the Board Diagnostic Tool.
Before sending a PASSED board back to NICE, you must complete this diagnostic workflow.

Diagnostic Workflow

The diagnostic workflow for testing a board you suspect to be faulty is below:
1. Stop the TDM Gateway Service. See Starting and Stopping Nice Services on page 117.
2. Test the suspected board with the Board Diagnostic Tool.

3. (Spare board available) If the Test Status of the board is PASSED, replace this board with a
spare board, if you have one.

4. If the system is now recording, re-install the original board. This step is necessary to confirm
that the PASSED board is indeed faulty.

If the system stops recording, the board is faulty. Send the board back to NICE with a Service
Request. See Service Request Requirements on page 92.

5. Start the TDM Gateway Service. See Starting and Stopping Nice Services on page 117.

Figure 5-5 summarizes this workflow:

Figure 5-5 Diagnostic Workflow

Suspect Board is
Faulty

Board is OK.
Keep
investigating.

Y

Run the Board
Diagnostic Tool Yes

v

Re-install
Original Board

Replace Board
with Spare Board

Board Passed Yes—p

Board is faulty. Keep monitoring.

Return board to If problem
NICE with a No persists, contact
service request. NICE.
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System Cannot Boot

Sometimes, when a board is faulty, the system cannot boot. In this case, before sending the board
back to NICE, complete the troubleshooting procedure in this section. You need a spare board to
complete this procedure.

To troubleshoot:
1. Install a spare board.

One of the following occurs:

* The system starts as expected. Proceed to Step 2.

* The system still does not boot. The problem is not the board. Keep investigating.
2. Install the suspected board a second time.

3. Ifthe system still does not boot, send the board back to NICE with a Service Request. See
Service Request Requirements on page 92.
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Troubleshooting Licenses

Licensing issues have three main sources:

¢ License Expired

¢ Channels Allocated Incorrectly

¢ Partitions Reformatted on NICE Perform eXpress Machine

To resolve these issues, it is necessary to contact your local support representative.

Contents
LicensSing OVEIVIEW ........couiiiiiiiiiiirn s s e s 100
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Licensing Overview

In the System Management application, the Licensing area in the System Settings tab displays
the state of the license, the serial number of the NICE Perform eXpress, and the number of
licensed channels. When the NICE Perform eXpress machine has connectivity to ExtraNICE, the
Automatic Activation area enables activating a new license by means of the Product Key. The
Manual Activation/Update arca enables activating a license offline and updating the license
status.

Figure 6-1 Licensing Information
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Resolving Licensing Issues

Licensing issues have three main sources:

¢ License Expired

e Channels Allocated Incorrectly

¢ Partitions Reformatted on NICE Perform eXpress Machine

To resolve these issues, contact your local support representative and send him/her the information

listed in Contacting Support for Licensing Issues on page 103.

License Expired
When the license is expired, recording continues. However, you can only access the System
Management and Configuration applications.

The license can be expired for a number of reasons. The reason for the expiration is noted in the
License Information field.

Figure 6-2 Licensing Information with Expired License
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Table 6-1: Reasons for License Expiration

Reason for Expiration Description

VM NICE Perform eXpress is running on a Virtual Machine
and needs to be activated in order to play back
interactions.

TS NICE Perform eXpress is accessed from a Terminal
Server and needs to be activated in order to play back
interactions.

Passed Expiration Date Trial period of 90 days is over.

System Time Changed Time was changed on the machine.

Clone Detected/Hardware Change |NICE Perform eXpress software was copied to another
machine, or the hardware, such as the motherboard, was
changed.

Figure 6-3 Main Toolbar With No Access to Applications

Seffings  Help

Contact your local support representative and send him/her the information listed in Contacting
Support for Licensing Issues on page 103.

Channels Allocated Incorrectly

This scenario occurs when there is more than one NICE Perform eXpress machine and the licenses
need to be divided between them. Some or all of the licensed channels from one NICE Perform
eXpress machine need to be transferred to a second machine. Contact your local support
representative and send him/her the information listed in Contacting Support for Licensing
Issues on page 103.

Partitions Reformatted on NICE Perform eXpress Machine
Reformatting partitions on a NICE Perform eXpress system sometimes requires re-licensing, as
follows:

* Physical machine: When all the partitions on the NICE Perform eXpress machine are
reformatted, it is necessary to re-license the system.

e Virtual machine: When one the partitions on the NICE Perform eXpress virtual machine is
reformatted, it is necessary to re-license the system.

In the above cases, contact your local support representative and send him/her the information
listed in Contacting Support for Licensing Issues on page 103.
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Contacting Support for Licensing Issues

When contacting your local support representative for licensing issues, send him/her the following
information:

* NICE Perform eXpress serial number
*  Contact details of the person troubleshooting the license
* Log files. See Collecting L.ogs on page 124 to run the Log Collector.

* License Information File. To create a License Information File, in the System Settings tab,
in the Manual Activation/Update area, click Generate.

Figure 6-4 Generate License Information File
Manual Activation / Update

1. Generate a License Information File (*.c2v) Generate M—
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Troubleshooting Business Data

The Event Spy and CAPI Spy tools enable viewing the business data transferred from the
Connection Manager to the driver and then from the driver to the Interactions Center, respectively.

Troubleshooting business data in the Interactions Center comprises verifying that the business data
is correctly defined.

Contents
Generating Reports with Transferred Business Data...........c.cccccccviecermnninininssecccnnnes 106
Troubleshooting Business Data in the Interactions Center ...........cccccccevevrrrinnrnnnn. 109
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Generating Reports with Transferred Business Data

The Integrations Dispatch service includes the Event Spy and CAPI Spy tools, which generate
reports regarding business data transferred from the Connection Manager to the driver (Event Spy)
and then from the driver to the Interactions Center (CAPI Spy).

To generate reports with transferred business data:

1. From the Start menu, select All Programs > NICE Perform eXpress > Tools > Services
Configuration Manager.

The Services Configuration Manager opens.
2. Select the IntegrationsDispatch service, and click Advanced.

The Advanced Settings window appears.

Figure 7-1 Advanced Settings Window
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3. Select Event Spy and CAPI Spy, and then click OK.

4. Restart the IntegrationsDispatch service.

5. To verify that the business data was transferred from the Connection Manager to the driver,
navigate to Programs > NICE Perform eXpress > CTI Tools, and select Event Spy.
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The transferred business data appears in the Business Data section.
Figure 7-2 Events Spy

= Events Spy [-[O]x]
‘J" File ~ s Disconnect 3 Options +
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6. To verify that the business data was transferred from the driver to the Interactions Center,
navigate to Programs > NICE Perform eXpress > CTI Tools, and select CAPI Spy.
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The transferred business data appears in the Business Data section.
Figure 7-3 CAPI Spy
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Troubleshooting Business Data in the Interactions Center

You cannot directly troubleshoot the business data in the Interactions Center component. Instead,
you verify that the business data was correctly configured.

This section explains how to configure business data and covers the following topics:
¢ Overview
¢ Defining Business Data on page 110

¢ Deleting Business Data on page 113

Overview

Business Data fields can be added according to the following guidelines:

* The Name field is case-sensitive! It must exactly match the CTI field name. Take care to
enter it correctly!

*  The number of fields of each type and size is as follows:

Field Type | Text Field Size in bytes | Number of Available fields
Number n/a 6
Text 20 6
Text 30 2
Text 40 8
Text 80 8
Text 120 2

* Ifyou are defining a Text field, then select a Text Field Size according to the following
guidelines:

* 1 character = 1 byte in the NICE Perform eXpress database.

* In Unicode systems, 1 character requires 2 bytes in the NICE Perform eXpress
database.

Example: In a Unicode system, if you are receiving a field is that is 20 characters long,
you will require a business data field that is 40 bytes.

*  You must select a size that is equal to or greater than the actual or maximum size of the
CTI field.

*  The amount of fields of each size is limited. Once you define the maximum amount of
fields for a size, you will no longer be able to select that field size.

* Ifyou select a size that is smaller than the CTI field, information will be truncated.

Examples:
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Troubleshooting Business Data in the Interactions Center l

*  You have 2 data fields that are 100 bytes each, select Text Field Type = 120 for each.

*  You have 3 data fields that are 100 bytes each, select Text Field Type = 120 for 2 of the
data fields. For the third data field, select Text Field Type = 80, the last 20 bytes of
information will get truncated.

* IMPORTANT: In a Mixed Environment, only one set of Business Data fields is available. If
you have two different CTIs, make sure to plan accordingly. Business Data fields used for one
CTI will not be available for the other CTI.

Example: If you define 2 text fields of size 30 for the first CTI, there will not be a text field of
size 30 available for the second CTI.

*  Once you define a field, you can edit only its Alias and Assign to Role values. You cannot edit
its Name, Field Type, or Text Field Size.

e Ifyou delete a Business Data definition, you can later add the same CTI field as a new
Business Data field with different parameters. However, all information from the first
definition will be lost.

Example: You define a Business Data field for ibirthday with alias Birthday and field Number.
You then delete this field and redefine ibirthday with alias Birth and field Text 20. All data
received from the ibirthday field while ibirthday was defined as Number will be lost.

Where will you see Business Data?

The next time a user, whose Role has access to a Business Data field logs in:

*  There will be an additional column in the Interactions application labeled with the field’s Alias
name.

*  When defining a query, there will be an additional field for the Business Data, according to the
Alias name.

Defining Business Data

Use the following procedure to define Business Data fields.

To define Business Data:

1. On the CTI and Recording tab, scroll down to the Business Data Settings section.

2. Click Add /.
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A new row appears.

1. Click Add to start a new row

| ¥ Business Data Settings
2. Click Add after =T Settings

completing the ® = ¥
information

Name (case-sensitive) Alias Name Field type Text Field Size Assign To Role
Add Cancel Text &4 20 Select Roles )
No records to r
[rage ¢ 1 0 *

The Name field is case-sensitive!

3. Inthe Name field, enter the Name of the field exactly as it appears in the CTI. This field is
case-sensitive!

4. Inthe Alias Name field, enter a user-friendly name. This is the name that will appear in
queries and as a column heading in the Interactions window. The Alias Name can contain
special characters and spaces.

5. To define a numeric field, select Number. The Text Field Size ficld becomes disabled.
Continue with Step 6.

_or_
To define a text field, select Text. Then use these guidelines to select a Text Field Size.

* The amount of fields of each type and size is as follows:

Type Size | Available fields
Number | n/a 6
Text 20 6
Text 30 2
Text 40 8
Text 80 8
Text 120 2

e Select a Text Field Size that is equal to or greater than the size of the CTI field. If you
select a size that is smaller than the CTI field, information will be truncated.

Example: The CTI field size is 30. You can select 40. Do not select 20, data will be
truncated.

* Remember: The amount of fields of each size is limited. Once you define the maximum
amount of fields for a size, you will no longer be able to select that size.

Example: Only two fields are available at size 120. Once you define two different fields as
size 120, 120 will no longer appear in the drop-down list.
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Troubleshooting Business Data in the Interactions Center l

* In a Mixed Environment, only one set of Business Data fields is available. If you have
two different CTIs, make sure to plan accordingly. Business Data fields used for one CTI
will not be available for the other CTI.

In the Assign to Role field, select the Roles who will have access to this field.
In the new row, click Add.
Repeat this entire procedure for each Business Data field.

Click Save to save your changes.

10. Click Apply to active your changes in the system. Recording is not interrupted.
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Deleting Business Data

If a Business Data field is deleted, then the following occurs:

e All filters in Quality Management rules based on the Business Data field are removed. The
Quality Management rule that contained the Business Data field will remain.

* Data saved in the Business Data field will be lost. If the same field is later added again, the
previous data will not be found.

To delete a Business Data field:

1. On the CTI and Recording tab, scroll down to the Business Data Settings section.

¥ Business Data Settings

Business Data Settings

X =4 #
Mame (case-sensitive) Alias Name Field type Text Field Size Assign To Role
LIME Line Text 20 I
DIALED NUMBER Dialed Number Text 20 T
CALL DIRECTICH Call Direction Text 20 IT
‘ 4 [

2. Select a row. Then click Delete .

A Confirmation message appears.

Confirmation b4

Deleting a Business Data field will automatically
( . delete all QM rules based on this field. Do you want
?_. ' to continue?

3. Click OK.
4. Click Save to save your changes.
5. Click Apply to active your changes in the system. Recording is not interrupted.

The Business Data field is deleted.
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Verifying Recording

Contents

Understanding the Recording Data FIOW ... 116
Verifying PABX ISSUES......cooocciiiiiicereerrsssmreess s s sess s sms e e s s s s e e s s smmne s s s smnn e s essssmnnes 118
Verifying the PABX Configuration and Physical Line Connectivity............ccccvvveee... 118
Verifying the Distance from the Recording Unit ...........ccccccooiiiiiiiiiiiee e 118
Verifying the Distance from the Recording Unit ............ccccoooiiiiinii e 118
Channel Not RECOrding..........ccoviriiiiiimiriiiirr s 119
Checking EXCEPLiONS .......coiiiciiiiiiiin s 121

Chapter 8: Verifying Recording “

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)



Understanding the Recording Data Flow l

Understanding the Recording Data Flow

This section describes the data flows for recording with and without a CTI.

Recording Data Flow with a CTI

The data flow for recording with a CT1 is as follows:

1. The Telephony Integration receives CTI information from the telephony, such as Call Start
Time, Caller ID, Dialed Number, and Direction (incoming, outgoing, internal).

2. The Telephony Integration reports to the Interactions Center, which maps the CTI information
with the agent and channel associated with the interaction.

3. In parallel to Step 2, the Recording Unit records the audio of the interaction.

4. The Interactions Center enters the CTI, agent, and channel information for the interaction into

the Database.

Figure 8-1 Recording Data Flow with a CTI
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Recording Data Flow without a CTI (Line Signaling)

The data flow for recording without a CTI is as follows:

1. The Recording Unit captures events, such as On/Off Hook and DMTF, and identifies activity
on the line.

2. The Recording Unit reports this information to the Line Signaling Decoder, which creates an
interaction and maps this information to the Caller ID, Dialed Number, and Direction
(incoming, outgoing, and internal).

3. The Line Signaling Decoder sends the interaction information to the Interactions Center,
which maps it to an agent and channel information.

4. The Interactions Center enters the agent, interaction, and channel information into the

Database.

Figure 8-2 Recording Data Flow without a CTI (Line Signaling)
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Verifying PABX Issues

This section comprises the following topics:
¢ Verifying the PABX Configuration and Physical Line Connectivity on page 118
e Verifying the Distance from the Recording Unit on page 118

Verifying the PABX Configuration and Physical Line Connectivity

You verify the PABX configuration and the physical line connectivity together. This section
describes the ways to verify the configuration and connectivity for analog extensions, digital
extensions, and trunks.

Analog Extensions - Verifying the Configuration and Connectivity

With analog extensions, there are phone lines and non-phone lines. Sometimes, the PABX is
configured for phone lines, and the extensions are configured for non-phone lines and vise versa.
From the System Management application, on the System Status tab, verify that no system alerts
appear in the System Alerts area. See SNMP Messages on page 179 for more information.

(NICE Perform eXpress 1.0 Boards) On the board, verify that the jumper settings are correct for
your recording type. The NICE Perform eXpress 1.0 Installation Guides include the jumper
settings for non-phone lines.

Digital Extensions - Verifying the Configuration and Connectivity

*  From the Configuration application, verify that the following settings match those documented
in the Installation Guides:

*  On the Telephony Environment tab, verify that the correct telephony environment is
selected.

*  On the CTI and Recording tab, verify that the board is connected to the correct PABX.

*  On each board, verify that the DIP switch settings are correct. See the Installation Guides for
the correct DIP switch settings.

Trunks - Verifying the Configuration and Connectivity

*  Contact the IT administrator, and from the Configuration application, on the CTIl and
Recording tab, verify that each recording setting is correct for the PABX.

*  (More than one trunk) Check the board ID and trunk settings to verify that each trunk is
connected to the correct board.

*  On each board, verify that the DIP switch settings are correct. See the Installation Guides for
the correct DIP switch settings.

Verifying the Distance from the Recording Unit

The Recording Unit must be connected a certain distance from the PABX. See the Installation

Guides for your site for the correct distance.
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Channel Not Recording

This section lists the possible channel status for VoIP and TDM channels. The channel status
appears in the Channel Monitor application in the Status column.

Figure 8-3 Channel Status in the Channel Monitor Application

Channel Status
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Chanrel 12 TOMTrunk oK
Channel 13 TOMTrunk ok
Channel 14 TOMTrunk oK
Channel 15 TOMTrunk oK.
Channel 16 TOMTrunk oK
Channel 17 TOMTrunk ok
Channel 18 TOMTrunk oK
Channel 19 TOMTrunk oK
Channel 20 TOMTrunk oK
Channel 21 TOMTrunk ok
Channel 22 TOMTrunk oK
Channel 23 TOMTrunk oK

= : =
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VolP Channel Status

The following channel statuses related to VoIP channels might appear.

Channel Status Description Suggested Action
Channel Critical Critical error occurred on the channel. Collect all log files and
Error contact your Customer

Support. See Collecting

Export Error Some or all of the channels failed to export Logs on page 124.

buffers to the NICE Perform eXpress.

Restart the system to

General Error IP Capture General error. refresh the channel.
OK No channel error.
Reception Error IP Capture data reception error. Check the NIC.
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Channel Not Recording l

The following possible channel statuses related to TDM channels might appear. If one does
appear, verify the PABX configuration, physical line connectivity, and the distance from the NICE

Perform eXpress system.

Channel Status

Description

AIS

Alarm Indication Signal. Signal with the digit “one” only, indicating an
alarm on the far end (PABX).

Channel Indicators
timeout

No phone indicators (LED, display...) where received for the last 30
minutes. The line most probably cannot function properly.

Frame error

Frame found with errors.

Frame loss

Frame was not found.

Line Error

Indicates a problem with the line (Synchronization, loss problem, etc.)

Multiframe alignment
was lost

Loss of multiframe alignment signal.

No Multiframe
Synchronization

No synchronization on Multiframe level due to multiframe error or loss.

No Signal No input signal. Check line connectivity. See Verifying the PABX
Configuration and Physical Line Connectivity on page 118.

No Signaling

Capabilities are

Available

OK No channel error.

RAI Remote Alarm Indication. Sent by the far end (PABX), indicating a
problem with the signal it is receiving from the local end (ETAI-III
board).

RS Receiver SLIP (time discrepancy)

Signal is Unbalanced

Positive and negative signal peaks are not equal.

Signal was lost

No input signal. Check line connectivity. Verifying the PABX
Configuration and Physical Line Connectivity on page 118.

Unknown Status

XS

Transmitter SLIP (time discrepancy) - ISDN only.
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Checking Exceptions

Checking Exceptions l

Query the database to see the exceptions. Most of the time exceptions are connected to recordings and not directly to the interaction IDs. In
order to see the connection between an exception and interaction ID, query both the exception details and the related recording (which
includes the interaction ID).

To check the CLS Exceptions in the Database:

1.
2,

Query the tblinteractionCatalog table to check for which period the calls occur.
Get all the exceptions related to interactions:

SELECT * FROM tblExceptionXX, tblinteractionXX

WHERE

tblExceptionXX.ilnteractionID = tblinteractionXX.ilnteractionlD

Get all exceptions related to recordings:

SELECT * FROM tblExceptionXX, tbIRecordingXX

WHERE

tblIExceptionXX.iRecordinglID = tbIRecordingXX.iRecordinglD

Check the vcExceptionDetail ficld in tbIException.

See Table 8-1 for a list of exceptions, their possible cause, and the recommended action.

Table 8-1: List of Exceptions

1

Exception Short

P Meaning Possible Cause
Description
Duplicate call start. Duplicate start of call — Problem with the driver or
another call with the same PABX reports.

call key has started while this
call was open.
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Recommended Action

Check the driver or PABX.
Collect the driver and CLS log files.
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Table 8-1: List of Exceptions (Continued)

Exception Short
Description

2 Maximum duration
exceeded.

3 Call flushed while

open.
4 N/A
5 Call start not
reported.
6 N/A

Meaning

Call too long — the call was
open for more seconds than
the value of the registry
parameter
MaxOpenCallDuration and
was therefore forcibly
closed.

Call flushed — a flush
command was executed
while the call was open.

N/A

End call without start
(Default Start Time).

N/A
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Possible Cause

Either the call was longer than
the parameters value, or there
is a problem with the driver or
PABX reports.

The driver may have gone
down and come up.

N/A

Problem with the driver or
PABX reports.

Could be followed by reports
with exp02 because the start
and end call reports have
different information.

N/A

Checking Exceptions l

Recommended Action

Check if the value of the Call Server
parameter op_MaxOpenCallDuration
matches the length of calls in the site.

Check that the driver is up.

Review the driver log files, look for
errors. If there is no error no action is
needed.

N/A

Check the driver or PABX.

Review the driver log files, look for
errors. If there are errors, collect the
driver and CLS log files.

N/A

Chapter 8: Verifying Recording “



Table 8-1: List of Exceptions (Continued)

10

11

Exception Short
Description

No available
recording resource.

Logger not
responding.

Unspecified
recording failure.

Agent logout during
call.

Too many calls for
agent/extension.

Meaning

No available recording
resource.

Logger not responding.

Unspecified recording
failure.

Agent logout during the call.

MaxExtentionOpencCall - too
many open calls for the same
agent/extension when
compared to the
op_MaxCallPerExt registry
parameter.
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Possible Cause

There are not enough
recording channels to handle
the number of recording
requests in the site.

Problem with Logger or
connection to Logger.

Unknown failure cause.
Received from the RCM.

Problem with the driver or
PABX call or logout reports.

The agent had more
simultaneous open segments
than the parameter value.

Could be a problem with the
driver or PABX call reports.

Checking Exceptions l

Recommended Action

Could be caused by unclosed
recorded calls. Check for exp02 calls.
If there is a substantial amount of calls
with these exceptions, check the RCM
logs for Logger disconnections
(Logger down) and if channels were
allocated after connection
reestablished with Logger.

Relevant for voice and screen
resources.
Check the Logger.

Check the network connectivity
between the Logger and the CLS.

Check the RCM logs.

Collect the Integration and CLS log
files.

Check if it is physically possible to
logout during a call.

Collect the Integration and CLS log
files.

Check if the parameter value meets
the requirements of the site.

Look for calls with exp02 to see if
there is a problem with the call reports.
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Table 8-1: List of Exceptions (Continued)

Exception Short

= Description L LT

12  Voice recording Voice recording failed.
failed.

13  Screen Logger not Screen logger not
responding. responding.
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Possible Cause

Error code received from the
telephony server or if RCM
was down on start of Call. If
this appears as e12 check the
sub-exception ID for more
information.

Logger is down or network
issue.

Checking Exceptions l

Recommended Action

* Collect the Integration and CLS
log files.

*  Sub-exception 12 310 indicates
the Logger is down.

*  Sub-exception 12 1702 indicates
no VolP audio due to a
configuration problem. This is
dependant on the VolP
integration. Check the
configuration, the forwarding data
passed to the Capture (RCM
logs), the Capture logs, as well as
the forwarding device
configuration. For example, no
audio is received if no or wrong
forwarding information is passed
to Capture, or if the audio is not
forwarded by the telephony
switch/forwarding device.

Check the NiceScreen Logger and
ScreenAgent. Check the RCM logs for
errors when calling screen capture to
start record.
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Table 8-1: List of Exceptions (Continued)

Exception Short

= Description L LT

14  Screen recording Screen recording failed.
failed.

15  Unmapped voice Unmapped voice recording.
recording.

16  Unmapped screen Unmapped screen recording.
recording.
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Possible Cause

An Error code that might
indicate RCM was down on
start of Call.

If this appears as e14, check
the sub-exception ID for more
information.

Problem in the voice channel
configuration.

The recording request was
received with empty Station or
IP address (depends on the
screen allocation mode).

Checking Exceptions l

Recommended Action

Check the NiceScreen Logger.
Check the RCM logs.

Sub-exception 14 1002 indicates
an error was received during
screen recording. Either
ScreenAgent was disconnected
from the Interactions Center or
ScreenAgent recording failed.
Partial recording (up until the time
of the error) may be available.

*  Sub-exception 14 4 indicates
there was an unspecified failure.

Switch the logs to DEBUG.

Check channels configuration. See if
there is a mapping configured for this
call.

Check the RCM logs.

Check what the RCM received in the
Start request.

If the allocation mode is by IP address
then check if the agent logged in.
Check ports. Verify in RCM logs that
the start request for recording the
agent's screen contained the screen
agent's IP.
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Table 8-1: List of Exceptions (Continued)

ID

17

18

19
20

21
22

Exception Short
Description

Voice recording retry.

Call Server service
shutdown.

N/A

Logger not
responding.

N/A
N/A

Meaning

Recording voice succeeded
only after retry (partial retry).

Call Server was down during
the call.

N/A
The Logger did not respond

to the start record command.

N/A
N/A
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Possible Cause

May be a temporary failure on
the Logger.

Call Server was down.

N/A

Stop record command arrived
before a response for the start
record request arrived. This
may occur for one of the
following reasons:

* The call was very short (1
or 2 seconds).

* The request was for
2 medias.

* Success in both was
required (usually QA).

* One media failed
immediately.

e Stop record is sent for
both medias.

N/A
N/A

Checking Exceptions l

Recommended Action

Check Logger for possible reasons for
temporary failures.

Check reason for Call Server failure.
Collect CLS logs, event viewer and
CPU Performance Monitor.

N/A

No action is needed if there was
indeed a short call; otherwise collect
CLS and driver log files.

If the request was for 2 medias, try to
understand the recording problem with
the first media.

Check the RCM logs.
Check the Call Server logs.

N/A
N/A
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Table 8-1: List of Exceptions (Continued)

Exception Short

= Description

Meaning

23 Call start not
reported.

Stop record without start
(screen or voice).

24  Error in stop record
request.

Stop record with wrong ID.

No start call request was
found with this CLS Call ID.

25  Too many requests
for channel.

Too many recording requests
for the same Logger and
channel (more than 30).
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Possible Cause

Usually happens with very
short calls.

The request was for 2 medias.

Success in both was required
(usually QA). One media
failed immediately. Stop
record was sent for both
medias.

Or may be an internal
problem.

Usually happens with very
short calls.

The request was for 2 medias.

Success in both was required
(usually QA). One media
failed immediately. Stop
record was sent for both
medias.

Or may be an internal
problem.

May occur due to a problem
with the driver or PABX call
reports — calls are not closed.

Checking Exceptions l

Recommended Action

No action is needed if there was
indeed a short call; otherwise collect
CLS and driver log files.

If the request was for 2 medias, try to
understand the recording problem with
the first media.

Check the RCM logs.
Check the Call Server logs.

No action is needed if there was
indeed a short call; otherwise collect
CLS and driver log files.

If the request was for 2 medias, try to
understand the recording problem with
the first media.

Check the RCM logs.
Check the Call Server logs.

Collect CLS and driver log files.
Check the Call Server logs.
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Table 8-1: List of Exceptions (Continued)

ID

26

27

28

29

30

Exception Short
Description

RCM service down
during call.

Error on complete
interaction start.

No available

recording resource.

Error on complete
interaction close.

Time Interval
recording aborted.

Meaning

RCM was down during the
call.

The contact started after its
segment.

No available recording
resource.

The RCM (Resource Call
Manager) cannot allocate
more resources for this
initiator.

Segment was open when the
contact closed.

Block dummy call was
closed due to a Call Server
restart.
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Possible Cause

RCM was down.

Problem in the driver or PABX
call or logout reports.

Not enough Logger recording
channels.

Bad resource management
configuration.

There maybe a problem with
calls that are not closed and
therefore resources are not
being freed up.

Could be a problem with the
drivers or PABX call reports.

Call Server restarted.

Checking Exceptions l

Recommended Action

Collect CLS logs, event viewer and
CPU Performance Monitor.

Check the RCM logs.

Check the reason that the RCM went
down.

Check the driver or PABX.

Collect CLS and driver log files.
Check the RCM logs for a long period
in DEBUG mode.

See if the configuration meets the site
needs. If not change it.

Collect CLS and driver log files.
Restart RCM.

Check the RCM logs.

Could be a problem with the driver or
PABX reports.

Check the driver or PABX.
Collect CLS and driver log files.

Collect CLS log files.
Check why Call Server was closed.
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Table 8-1: List of Exceptions (Continued)

ID

31

32
33

34

35

36

Exception Short
Description

Client disconnect.

N/A

Stop on demand not
by initiator.

Invalid call time
report.

RCM service not
responding.

Business data value
too long.

Meaning

Client was disconnected
during the open block.

N/A

Stop on demand was
performed on the interaction
recording by a client who
was not the recording
initiator.

Time field was changed by
the DB Server. Interaction
was inserted with time value
lower then 1970. Stop time
was lower than start time.

The Call Server received a
timeout error on the request
to the RCM.

String field was truncated by
the DB Server. Call Server
sent a string longer than
allowed by the DB schema.
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Possible Cause

Client was disconnected.

N/A

Stop on demand was
performed on the interaction
recording by a client who was
not the recording initiator.

Call Server error. lllegal time
parameters were reported.

RCM is too busy.

Internal RCM error.

Event caused the RCM not to
respond, for example,
detected many Loggers
initializing.

Business data length is
incorrectly specified.

Checking Exceptions l

Recommended Action

Collect CLS log files.

Check why the client was
disconnected.

Check the Call Server logs.
N/A

No action required.

Collect CLS log files.
Check the Call Server logs.

Collect CLS logs, event viewer and
CPU Performance Monitor.

Check the RCM logs.

Collect CLS and driver log files.

Check the maximum business data
length, change it in the DB and restart
the CLS.
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Table 8-1: List of Exceptions (Continued)

ID

37

38

39

40

Exception Short
Description

Failed to record VolP.

Failed to update
VolIP data.

Complete interaction
handled on multiple
servers.

Recording time
mismatch.

Meaning

Failed to record. Audio not
found in VoIP recording.

Update VolIP (which updates
the IP for an open request
and its participant) sent by
the Driver failed.

Split Contact - Segments for
contact handled on more
than one Interactions Center.

Recording Time Mismatch —
recording time was out of call
time range.
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Possible Cause

This usually results from a
failure to sniff VolP packets by
the Logger.

After the Start command to
the Logger, the RCM waits 2.5
seconds and checks if the
audio packets were received.

Occurs, for example, when
the update is for an
unmapped device or a closed
request, or because the
update was not received by
the RCM.

Interaction Router could not
find mapped segment on the
Interactions Center that was
selected for the other open
segment under the same
contact.

Problem with integration.
Calls may be reported late to
the CLS when the system is
under stress.

Checking Exceptions l

Recommended Action

* Run a sniffer to check if packets
were coming in.

¢ Collect CLS and Logger log files.

¢ Check for channel mapping
failures.

* Check the RCM logs for the
allocated channel.

*  Check the Capture logs.
Check that the device in the Update

VolP sent from driver is mapped.

No action required.

Check the Call Server logs.
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Checking Exceptions l

Table 8-1: List of Exceptions (Continued)

Exception Short

ID . .. Meaning Possible Cause Recommended Action
Description
41 Unknown Initiator. At the start of the call, the User is not defined under Ensure the user exists and is defined
initiator participant has no UserAdmin. in the DB.

User ID, that is, the User ID
was not found in the
UserAdmin Database.

Chapter 8: Verifying Recording “

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)



Blank page for double-sided printing.



Verifying Archiving

Contents

Understanding the Archiving Data FIOW..........ccccciniimmminiinsen e 134
Archiving and Backup Troubleshooting ISSUES ...........cccenriimmrrinnimne e 135
Archiving TroubleShOOtiNg..........uuuuiiiiiiiei e 135
Backup TroubleShOOtiNg..........ueeiiiiiiieie e 139

Chapter 9: Verifying Archiving “

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)



Understanding the Archiving Data Flow l

Understanding the Archiving Data Flow

In the NICE Perform eXpress system, all interactions are archived. The data flow for archiving
interactions with NICE Perform eXpress is as follows:

1.

2
3
4,
5

The Rule Engine collects interactions that need to be archived and creates a task in the
Database to archive these interactions.

The Storage Center reads the task from the Database.
The Storage Center gets the audio stored on the Recording Unit.
The Storage Center saves the audio to a remote storage path or to an ESM.

If there is a backup device, the audio is continuously backed up to this device.

Figure 9-1 Archiving Data Flow
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Archiving and Backup Troubleshooting Issues l

Archiving and Backup Troubleshooting Issues

Most archiving issues, such as an error in archiving recorded interactions, appear as an SNMP
message in the System Management application. See SNMP Messages on page 179 for suggested
actions if an SNMP message appears.

Other issues, however can be solved before contacting your local support representative. These
issues are described in this section.

¢ Archiving Troubleshooting on page 135

¢  Backup Troubleshooting on page 139

Archiving Troubleshooting

In the System Management application, the System Status tab summarizes pertinent archiving
and storage information. See Understanding Displayed System Information in the next section.
If you see that there is not enough storage space available, create another Remote Storage Path on
a partition with free space. See the Installation Guide of your telephony environment for more
information.

Understanding Displayed System Information

The System View area summarizes the information relevant to the recording environment. When
data in the System View area needs the attention of the system administrator, it is displayed in
orange or red, depending on whether a warning or critical threshold was reached.

Figure 9-2 System View Area

System View

Environment Recording Unit Channels Database Device Storage

Telephony Environrment: Last 24 hours: 4/4 mapped Database Used Device Used Total/Free/Archived
Nartel Sympasiom TD... 33 calls recorded channels RS BE o 429 49.4/28.2/0.0

CTI: Last recorded call: Channe| Status: A Last archived call:
MyHortell Errar {1 channels) Bt 72 B 9% 9/2/2009 1157:22 PM

Telephony Environment: g,;qzzzuog SEE3ED 4 mapped users Audit Trail - 0.1% Archive time:
Awvaya SIP Passive V.. Rules 0.07% Taps 0% 9/2/2009 8:13:07 PM
Boards:

CTL: Digital

Storage 1% fissignment  Archiving Archive Statistics
Mydawvayal

Status Ernpty

Table 9-1 describes the information in the System View area.

Table 9-1: Information in System View

Information Description
Environment Telephony environment and CTIl name.
Recording Unit *  Number of interactions recorded in the last 24 hours.

e Date and time of the last recorded interaction.

* Name of the board, if installed. If no board is installed, None
appears.
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Archiving and Backup Troubleshooting Issues l

Table 9-1: Information in System View (Continued)

Information Description

Channels *  Number of mapped channels out of the total number of available
channels. Example: 4/75 mapped channels means that
4 channels are mapped out of 75 available channels.

* Channel Status: Describes the status of the channels. When an
error occurs, the problmatic status appears in red. Go to the
Channel Monitor application to verify the problem.

*  Number of users assigned to an extension through the User
Administration application. Example: 5 mapped users means that
5 users are assigned extensions.

Database Percentage of space used by each component in the database.

Device * Percentage of space used by each drive on the NICE Perform
eXpress machine.

* Information regarding the backup device, if enabled.

Storage Storage area of the system. More than one NICE Perform eXpress
system might be attached to the same partition.

With an ESM storage type, the data stored on this partition is later
moved to the ESM. With remote storage, the data remains on this
partition:

Important: The Free and Archived values refer to the size of the
interactions data and do not include other files on the partition.
Parameters included in this area are:

* Total: Size of entire space available on the partition.

* Free: Size of remaining free storage space on the partition after
archiving by all NICE Perform eXpress systems that are attached to
this storage space.

¢ Archived: Size of the storage space used by the current NICE
Perform eXpress system. Note: 100 MB is the smallest size
displayed.

* Last archived call: Date and time when the interaction listed in the
Archive time column actually occurred.

* Archive time: Date and time when the interaction listed in the Last
archived call column was saved to the configured storage path.

* Archive Statistics: Link to a report that summarizes information
regarding Retention Rules.

Important: Make sure that the time difference between the Last

archived call and the Archive time stays relatively constant. If the
time changes drastically, there could be an archiving backlog.

Chapter 9: Verifying Archiving “

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)



Archiving and Backup Troubleshooting Issues l

Differences in Data Retention according to Storage Type

Depending on whether you are using an ESM or remote storage, NICE Perform eXpress responds
differently when the partition reaches its capacity.

For ESMs: When the partition reaches its capacity, oldest interactions are automatically deleted.
For remote storage: When the partition reaches its capacity, one of the following occurs:

e QOldest interactions are automatically deleted.

e If the retention period is still in effect, new interactions are not stored.

In the System Status tab, in the Storage column, the Free value displays exactly the size of
storage space left for all the systems together in the configured storage path.

Alerts in the System View Area

When the data displayed in the System View area needs the attention of a system administrator,
the data is displayed in orange or red, depending on whether a warning or critical threshold was
reached. In Table 9-2, the warning and critical thresholds for displayed information are listed.

Table 9-2: Warning and Critical Thresholds

Area

Information Title

Warning Alert
Threshold (Orange)

Critical Alert
Threshold (Red)

Recording Unit

Last 24 hours

When O calls are
recorded.

Last recorded call

When N/A or if the last
recorded call was more
than 24 hours ago.

When the value is:
> or = 90 but < 95.

Database Interactions When the value is:
> or = 95.
Administration When the value is: When the value is:
> or = 80 but < 95. >or =95.
Audit Trail When the value is: When the value is:
> or = 80 but < 95. > or = 95.
Rules When the value is: When the value is:
> or = 80 but < 95. > or = 95.
Storage When the value is: When the value is:
> or = 80 but < 95. >or =95.
Device Status Error

When the value is:
> or = 95.
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Archiving and Backup Troubleshooting Issues l

Table 9-2: Warning and Critical Thresholds

Area Information Title Warning Alert Critical Alert
Threshold (Orange) Threshold (Red)
Storage Total/Free/Archived |Less than 2% of total free
space.
Last archived call Older than 1 day.
Archived time Older than 1 day.

Backup Device Tasks and Statuses

When a backup device is enabled, its current task and status appear in the System View area in
the Device column.

Figure 9-3 Device Column

Device

Device Used space
Tape 1%
{archiving) {Archiving).
Y 25%

[N 17%

Status of backup device

Current task of the backup device

Backup Device Task

The task of the backup device is its currently assigned function. A backup device can perform one
of the following tasks:

* Archiving: Device is saving interactions from the Recording Unit to its recording media.

* Retrieval: Device is accessing interactions from its recording media and transferring them to
the Recording Unit for playback.

* None: No archiving or retrieval is taking place, or the backup device is disabled.

Backup Device Statuses

The different backup device statuses are described in the table below:

Table 9-3: Backup Device Statuses

Status Description
Archiving Device is archiving data from the Recording Unit to the recording
media.
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Table 9-3: Backup Device Statuses (Continued)

Status

Cannot Append Old Media

Description

Media with data from a previous version of the Recording Unit is
in the device, and it cannot be appended.

Cleaning Cleaning media is inserted in the device.
Closing Device is ejecting the media.

Empty No media is in the backup device.

Error Error in the device or in the recording media.

Loading for Reading
Loading for Write

Device is loading the media before retrieving data from it.

Device is loading the media before archiving to it.

None No archiving or retrieval is taking place.

Ready for Reading Device is ready for retrieval requests.

Ready for Write Device is ready to archive, but there is no data on the Recording
Unit.

Recovering The media did not eject properly, and the device is attempting to
recover data from the media.

Retrieving Device is retrieving data from the media and transferring it to the

Waiting for User Eject

Backup Troubleshooting

USB Tapes Not Detected

Recording Unit for playback.

DVD media is full, and the administrator needs to eject it.
(Shown only for DVD media)

When NICE Perform eXpress does not detect USB tapes, check that the certified drivers are
installed for the tapes and that no other backup devices are installed.

To troubleshoot USB tapes not detected by the system:

1. Check that certified drivers are installed for the USB tapes.

2. Additional installed backup devices prevent the detection of USB tapes. Check that no
DVD-RAM devices or SCSI/IDE tapes are connected to the NICE Perform eXpress machine.

SCSI Tapes Not Detected

When NICE Perform eXpress does not detect SCSI tapes, make sure that no DVD-RAM devices

are connected to the machine.
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To troubleshoot SCSI tapes not detected by the system:

* Installed DVD-RAM devices prevent the detection of SCSI tapes. Check that no DVD-RAM
devices are connected to the Backup Server.

Other Backup Issues

When browsing in the My Computer folder, do not browse in the removable disk drives or CD
drives as this might interrupt archiving.
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Understanding the Query and Playback Data Flow

The data flow for querying and playing back interactions with NICE Perform eXpress is as
follows:

1.
2,

Figure 10-1

In the Interactions application, the user searches interactions by querying the database.

From the query results, the user selects an interaction and clicks the Play button, which

transfers the interaction information to the Playback component.

Unit.

The Playback component locates the interaction in the Storage Center or in the Recording

The Playback component streams the audio to the user and plays it back in Player.

The Playback component sends Audit Trail a message with details of the user who played back

the interaction as well as details of the interaction itself.
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Understanding Playback Error Messages

This section describes playback error messages.

¢ Key to Internal Playback Error Messages on page 143

*  Windows Media Player Not Installed Message on page 146

Key to Internal Playback Error Messages

Internal playback error messages appear with only a number. Table 10-1 displays the error
message number, a description of the error, and suggested actions to fix the problem.

Resolving Playback Error Messages

The descriptions of the error messages and the suggested actions cover a wide range of possible
issues. When there is no suggested action, or the suggested action does not solve the problem,
complete the following steps:

1. Run the Log Collector tool. See Collecting Logs on page 158. A ZIP file of the logs is

created.

2. Send support the ZIP file of the logs, the site configuration, and any changes on the PBX.

Table 10-1: Playback Error Messages
ID Source  Description Suggested Actions
3500 Server Operation successful. None
3501 Server No recordings found. Go to the System Management
application, and then in the
Backup Management tab, verify
that the audio is stored on backup
media.
3502 Server User is not authorized to play the | None
selected interaction.
3503 Server Failed to play back the
interaction.
3504 Server Failed to save the interaction.
3505 Server Failed to monitor the channel. See Error 3505 After Renaming
Machine on page 39.
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Table 10-1: Playback Error Messages (Continued)

ID Source  Description Suggested Actions
3506 Server Error occurred while trying to None
report to the Audit Trail
application when saving an
interaction.
3507 Server Get user confirmation to retrieve
the audio from an offline storage
device.
3508 Server | Tag or Comment handling
generated an error.
3509 Server Failed to retrieve the audio from
offline storage. Recordings are
inaccessible.
3991 Client Sound card problem. Verify that a sound device is
installed on your computer.
Verify that the sound device is
functioning properly.
3992 Client Windows Media Player failed to None

play the URL that was received
from the Web service.
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Table 10-1: Playback Error Messages (Continued)

ID Source  Description Suggested Actions

3993 Client When playing back in the 1. Uninstall WMS and then
Interactions application, WMS is reinstall.
not active. 2. From the Start menu, select
When monitoring channels in the Run. Enter compmgmt .msc
Channel Monitor application, and click OK.
broadcast is not active. 3. In the Computer
The WMS Anonymous User Management (local) tree,
Authentication plug-in is using a select Local Users and
password that is out of sync with Groups, and select Users
the Windows user account. 4. Locate the Windows Media

anonymous account. This is
WMUS_<machine name>.

5. Right-click this user account
and select Set Password.

6. Proceed with setting the
password and give the account
a new password, then click
OK.

7. In Windows Media Services,
select the server name. In the
Properties tab, select
Authentication.

8. Double-click the WMS
Anonymous User
Authentication plug-in.

9. \Verify that the user account
name is the same as that in
Computer Management.

10. Set the password to be the
same as what you set in
Computer Management.

11. Click OK and enable the WMS
Anonymous User
Authentication plug-in.

3994 Client Stop monitoring when monitor Go to the Channel Monitor
session reaches 1 hour. application, and start a new
monitor session.

3995 Client Windows Media Player is not See Windows Media Player Not
installed — ActiveX object Installed Message below.
allocation failure.
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Table 10-1: Playback Error Messages (Continued)

ID Source  Description Suggested Actions

3996 Client Windows Media Player version is | None
lower than 9.0.

3997 Client Web service proxy call returned
with failure.
3998 Client The file path returned by the Web

service is empty or null.

3999 Client Error occurred while connecting
to the Web service. The Web
service was not reached.

Windows Media Player Not Installed Message

Cause

When the memory use of the Internet Explorer browser is too high, the following error message
appears stating that the Windows Media Player 9.0 must be installed on the machine, even though
it is already installed.

Figure 10-2 Information Window

Information x

IZ|_ Windows Media Player 9.0 or up must be
installed on this machine in order to use the
player.

# Please contact your system administrator.

[Codde: 3995)

ETN

Solution

Open a new instance of the Internet Explorer browser, and try again to play back the interaction or
monitor the channel.
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Managing Nice Services

You manage Nice services through the Services Configuration Manager.

Contents
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Introducing the Services Configuration Manager

This section describes how to start the Services Configuration Manager, introduces the user
interface, and lists available services.

e Starting the Services Configuration Manager on page 148
* Getting Around the Services Configuration Manager on page 148

e Available Nice Services on page 149

Starting the Services Configuration Manager

The Services Configuration Manager is installed along with NICE Perform eXpress. You start it
from the Start menu on the NICE Perform eXpress machine.

To start the Services Configuration Manager:

*  From the Start menu, select All Programs > NICE Perform eXpress > Tools > Services
Configuration Manager.

The Services Configuration Manager opens.

Figure 11-1 Services Configuration Manager
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Getting Around the Services Configuration Manager

The Services Configuration Manager (Figure 11-1 on page 148) lists all available NICE services
and enables performing a number of actions on them, which can be executed both from the Action
menu and from the tool bar.

Each service listed in the Services Configuration Manager includes the following information:

Table 11-1: Service Information Listed in the Services Configuration Manager

Column Name Description
Name Name of the EXE file
Display Name Name displayed in the Microsoft Services window

Chapter 11: Managing Nice Services “

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)



Introducing the Services Configuration Manager l

Table 11-1: Service Information Listed in the Services Configuration Manager

Column Name Description
Description Explanation of the actions the service performs
State * Running

* Stopped

* Paused
Start Mode *  Manual

¢ Disabled
Log On User who has permission to run the service
Exe Path Path of the EXE file for the service

Available Nice Services

Nice services that run with NICE Perform eXpress are listed below:

Table 11-2: NICE Services

Service Name

Nice Audit Trail Service

Nice Central NPX

Description

Enables adding messages and events issued
by NICE CEM applications to the Audit Trail
database.

Responsible for synchronizing the Central
Administration and NICE Perform eXpress
servers data.

Note: This service only appears on machines
where the Central Administration is installed.

Nice Interactions Center Monitor Reports failover/OK messages to the session
controller.
Nice Integration Dispatch Service Launches and maintains NICE integration

Nice Interaction Center

processes such as the CTI driver, Connection
Manager, Key Manager, and others.

Determines which interactions to record and
how to record them, based on the
configuration and recording rules of the

system.

NPX SystemMonitoring Monitors and reports the status of the NPX
system.

Nice Integrations Log Retention Provides retention of the NICE integration log
files.
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Table 11-2: NICE Services (Continued)

Service Name Description

Nice VolP Logger NICE recording service for VolP.

Nice Playback Administration Manages administrative tasks for the Player.
Nice Storage Streaming Service Plays back the Storage Center files to NICE

Perform eXpress.
Nice Playback Streaming Manages media streaming for Player.

Nice Rule Engine Performs rules, according to rules defined in
the Rules Manager.

Nice Storage Center Service Performs long term archiving for all NICE
interactions.
SNMP Service Enables Simple Network Management

Protocol (SNMP) requests to be processed by
this computer. If this service is stopped, the
computer will be unable to process SNMP
requests. If this service is disabled, any
services that explicitly depend on it will fail to

start.

Nice SystemAdministrator Performs administrative tasks for NICE
applications.

Nice TDM Gateway TDM to VolIP service.

Nice Interactions Center TRS Inserts missing calls into the CLS database.
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% BEST PRACTICE:

Starting and Stopping Nice Services l

Starting and stopping Nice services momentarily shuts down the NICE Perform eXpress
machine, which results in data loss. Wait until off-hours before performing these

maintenance tasks.

You start and stop Nice services from the Services Configuration Manager.

To start and stop Nice services:

1. Start the Services Configuration Manager. See Starting the Services Configuration

Manager on page 148.

2. Select the service you want to start or stop. 7o select all services, press the Ctrl and A keys.

Figure 11-2 Service Selected in the Services Configuration Manager
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3. Do one of the following:

e To start a service, click the Start © button. In the State column, the state changes from

Stopped to Running.

*  To stop a service, click the Stop @ button. In the State column, the state changes from

Running to Stopped.

4. (Recommended) 7o verify that the services have started or stopped, complete the following:

a. From the Control Panel, select Administrative Tools > Services. The Services window

appears.

b. In the Status column, verify that the service has started or stopped.
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Viewing the Service Logs l

You can view the NICE service logs from the Services Configuration Manager. Logs that are
supported by the Log Viewer application, open in Log Viewer. Logs that are not supported by the

Log Viewer application, open as TXT files in Notepad.

To view service logs:

1.

Start the Services Configuration Manager. See Starting the Services Configuration
Manager on page 148.

Select the service whose log you want to view.

Figure 11-3 Service Selected in the Services Configuration Manager
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Do one of the following:

e Click Show Log .
_or_
* Right click the service, and select Show Log.

The Logs List window appears.

Figure 11-4 Logs List Window

£ Logs List [ %]
NICE Services Configuration Manager o}

Choose alog file and click open

—Log File List
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4. Select the log you want to view, and click Open.
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Changing the Reporting Level of Service Logs

You can change the reporting level of service logs to include more or less information. For
example, if the reporting level is set to Warning, and you want more information, you might
change the reporting level to Info. The possible reporting levels change according to each specific
service.

To change the reporting levels of service logs:

1. Start the Services Configuration Manager. See Starting the Services Configuration
Manager on page 148.

2. Select the service for whose log you want to change the reporting level.

Figure 11-5 Service Selected in the Services Configuration Manager
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3. Do one of the following:

* Click Change Debug Level <.

-or-
* Right-click the service, and select Change Debug Level.
The Change Log Debug Level window appears.

Figure 11-6 Change Log Debug Level Window

NICE Services Configuration Manager /=3
gt
Change Log Debug Level

Service Mame:  AuditTrailS erice

Current Level:
New Levet RN - |

Cancel

4. (Optional) Click Details to view the logs that will be affected by the new debug level.
5. Inthe New Level drop-down list, select the new reporting level.

6. Click OK.
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E: NOTE:
o * You might be prompted to restart the service in order to change the Reporting Level.
Click OK.

* Some services take up to 10 minutes to change the Reporting Level.

The reporting level is changed.
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Creating a Memory Dump File

For troubleshooting purposes, you can create a memory dump file for any service. You need to
install Debugging Tools for Windows before creating the memory dump file. See Installing
Debugging Tools for Windows on page 156.

To create a memory dump file:

1. Download and install Debugging Tools for Windows. See Installing Debugging Tools for
Windows on page 156.

2. Start the Services Configuration Manager. See Starting the Services Configuration
Manager on page 148.

3. Select the service for which you want to create a memory dump file.

Figure 11-7 Service Selected in the Services Configuration Manager
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4. Do one of the following:

e Click Memory Dump File T .
_0}"_
* Right-click the service, and select Memory Dump File.

The following message appears in the Dump File window.

Figure 11-8 Dump File Window

‘fou are about to create a memory dump Folder For this service.
\:/ This operation could kake some time and reduce system performance.,
Do you wantk to proceed?

5. Click Yes.

The first time you create a memory dump file, you are prompted to locate the Debugging Tools
for Windows. Browse to the location where you installed it on the NICE Perform eXpress
machine.

You are prompted to indicate a location to save the memory dump file.
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6. Click OK.

The memory dump file is created at the location you indicated in Step 5.

Installing Debugging Tools for Windows

Microsoft has a free download of debugging tools at the following link:

http://www.microsoft.com/whdc/devtools/debugging/default.mspx

Download the application and install it according to the documentation at the link.
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12

Collecting Information

NICE Perform eXpress includes tools for collecting and viewing logs as well as collecting SQL
performance information.

Contents
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Collecting Logs l

The Log Collector gathers information from the NICE Perform eXpress server and application and
then automatically compresses this information into a ZIP file. At the same time, it also gathers

site information and creates a second ZIP file.

The ZIP file with the server and application information is named:

LCReports[<Date><Time>].zip

The ZIP file with the site information is named: LCSICReports[<Date><Time>].zip

You send these files to your local support representative for further analysis.

To collect logs:

1. From the Start menu, select All Programs > NICE Perform eXpress > Tools > Log

Collector.

The Log Collector begins collecting information from the NICE Perform eXpress server and

application, and a progress bar appears.
Figure 12-1 Progress Bar of the Log Collector
:& NICE Perform eXpress Log Collector =] E3

Fepart: MICE Perform ex<press\LOCALHOS T Applications SuitehServer Bin Files Collected successfully.

Collection in Progress

After the information is collected, the Browse For Folder window appears.

Figure 12-2 Browse for Folder Window

Browse For Folder [ %]
Select directory to save collected information inko ZIP
archive file:

B Deskiop
= |ﬂ Administrator
% Contacts
rD Desktop
T‘ Docurents
rD Downloads
’E- Favorites
M Links
TJ‘ Music
’E Pictures
rD Saved Games

’E,‘ Searches
B uidl

| v

-

Make Mew Folder |

Cancel |

4

2. In the Browse For Folder window, navigate to the folder where the information will be saved,

and click OK.

Two ZIP files are created.

The ZIP file with the server and application information is named:

LCReports[<Date><Time>].zip
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The ZIP file with the site information is named: LCSICReports[<Date><Time>].zip
3. Send both of these ZIP files to your local support representative for further analysis.

Viewing Logs with Log Viewer

This section describes the following topics:

¢ Opening Logs on page 159

¢ Filtering Logs on page 161

* Finding Text Strings in Open Logs on page 162
Opening Logs

You can open multiple logs in Log Viewer and toggle between them by clicking their tabs.

To open logs:

1. From the Start menu, select All Programs > NICE Perform eXpress > Tools > Log
Viewer.

The Log Viewer opens.
Figure 12-3 Log Viewer

| % Log Yiewer !E E

Fle  Advanced Help

2. From the File menu, select Open, and browse to the log you want to view.

The log opens in Log Viewer as a tab.

Chapter 12: Collecting Information “

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)



Viewing Logs with Log Viewer l
Figure 12-4 Log Open in Log Viewer

| % Log Yiewer =
Ele  Advanced Help

*Logger.2.log I
&5 Filter EREset Fiter |2 Refresh

Edit  Wiew  Options

Filter 2
Fieporting level Date - Time range odule name Thread I essage
el INFO From |09/05/2009 05 58:23 vl All | 4364 il
Wl WARNING w| LogClnt | 4360
To  |09/06/2009 03:59:45 | 4348 x|

| LogLevel | ThreadID | Module | Message

Displaying 79193 rows out of 79193 rows total (1 selected)  There are 0 corrupted lines

3. Ifyou want to open an additional log, repeat Step 2.

The log opens as a new tab in the Log Viewer.
Figure 12-5 Log Open in Log Viewer

| & Log Yiewer M= E3
Eile  Advanced Help
*Logger.2.log *Logger, 3.'09]

& Filter ERaset Filter |2 Refresh

Edit View  Options

Filter /R
Reporting lewel Date - Time range Maodule name Thread D Message
Wi INFO From [09/05/2009 04:58:13 wl Al | 4336 il
| WARMING w| LogClnt | 4364
To  |09/06/2009 DE:58:40 | 4360 x|

I Loglevel | ThreadlD I Module | Messzage

Displaying 79205 raws out of 79205 rows tokal (1 selected)  There are 0 corrupted lines
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Filtering Logs

You can filter the active log to only display the required information in the log.

To filter logs:
1. Open at least one log in Log Viewer. See Opening Logs on page 159.
2. If more than one log is open, click the tab of the log you want to filter.

3. In the Filter area, define the filter as follows:

* Reporting Level: By default, all Reporting Levels are selected. Clear the Reporting
Levels you do not need.

* Date - Time Range: In the From and To fields, enter the date and time of the information
to view.

* Module Name: By default, all modules are selected. Clear the modules you do not need.

* Thread ID: By default, all thread IDs are selected. Clear the thread IDs you do not need.

* Message: Enter the Message text that you want to find.

4. Click the Filter & button.

The Log Viewer filters the information in the log according to the filter definition you set.

Figure 12-6 Log Filtered to Include Warnings

[ ®. Log viewer =] S

Fle  Advanced Help
xLDgger 2log ><Logger 3log I

Edit View  Options
| Filter

»

Hapnrtmg lewel Date - Time range ——— | [~ Module name Thread 1D Message
Fram IDEIJ’DBJ?UUEI 04:58:13 vl Al Il 4336 il

E‘ WARMING [w] LogClnt [w] 4364
To |09/06/2009 06:58:40 [w] 4360 ;I

RowNumber | DateTime | LogLevel ‘ThleadID | Module ‘ Message

Displaying 64 rows out of 73205 rows total {1 selected)  There are 0 corrupted lines

5. To filter according to the default settings, click the Reset Filter & button.

Chapter 12: Collecting Information “

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)



Viewing Logs with Log Viewer l

6. To refresh the results of a filter, click the Refresh % button.

Finding Text Strings in Open Logs

You can search across all open logs for specific text strings.

To find text strings in open logs:

1.

N

o g A~ 0 DN

From the File menu, select Find.

The Find window appears.

Figure 12-7 Find Window

| >

Find in Files:

I Current File j

Find what:

/ =l

In caolumn:

IAII columns j
Find I Cancel |

™ Match case

From the Find in Files drop-down list, select a single log file or all the open log files.
From the Find what drop-down list, enter the text you want to find.

From the In column drop-down list, select the columns in which you want to find the text.
Click Find.

The results appear in a split pane under the log. If more than one log is open, click the tab of
the each log to view the results.

To return to the full-screen view of the log, from the Advanced menu, select Collapse Find.

To review the find results again, from the Advanced menu, select Expand Find.
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Collecting Information from SQL Processes

When there is a problem with SQL performance, such as query that does not run, you use the SQL
Performance Collector tool to collect information from SQL processes. This tool creates a trace

file and log file, which you send to NICE support. You can also use this tool to collect information
for the SQL Profiler.

To collect information from SQL processes:

1.

From the Start menu, select All Programs > NICE Perform eXpress > Tools >

Performance Collector.

Figure 12-8 Shortcut to the Performance Collector

- 1
SQL Server Cor g Windows Catalog
Manager F .
‘“ Windows Update

Ck e Wizerar Arressories
. Administrative Taols
@ Motepad Startup

Internet Explorer

®

express Assista @ CQutlook Express

.. Remote Assistance

i | og Collector Eroadcom
Summit Soft Consulting

U SQL Server Mar
.55 studio

NICE Per

Microsoft SQL Server 2008

Windows PowerShell 1.0

express Assistant
% Log Collector
QQ, Lag igwer

Import Templates

Services Configuration Manager

Log Off @ Shut Down

| Ilt;' Start @ e | DuInstallationLog

| Q Lag igwer

The Performance Collector opens.
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Figure 12-9 Performance Collector

£ Nice Performance Collector =
Nice Performance Collector @
Configure trace properies and press start e
—S0L Server
SOL Server: [rata Dirive: lﬁ
& NT Authentication Log Drive: lﬁ
" 501 Authentication Get Data/Log Drive |
Logn
Password: l:l

B

¥ Enable SOL Trace

Filter ‘Duration’ greater than: I‘]DDD 3: Msec

¥ Enable Performance Courter Trace

Sampling Fate: m FEC
Destination Folder:  {C:4 |_|
e ehedid
I™ Enable trace start at: | 62 42008 = [11:0021 80 =
" Enable trace stop at: | & 472008 == [11:00:21 &M =
Start | Lloze
|Elapsed Time: | 00:00:00 IStatus: |Idle 4

2. Click Get Data/Log Drive.
The location of the data and log drives appear.

3. In the Destination Folder field, enter the destination folder for the trace files that the
Performance Collector creates.

4. Ifyou need the SQOL profiler, do this:
a. In the Filter Duration greater than ficld, enter 0.
b. Click Start.
c. Continue to Step 7.

5. Ifyou want to schedule the Performance Collector to run at times when performance issues
often occur, you set a schedule:

a. Inthe Schedule area, select Enable trace start at, and then enter the start time for the
Performance Collector to run.

b. Select Enable trace stop at, and then enter the stop time for the Performance Collector
to stop.

c. Click Start.
d. Continue to Step 7.

6. Ifyou want to check a problematic query, do this:
a. Click Start.
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b. Run the problematic query.
c. Click Stop.
d. Continue to Step 7.
7. Go to the destination folder you set in Step 3, and send the following files to NICE Support:
* Sql_<date>_<start time>_Trace.trc

* counters.log
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Responding to Application Messages l

Table 13-1 lists application messages that might appear when running NICE Perform eXpress applications. If there is no suggested action,
or the suggested action does not solve the issue, open an SR with NICE support. For playback errors that are not listed here, see Key to
Internal Playback Error Messages on page 143.

Table 13-1: Application Messages and Corrective Actions

Code Type Message Suggested Action
1000 Information Failed to log in. Enter a different User Name or Password.
1001 Information Your user account is locked. Contact your System Administrator.
1002 Information Your user account is inactive. Contact your System Administrator.
1003 System Error Unknown error. Contact your System Administrator.
1004 Confirmation Are you sure you want to perform this action? N/A
1005 Connection Error Failed to connect to server. Try again later.
1006 Information Unauthorized login attempted. Contact your System Administrator.
1501 System Error Failed to delete telephony environment. Try again.
1502 System Error Failed to define new telephony environment. Try again.
1601 Invalid Data T1 ISDN capture type cannot have more than 23 Reduce the number of channels.
channels.
1602 Invalid Data The ID of the first board must be 0. Change the ID of the board with the maxi-
mum number of channels to 0.
1603 Invalid Data Boards with the same Board Type cannot have the |Change one Board ID.
same Board ID.
1604 Invalid Data In summed mode, the second board port must be 2. |Change the second board port ID to 2.
1605 Invalid Data In unsummed mode, the second board port must be |Change the second board port ID to 3.
3.
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Code Type Message Suggested Action

1606 Invalid Data For each Board Type, there must be at leastone ~ |Change one Board ID to 0.
board with Board ID 0.

1607 Invalid Data Only 2 trunks can be assigned to each board. Reduce the number of trunks for boards

with more than 2 trunks.

1608 Invalid Data Only the last trunk may have less than the maximum |Change the configuration so that only the

number of channels. last trunk uses less channels than the
maximum.

1609 Invalid Data Cannot define 2 trunks with different Trunk Types on |Verify that all trunks connected to the
same Board. same board are of the same type.

1610 Invalid Data The number of configured channels cannot exceed |Reduce the number of configured chan-
the number of available channels. nels on one of the boards.

1612 Incomplete Data Companding Law must be identical in all Telephony |Choose identical Companding Laws for all
Environments. Telephony Environments.

1613 Incomplete Data Some required data is missing. Verify that all the required fields are filled.

1614 Incomplete Data Each Board ID must have a Board Port numbered 1. | Verify as detailed in the message.

1615 Invalid Data The entire Board ID must have the same Verify as detailed in the message.
Source-Side Summation.

1616 Invalid Data All trunks on the same board must have the same | Verify as detailed in the message.
Frame Format.

1617 Information Digital Board Type does not match the installed Edit Recording Settings. Then select the
board. correct Digital Board Type.

1620 System Error Failed to initialize capture settings. Try again later.

1621 System Error Failed to update Recording Settings. Try again later.

1622 System Error Failed to save Recording Settings. Try again later.

1623 Invalid Data Duplicate board IDs are not supported. Change one of the board IDs.
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Code Type Message Suggested Action

1624 Invalid Data All trunks on the same board must have the same | Verify as detailed in the message.
Amplifier Value.

1651 System Error Failed to save Telephony CTI Settings. Try again later.

1652 System Error One of the CTI configurations was not saved
because it is already defined in another active pack-
age.

1655 Confirmation Deleting a Business Data field will automatically
delete all QM rules based on this field. Do you want
to continue?

1701 System Error Failed to save channel mapping. Try again later.

1702 System Error Failed to update channel mapping. Try again later.

1703 System Error Failed to add device(s). Try again later.

1704 System Error Failed to delete device(s). Try again later.

1705 Invalid Data Monitored Devices range cannot have more than | To add more than 100 devices, enter addi-
100 devices. tional ranges separated by commas.

1706 Information Al of the devices entered already exist in the sys- |No new devices were added.Define differ-
tem. ent devices.

1707 Invalid Data Monitored Device name cannot be empty. Enter a device name.

1708 System Error Failed to initialize channel mapping module. Try again later.

1709 System Error Failed to initialize IP Address range data. Try again later.

1710 Invalid Data Failed to validate Remote Storage Path. Verify the path and try again.

1711 System Error Failed to load Channel Mapping data. Return to the CTl and Recording tab and

verify the CTI Settings.
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Code Type Message Suggested Action

1712 Invalid Data The range entered for Monitored Devices is A range cannot contain more than 100
invalid.Enter a range or single values separated by |devices.
commas.

1713 Insufficient Data Either Extension or Position is missing. Ensure that values are selected for both

an Extension and Position.

1714 Invalid Data Invalid range.

1719 Invalid Data At least one NEQT is required.

1720 Insufficient Data Select a Trunk Group for NEQT mapping. Select a Trunk Group from the list.

1721 Invalid Data Invalid NEQT range.

1722 Invalid Data A device cannot be mapped to itself.

1801 System Error Failed to save storage data. Try again later.

1802 Invalid Data This Remote Storage Path already exists. Enter a different Remote Storage Path.

1803 Invalid Data lllegal IP address. Enter a valid IP address.

1804 Insufficient Data Storage Name field cannot be empty. Enter a valid Storage Name.

1805 Insufficient Data Remote Storage Path field cannot be empty. E;:ﬁr at least one valid Remote Storage

1806 Insufficient Data At least one Remote Storage Path is required. E;:ﬁr at least one valid Remote Storage

1807 Invalid Data At least one IP address must be entered for EMC  |Enter at least one valid IP address for
Centera storage type. EMC Centera.

1808 Invalid Data This IP address already exists in the system. Enter a different IP address.

1809 System Error Failed to add the Retention Rule.

1810 System Error Failed to update the Retention Rule.
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Code Type Message Suggested Action

1811 System Error Failed to delete the Retention Rule.

1812 Information Select a Retention Rule.

1817 Invalid Data Screen Recording Path could not be validated. Enter Screen Recording Path again.

1818 System Error Failed to save Screen Recording configuration.

1901 System Error Failed to Apply changes. Try again later.

1902 System Error Failed to navigate between tabs. Try again.

1903 System Error A failure occurred while loading the page. As a Refresh the page.
result, Apply Changes might not work properly.

1904 Confirmation This action might temporarily interrupt recording, ~ |Proceed with this action when system is
resulting in lost data. Are you sure you want to pro- |not recording.
ceed?

1905 System Error Error while loading Configuration tab. See system log for details.

1906 Invalid Data The system has detected boards manufactured by | Verify that all installed boards are manu-
different vendors. All installed boards must be man- |factured by the same vendor.
ufactured by the same vendor.

1907 System Error Board is not configured. Use the Board Numbering Tool to make

changes. Click Save to save the data.

1908 Information Invalid board configuration. Validate board numbering using the Board
The system was updated, however recording might |Numbering Tool on the NICE Perform
not work. eXpress server.

1909 Information TDM board firmware is currently being updated.
Temporarily, changes cannot be applied.

2000 Insufficient Data User must be either an agent or system user. Verify as detailed in the message.

2001 Invalid Data The user name already exists. Use a different user name.
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Code Type Message Suggested Action

2002 Invalid Data The OS login already exists. Use a different OS login.

2003 Invalid Data The Agent ID already exists. Use a different Agent ID.

2004 Invalid Data The password does not meet the password strength | The password must be at least 4 charac-

requirements. ters. See the Administrator's Guide for

more password requirements.

2005 Insufficient Data Recording settings not supplied. Enter the Recording settings.

2006 Invalid Data The Group Name already exists. Enter a different Group Name.

2007 Insufficient Data Agent must have at least one Agent ID or Extension. aDge;i:te an Agent ID or Extension for the

2008 Invalid Data The Telephony Environment is not defined. Define the Telephony Environment in the
Configuration application.

2009 Information All Users group cannot be deleted.

2010 Information A group that contains users cannot be deleted.

2011 Invalid Data Failed to upload file. Verify that file format is correct.

2012 System Error Import failed. Try again later.

2013 System Error Failed to add new user Delete all users from the group before
deleting the group.

2014 System Error Failed to update selected user

2016 Invalid Data This Domain name already exists.

2500 Information Setup is enabled only for channels of the same type.|Select channels of the same type.

2501 Information Setup is not possible for the selected channel type.

2502 System Error Channel Setup is currently not available. Try again later.

2503 Insufficient Data No channels selected for setup. tSy?:Ct one or more channels of the same

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)

Chapter 13: System Messages 173



Table 13-1: Application Messages and Corrective Actions

Responding to Application Messages l

Code Type Message Suggested Action
2504 Invalid Data Only one channel can be selected for monitoring. ~ [Select one channel only.
2505 Invalid Data No channels were selected for monitoring. Select one channel only.
2506 Invalid Data Only one channel can be selected for playback Select one channel only.
2507 Invalid Data No channels selected for playback Select one channel only.
2508 System Error Failed to save channel setup. Check the following:
1. The Recording Unit is properly con-
nected.
2. The NICE TDM Gateway and the NICE
VolIP Logger services are up and running.
2509 System Error Failed to load channel information. Check the following:
1. The Recording Unit is properly con-
nected.
2. The NICE TDM Gateway and the NICE
VolIP Logger services are up and running.
2510 Information No channels are currently mapped. Configuration is |Select the Configuration application to
incomplete. continue.
3000 Invalid Data Query/Folder with same name already exists. Enter a different name.
3001 System Error Query execution timed out. Narrow the search criteria.
3002 Insufficient Privileges You are not authorized to modify/delete public que-
ries.
3003 Insufficient Privileges You are not authorized to modify/delete public fold-
ers.
3004 Invalid Data Query is not defined properly. Correct the invalid parameters.
3005 System Error Failed to access the database. Contact your System Administrator.
3006 Invalid Data Query/Folder name cannot be empty. Enter a valid name.
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Code Type Message Suggested Action
3007 Invalid Data Query/Folder name contains an illegal string. Enter a valid name that does not include
the following characters: <;:%%:?;%>
3008 Invalid Data Invalid time range. Enter a numerical value.
3009 Invalid Data Query time range is invalid. Check the validity of the defined time
range.
3010 Confirmation Are you sure you want to delete the selected folder?
3011 Confirmation Are you sure you want to delete the selected query?
3012 Connection Error Failed to connect to server. Try again later.
3013 System Error Failed to execute query.Contact your System
Administrator.
3014 Confirmation Do you want to save changes?
4500 System Error Failed to save SNMP Settings. Verify SNMP service is installed.
4501 System Error Failed to read SNMP Settings.
4502 System Error Failed to update license. Verify SNMP service is installed.
4503 System Error Failed to load System Alerts.Try again later.
4504 System Error Failed to upload license file. Verify that a valid file is selected.
4505 System Error Unable to connect to Recording Unit, or the Backup |If the problem persists contact your Sys-
device is not running. tem Administrator.
4506 System Error Unable to connect to Recording Unit or the Backup |If the problem persists contact your Sys-
Assignment is mismatched. tem Administrator.
4507 Connection Error Unable to connect to Recording Unit. If the problem persists contact your Sys-
tem Administrator.
4508 Information The scan for errors and warnings is complete. No new messages found.
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Code Type Message Suggested Action

4509 System Error Failed to save screen agent configuration due to an |Contact your System Administrator.
internal server error.

4510 System Error Failed to save screen agent configuration due to | Contact your System Administrator.
invalid configuration data.

4511 System Error One or more clients could not be deleted.Contact
your System Administrator

4512 System Error One or more clients are active and therefore cannot
be deleted.

4600 System Error General licensing error

4601 System Error Automatic Activation failed. Perform Manual Activation.

4611 Connection Error Automatic Activation failed due to communication | Verify Internet connectivity.
failure

4612 Connection Error Automatic Activation failed due to communication | Verify Internet connectivity.
timeout

4613 System Error Automatic Activation failed due to invalid activation |Perform Manual Activation.
server URLPerform Manual Activation.

4621 Invalid Data Invalid Product Key. Verify that Product Key is entered cor-

rectly.

4622 Invalid Data Product Key has already been activated. Verify that Product Key is correct

4623 Invalid Data Product Key is based on a previous Product Key  |Activate all previous Product Keys first.
which must be activated first ({0})

4642 Invalid Data License Activation File (*.v2c) is older than the cur- V_e"if{ that the correct License Activation
rent activated license ({0}) File (*.v2c) is being used.

4643 Invalid Data An older License Activation File (*.v2c) exists and ~ |Activate all previous License Activation
must be activated first ({0}) Files (*.v2c) first.
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Code Type Message Suggested Action
4644 Invalid Data License Activation File (*.v2c) is corrupt or does not |Verify that you are uploading the correct
belong to this machine ({0}) *.v2c file for this NICE Perform eXpress
machine
4645 Invalid Data The License Activation File (*.v2c) contains an Licenses cannot be updated before they
update for an activated license. are activated. First activate the license.
Then update the license with this License
Activation File (*.v2c)
4655 Invalid Data License Activation File (*.v2c) is incompatible with | Verify that the correct License Activation
existing license File (*.v2c) is being used.
5000 System Error Failed to apply changes for this branch.Try again Try again later.
later.
5001 System Error Failed to recover this branch. Try again later.
5500 Invalid Data Unknown error Contact your System Administrator.
5501 8;Functionality Disabled Extend retention functionality is disabled. Contact your System Administrator.
5502 Insufficient Privileges You do not have privileges to use Extend Retention |Contact your System Administrator.
5503 9;Insufficient License Insufficient License Contact your System Administrator.
5504 Invalid Data Extend retention period cannot exceed 10 years.
6500 System Error Unknown error
6501 Connection Error Error connecting to the Reporter Server.
6502 Confirmation Are you sure you want to delete the selected
Report?
6503 Invalid Data High score threshold must be greater than or equal | Verify as detailed in the message.
to low score threshold.
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Code Type Message Suggested Action

6504 Invalid Data Report/folder with this name already exists. Enter a different name.

6505 Invalid Data Report/folder name cannot be empty.Enter a valid |Enter a valid name.
name.
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SNMP Messages

This section comprises the following two topics:
¢ Understanding SNMP Messages and Settings
* Responding to SNMP Messages

Understanding SNMP Messages and Settings

This section describes how to manage the list of SNMP messages in the System Management
application and how to integrate an external SNMP manager with NICE Perform eXpress.

It comprises the following topics:
e Managing SNMP Messages on page 179
¢ Defining the SNMP Settings for an External SNMP Manager on page 180

Managing SNMP Messages

From the System Management application, you manage SNMP messages in the System Alerts
area of the System Status tab.

Figure 13-1 System Status Tab

NICE Perform eXpress coee o T e, superuser soidt DNICE

System Management | Channel Monitor | User Administration | Interactions | AuditTrail | Configuration

System Status || System Settings | | Backup Management
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Telephony Environmment: Last 24 hours: 0/0 mapped Database  Used space Device Used space Total/Free/archived
i L chiannels Interactions 0.22% Mo backup device U'WU'WU_‘U
;}I:ql Last recorded call: 0 mapped users administr... 7% e 150 Last archived call:
Audit Trail  0.1% DYy Lk AFChHivE sy
Rules 0.5% i

Boards:
{7

Storage 1%

e —r T

Date Time Severity Message
Mo records to display,

The System Alerts area lists the SNMP messages and enables managing this message list.
Table 13-2 explains the tasks you can perform.

Figure 13-2 : System Alerts Area

System Alerts

6/24/2010 B & 4
Date Time Severity D Message
_ 6f24/2010 03:28:15 Error 20000 The system detected a recording software error. The loss of calls is probable.
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Table 13-2: Message List Functionality

If you want to... Do this...
Sort SNMP messages by the Click the column title. For example, click Date to sort the
column title. messages by date.

After sorting, a small arrow appears next to the column title.

pate(®——Sorted
Filter SNMP messages by a Enter a date in the Date field.
specific date. R —

-Or-

Click Calendar , and select a date.

Refresh the message list. Click Refresh 2!

Scan the NICE Perform eXpress

. . ¥
system for warnings and errors. Click Scan for warnings and errors Z snwp

messages appear in the System Alerts area. (The scan
can take several minutes.)

Defining the SNMP Settings for an External SNMP Manager

When NICE Perform eXpress uses an external SNMP manager, you define the SNMP settings
from the System Settings tab of the System Management application.

Figure 13-3 System Settings Tab

MNICE Perform express cent TR Hello NICE, Superuser Sign out “IcE

System n annel i ser Administrati jons it Trail | Configurati Settings Help

s | System Settings i Backup Management

System Version
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_> SNMP Settings
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Recording Channels 75

Update license from file Selad I Update
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IMPORTANT

= * ltis best practice to integrate an external SNMP Manager with the NICE Perform eXpress
system.

* Only define the SNMP settings if the NICE Perform eXpress system has an external SNMP
manager.

e Before you begin, you need the:
¢ |P or host name of the server that receives the SNMP traps

e Community Name for the SNMP messages originating from the NICE Perform eXpress
machine

* Location on the external SNMP manager for the NPX-MIB.mib file

The SNMP Settings arca in the System Settings tab enables integrating an external SNMP
manager with NICE Perform eXpress.

SNMP Settings

SMMP Trap Destination l:l B|

You need to:

*  Copy the MIB file from NICE Perform eXpress system to the appropriate location on the
external SNMP manager.

e Define the SNMP trap destination and the Community Name of the SNMP messages
originating from the NICE Perform eXpress machine.

To define the SNMP settings:

1. Navigate to: ...\NICE Systems\NICE Perform
eXpress\SystemMonitoring\ExternalProducts. The NPX-MIB.mib file is saved here.

2. Copy the NPX-MIB.mib file to the appropriate location on the external SNMP manager. See
the documentation of the SNMP manager for more details.

3. Inthe SNMP Settings areca of the System Settings tab, enter the following information:
Table 13-3: SNMP Settings Fields

Field Name Description Example

SNMP Trap IP or host name of the server that functions as an snmp-server

Destination external SNMP manager.

Community Name Name of the group by which SNMP communities are  |public
identified.

4. Click Save &I,
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Responding to SNMP Messages

SNMP Messages l

For the most part, NICE Perform eXpress generates an SNMP error message to alert you to contact support and to give a starting point to
troubleshoot the problem with the system.

Ei

NOTE: SNMP message 20008 informs you that the backup media needs to be
replaced. In this case, you do not need to alert NICE support.

When an SNMP error message appears, complete the following:

1. Complete the actions listed in the Suggested Action column. If this does not solve the problem, continue to Step 2.

2. Run the Log Collector tool. A ZIP file of the logs is created.

3. Send support the ZIP file of the logs, the site configuration, and any changes on the PBX.

Table 13-4: Suggested Actions for SNMP Messages

ID Type Message Trigger Suggested Action
20000 Error The system detected a recording |The Recording Unit reported a Verify that the following processes are
software error. The loss of calls is |software error. up and running:
probable. e CommMgr.exe
20001 Error The system detected a recording «  Dmaprcss.exe
hardware error. The loss of calls is
probable.
20002 Error The system detected a telephony |The Recording Unit reported that a |Check cable connections.
connectivity error. The loss of calls |line is disconnected.
is probable. It is recommended to
check cable connections.
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Table 13-4: Suggested Actions for SNMP Messages (Continued)

SNMP Messages l

1D Type Message Trigger Suggested Action
20003 Error Error in archiving recorded data.  |Recorded interactions are not Check that the NICE Rule Engine
The system detected that not all  |archived, which creates an service is up and running. (From the
recorded calls are being archived. |archiving backlog. Start menu, select All Programs >
Tools > Services Configuration
Manager.
Check database parameters by
running the Performance Collector
tool, and send the trace file to
support. (From the Start menu, select
All Programs > Tools >
Performance Collector. Save the
trace file.)
20003 Error Error in archiving recorded data. |NICE Perform eXpress failed to In the System Management
The system detected failure to archive interactions. application, check the capacity of the
archive some of the calls. storage area.
Ping the network connection to the
Remote Storage Path.
20003 Error Error in archiving recorded data. |Interactions have been stored in  |Check the network connectivity of the
The system detected that the the database for more than 24 storage area by pinging it.
archiving backlog is greater than |hours without being archived by | pjng the network connection to the
expected. NICE Perform eXpress. ESM.
20004 Error Error in collecting the call Too many interactions completed |Check whether the following occurred
metadata. The system detected by the Total Recording Solution on the PBX:
recorded calls that are missing CTI |(TRS). e The PBX had been disconnected.
information.
* Recent maintenance activities.
e Parameter changes.

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)

Chapter 13: System Messages “




Table 13-4: Suggested Actions for SNMP Messages (Continued)

SNMP Messages l

1D Type Message Trigger Suggested Action
20005 Error Database error. The system Database backup process failed. |Check the space available for
detected that a database backup database backup.
operation failed. If the system was installed less than a
week ago, run the Nice Full Backup
job.
20005 Error Database error. The system General database failure. Check that the SQL server is up and
detected a general database error. running.
Connect to the SQL server.
Run the Performance Collector tool.
20006 Error The system detected a backup Backup device failure. Replace the backup device.
device hardware error.
20007 Error The system detected a backup Backup device failure.
device software error.
20008 Info The system detected that a Backup device requires replacing |In the backup device, replace or insert
manual maintenance action is or inserting recording media. recording media.
required on the backup device.
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Connection Manager Monitor l

Connection Manager Monitor

The NICE Connection Manager Monitor tool enables you to view the contents of the Connection
Manager’s tables. It also enables you to verify if:

* Devices are monitored

*  Monitored devices are filtered
and

* Displays the loaded CTI links

e Displays connected clients.

Your next step is to connect the Connection Manager Monitor tool to the Connection Manager as a
client. It then receives events in addition to monitoring devices, enabling you to conduct simple
tests without running a driver.

This section includes:
e Setting Up the Connection Manager Monitor

* Managing the Connection Manager Monitor

Setting Up the Connection Manager Monitor

To set up the Connection Manager Monitor, follow the procedures below.

To set up Connection Manager Monitor:

1. In the NICE Interactions Center, navigate to the Integrations folder (the default location is
D:\Program Files\NICE Systems\NICE Perform eXpress\CTI. Double-click
ConnectionManagerMonitor.exe. The Connection Manager Monitor window appears.
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Connection Manager Monitor l

Figure 14-1 Connection Manager Monitor Window

Ilfri Connection Manager Monitor ==
File Monitor  Client  Help

Clients Links Client Device Requests
Client ID_| Client Type Client State Magk Link Index I Switch 1D Device D | Client D ISwlehIDI Record Type Mask

Monitored D evices

Device |D | Maonitor Key | Device Type | Switch 1D | Clients | ML |

Dutput Mum of requests:

UpdEE | Save | Clear

2. From the Monitor menu, select Connect. The Select Connection Manager window appears.

Figure 14-2 Select Connection Manager Window

,I!Ii Select Connection Manager [E4
Enter the Connection

Connection Manager [0 || = M ID of the NICE
anager (o] e

K | Interactions Center to which
you want to connect

3. Enter the Connection Manager ID of the NICE Interactions Center to which you want to
connect. Click OK. The Connection Manager Monitor displays the contents of the Connection
Manager tables.
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Figure 14-3 Connection Manager Window - Tables

mn Connection Manager Monitor [_ (O] =]
File Monitor Client  Help
Clients Links Client Device Requests
Client 1D | Client Type Client State Mask Link Index I Switch 1D Device [D | Client |D Switch 1D Becord Tupe Mask
1 CTIDRIVER 1 1] 2 51016 1 a2 MONITOR_DEVICE
51017 1 3z MONITOR_DEVICE
51018 1 a2 MONITOR_DEWICE

Monitored Devices

Device |D | Manitor Key | Device Type | Switch 1DV | Clients | WAL |
0

51016 1 32 1 b4
51017 2 0 a2 1 I
g1018 ] 0 a2 1 [
Dutput Hum of requests: 0

Update | Save | Clear

4. From the Client menu of the Connection Manager Monitor window, select Connect. The
Select Connection Manager window appears.

Figure 14-4 Connection Manager Window - Client Menu

mn Select Connection Manager [E3

Connection Manager [0 ||——_ Enter the Connection
Manager ID of the NICE
K | Interactions Center to which
you want to connect

5. Enter the Connection Manager ID of the NICE Interactions Center to which you want to
connect. Click OK.

After the Connection Manager Monitor establishes connection to the desired Connection
Manager, the Monitor, Stop Monitor, and Disconnect options in the Client menu become
enabled. The Client connection appears in the Clients area.
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Figure 14-5 Connection Manager Monitor - Client Connection in Clients Area

!ri Connection Manager Monitor

H[E 3
File Monitor  Client  Help
Links Client D evice Requests
Client : - - - - - 3
. Client 10| Client Type Client State Mask Link Index | Switch 1D I Device |0 | Client 1D Switch IDI Record Type Mask |
connection 1 CTIDRIVER 1 [ 2 51016 1 A MOMITOR_DEVICE
( 2 OTHER 1 51017 1 3z MOMITOR_DEVICE
51018 1 2 MOMITOR_DEVICE
Monitored Devices
Device D | b onitor Key | Device Type | Switch |D | Clients: | AL |
51016 1 1] az 1 M
51017 2 1] 2 1 M
51018 3 1] 3z 1 M
Dutput Num of requests: 0
Update Save | Clear |

6. From the Client menu, select Monitor. The Monitor Device window appears.

Figure 14-6 Monitor Device Window

,I!Ii Monitor Device E

Device |D: |51U15
Switch |D: |32

Device Type:

taonitor |

a. Inthe Device ID field, enter the Device ID number of the Connection Manager to which
you want to connect.

b. Inthe Switch ID field, enter the Switch ID number.

c. From the Device Type drop-down list, select the appropriate device type.

d. Click Monitor. The response appears in the Output area.
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Figure 14-7 Output Area

DOutput

MNum of requests: 0

Connection Manager Monitor l

<|ManitarDeviceResponses <ICTIResponser><EventTime walue="521355968000000000" /><ResponseTvpe value="CM_RST_MOMITOR_DEVICE" /»<Clientld walus="2" ;I
fr<lnvokeld value="2" /><Switchid value="32" /></ICT|Response> <MonitorStatus value="Te" /><Monitorkey walue="1" /> </IMonitorD eviceR esponse:

The Connection Manager Monitor window does not continuously refresh the data displayed in

the window; it only displays the data current at the time you establish the connection. To update
the data displayed in the window, click Update.

7. Click Update. The new Client appears in the Client Device Requests area.

Figure 14-8 Connection Manager Monitor - Client Device Requests Area

Ilfri Connection Manager Monitor

[ O]
Fle Monitor  Client  Help
Clients Links Client Device Requests
Client 1D | Client Type Client State Mask Link Index I Switch 1D Device D | Client ID Switch ID] Fiecord Type Mask |
1 CTIDRIMER 1 0 32 51016 1 32 MONITOR_DEVICE N
2 OTHER 1 517 1 32 MONITOR_DEVICE ew
518 1 32 MONITOR_DEYICE i
51016 2 32 MONITOR_DEVICE) Client
Monitored D evices
Device |D | Maonitor Key | Device Type | Switch 1D | Clients | /L |
51016 1 ] 32 2 1}
g1m7 2 0 32 1 [}
51018 3 0 32 1 4
Dutput Mum of requests: 0
<IMonitorD eviceResponser <ICTIResponses<EventTime value="621355968000000000" /> <ResponseT ype value="CM_RST_MONITOR_DEYICE" #+<Clientld value="2" ;I
Ar<Invokeld value="2" #><Switchld value="32" /+< /ICTIResponses<MaonitorStatus value="True" /> <Manitark ey value="1" /3< /IMonitorD eviceR espanses
Save | Clear
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Managing the Connection Manager Monitor

This section includes the following topics:
*  Stopping the Connection Manager Monitor

e Disconnecting the Connection Manager Monitor Client

Stopping the Connection Manager Monitor

This procedure describes how to stop the Connection Manager Monitor when it is functioning as a
client.

To stop the Connection Manager Monitor:

1. From the Client menu of the Connection Manager Monitor window, select Stop Monitor. The
Stop Monitor Device window appears.

Figure 14-9 Stop Monitor Device Window

Device [D: |51U15
SwichiD: |34

Stop Monitor |

2. Enter the Device ID number and the Switch ID of the device you want to stop monitoring.

3. Click Stop Monitor. The response appears in the Output area.

Disconnecting the Connection Manager Monitor Client

This procedure describes how to disconnect the Connection Manager Monitor when it is
functioning as a client.

To disconnect the Connection Manager Monitor Client:

From the Client menu of the Connection Manager Monitor window, select Disconnect.

The Client connection of the Connection Manager no longer appears in the Clients area and in
the Client Device Requests area.
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Log Manager System

The Log Manager system logs all significant system activity and maintains a log of all data,
enabling you to view the history of all relevant system activity.

The Log Manager system has the following main components:
* Log Manager

e CTI Console Viewer

* Log Manager Services

* Log Viewer

Using the Log Manager

The Log Manager creates log message files and/or sends information to the CTI Console Viewer,
the log file, and the Event Log according to the predefined Reporting Level filter.

Using the CTI Console Viewer

The CTI Console Viewer enables real-time log tracking of the screens of all integration
components installed on the local machine. This application replaces the Console windows in the
Reporting Level of the integration process, and provides the user with filtering capability.

CTI Console Viewer has a separate window for each integration process. You can view and filter
an event, as well as change the Reporting Level. You cannot do this in the System Administrator.
Files are saved automatically in the Log Manager and can be viewed afterwards in the Log Viewer.

Figure 14-10 CTI Console Viewer

CTIModules  Window  Help

E:;,' Connection Manager (ID 1) Eﬂ,,_ Connection Manager {ID 2) ”.,‘: Dispatch e CTIDFiver (10013 awwa CTI Drive
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Log Manager System l
Opening the CTI Console Viewer

Follow the procedure below.

To open the CTI Console viewer:

e Double-click the icon in the system tray.

Figure 14-11 System Tray

Select CTl icon

-or-

e Right-click the icon, and select Open NICE CTI Console Viewer.

To open a specific integration process window:
* From the NICE CTI Console Viewer window, select the relevant integration process.

Figure 14-12 NICE CTI Console Viewer
[EIINICE CTI Console Yiewer M= E3

CTIModules  Window  Help

i CTI Driver (1D 2)

=" Dispatch | | i CTI Driver (ID 1)

E:;,' Connection Manager {ID 2)

E:;,' Connection Manager (1D 1)

Connection Manager Dispatch CTI Driver Media Provider Controller

A log window opens and the integration modules installed on the local machine are listed.
(This list is updated when you add/remove any integration modules in the NICE System
Administrator.)
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Figure 14-13 CTI Log Window

Log Manager System l

[EIINICE CTI Console Yiewer - [Connection Manager (ID 1)]

T CTIModules Window  Help o = R
. E:;,' Connection Manager (1D 1) E:;,' Connection Manager (I002) 77 Dispatch o CTI Driver (ID 1) g, CTI Driver (1D 2) ]
Reset Filker  Clear Screen Open last log file  Options
| Filter A |
Fieparting lewvel Module name Thread ID ——
W katd P warning & < Dipmcnpgem L A
¥ Error ¥ Info " pDebug I Debug2 [ CTILink #0 ||| |5 1ccs

DEBUGDetail 22/03/2009 ConnectionManager_1
DEBUGDetail 22/03/2009 t41:05. ConnectionManager_1l
DEBUGDetail 22/03/2009 09:41:05.461 ConnectionManager_1 [1CC8]

DEBUGDetail 22/03/2009 09:41:35.570 ConnectionManager_1 [1CC8]
22 /03 /2009 t41:
0

ConnectionManager _1

DEBUGDet a'] 1

CGENESYS
ane

- GenesysSstream Ji
- CGenesysCTILi
— CGenesysCTILi
DEBUGDetail 22/03/2009 09:41:35.570 ConnectionManager_1l [1058] - CGenesysCTIL1
- GenesysStream
- T IL‘!

S

% NOTE: These Reporting Levels are only relevant for the CTIl Console.

WARNING

Reporting Levels may be helpful for troubleshooting. However, making changes to the Reporting
Levels can greatly add to the load on your system. Changing Reporting Levels should therefore

be done only by authorized personnel and in conjunction with NICE Customer Support.

Filtering Messages

You can filter messages in any of the following manners:

* Reporting Level: Clear the checkboxes of the Reporting Levels that are irrelevant

(message importance).

e Module name: Clear the checkboxes of any modules that are irrelevant.

e Thread ID: Clear the checkboxes of any Thread IDs that are irrelevant.

Resetting the Filter

To reset the filter:

E NOTE: The filter is applied to new messages. It does not affect old messages.

e (Click the Reset Filter button.

The filter in Module Name and Thread ID is reset, and all the messages are printed. (The Reset

filter option does not affect the reporting level).
Figure 14-14 Reset Filter

Reset Filker  Clear Screen Open last log file  Opkions =
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Managing the CTI Console Viewer

To clear the screen of messages:
*  Click the Clear Screen button.

All the messages are cleared from the screen.

To open the last log file:
*  Click the Open last log file button.

The current log file with Log Viewer opens (see Log Viewer section). You can see log
messages from the specific modules in real-time as they are displayed.

To change console size and color:

1. From the Options menu, select Console size.

Figure 14-15 Options Menu
]

Options -

Console size

Change color

When the log window is filled with the maximum number of messages, the top rows are
automatically deleted.

2. From the Options menu, select Change color.
a. Select a background color.

b. Select a color for each reporting level.
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Cisco Skinny and SIP Troubleshooting

If the CTI Driver does not receive any CTI events from the SIP Decoder/Cisco Skinny Interface,

verify the network configuration is correctly configured to capture the signaling packet between
the CUCM/CUCMX and the endpoints.

To verify the Network configuration:

1. For the network configuration to capture the signalling packets between the CUCM/CUCMX
and the endpoints, it should be configured in one of the following ways:

*  Both the driver and the IP phones should be connected on the same Hub (less common).
* The switch should be configured to mirror the traffic. Verify this with your Site Engineer.

2. Verity with your Site Engineer that the network adapter configuration conforms to your site.
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Cisco Passive Troubleshooting
Using TAPIMonitor

Follow the relevant procedure:

¢ Setting Up TAPIMonitor as a Debug Tool

¢ Collecting the TAPIMonitor Log Files on page 204
¢ Resetting TAPI on page 204

Setting Up TAPIMonitor as a Debug Tool

The TAPIMonitor enables you to see the events occurring from the Cisco TSP. You can view the
lines that are open and see the events on those lines.

E NOTE: This tool should only be used for debugging purposes when you are instructed
— to do so by the NICE Customer Support.

Before opening an Open Service Request Procedure, set up the TAPIMonitor to run as a debug
tool. You should perform open line for a specific Directory Number (DN) and recreate the
problematic call scenario.

You can also use the TAPIMonitor to verify that the Directory Numbers (DNs) are being
monitored. In this case too, you should perform open line.

Remember to send the TapiMonitor.exe log file when you open the Service Request.

8 IMPORTANT

= When running TAPIMonitor as a debug tool, it is highly recommended that you stop the NICE
Integration Dispatch Service. If you cannot stop it for operational reasons, contact NICE
Customer Support.

To run the TAPIMonitor as a debug tool:

1. From the NICE Perform eXpress machine, navigate to ..\Program Files\NICE
Systems\NICE Perform eXpress\CTI.

2. Double-click TAPIMonitor.exe.

3. Run the TAPI monitor application. A window appears with the connection details. A
successful connection should look similar to Figure 15-1 on page 200.
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Figure 15-1 TAPIMonitor.exe Connection Details Window

Providers
List _3798.80
gran.Leae Version
5 number
Line = Line Name =
UniquelinelD 6 SBBTFisco Li . T1508>  <DNs Park number Hostname
{ Park numberd
Park number
numb
numhe 2 Line = Type
punher’ of line e.g.
. number> IP phone,
Park numberd
Park number)
Park nu
(IP Phones
<IP Phon
Line Address/ Extension number/ Host name

Device Number

4. Verity all extensions appear in the Line Address column.
5. In the TAPIMonitor.exe window, enter one of the lines of the phone devices (in Figure 15-1,
Line 16 or 17). Press <Enter>.

EXAMPLE:

Type 317 and press <Enter> to monitor DN 6100 on the physical device with the MAC address
SEP0015F97E28D8 for an Open Line.

6. Make a phone call from one device to another.

ﬁ! EXAMPLE:
For line 16, use device 6007 that is on the device with the MAC Address - SEP000E38679072.

7. If you configured your system for security (SRTP), verify that a padlock icon = appears on
the phone’s screen. (NOTE: This is only for internal calls.)

8. Verify that the TAPIMonitor.exe window displays all of the information for the call coming
from the switch, (including the keys for this session - SRTP).
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Figure 15-2 TAPIMonitor.exe - Successful Connection Example
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can be useful for future troubleshooting.

9. Perform the scenario and verify that events are received.
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Figure 15-3 Example - Verify the Events are Received

Line accepted -
monitoring device

CallPrivilege: Bx2

F  du n: LINECALLORIGIN_INTERNAL
Reason LINEC _DIR ’ k: -1 dwNunMonitors : 2
dwCallerIDFlags: LINECALLPARTYID_ADDRESS dwCalledIDFlags : LIMECALLPARTYID_ADDRESS dwConnectedIDFlags :
D_PARTIAL duwRedirectionIDFlays LINE$ALLPARTYID _PARTIAL
CallerID: 884111 CalledID: 6188
Cal}erIDName: Display Internal Call

gaaliod L

1 1
duwCallbackInstance return line id 317 device id 6188
LINE_CALLSTATE; LIMECALLSTATE ACCEPTED . Monitor Devi

HCALL: @xi1BiDC CallPrivilege: Bx8

dwCallState: LINECALLSTATE_ACCEPTED dwCallStateMode: BxB dwCallPrivilege: Bx2
duCallFeatures: Bx20084

lineGalllnfo info ...

HCALL: BxiB1iDC <66812>

dwCalllD: 9164672 dwRelatedCalllD: B dwCompletionID: 8

dufddressID: B dwAppSpecific: B dwBearerMode: 3

dwCallStates: BxFFIF dwCallParamFlags: Bx8 dwOrigin: LINECALLORIGIN_INTERNAL
Reason : LINECALLREASOM_DIRECT duTrunk: -1 duMumMonitors : 2

duwCallerIDFlags: LINECALLPARTYID_ADDRESE dwCalledIDFlags : LINECALLPARTYID_ADDRESE dwConnectedIDFlags :
D_PARTIAL duRedirectionIDFlags LINECALLPARTYID_PARTIAL

CallerID: 884111 CalledID: 6188

CallerIDName: Display Internal Call

MediaMode

dwCallbackInstance return line id 317 device id 6188
LINE_LINEDEUSTATE; LINEDEUSTATE_RINGING ; Ring Mode: 8xf), Ring Count: B. Monitor Device 6180
INE_LINEDEUSTATE

1:45:17:198
dwCallbackInstance return line id 317 device id 6188
LINE_CALLSTATE; LINECALLSTATE_CONNECTED . Monitor Device 61808
lineCallState info

B h 66 PMOBE—RS o Btk @ A+BE s Pr+o-itege: BxB
dwCallState: LINECALLSTATE_CONNMECTED dwCallStateMode: Bxl dwCallPrivilege: Bx2
dwCallFeatures: Bx3IB2ZDEES
lineCalllnfo info ...
HCALL: BxiBiDC <66812)
dwCalll 9164672 dwRelatedCalllD: @ duCompletionID: B
dwAddress] B dwAppSpecific: B dwBearerMode: 3
dwCallStates: BxFF3F dwCallParamFlags: Bx@ dwOrigin: LINECALLORIGIMN_INTERNAL
Reason : LINECALLREASON_DIRECT duTrunk: -1 duMumMonitors 2
duCallerIDFlags: LINECALLPARTYID_ADDRESS duwCalledIDFlags LINECALLPARTYID_ADDRESE dwConnectedIDFlags :
D_ADDRESS duRedirectionIDFlags LINECALLPARTYID_PARTIAL
CallerID: 884111 CalledID: 6188 ConnectedID: 884111
CallerIDHame: Display Internal Call ConnectedIDMame: Display Internal Call
MediaMode = B4

1:45:17:268

dwCallbackInstance return line id 317 device id 6188
LINE_CALLINFO; LINECALLINFOSTATE_CONNECTEDID . Monitor Device 6188
&C“LL: Bx1P1DC {66@12>
I T B TRE E o =

dufiddressID: 8 dwAppSpecific: B dwBeam ode: 3

dwCallStates: @xFFIF duCallParamFlags: Bx8 dwOrigin: LINECALLORIGIN_INTERHAL

Reason : LINECALLREASON_DIRECT dulrunk: -1 dwNMumMonitors : 2

dwCallerIDFlags: LINECALLPARTYID _ADDRESS dwCalledIDFlags : LIMECALLPARTYID_ADDRESS dwConnectedIDFlags
D_ADDRESS duRedirectionIDFlags LINECALLPARTYID_PARTIAL

CallerID: 884111 CalledID: 6188 ConnectedID: 864111

] vl 2

After you have verified the connection, the TSP Client is able to monitor the devices
configured in the CUCM and receive the relevant information required to decrypt the call
packets and to allow proper recordings.

NOTE: You can view all information regarding the TAPIMonitor results in the
TAPIMonitor.txt file - NICE Perform eXpress\CTI\TAPICTILink.

10. To monitor all lines in this list, type -OAL and press <Enter>.
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Figure 15-4

Monitor All Lines

[SEP16108AAAAA4D 1
[SEP161006680864D 1
[SEP1618
[SEP1618
[SEP1618

388878 >
£380878 >

SEP1 61880
[SEP1618
[SEP1618
[SEP1618

(398%4>
£380895 >
(388825 >
3080896 >
€380896 >
€3088827>
<300898 >
308828 >
£30089%>
388899

[SEP161P80AGBASE]
[SEP161P0AAAAAASE 1
[SEP1619006000685F 1
[SEP16100600BE5F 1
[SEP1619008060864 ]
[SEP1610060066061 1
[SEP16108080AAG1 1
[SEP161P006A06662 1
[SEP16108080AA62 1

<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
<1
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Phones?
Phones>
Phones?
Phones}
Phones?
Phones}
Phones)
Phones?
Phones>
Phones?>
Phones}
Phones?
Phones}
Phones)>
Phones?
Phones>
Phones?
Phones}
Phones)
Phones?
Phones>
Phones?>
Phones}
Phones?
Phones}
Phones)>
Phones?
Phones>
Phones?
Phones}
Phones?
Phones}
Phones)
Phones?
Phones>
Phones?

T T T T T T U YT YT YUY U T T U e v Uy

35628

eNotSupported
eNotSupported
eNotSupported
eMotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported

ed
eNotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported
eMotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported
eNotSupported

Type -OAL

11. Exit the program after the scenario is completed.

12. Navigate to D:\Program Files\NICE Perform eXpress\CT\TAPICTILink.
Figure 15-5 TAPIMonitor Folder

iEiIe Edit Wiew Favorites Tools  Help

=0l x|

L]

L #

) Search Folders

[ G Back - v |7
! Address |_'| [:\Program files\WICE SystemstCTI TAPICTILINk

—

ELE

A1 Hame I Size i Tvpe i Date Modified + i Attributes 1 File Ve
File and Folder Tasks b 14 KB Text Document 06/05/2009 11:46 A
? o TAPICTILink. pdbl 1,627KE  PDBI File 06{05/2009 09:57 A
E{D Renae this fig A TAPICTILink b 42KB  Obiect File Library 06/05(2009 09:57 A
2y Move this file ] TAPICTILink. ik 1,808 KB Incremental Linker File  08/05/2009 09:57 A
[} Copy this file 1 TAPICTILInk. exp Z5KE  Exports Library Fils 06/05/2009 09:57 a
@ Publish this file to the ,ﬂ TAPICTILink.dll 564 KB Application Extension  06/05/2009 09:57 A
web ETapiMonitor.exe 220 KE  Application 04/05/2009 17:35 A
) E-mail this file [¥) TaPICTILINk-orig.di 240KE  Application Extension  12/03/2009 18:52 RA
iz Print this file =

¥ Delete this file

Other Places

»

= CTI
(£ My Dacuments 4] | _»_i
|Type: Text Document Date Modified: 06/05/2009 11:46 Size: 13.3 KB [13.3k8 | “4 My Computer 7

13. Zip the files and send the TAPIMonitor.txt file to NICE Customer Support.
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Collecting the TAPIMonitor Log Files

You should send the TAPIMonitor files to NICE Customer Support.

To collect the TAPIMonitor files:

1. In the NICE Interactions Center, navigate to the TAPICTILink folder. (The default location is
D:\Program Files\Nice Systems\NICE Perform eXpress\CTI\TAPICTILink).

2. Zip the files and send them to NICE Customer Support.

Resetting TAPI

No reset is required for the TAPIMonitor.

Remember to close the application when you have finished debugging the system.

Using TSP as a Debug Tool

Follow the relevant procedure:
* Collecting and Saving TSP Log Files on page 204
¢ Resetting the TSP on page 206

Collecting and Saving TSP Log Files

The TSP Log files are very useful for troubleshooting purposes. You should send these files
together with the other log files.

Before you repeat the scenario for troubleshooting purposes, you should delete existing log files.
You then need to set up the TSP for troubleshooting, repeat the problematic scenario, zip the log
files for sending to NICE Customer Support, and then return the TSP to its original settings.

To collect and save TSP log files:
1. Navigate to C:\Temp and delete all existing TSP log directories.
2. Navigate to Start > Settings > Control Panel and point to Phone and Modem Options.

3. Click the Advanced tab.
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Figure 15-6 Phone and Modem Options Window - Advanced Tab

Dialing Rules I Modem: l

I‘! = The fallowing telephony providers are installed on this computer;

Froviders:

FO07 . tsp
H.323 Telephony Service Provider
Microsoft HID Phone TSP

Microsoft Multicast Conference TAP| Service Provider
MDIS Prosy TAPI Service Provider

TAP! Kemel-Mode Service Provider

Unimodem 5 Service Provider

Add... | Remove |

Cloze | Cancel | Lpply |

4. Inthe Providers list, sclect CiscoTSP001.tsp and click Configure. The Cisco Unified
Communications Manager TSP window appears.

a. Click the Trace tab.
Figure 15-7 CUCM TSP Window - Trace Tab

Cisco Unified Communications Manager TSP 1[

Generall Lzer I CTI Managerl Securityl Wavdvancedl Languagel
~ Trace

v On

S 500

File Size

No. of filss [0

Directorny |c:\Temp

¥ TSP Trace " Eror

¥ CTI Trace

¥ TSPl Trace

0k I Cancel Apple

) IMPORTANT

= Consider the available free disk space on the relevant drive BEFORE setting your File Size and
No. of files fields.
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In the File Size field, enter 500. (This value is in MB.)
In the No. of files field, enter 20.

_q; EXAMPLE:
In the example above, the available disk space required will be:

500x 20 =10 GB.

d.

e.

f.

g.

Select Detailed.

Select the CTI Trace and TSPI Trace checkboxes.
Leave the default directory setting as C:\Temp.
Click OK.

5. Repeat the problematic scenario.

6. Navigate to C:\Temp and zip the relevant log file directories and send them to NICE Customer
Support together with all other relevant log files and the completed Open Service Request
Procedure checklist.

7. After sending the Open Service Request Procedure’s log files, reset the TSP to its original
settings, see Resetting the TSP on page 206.

Resetting the TSP

After sending the TSP log files to NICE Customer Support, return the system to its original
configuration.

To access and save TSP log files:

1. Navigate to Start > Settings > Control Panel. From the Control Panel, sclect Phone and
Modem Options. Click the Advanced tab. In the Providers list, sclect CiscoTSP001.tsp
and click Configure.

2. Click the Trace tab.
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Figure 15-8 CUCM TSP Window - Trace Tab
x

Generall User I CTI Managerl Securityl Wwaveli

vanced I Language I

~ Trace

v On

[
File Size
Mo of fles [

|c::\T emp

Diirectory
¥ TSP Trace & Enr " Detailed

[~ CTl Trace
[~ TSPI Trace

0k I Cancel Apple

In the File Size field, enter 10.
In the No. of files field, enter 1.
Select Error.

Clear the CTI Trace and TSPI Trace checkboxes. (Only the TSP Trace checkbox should be
selected.)

7. Click OK.

A T

TAPI Troubleshooting

This section comprises common troubleshooting scenarios and solution procedures:
¢ A Complete List of Lines Does Not Appear

* No Lines Appear in TAPIMonitor on page 209

e TSP’s STATUS Certificate Not Available on page 212

e Call Park Scenarios are not Reported Correctly on page 212

¢ Receiving No Events for a Specific Device on page 213

¢ Events Are Not Received on page 216

¢ Extension Mobility Log In/Log Out Problems on page 216
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A Complete List of Lines Does Not Appear

Scenario: After installing and configuring the Cisco TSP, you run TapiMonitor.exe. However, a
complete list of lines does not appear.

Solution: Reboot the computer. The Telephony Service must be synchronized with the CUCM.
For this to happen, the computer must be rebooted. See the following section, Resetting the CTI
service on the CUCM cluster.

Resetting the CTI service on the CUCM cluster
Follow this procedure to reset the CTI service on the CUCM cluster.

To reset the CTI service on the CUCM cluster:
1. From the Navigation drop-down list, select Cisco Unified Serviceability and click Go.

Figure 15-9 Navigation Drop-down List

il Cisco Unified CM Administration WEWTELLIN Cisco Unified CM Administration v

€IS€O oy Cisco Unified Communications Solutions.

Disaster Recovery System

Cisco Unified CM Administration Sisco Lnified Reporting

Login [ Reset

2. Login to Cisco Unified Serviceability.

3. From the Tools menu, select Control Center - Feature Services.

Figure 15-10 Navigation Drop-down List

alimlin  Cisco Unified Serviceability

CISCO  For Cisco Unified Communications Solutions

Alarm v Trace = | Togl « | Snmp v Help =

Service Activation

| Control Center - Feature Services
clsco Un Control Center - Network Services y

Serviceabilty Reports Archive

System versior
CDR Management

4. Inthe Select Server area, from the Server drop-down list, select the server where the CTI
service is installed.
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Figure 15-11 Select Server Area
Click Restart

wlinl| Cisco Unified Sarviceability

CI5€0 | For Cisco Unilied Communications Solutions

Alwm v Jrace » Togl v Somp v He v

Control € nter - Feature Services Relzted Links: [ERRna -
<3
Status

(@) status : Ready

Select Server
Server®| 1opaee.2a1.29 v [Gel —

Latabase and Admin Services

Service Name Status* Activation Status start Time Up Time
Ciseo A¥L Wb Service Started Actwated Sun Mar 15 17:52:32 2009

Cisco Bulk Provisioning Service Started Activated Sun Mar 15 17:52:33 2009

Cisco TAPS Service Mot Running Deactivated

Performance and Monitoring Services

service Name status* Activation Status start Time Up Time
Cisco Serviceability Reporter Started Activated Sun Mar 15 17:52:27 2009 6 days 17:54:58
Ciseo CallManager SNMP Service Mot Runeung Deactvated

Directory Services

Service Name Status* Activation Status Start Time up Time
Cisen DrSyne Not Runsing Deactivated
5
Service Name Status® Activation Status Start Time Up Time
Cisco CallManager Started Activated Sun Mar 15 17:52:17 2009
Cisco Thp Started Activated Sun Mar 15 17:52:21 2009
Ciseo Messaging Tnterface Mot Runsing Deactivated
Cisco Unified Mobile Voice Access Service Nat Running Deactivated
Cigco [P Vioice Media Streaming App Started Activated Sun Mar 15 17:52:22 2009
= Ciseo CTIManager Started Actwvated Sun Mar 15 17:52:23 2009

Cigco Extension Mability Started Activated Sun Mar 15 17:52:24 2009

o & Interrmt 00 -

5. Click Go.

6. Inthe CM Services area, select Cisco CTIManager and click Restart.

No Lines Appear in TAPIMonitor
Figure 15-12 TAPIMonitor - No Lines Appear

" TapiMonitor.exe

Mice’s TAPI Monitor Application 1.4
API version: 28882

If no lines appear in the TAPIMonitor, troubleshoot this problem using the scenarios below:
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Scenario 1: While you are configuring the TSP client (see Figure 15-13 on page 210), you try to
run the TAPIMonitor. No lines appear in the TAPIMonitor.

Solution: Finish configuring the TSP client and then run TAPIMonitor.
Figure 15-13 Scenario 1

Phone and Modem Options

21|

Dialing Hulesl Modems  Advanced |

? = The fallowing telenkomi nrnvidars ars installad an thic samootar
14l " Y 7 o
'—W Cisco Unified Communications Manager TSP

Providers: Generall Usger Securityl Wave I Trace I Advanced | Language
SPO07 . tsp
CiscoTSPO02 tzp r~ Primary CTI Manager Location
Microzoft H.323 Telephon;
Microsaft HID Phone TSP " More
Microsoft Multicast Confert
NDIS Prosy TAPI Service " Local Host
TAPI KemelMode Service % X
Unimodem 5 Service Provi 1P Address: I‘I 92.168.241.35
7 Host Mame: l—
i~ Backup CTI Manager Location
& Hone
© Local Host
P Address: |
© Host Marne: |

(i].8 I Cancel | Lpple |

Scenario 2: If one of the parameters in the TSP client are not configured properly, then no lines
appear in the TAPIMonitor.

Solution: Verify the following parameters:
* user name
* password
e ]P address

Scenario 3: If there is a problem of connectivity from the NICE Perform eXpress system to the
CUCM, then no lines appear in the TAPIMonitor.

Solution: Perform all normal connectivity tests e.g. ping the CUCM, firewall, etc.

Scenario 4: If no devices were configured on the CUCM, then no lines appear in the
TAPIMonitor.

Solution: Verify that all relevant devices are configured on the CUCM in the nicecti user:

Scenario 5: If the TSP client does not appear under the Phones and Modems Options window,
then no lines appear in the TAPIMonitor.
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Solution: You need to add the TSP client.

To add the TSP client:
1. Navigate to Start > Settings > Control Panel > Phone and Modem Options. The Phone
and Modem Options window appears.

2. Click Advanced.

Figure 15-14 Phone and Modem Options Window - Advanced Tab

Phone and Modem Options

21|
Dialing Fules I Modems '
@ = The following telephony providers are installed on this computer:

Froviders:
Microzoft H.

3 Telephony Service Provider
Microsoft HID Phone TSP

Microsoft Multicast Conference TAP| Service Provider
MDIS Prosy TAPI Service Provider

TAP! Kemel-Mode Service Provider

Unimodem 5 Service Provider

Bemove | Qonfigure...l

Cloze Cancel | Lpply |

3. Click Add.

Figure 15-15 Phone and Modem Options Window - Advanced Tab

Ciscal SPOM tsp,_
CizcoTSPO02 tzp
Microzoft® \Windows[TM] Remote Service Provider

sdd [ cancal |

!

4. Select the relevant Cisco TSP client.

5. Click Add. The selected TSP client appears in the Phone and Modem Options window.
6. Click Configure and verify that it is configured properly.
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TSP’s STATUS Certificate Not Available

Scenario: (Secured Connections Only) In the Security tab, the TSP’s STATUS certificate is not
available.

Solution: Ask the Cisco Site Engineer for a new authorization string. Select Fetch Certificate and
try to fetch the certificate again. Then, reboot. If this doesn’t work, reboot the CTI server.

Call Park Scenarios are not Reported Correctly

Scenario: Call Park scenarios are not reported correctly.

Solution: Ensure that the Call Park numbers are attached to your nicecti user.

To ensure that all Call Park numbers are attached to the nicecti user:

*  [fusing an Application User, ensure that all Call Park numbers are attached to your nicecti
user appear in the Permissions Information area.

Figure 15-16 Permissions Information Area

— Permissions Information

Groups [Standard CTI Allow Call Monitoring
Standard CT1 Allow Call Fark Monftoring ) [ Add to User Group

=randard Gl Giow Cail Recording
Standard CTI Enabled [ Remove from User Group ]
View Details

Roles  [standard ©TI Allaw Call Monitoring
Standard CTI Allow Call Park Monitoring
Standard CTI allow Call Recording
Standard CTI Enabled

View Details

= [Save] [ Delete ] [Copy] [ Add New

Call Park Monitoring
must appear here

-or-

*  [fusing an End User, ensure that all Call Park numbers are attached to your nicecti user
appear in the Permissions Information area.

Figure 15-17 Permissions Information Area

— Permissions Information

Groups [Standard CTI Allow Call Monitoring
(Standard CTI allow Call Fark Monitaring ) [ Add to User Group

=randard Gl Giow Cail Recording
Standard CTI Enabled [ Remove from User Group ]
View Details

Roles  [standard ©TI Allaw Call Monitoring
Standard CTI Allow Call Park Monitoring
Standard CTI allow Call Recording
Standard CTI Enabled

View Details

= [Save] [ Delete ] [Copy] [ Add New \\
Call Park Monitoring

must appear here
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Receiving No Events for a Specific Device

If you have performed all the required configuration for the Application User and you still receive
no events for a specific device, follow the procedure below.

To enable control of device from CTI:

1. From the Device menu, select Phone.

Figure 15-18 Device Menu

Device + i

CTl Route Paint

Gatekeeper

Gatevvay

+ Phaone

Trunk

Remaote Destination

Device Settings 3

The Find and List Phones window appears.

Figure 15-19 Find and List Phones Window

Find and List Phones

Status
’7 61 records found

Phone (I - 50 of 61)
Find Phane where | Directory Mumber « | begins with vl ‘ Clear Filter E]
‘ Select itern or enter seargh text vl

r Device Namea(Line) * Description Device Pool Exte*lnn Partitian Davice Protocal Status
|l E SEPOD17EOZ55A68 SEPOD1TEO355A68 Cluster G711-DP 6001 SCCP Registered with 192.1
r mﬁéo SEPODOCESE40CO0 Ofir 6002 Cluster G711-DP 6002 SCCP Unregistered

|l E SEPOD17EOAESTOA Ofir 6003 Cluster G711-DP 6003 SCCP Unknown

r g SEPOD1320630967 uzi-6005 Cluster G711-DP 6005 SIP Unknown

|l g SEPOD1320630968 uzi-6006 Cluster G711-DP 6006 SIP Unknown

r g SEP123412341234 Liron-HMP Cluster G711-DP 6007 SIP Unknown

|l E SEFOD1BDI6C4460 SEPOD1BD46CA460 Cluster G711-DP 6009 SCCP Unknown

r = SEPOD3094C42568 Avyalla Cluster G711-DP 6011 SCCP Unregistered

2. Inthe Find Phone where area, enter the information for the phone/s that you want to record.
3. Click Find. The Find and List Phones window appears.

The Phone Configuration window appears.
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Figure 15-20 Phone Configuration Window

n
S —
Q Save x Delete: Copy % Reset HI]E Add New
Status
@ Status: Ready
— Association Information ————————— — Phone Type
Modify Button Itams Product Type: Cisco 7941

Device Protocol: SCCP

1 smeline [1]- 6024 (no partition)
e
2 wmeline [2]- Add a new DN { pevice Information
] INeegreratoT———————" Unknown
---------- Unassigned Associated Items ---------- 1P Address P —

3 Add a new SURL MAC Address™ 00192F7300C7
4 &5 Add anew SO Description SEPO0192F73DDCT
S & addanew BLF SD Device Pool* [ cluster Gr11-DP [+] view Details
6  wmzAdd o new BLF Dirscted Call Park Common Device Configuration [ < none > [v] wiew Details

Phone Button Template* Standard 7941 SCCP v
7 CallBack [standar ¥
s call Park Softkey Template | < Wane = [~]
o call pickup Commaon Phons Profils™ [Standard Comman Phone Profile []
10 Conference List Calling Search Spacs |< Mone > M
11 conference AAR Calling Search Space [ < mone > [~]
12 Do Mot Disturb Media Resaurce Group List | < Mane = [+]
13  End Call User Hold MOH Audio Source |< None > M
14 Forward All Network Hold MOH Audio Source < None > [~]
15 Group Call Fickup Location® [Hub_ore B
16 Hold =

ABR Group [« Mone = [~]
17 Hunt Group Logout

User Locale [ < mone > [~]
18 =m: Intercom [1]- Add a new Intercom

e Network Locale |« Wane = [~]

19 Malicious Call Idantification Built In Bridge® [on =
20 Meet Me Conference ¥

Privacy [off [~]
21 Mobility
I Device Mobility Mode™ [ Defautt [w] view current D

4. Inthe Device Information area, sclect Allow Control of Device from CTI.

Figure 15-21 Phone Configuration Window - Allow Control of Device from CTI

Phone Configuration Related Back Tao Find/List
LE Save x Delete Capy % Reset lfl}i 2dd New
| | [—— | Hub_mone [¥]
AR Group [< mone = [l
User Locals [« Mane > ]
Metwork Locale [ < Mone = []
Built In Bridge* [on [+]
Privacy® [off [v]
*
Device Mobility Mode | Defautt [v] view current Device Mobility Settings

Cwner User ID

Fhone Load Mame

Join Across Lines | Defautt

BLF Audible Alert Setting (Phone Tdle)* | pefault

ElEE

BLF Audible Alert Setting (Phane Busy)™ [ pefault

Is Active

Retry Video Call as Audio

DIgnore Presentation Indicators {internal calls only)

Allow Contral of Device fram CTI <—

Logged Into Hunt Group

[Cremote Device

5. Click Save.

6. Ifyou still receive no events from this specific device, see Receiving No Events for a
Specific Device #2.
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Receiving No Events for a Specific Device #2

. IMPORTANT

If there is still a problem after you have performed the configuration above, verify that this device
is associated with the Application User and NOT an End User as recommended by Cisco

If the problem continues, see Receiving No Events for a Specific Device #3.

Receiving No Events for a Specific Device #3

If you have verified that Allow Control of Device from CTI is selected and that the device is
associated with the Application User/End User and you are still receiving no events for a specific
device, you should reset the Cisco CTIManager Service.

To reset the CTIManager Service:
1. Navigate to the Cisco Unified Serviceability window.

2. From the Tools menu, select Control Center - Feature Services.

Figure 15-22 Control Center - Feature Services

|9 Cisco Unified Serviceability-Contrel Center - Windows Internet Explorer
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Seevice Name Status® Activation Status Start Time up Time
~ Cizeo AXL Web Service Started Artivabed Tue &pr 7 14:40:03 2009 40 days 19:49:57
[ Cisco Bulk Provisioning Service Started Ativabed Tue Apr 7 14:40:04 2000 40 days 18:49:56
Cisco TAFS Service ot Runming Dieactvated
Performance and Monitoring Services
Service Name Status® Activation Status Start Time Up Time
- Ciseo Serviceability Reporter Started Arivabed Tue Apr 7 14:30:58 2000 40 days 18:50:02
r Ciseo CalMananer SNMP Service Mot Runsing Deactivated
Directory Services
service Name status® Activation Status start Time up Time
L Lisco Dirsync Mot Running Deactivated
CM Services
| Activation status start Time up Time
Service Name Aetivated Thas May 7 09:44:06 2009 10 days 23:45:54
. Activated Tue Apr 7 14.39:52 2009 40 days 18:50:08
o~
Cisco CallManager T
i Cisco Tftp Deactivated
- . . l’f Activated Tue Apr 7 14.39:53 2009 40 days 18:50:07
Cisco Messaging Interface Activated Thu Apr 23 15:32:23 2009 24 days 17:57:37
i Cisco Unified Mobile Woice Access Service Agtivated Tue Apr 7 1£:39:55 2009 40 days 10:50:05 -
. . . . Intemat T
. Cisco IP Yoice Media Streaming App L4 M
o Cisco CTIManager
. Cisco Extension Mobility

3. For the relevant server, reset the relevant Cisco CTIManager.
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Events Are Not Received

If your site is experiencing problems when receiving events, verify that the nicecti user is
configured as an Application User and not as an End User.

Extension Mobility Log In/Log Out Problems

If your site is experiencing extension mobility login/logout problems, verify that the nicecti user
is configured as an Application User and not as an End User.
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Troubleshooting Avaya SIP
No CTI Events Received by CTI Driver from Interface

Problem

If the CTI Driver does not receive any CTI events from the SIP Decoder Interface, verify the
network configuration as described in the next section.

Verifying the Network Configuration

In order for the SIP Decoder Driver to capture the signaling packet between the SES and the
endpoints, verify the network configuration is correctly configured.

To verify the Network configuration:

1. For the network configuration to capture the signalling packets between the SES and the
endpoints, it should be configured in one of the following ways:

*  Both the driver and the [P Phones should be connected on the same Hub.
*  The switch should be configured to mirror the traffic. Verify this with your Site Engineer.

2. Verify that the network adapter configuration conforms to the requirements of your site. See
the Installation Guide for more information.
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Troubleshooting Avaya IP Mappers
SNMP/Push/RAS Troubleshooting

For the Push Monitor Tester, contact NICE Customer Support.
SMS Troubleshooting

If Avaya SMS CTI link does not function correctly, check the following:

*  The local host is connected to the network and that you can reach the SMS host.

*  Avaya SMS is installed and configured correctly.
To confirm Avaya SMS is installed and configured correctly, use the following tests:
e Avaya SMS Web Interface Test Application Page

* Avaya Sms Monitor Test

Avaya SMS Web Interface Test Application Page

In order to test interactions with the System Management Service, use Avaya SMS web interface
test page.

To access the Avaya SMS web interface test page:

1. Go to http://<smshost>/sms/sms_test.php. The .php web page opens.

NOTE: If the web page does not display, this may be a problem with the SMS
— configuration.

If you get an error message, follow the instructions.
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Figure 16-1 Avaya SMS Web Interface Test Page

/Z§ SMS Interactive Test - Microsoft Internet Explorer (=] |
Fle Edt Wew Favortes Tooks Help ‘ o
OBack - &9 - Iﬂ IE‘] N &= JLms @] ChangeSynergy & CTIServers & | Google %
Address [] http://152.166.241.110jsmsjsms_test php BN e
R g =
W Web Service Request Form

Connection Information

oss1 e
Login 1o leraft

Password |crftpw

Request Parameters

Madel Station J
operation  [list
SMS Host [http://192.168.241.110

Objectnams |
SOAP

Request  [p— ualifier  [eount 5
Timeout 30, o I
(Seconds)

=

Session Recording Field
ields

[ Record SMS Request

I Record Result Data
Submit Request
Get Record Clear Record

Last Request Response

Session ID Duplicate Session

Response

il ] _’l_l
[&] bene [T [ [ mkemet Y

2. Complete the relevant information using the following guidelines:
* OSSI Login ID: Enter the username for the Communication Manager.

e Password: Enter the password for the Communication Manager.

* Model: Enter Station.

* Operation: Enter List.

* Objectname: Leave this field blank.

* Qualifier: Enter count 5.

* Fields: Enter *.

3. Click

4. The test result appears in the Response area.

* Below is an example where the test connection succeeded.

IRespDnse {

A
wvar fresult_code = 0 1
var $result_data = 'Extension[0]=40001|Extension[1]=40002 | Extension[Z] 3
Response =40003 | Extension[3]=40004 | Extension[4] =40005| Type[0] =2500| Type[1] =2500]| Type[2]
=2500| Type[3]1=2500| Type[4]=2500| Port [0] =02ZA0601| Port[1]=02A0602 | Port[2]
=02 40603 | Port[3]=02A0604| Port[4]=02ZA0605|Name [0] =inalog|Name[1] =|Name[2] = | Name
[3]1=|Name[4]=|Native Name[0]=|Native Name[l]=|Native Name[Z]=|Native Name[3]
=|Native Name[4]=|Coverage Path 1[0]=|Coverage Path 1[1]=|Coverage FPath 1[Z] [v]
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* Below is an example where the test connection failed.
Fault: Connection Failed: Outbound 0331 connection could not be established.

Response

Avaya Sms Monitor Test

Another tool that can be used to test interactions with the System Management Service is the
Avaya Sms Monitor.

The main difference between the Avaya Sms Monitor testing tool and the Avaya SMS Web
Interface Test Application Page, is the Avaya SMS web interface on/y tests Avaya SMS
functionality but the Avaya Sms Monitor also tests the smsHandler.

The smsHandler is the connector between the System Management Service and the Avaya SMS
CTTI link.

The Avaya Sms Monitor is located under Program Files\NICE Systems\NICE Perform
eXpress\CTINAvayaSmsCTILink.

Before running the Avaya Sms Monitor application:

Ensure that the InitApplication.xml file and the Commands.xml file are located in the Config
folder in the application folder.

The InitApplication.xml file should include:

*  SMS Connection parameters which consist of the following:
* Timeout: The timeout for SMS web service requests.
* Url: http://<smsHostlpAddress>/sms/SystemManagementService.php
* Mode: BASIC_AUTHORIZATION

e Username - Username for the Communication Manager
(Example: mylogin@cmserveraddr).

* Password - Password for the Communication Manager.
* Load and results parameters which consist of the following:
*  SMS Commands file name (optional).
* Log fie name and whether to write to this file (optional).
* Results file name and whether to write to this file (optional).

The Commands.xml file should include the commands you want to load into the system.
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Figure 16-2 Commands.xml File Window

<?uml version="1,0" 7=
- <Root>
- «Commands>

<Command Model="Station" Operation="list" Objectname="" Qualifier="count 1" Fields="Extension|Type" /=
<Command Model="Station" Operation="list" Objectname="" Qualifier="count 2" Fields="#" />
=Command Model="8tation" Operation="list" Objectname="" Qualifier="count 3" Fields="Type" />
=/Commandss
</Root>

=Command [sDefaultCommand="true" Model="8tation" Operation="list" Chjectname="" Qualifier="count 5" Fislds="Extension" />

After running the Avaya Sms Monitor application you can:

* Load new configured commands [Load Commands |

Execute Commands {One By One)
Execute Commands {Serial)

* Run the configured command either one by one or in a series

Execute Current Command I

*  Run the currently displayed command |

* Enter a command manually.

| ¥ write Tolog [ write Results ta File

* Choose to write to the Log file or to the Results file

Figure 16-3 Sms Monitor - Commands Window

.ﬂ.,- Sms Monitor

File Wiew | Commands

Load Commands
Execute Commands {One By One)
Execute Commands {Serial)

Sms Manitar

=101 x|

Current Command

Maodel: I Qualifier: I count 1
Operation: I lisk Figlds: I Extension|Type
Objectname: I

IV write Tolog ¥ Write Results ta File
Sms Results And Logs

Command Result:
RSS2 2D E s 2 2

Extension[0]=40025| Type[0]=2500

Ak E

Command Result:
ekkkohakk ok

Extension[0]=40025|Extension[ 1]=40026| Type[0]=2500| Type[1]=2500|Part[0]=01B0801 |Port[ 1 ]=01B080Z | Mame
(— 1]=01|CRY_Length[0]=1|CRY_Length[1]=1|LWC_Reception[0]=spe|LWC_Reception[ 1 ]=spe|LWC_Activation[0]=:
iguration_Set[0]=|Configuration_Set[1]=|x%Mobile_Tvpe[0]=|%Mobile_Type[1]=|LWC_Log_External_Calls[0]=n|Li
Restrict_Last_Appearance[0]=y|Restrict_Last_appearance[1]=y|Flash_for_answer/Hold[0]=n|Flash_for_Answer/l
Z[0]=|Button_Data_2[1]=|Button_Data_3[0]=|Button_Data_3[1]=|Button_Data_6[0]=|Button_Data_&[1]=|Data_
s[1]=|Message_Waiting_Indicator[0]=none|Message_‘Waiting_Indicator[ 1]=none|Ignore_Rotary_Digits[0]=n|Igno

Ak E Dbk

] i

Execube Current Command
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Troubleshooting Avaya CVLAN

This section comprises the following topics:

¢ No CTI Events Received by CTI Driver from Interface on page 218
e SNMP/Push/RAS Troubleshooting on page 219

e SMS Troubleshooting on page 219

¢ Checking the Connection Manager Log on page 223

*  Checking for Unsuccessful Device Monitoring on page 223

* Checking a Connection Problem on page 224

e Checking Monitor End is Received on page 227

*  Checking ISDN Trunk Alerting Event on page 227

* Checking the Connection Manager and Driver Connection to the AES on page 227
¢ General AES Environment Troubleshooting Tips on page 228

¢ Client Cannot Connect to CVLAN Server on page 230

e CVLAN Dump Utility on page 231

Checking the Connection Manager Log

Locate the error on the Connection Manager Log. This should provide you with an understanding
of the error that occurred. The error is either reported with an associated cause, or as an error
number.

See Connection Manager Monitor on page 186.

To locate the error on the Connection Manager log, see Finding Text Strings in Open Logs
on page 162.

Checking for Unsuccessful Device Monitoring

A device was not monitored successfully.

1. Check the switch connectivity (see Verifying the PABX Configuration and Physical Line
Connectivity on page 118).

2. Locate the error on the Connection Manager Log (see Checking the Connection Manager
Log on page 223).

3. Check that there are no other processes (other CTI Servers or applications) monitoring the
device, by asking the customer if they are running other applications.

4. Check that the device status on the switch is in-service.
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Figure 16-4 Device Monitoring - General Status

vayadis1 - SecureCRT
File Edit VYiew Options Transfer Script  Tools  Window Help

HBUE EBQ 8

status station 43026

& B 7

GENERAL STATUS]

Administered Type: 9620 Service State:l in—-service/on—hook |<_
Connected Type: 9620 TCP Signal Status: connecte
Extension: 43026
Port: 502243 Parameter Download: complete
Call Parked? no SAC Activated? no
Ring Cut Off Act? no
Active Coverage Option: 1
EC500 Status: N/A Off-PBX Service State: N/A

Message Waiting:
Connected Ports:

Limit Incoming Calls? no

HOSPITALITY STATUS
Awaken at:
User DND: not activated
Group DND: not activated

Room Status: nDn—ﬁuest room

User Cntrl Restr:
Group Cntrl Restr:

none
none

ESC—-x=Cancel Esc—e=Submit Esc-p=Prev Pg Esc—n=NHext Pg Esc—h=Help Esc—-r=Refresh

Checking a Connection Problem

If Avaya CVLAN has a connection problem it may be due to a change on the switch. You will need
to check for an Avaya CVLAN client software version problem (see the
Integration Description Document (IDD).

To check a connection problem:

1.

Restart the AES twice. If the driver log shows a CVLAN client version mismatch, install the
correct Avaya CVLAN client software version (see the Installation Guide).

Restart the NICE Perform eXpress machine.
Check the physical and network connections.

Check if the CVLAN interfaces and CVLAN clients that are configured on the AES server
exist. To do this:

a. Inthe OAM, go to CTI Admin on AES Server > Administration > CTI Link Admin >
CVLAN Links.
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-

P avaya

» Wetwork Configuration

Switch Connections

~ CTI Link Admin
TSAPI Links

{ CWLAN Links
| DLG Links
DMCC Configuration
TSAPI Configuration
Security Database
Certificate Management
TR&7 Configuration
Status and Control

Maintenance
Alarms

Logs

Utilities

» Help

Application Enablement Services

Operations Administration and Maintenance

CVLAN Links
Signal Proprietary c Switch Switch CTI ASAT Link Heartheat A
onnection Link Numher Yersion State
® 15 NO Avayadmsl 15 4 oM a
O 2 NO Awvayaz alil 4 aM o
® 2 MO Avayas 4 4 a1’} n]
[ Add Link ] [ Edit Link | [ Delete Link | [ Ecit Client

b. Select the required CTI link and click Edit Client.
Figure 16-6 Avaya CVLAN - Edit Clients

. |

- Ad
» Netwark Configuration

Switch Connections
CTI Link Admin
TSAPI Links
CYLAN Links
DLG Links
» DMCC Configuration
TSAPI Configuration
» Security Database
Certificate Management
TRE7 Configuration
Status and Control

4

Maintenance

You are he

Application Enablement Services

Operations Administration and Maintenance |
me @ Help @Logout

Edit Clients

ient

[ |[LAddci
Mame or IP Address  Status

® 10.69.1.201 Idle

© 172,21.13.109 Idle

O 192.168.241.135 Idle

{ 2] 192.168.241.2 Idle

O 172.21.11.35 Idle
® 172.21.11.76 Idle
& 172.21.11.79 Idle
(2] 172.21.13.108 Idle
(@] 192.168.241.224  Idle

[ Drop Client ] [ Delste Client
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c. Verify that the clients exist.
5. Check the ASAI-IP link. To do this, go to the ACM and run the command status aesvcs cti.
Figure 16-7 Avaya AES Status - CTI Link

) AvayadMS1l - SecureCRT
File Edit VYiew Options Transfer Script  Tools  Window Help

HEAOR BQ =& &% ?
status aeswvcs cti-link Page 1
AE SERVICES CTI LINK STATUS

CTI Version Mnt AE Services Service Msgs Msgs

Link Busy Server State Sent Rcwd

5 4 no AVAYA-AES established 15 15

8 4 no AVAYA-AES established 15 15

9 no down 0 0

10 4 no AVAYA-AES31 established 59 39

11 4 no AVAYA-AES31 established 414 397

12 4 no AESMS2 established 15 15

13 4 no AESHS2 restarted 30 15

14 no down 0 0

15 4 no AESMS1A established 15 15

16 4 no AESMS3A established 15 15

17 4 no AESMS3A established 15 15

18 4 no AVAYA-AES31 established 97 97

19 4 no AVAYA-AES31 established 97 97

20 4 no AVAYA-AES31 established 15 15
press CANCEL to guit

ESC—-x=Cancel Esc—e=Submit Esc-p=Prev Pg Esc—n=NHext Pg Esc—h=Help Esc—-r=Refresh

6. Verify that the AES is communicating with the switch. To do this:
a. Inthe OAM, navigate to Status and Control > Switch Conn Summary.
b. Verify that the Conn Status is Talking.
7. Verify that the CVLAN link is communicating. To do this:
a. Click Per Service Connection Details.
b. Check that the Connection State for the link is Talking.

8. Verify that the IP address of the AES for client connectivity is defined (the IP address of one
network card).

The client connectivity cannot be defined as Any (meaning any network card). CVLAN does
not support the option Any.

To do this:
a. Inthe OAM, navigate to Administration > Local IP.
b. Check Client Connectivity.

E NOTE: When a site is configured with two separate NIC, the two IP addresses could

- appear here. One IP is configured to reside on the NIC designated for the Switch
connection and the other IP is configured to reside on the NIC designated for the Client
connection. Ensure that you select the correct IP address.

9. Verify host connectivity. To do this:
a. Inthe OAM, navigate to Utilities > Ping Host.
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b. Inthe Host/IP ficld, enter the IP address of the C-LAN board, and click Ping.

If the ping is successful, the system displays a message indicating a packet size and packet
count.

10. Locate the error on the Connection Manager Log (see Checking the Connection Manager
Log on page 223).

This should provide you with an understanding of the error that occurred. The error is either
reported with an associated cause or as an error number.

Checking Monitor End is Received

Problem:

The Monitor End event is received in the NMS when the CVLAN Interface configured on the AES
server cannot receive events for a specific device (Event Monitor End Received). This usually
indicates that a device was deleted in the switch or a CVLAN Interface configured on the AES
server failure occurred.

Solution:

1. Check the device configuration in the switch.

2. Check that the CVLAN Interface configured on the AES server is running. To do this:
a. Inthe OAM, navigate to Status and Control > Switch Conn Summary.
b. Click Per Service Connection Details.

c. Check that the Connection State for the link is Talking.
Checking ISDN Trunk Alerting Event

Problem:

A trunk with PRI facility (ISDN Trunk), the Alerting Event will contain (#####).

Solution:

Once the call is connected, the value can be updated if the trunk or facility is properly
administered.

Checking the Connection Manager and Driver Connection to the AES

Problem:

NICE Connection Manager failed to open a connection to the Avaya CVLAN server.

Solution:

The CVLAN Client IP is configured on the CVLAN server. Therefore, if trying to connect via the
DHCEP IP, the server will not accept the client.

1. To resolve this, the client must use the static IP address to connect to the server.
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2. In the event that the Connection Manager has more than one NIC card, the static IP network
card must be set as the default network card.

General AES Environment Troubleshooting Tips
In an AES environment, verify the following details when troubleshooting communication
problems.
1. Verify the AES version in the site. See the Integration Description Document (IDD).
2. Verify that the AES is communicating with the switch.
a. Inthe OAM, navigate to Status and Control > Switch Conn Summary.

b. In the Conn State column, verify that the switch status shows Talking.

Figure 16-8 OAM: Switch Connections Summary

2|
|

AVAyA Application Enablement Services

Operations Administration and Maintenance j

#® 04 Home ®Heln @Logout

CTI 0AM Home You are here: > Status and Control > Switch Conn Surmmary
Administrati - -
EiocIunana o Switch Connections Summary
~ Status and Control
Switch Conn Summar: x
active
Services Summary Switch Conn online/ CLANs/  # of TCI  Msgs To Msgs From
N Since A Msg Period
» Maintenance Conn State Offline Admin'd Conns Switch Switch
» Alarms CLAMS
» Logs O Avaya3 Talking 210392;9;';205 online ShyEL 3 209 224 20
» Utilities SEERS
2008-06-26
Help
» He ® Avaya4Msi| Talking 13:94:30.0 Onling 2/2 3 420 433 20
2008-06-26
O Avayas Talking 1374560 Online 2/2 3 404 422 30
Online [ Offline ] { Message Period ] [ Switch Connection Details ]
[ Per Service Switch Connections Details ]

3. Verify that the CVLAN link is communicating.

Cth [ Per Service Switch Connections Details

a. |, The Per Service Connection Details appear.

b. Check that the Connection State for the link is Talking.

Chapter 16: Troubleshooting Avaya Integrations m

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)



Troubleshooting Avaya CVLAN [l

Figure 16-9 OAM: Per Service Connections Details

3
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P AVAyA - Operations Administration and Maintenance |

Home @Help @Logout

CTI OAM Home

|+ Administrati A i i
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SR ST Link # YP®  Connection State Switch Switch g
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28 CWLAN AvayadMsl Talkin 1t 15 a0
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+ Hel 2008-06-26
Help g CYLAN Avayal Talking 1355 04.0 15 15 30
2008-06-26
19 TSAPI Avayald Talking 1355 04.0 15 15 30
2002-06-26
27 TSAPI Avayadsl Talking 1355 04.0 B4 56 30
2008-06-26
7 TSAPI Avayab Talking 1355 04.0 23 37 30
DAPT Avayad Running
DAPT Avayal Running
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¢ d

4. Verify that the IP address of the AES for client connectivity is defined (the IP address of one
network card). The client connectivity cannot be defined as Any (meaning any network card).
CVLAN does not support the option Any.

Figure 16-10 OAM: Local IP

N
AVAyA Application Enablement Services |

Operations Administration and Maintenance |

04 Home @®Help @Logout

|| CTI0AM Home You are here: > Administration > > Local IP
|~ Administration
| Local IP

~ Metwork Configuration

Local IP
N CanngUration Client Connectivity |eth(:192.168.241.178 ~ h

Parts Switch Connectivity | eth(:192.168.241.178 +
Switch Conhnections Media Connectivity | eth:192.168.241.178 +

CTI Link Admin Apply Changes
DMCC Configuration il :

TSAPI Configuration
Security Database
Certificate Management
Dial Plan

Enterprise Directory
Host As

SME Configuration
WeblM Configuration
Status and Control
Maintenance

Alarms

=
o
e

Utilities
Help

E: NOTE: When a site is configured with two separate NIC, the two IP addresses could

- appear here. One IP address is configured to reside on the NIC designated for the
Switch connection and the other IP address is configured to reside on the NIC
designated for the Client connection. Ensure that you select the correct IP address.

5. Verify host connectivity as follows:

a. From the menu bar, click Ping host. The Ping Host/IP page appears.
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ure 16-11 Avaya OAM - Ping Host/IP Page

3
Application Enablement Services |
Operations Administration and Maintenance |

W Home @ Help @Logout

AVAYA
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Bing Host

3 + Administration -
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i Logs HDSU‘IP:‘
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ASAL Test Packet Count: &
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TSAPI Test
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d

b. Inthe Host/IP field, type the IP address of the CLAN board and click Ping. If the ping is

successful, the system displays a message indicating a packet size and packet count.

Client Cannot Connect to CVLAN Server

Verify that the IP address of the CVLAN for client connectivity is defined (the IP address of

one network card). The client connectivity cannot be defined as Any (meaning any network
card). CVLAN does not support Any.

—

NOTE: When a site is configured with two separate NIC, the two IP addresses could
appear here. One IP address is configured to reside on the NIC designated for the
Switch connection and the other IP address is configured to reside on the NIC
designated for the Client connection. Ensure that you select the correct IP address.

Figure 16-12 OAM: Local IP
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CVLAN Dump Utility

The CVLAN Dump Utility saves the output from the CVLAN Interface and is used to check the
server connection as well as specific information flows. The utility should only be used for a few
devices.

Prerequisites
Before running the CVLAN Dump Utility, verify:
* CVLAN Client version 4.2.2 is installed.

*  The IP address of the machine where the CVLAN Dump Utility is running, is registered on the
AES server.

To use the CVLAN Dump Utility:
1. In the command line, enter the following commands:

CVLanDumpUtility.exe -i <CVLAN Server IP address> -p <CVLAN Server
port number> -s <CVLAN signal> -f <device file name>

(<device file name> where the file contains the devices that should be monitored by the utility)

EXAMPLE:
CVLanDumpUtility.exe -i 100.99.99.1 -p 9999 -s signalOl -f devices.txt

Where:
[CVLanDumpUtility.exe|-i 100.99.99.1|-p 9999/ -s signalOl -f devices.txt

CVLAN Server IP CVLAN Server CVLAN device file
address port number signal name

2. Press Enter.

The CVLAN Dump Utility connects to a non-secure connection for port number 9999, and a
secure connection for any other port number, that is defined in the Avaya switch.

The CVLAN Dump Utility creates 3 files in the local directory:
* CtiText.log: Text file containing the CVLAN outputs.
e CtiBinary.log: Binary file containing the CVLAN outputs.
* ApplicationLog.log: CVLAN Dump Utility outputs.
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Troubleshooting Avaya TSAPI

This section covers the following topics:

e Missing Login/Logout Error on page 232

e Missing VDN Information in Database on page 233

¢ Failed to Monitor Device on page 233

¢ Failed to Establish Connection to the Avaya AES Server on page 234

* Monitor End Event is Received on page 235

e (Calls are Reported with Wrong Direction, or Phone Number is Missing on page 235
¢  Verifying Communication Between AES Server and Avaya Switch on page 236

* Viewing Avaya Error Messages Documentation on page 237

* Avaya Exerciser on page 237

Missing Login/Logout Error

IMPORTANT

|- During startup, when the driver initializes, the driver queries the Avaya CT/AES TSAPI Server
monitored devices. For each device that is currently logged in to the switch, the driver creates a
Login event. The driver sends these Login events to the Call Server. There are no corresponding
Logout events for these Login events. This is the normal behavior of the driver.

Problem:

The NICE Perform eXpress system did not receive login or logout events from the agent in
real-time.

Solution:

Monitor the ACD number (hunt group extension number). Add the ACD number to the nicecti
group of monitored devices.

In an AES environment, configure as follows:

M IMPORTANT
= An Avaya System Administrator is responsible for all procedures in the Avaya environment.

All procedures in the Avaya environment are by recommendation only!

1. Loginto OAM.
2. In the Devices window, add the ACD number to the list of devices.
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Missing VDN Information in Database

H

Problem:

In the nice interactions database, the VDN column remains empty.

Solution:

1. Add the VDN number to the monitored devices list.

2. In a CT server environment, check if the VDN information is reported in the Called Device
field in the Delivered or Established events.

3. In an AES server environment, check if the VDN information is reported in the
distributingVDN field in the private data.

4. Using the Avaya Exerciser, verify if the device type is VDN (for details, see Avaya Exerciser
on page 237).

In an AES environment, configure as follows:

IMPORTANT
An Avaya System Administrator is responsible for all procedures in the Avaya environment.
All procedures in the Avaya environment are by recommendation only!

1. Loginto OAM.
2. In the Devices window, add the VDN number to the list of devices.

Failed to Monitor Device

Problem:

A device was not monitored successfully.

Solution:

First, run the Avaya Exerciser tool to isolate if the problem is a switch installation problem or a
driver configuration problem. See Avaya Exerciser on page 237.

* If'the Exerciser does not succeed in monitoring the device, contact the appropriate Avaya
personnel.

e If the Exerciser succeeds in monitoring the device, then troubleshoot the driver configuration.
Now, analyze the information. Here’s How:
1. Check that the monitored devices group is created and includes all monitored devices.

See the Installation Guide.

2. Check that the number of associated monitored devices does not exceed the maximum
monitored devices defined for the specific device.
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3. Locate the error in the Avaya error list. This list is divided into categories; thereby providing

you with an understanding of the type of error that occurred. See Viewing Avaya Error
Messages Documentation on page 237.

Failed to Establish Connection to the Avaya AES Server

Problem:

The driver cannot open a connection to the switch.

Solution:

1. Check the physical and network connections.

2. Check if the CT client exists.

3. Check if the Avaya CT/AES TSAPI server is running.
4

Locate the error in the Avaya error list. This list is divided into categories; thereby providing

you with an understanding of the type of error that occurred. See Viewing Avaya Error
Messages Documentation on page 237.

5. Check that the TSAPI Client version is correct.

NOTE: It is recommended to install the same TSAPI Client version as the
== AES Server version.

For Example: For the AES Server 4.2.1, install TSAPI Client 4.2.1.
To do this:

* Navigate to Start > Programs > Avaya AE Services > TSAPI Client, and click TSAPI
Client Readme.

The TSAPI Client Readme. TXT file opens.
Figure 16-13 TSAPI Client Readme.TXT File

L=
File Edit Format Wiew Help TSAPI Client
I**1’i*1’i**i*1’i*1’i*1’**1’**1’**1’**1’i*1’i*1’1’**1’**1’**1’***i**i**i**i**i**i**i*\: -
Avaya Application Enablement (AE) Serwvices version
TSAPI Wi i Readme number
Release 4.2.1
L A4S SRl et sl ot adl el ddd 3323222222 slRE R Rl S S Rl

This readme file includes the following topics:

What's new for the TSAPI windows client in Release 4.2.17

AE Services TSAPI Windows client and server software compatibilit:
Avaya private data support

If wou are upgrading from Avaya Computer Telephony

AE Services documentation

(= =l=0 =)

(A4Sl et ill il ittt il ili il ittt iilt sttt il dd A

what's new for the TSAPI Windows client in Release 4.2.17
824SRl ettt ottt ittt ottt iis sttt it is sttt sttt S

4 o

[ Ln1, ol 4

The version number is at the top of the TXT file page.
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Monitor End Event is Received

Problem:

The Monitor End event is received when the Avaya AES Server cannot receive events for a
specific device. This usually indicates that a device was deleted in the switch or a Avaya AES
Server failure occurred.

Solution:

1. Check the device configuration in the switch.

2. Check that the Avaya AES Server is running.
Calls are Reported with Wrong Direction, or Phone Number is Missing

Problem:

*  (Calls are reported as Tandem or outgoing in the CallServer, although the calls are normal
incoming calls from a customer to an agent.

-or-

*  The phone number is missing from the call.

Solution:

1. The parameter MaxLenOfInternalDevice from the Avaya TSAPI CTI Interface plug-in may
not contain the correct value.

This parameter should contain the maximum length of the agent’s extensions, the default value
is 6. In case the site agent’s extension value is higher than 6, you should update this parameter
respectively, otherwise the agent’s extensions will be reported as type trunk instead of station
and the direction of the call will be wrong.

2. In the system administrator, check the parameters TreatType20As and TreatTyped40As from
the Avaya TSAPI CTI Interface plug-in.

The device type 20 is considered as Trunk by default, and device type 40 is considered as
Station by default.

If in the customer site the agent’s extensions are reported with device type 20, they will be
recognized as trunk and not station and the direction will be wrong. In this case you should
update this parameter from trunk to station in the system administrator. The same procedure
should be repeated for the TreatType40 parameter.

E NOTE: See the Avaya Exerciser on page 237 to determine as what types the agent’s
— extensions are being reported.

In Avaya terminology, type 20 is IMPLICIT_PUBLIC and type 40 is
IMPLICIT_PRIVATE.
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Verifying Communication Between AES Server and Avaya Switch

In an AES environment, verify the following details when troubleshooting communication
problems.

1. Verify the AES version in the site. See the Integration Description Document (IDD).

2. Verify that the AES is communicating with the switch.

a. Inthe OAM, navigate to Status and Control > Switch Conn Summary.

b. Inthe Conn State column, verify that the switch status shows Talking.
Figure 16-14 OAM: Switch Connections Summary

Application Enablement Services
Operations Administration and Maintenance

i Home @ Helo @Logout

il

AVAYA

CTI1 0AM Home You are here: s and Contral =
+ Administration = -
Switch Connections Summary
~ Status and Control
Switch Conn Summar: 2
active
Services Summary Switch Conn Tae onling/ CLANs/  # of TCI  Msgs To Msgs Fram N e
» Maintenance Conn State Offline Admin'd Conns Switch Switch E
» Alarms CLANs
» Logs O avaya3 | Talking 210392;?2;205 online T 3 209 224 30
» Utilities e
2008-06-26
» Help & Avaya4Msi| Talking 1324300 Online 2/2 3 420 433 a0
2008-06-28
L 2] Avayal Talking 132458 00 COnline 2/2 3 404 422 30
Online [ Offline ] [ Wessage Period ] [ Switch Connection Details ]
[ Per Service Switch Connections Details ]
%

3. Verify that the link is communicating.

Per Service Switch Connections Details

a. Click L
b. Check that the Connection State for the link is Talking.

Figure 16-15 OAM: Per Service Connections Details

3
AVAVA Application Enablement Services |
/ y Operations Administration and Maintenance |

e @Help @Logout

CTI OAM Home

|+ Administration = =
| Per Service Connections Details
| |+ Status and Control
Switch Conn Summar Switch CTI Link Tyne Switch Connection e Msgs To Msgs From .o oeoriod
Services SUMmMary Link # ¥P®  Connection  Stats Switch Switch d
» Maintenance
LU S 2 2008-06-26
b AlBrne 20 CYLAN Avayald Talking 13:25:04.0 15 15 30
» Logs 2008-06-26
28 CVLAM AvayadMsl Talkin 15 15 30
» Utilities i ¥ 1325040
+ Hel 2008-06-26
Help a CYLAN Avayal Talking 13:25:04.0 15 15 30
2008-06-26
19 TSAPL Avayald Talking 13:25:04.0 15 15 30
2008-06-26
27 TSAPL AvayadMsl Talking 13:25:04.0 54 56 30
2008-06-26
7 TSAPL Avayal Talking 13:25:04.0 23 2 30
DAPI Avayald Running
DAPI Avayal Running
DAPI Avayad4MS1l  Running
[ 4

|, The Per Service Connection Details appear.

Chapter 16: Troubleshooting Avaya Integrations m

I NICE Perform eXpress Release 3.0: Troubleshooting Guide (Rev. A2)



Troubleshooting Avaya TSAPI [}
Viewing Avaya Error Messages Documentation

You can view Avaya’s online documentation to view a comprehensive list of operation error
messages in the TSAPI Programmer’s Reference. These messages can help you troubleshoot
problems.

To view a PDF file of the Avaya error messages documentation:

1. Open a PDF file of the Avaya Programmer’s Reference manual, by clicking on the link

http://support.avaya.com/elmodocs2/AES/4.2/02-300544 _i4.pdf

2. Inthe Avaya Programmer’s Reference PDF, search for ACSUniversalFailureConfEvent to
view the list of error values.

Avaya Exerciser

The Avaya Exerciser simulates every action performed by the Avaya AES stream. Use this tool to
analyze the source of a problem.

When analyzing and troubleshooting a site, it is essential to isolate the stage where data was not
transferred successfully, using a process of elimination. The TS Spy tool displays all the events
that were reported by the Avaya CT or TSAPI on the AES server. By reviewing this data, you can
analyze if data was transferred successfully at each stage.

NOTE: The Avaya Exerciser can also be used to simulate actions performed by the
Avaya CT stream.

—

Installing the Avaya AES TSAPI Exerciser

To install the Avaya TSAPI Exerciser:

1. Insert the Avaya Application Enablement Services TSAPI SDK Client installation CD
in the CD-ROM drive of the NICE Perform eXpress machine.

The Avaya Application Enablement Services (AES) TSAPI SDK installation wizard starts.
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Figure 16-16 Avaya AES TSAPI SDK Installation Wizard

AVAYA

Avaya
Application Enablement Services

TSAPI SDK

InstallShield Wizard

T5&P! SDE Setup is preparing the InstallShield® Wizard, which
will guide you through the rest of the setup process. Please wait

([TTTTTT L] ]] Cancel

Copyright 2006 Avaya Inc. All Rights Reserved

After a few moments, the Avaya AES TSAPI SDK Welcome window appears.
Figure 16-17 Avaya AES TSAPI SDK Welcome Window

Welcome to the Avaya Application Enablement
Services TSAPI SDK Setup program.

The InstallShield Wizard will install the TSAP! SDE. on your
computer. Ta continue, click Mexst.

Cancel

2. Click Next.
The TSAPI SDK Setup window appears.
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Figure 16-18 TSAPI SDK Setup Window

X

Setup
TS5API SDK Setup

Chooze the TSAPI SDK Component to install

TSAP| Exercizer [Requires separate installation of TSAP Client)

Clear Al

< Back Hext> ‘ Cancel |

3. Click Select All to select all the components to install.
4. Click Next.

The Wizard Complete window appears.

Figure 16-19 Wizard Complete Window

InstallShield Wizard Complete

Setup has finished installing the TSAP! SDK an vaur computer,

P

5. Click Finish.

The Avaya Exerciser is installed.

Verifying User Groups and Configured Devices

To verify user groups and configured devices using the TSAPI Exerciser:

i NOTE: If you are able to run an Exerciser session, it indicates that connection exists
— between the Avaya AES Switch and NICE Perform.

1. From the Start menu on the NICE Perform eXpress machine, select Programs > Avaya AE
Services > SDKs > TSAPI > TSAPI Exerciser.

The Exerciser window appears.
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Figure 16-20 Exerciser Window - Blank

&\ Mode: SIMULATOR Stream: INACT) Trace File: (NOME)

Help

Start Simulator Session...

Start Exerci

Private Data...

Open Script File...

Scripk Status...

2. Select Run > Start Exerciser Session. The Start Exerciser Session window appears.

Figure 16-21 Start Exerciser Session Window

Start Exerciser Session

SERVER NAME: | AVAYARAVAY ASHCSTARAESMS1A ~ |
Login: |

PASSWORD: |

OUTPUT FILE: |

APIYERSION: |TS1-2

Send Private Data in the acz0penStream| |7 v

Selecting Send Private Data for ECS with no data in the Private Data
Dialog cauzes default Version data "ECSH#2-6" ta be zent.

(] 8 | Cancel

M) IMPORTANT

H * \Verify the AES Server IP address. To do this:

Click Start > Programs > AvayaAE Services > TSAPI Client, and click to open Edit
TSLIB.INI file.

The TLink that appears in the SERVER NAME field must be the same as the TLink that
appeared in the TSAPI TLink window.

3. From the SERVER NAME drop-down menu, select your Avaya TSAPI TLink name.
4. Enter the LOGIN, PASSWORD, and keep the default APl VERSION.
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5. Click OK.
The Exerciser window appears displaying the actions performed by the Avaya TSAPI driver.
Figure 16-22 Exerciser Window with Information

;}':, Mode: EXERCISER Config: (NEW) Strean: ACTIYE Trace File: (NONE) = |EI|5|
File Admin Run Call Control  Escape Maintenance Query  Routing  Zet Feature  Spapshob  Status  PEX Simulakor

Help
14:33:24 0 SERVICE: Open Stream: Stream Type: CSTA ServerlD: LUCENTH#G3 =
LoginlD: ezer Password: [not printed]
Level: 0 APl Version: T51-2
Lib ¥ersion: Tsrv Version:
Private Data: Yendor: YERSION
Data: ATET Definity G3#2-6
14:33:24 0 CONFIRM: Open Stream: API Yersion: ST2 Lib Version: 9.1

Tsrv Yersion: 9.1.04.0 Drvr Yersion: 9.1.04

Private Data: Yendor: ATET Definity G3

-
1| | 3

You can now perform one or more of the following procedures:

¢ Get Device List (see page 241)

*  Monitoring Device/ACD (see page 243)
* Monitoring VDN (see page 244)

*  Query Device Info (see page 244)

Get Device List

To run Get Device List:

1. From the Exerciser window, select Query > cstaGetDeviceList(). The Get Device List
window appears.
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Device List Window

Index:|-1
Level
Home Warktop? . o
Away Worktop? " Call Control? .
Device/Device Monitor? " Routing? .

Send Message |

Cancel |

2. Select Call/Device Monitor? and click Send Message.

Troubleshooting Avaya TSAPI [}

The Exerciser window displays a list of devices that can be monitored.

NOTE: When you click the Send Message button, the query returns the first 20

Continue to do so until -1 appears in the Index field.

Figure 16-24 Exerciser Window

devices. Each time you click Send Message, the query returns the next 20 messages.

&) Mode: EXERCISER Stream: ACTIVE Trace File: (NONE)

Eile Run Call Control Escape Maintenance Query Roukting  Set Feature Spapshot  Status [ Help
18:27:41 0 SERVICE: Open Stream: Stream Type: CSTA ServerlD: AVAYARAVAYA_GIRCSTARAVAYACTI]
LoginlD: urif Password: [not printed] App Name: TSAPI Exerciser
Level: 0 APl Yersion: TS1-2
Lib Yersion: Tsrv Version:
Private Data: VYendor: VERSION
Data: ECS#2-6
16:27:41 0 CONFIRM: Open Stream: APl Yersion: 5T2 Lib Version: ACT1.3
Tsrv Version: 1.3.03.0 Drvr Version: 1.3.06.0
Private Data: Vendor: ECS
Data: 6
18:27:49 0 SERVICE: Get Device List: Index: -1 Lewvel: Call{Device Monitor
18:27:49 0 CONFIRM: Get Device List: Index: 20 Level: Call{Device Monitor
Driver SDB Level: ACS and CSTA Checking
Device List:
38550 24244 24245
24406 24660 24143
24193 24194 303711
30372 30373 30374
30375 30376 30377
30378 30379 30380
< ¥

3. To close the Exerciser window, select Run > End Session.
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Monitoring Device/ACD

To Monitor Device/ACD:
1. From the Exerciser window, select Status > cstaMonitorDevice.

The cstaMonitorDevice test checks one device at a time. The Monitor Device window
appears.

Figure 16-25 Monitor Device Window

Device ID:| 24366

Filtering. ..

B3R Frvats Fiten) |

Send Meszage | Cancel |

2. Enter a Device ID and click Send Message.
3. Make a call to the Device ID you defined in the Monitor Device window.

The Exerciser window displays events generated by the monitored device.

Figure 16-26 Exerciser Window

&\ Mode: EXERCISER Stream: ACTIVE Trrace File: (NONE)

Eile Run Call Control Escape Maintenance Query Routing  Set Feature Spapshot  Status [ i Help
Private Filter: FALSE ~
12:01:65 0 CONFIRM: Monitor: Cross RefID: 1
Filtered Events:
Call Filter: Call Cleared
Feature Filter: Call Info DND
Forwarding Ml
Agent Filter: Log On Log Off
Not Ready Ready
Work Not Ready Work Ready
Maintenance Filter:  Back In Srve Out Of Srve
Private Filter: FALSE
Private Data: Vendor: ECS
Event Type : ATT_MONITOR_CONF

Service: Monitor Filter
Used Filter: Entered Digits
12:02:44 0 EVENT:  Delivered: Conn: [ Call ID: 332 Static Device ID: 24366 |
Alerting Device: [ Status: ID Provided Type: Explicit Private Local Number
Device ID: 24366 ]
Calling Device: [ Status: ID Provided Type: Explicit Public Unknown
Device ID: 6003 |
Called Device: [ Status: ID Provided Type: Explicit Private Local Number
Device ID: 24366 ]
Last Redir Device: [ Status: ID Not Required ]
n Info: Alerting Cause: NEW _CALL
==3»>3>>>Cross Ref ID: 1 <{{{{{(==========

Private Data: T ECS
Event Type : ATT_DELIVERED
Service: Delivered
Type: Station TrunkGroup: 12

Trunk Member: 30 Split: [null]
Look Ahead Interflow Type: No Interflow
LAl Priority: Not In Queue

LAl Hours: 0, Minutes: 0. Seconds: 0
LAl Source VDN: [null)

LAl Unicode Source YDN:

User Entered Code Type: None

UEC Indicator: Collect UEC Data: (null)
UEC Collect YDN: [null)

UUI Type: None

Reason: None

Orig Call Info Reason: New Call b
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4. To close the Exerciser window, select Run > End Session.

Monitoring VDN

To run Monitor VDN:

1. From the Exerciser window, select Status > cstaMonitorCallsViaDevice.

The cstaMonitorCallsViaDevice test checks one device at a time. The Monitor Calls Via

Device window appears.

Figure 16-27 Monitor Calls Via Device Window

Monitor Calls ¥ia Device

Device ID:||
Filtering. .. |

G3IFD Private Filer.. |

Send Meszage I

Cancel |

2. Enter a Device ID and click Send Message.

3. Make a call to the Device ID you defined in the Monitor Device window.
The Exerciser window displays events generated by the monitored device.
Figure 16-28 Exerciser Window
[ Mode: LXERLISER Stream: ALTIVE Trace File: (NN}

Blo fun CollCortrol Escape Mentenance Cuery fgutng SotFestwe Spapdhor Stotus (R0 Sminoe Help
143027 0 SCRVICL: Open Stream: Stream Type: C5TA ServerlD: AVAYARAYAYA_GINCSTARAVAYACTID
LoginlD: shayl Pazaword: [not printed) App Mame: TSAP| Exercizer
Level: 0 APl Version: T31-2
Lils Version: Tsrv Version:
Private Data:
143727 0 CONFIRM: Open Stream: Lib ¥ersion: ACTD.1
Tsrv Ve 13100 Drvr Version: 1.3.12.0
Private Data: Vendor: CCS
Data: &
14:39:52 0 SERVICE: Query Device Info: Dewvlee: 22290
143962 0 CONFIHM: Oueny Dev Info: Device: 22290
Device Type: ACD Group Device Clags: Voloe
Private Data: Vendor: FCS
Event Type © ATT_GUERY _DEVICE_INFO_CONF
Senvice: Query Device Info
Associated Class: Other
Azsociated Device: [null]
4. To close the Exerciser window, select Run > End Session.

Query Device Info

To run Query Device Info:

1.

From the Exerciser window, select Query >cstaQueryDevicelnfo.

The Query Device Info window appears.
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Figure 16-29 Query Device Info Window

Query Device Info

Device |0 |Begie

Send Meszage | Cancel

2. Enter a Device ID and click Send Message.
The Exerciser window displays the results as follows:
*  [fthe device is ACD, see Figure 16-30 (on page 245).
*  [fthe device is VDN, see Figure 16-31 (on page 246).
* [fthe device is Device Type, see Figure 16-32 (on page 246).

Figure 16-30 Exerciser Window - ACD

File Rum Call Control Escape Maintenance Query Routing SetFeature  Snapshot  Skatus  FEX Simulator Help

14:41:15 0 SERVICE: Open Stream: Stream Type: CSTA ServerlD: AVAYARAVAYA G3HCSTAHAVAYACT13
LoginlD: shayl Password: [not printed) App Name: TSAPI Exerciser
Level: 0 APl Yersion: TS1-2
Lib Yersion: Tsrv Yersion:
Private Data: ¥endor: VERSION
Data: ECS#2-7
14:41:15 0 CONFIRM: Open Stream: APl Yersion: 5T2 Lib Yersion: ACT3.1
Tsrv Yersion: 1.3.11.0 Drvr Version: 1.3.12.0
Private Data: ¥endor: ECS
Data: 6
14:41:21 0 SERVICE: Query Device Info: Device: 67890
14:41:21 0 CONFIRM: Query Dev Info: Device: 67890
Device Type: ACD Group Device Class: Yoice
Private Data: ¥endor: ECS
Event Type : ATT_QUERY_DEVICE_INFO_CONF
Service: Query Device Info
Associated Class: [Other
Associated Device [null]

ACD
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Figure 16-31 Exerciser Window - VDN

File Run Call Control Escape Mainkenance ©Query Rouking SetFeature Spapshot  Skatus  FEX Simulator Help

14:37:27 0 SERVYICE: Open Stream: Stream Type: CSTA ServerlD: AVAYARAVAYA G3RCSTARAVAYACT13
LoginID: shayl Password: [not printed) App Name: TSAPI Exerciser
Level: 0 APl ¥ersion: TS1-2
Lib ¥ersion: Tsrv Yersion:
Private Data: ¥endor: VERSION
Data: ECS#2-7
14:37:27 0 CONFIRM: Open Stream: APl Yersion: 5T2 Lib ¥ersion: ACT3.1
Tsrv Yersion: 1.3.11.0 Drvr Yersion: 1.3.12.0
Private Data: ¥endor: ECS
Data: 6
14:39:52 0 SERVICE: Query Device Info: Device: 22290
14:39:52 0 CONFIRM: Query Dev Info: Device: 22290
Device Type: ACD Group Device Class: Yoice
Private Data: ¥endor: ECS
Event Type : ATT_QUERY_DEVICE_INFO_CONF
Service: Query Device Info

Extension Class: YON

Associated Class: Qther
Associated Device:|[null)

VDN

Figure 16-32 Exerciser Window - Device Type

Il Mode: EXERCISER Stream: ACTIVE Trace File: {(NONE)

File Run Call Control Escape Mainkenance Query Rouking SetFeature  Spapshot  Skatus  PEX Simulator Help

14:26:36 0 SERYICE: Open Stream: Stream Type: CSTA ServerlD: AVAYARAVAYA_G3XCSTARAVAYACT13
LoginID: shayl Password: [not printed) App Name: TSAPI Exerciser
Level: 0 APl ¥ersion: TS1-2
Lib Yersion: Tsrv Yersion:
Private Data: ¥endor: VERSION
Data: ECS#2-7
14:26:36 0 CONFIRM: Open Stream: APl Yersion: 5T2 Lib Yersion: ACT3.1
Tsrv Yersion: 1.3.11.0 Drvr Yersion: 1.3.12.0
Private Data: ¥endor: EC3
Data: 6
14:27:38 0 SERVICE: Query Device Info: Device: 24247
14:27:39 0 CONFIRM: Query Dev Info: Device: 24247

e. station _Device Class; Yoice
Private Data: Yendor:
Event Type : ATT_QUERY_DEVICE_INFO_CONF
Service: Query Device Info
Extension Class: Proprietary
Associated Class: Other
Associated Dgvice: [null)

Device Type

3. To close the Exerciser window, select Run > End Session.
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Using the RTD SDK Connection Tester

The RTD SDK Connection Tester checks the connection with CCMS/SCCS.

To use the RTD SDK Connection Tester:

1. Run the RTD SDK Connection Tester. The LLSymposiumTest window appears.
Figure 17-1 LLSymposium Test Window

&LLSyn‘lposiumTest : |

Server IP: ||

User ID: I

Password: I

LConnect | Dizconnect

Return Value: I

2. Inthe LLSymposiumTest window:
a. Inthe Server IP field, enter the CCMS/SCCS server IP.
b. Inthe User ID field, enter the RTD user name.
c. Inthe Password ficld, enter the password.

d. Click Connect. The result appears in the Return Value area.
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Using the Nortel Tester Tool

The purpose of this tool is to simulate interaction between the Nortel Symposium interface and the
Nortel integration.

The tool allows you to send different types of requests and to receive responses and unsolicited
events. All received events and responses are translated and printed and saved in the log file if
chosen as an option. In addition, the Nortel Tester allows checking the RTP session activity by
listening to given IP addresses and ports.

If required, the tool saves the log to a file.

' NOTE: For the purpose of debugging, it is possible to save a log that appears in the log
- window to file. The log lines are saved only after choosing this option, and cannot be
performed retroactively.

When the application has registered successfully, you can send the following:
1. Monitor Request
2. Stop Monitor Request

E: NOTE: The above order is recommended (and correct), but you can also send the
requests in a different order.

Connecting to Symposium

In order to send requests the Nortel Tester connects to Symposium.

To connect to Symposium:

Figure 17-2 Log Window Flow

& NortelTester =101 ]|

Deviceblumber | Moniloeed | Recorded | RTP Destination Address
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1. In the Nortel Tester window, from the Connection menu, select Connect. The Connect
window appears.

Figure 17-3 Connect Window

=10

Syrmposzium [P

|182.188.241.‘I4?

Mortel switch port
I 3000 E.

Connect | Cancel

2. Enter the Symposium [P number in the Symposium IP field.
3. Enter the port number in the Nortel switch port field.
4. Click Connect.

The Nortel Tester opens the TCP connection with Symposium and attempts to register the

application, by sending application registration requests and checking the responses. It
continues to do this, until it succeeds.

You can see this flow in the log window.

Figure 17-4 Log Window Flow

& NortelTester =101 x|
File  Connmection  Monitor Record RIPSession  Help

Sent > 08/11/2007 03.44:55:984 >

FFOAD03200000001 0100010301 0407 4E 49424501 05094061 6E 6OGIEE BB0090301 5107 6201 E40D 02000806534 C31 36520306
Sent » 08/11/2007 03:44:55:984 » Application Regstration Request

Sent » 08/11/2007 03:44:56:000 > Inwoke 1D: 0

Recerved » 08/11/2007 03:44:56:000 > FFOA00T 102800001 0200710301 78040504

Recensed » 08/11/2007 03:44:56:000 » Application Registration Response

Recerved » 08/11/2007 03:44:56:015 > Resul: Fahre

Recerved » 08/11/2007 03:44:56:015 > Error cause: (0504) Appheation exists

wharming » D8/11/2007 03:44:56:015 > Application 1D skeady exists . registering with new application ID.

Sent » 08/11/2007 03:44:56:015 >
FFOADO320001 0001 0100010301 0407 4E 434 3450205094061 6E6CEIEEGBO303030161071 6201 6400 030008 06534C 31 36520306
Sert > 08/11/2007 03:44:56:031 > Application Regutration Regquest

Sent > 08/11/2007 03:44:56:031 > Inwoke 1D: 1

Received » 08/11/2007 03:44:56:031 » FROAD00007810001 0200710300

Received » 08/11/2007 03:44:56:031 » Applcation Registration Response

Recerved » 08/11/2007 03:44:56:031 » Irwoke ID: 1

Received » 08/11/2007 03:44:56:046 > Resul: Success

DeviceNumber | Monitoced | Recorded | RTP Destination Address

NOTE: : The Nortel Tester prints to the log window, the sent/received message
following its translation.

5. From the File menu, select Save to log file in order to be able to collect log files.
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Monitor Request

This message lets the Nortel Tester register specified Directory Numbers (DNs) in order to receive
its CTI events. Perform this procedure from the Monitor window.

To send a Monitor Request:

1. Select Monitor > Start Monitor. The Monitor window appears.

Figure 17-5 Monitor Window
B Monitor ; _|EI|£|

— Device

Device Mumber ot

|85E|4 [ ultiple Appearance

Device Type

IEHtension 'I

)8 | Cancel

2. Enter the device number in the Device Number ficld.
3. Select the device type from the Device Type drop-down list.

4. Ifyou want to receive TNs in monitor response that are required for Start Record request,
select DMS support.

5. If you are interested in multiple appearances of the same device number, select Multiple
Appearance. If selected, the tester now receives Monitor responses and unsolicited events for
all the appearances of the device type (partly supported).

6. Click OK.

If the monitor request succeeded, the device is added to the Device Tracking table (in the log
window).

Figure 17-6 Device Tracking Table

DeviceMumber | Monilored | Reccided | RTP Destination Address
8604 trae
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Stop Monitor Request

This stops the device from receiving events.

To perform a Stop Monitor request:
1. Select Monitor > Stop Monitor. The Stop Monitor window appears.

Figure 17-7 Stop Monitor Window

i

Choose device:

Device Type

IExtension j

()8 | Cancel

2. Enter the device number, or select it, from the Choose device drop-down list.
The Device Type drop-down list is filled automatically.
3. Click OK.
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Nortel Troubleshooting Issues
Exception Raised from CNortelCTILink

Problem

In the Nortel driver screen, the following message appears in red:

CTILink #x: An Exception has been raised from CNortelCTILink::Connect

Cause

1. Incorrect IP address: if you fail to ping the correct Symposium IP address, this error occurs.
2. Incorrect Port ID - the Port ID should be 3000.

3. Problems with the network.

Solution

Test the connection using the Nortel Tester tool application, see Using the Nortel Tester Tool
on page 249.

Events Not Inserted into the Database

Problem

On a specific extension, events are not inserted into the Database.

Cause

1. This device is not in the Monitored Devices list.
2. This device is in the Rejected Devices list.

3. Switch configuration.

Solution

Check the configurations.
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Log Collector Files

The Log Collector gathers the following files from the NICE Perform eXpress system. For more
information regarding the NICE Perform eXpress components, see NICE Perform eXpress
System Architecture on page 16.

Site Information Collector

1. Site Information Collect site's component information NPX10 NPX30
Report

General

2. .Net Versions Collects .Net registry versions from HKLM\SOFTWARE\NDP NPX10 NPX30
Registry

3. Application Events Collects Application events NPX10 NPX30

4. Computer Collects system information data report NPX10 NPX30
Configuration

5. NICE Registry Collects the registry under HKLM\SOFTWARE\NICE SYSTEMS NPX10 NPX30

6. Security Events Collects Security events NPX10 NPX30

7. System Events Collects System events NPX10 NPX30

8. Time Settings General NPX10 NPX30

9. Windows Services Collects Windows Services details on the machine NPX10 NPX30

10. | Windows Updates Collects all Windows updates on the machine NPX10 NPX30
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Applications Suite

11. | ActiveDirectory Tool | ActiveDirectory Tool log files from the NICE Perform NPX30 NPX30
Logs eXpress\Tools\ActiveDirectoryTool

12. | Administrative Collects administrative data nice_admin database NPX10 NPX30
Database Data

13. | Administrative Collects the Administrative Parameters data NPX10 NPX30
Parameters

14. | Applications Collects Applications configuration files NPX10 NPX30
Configuration

15. | Applications Logs Collects Applications log files NPX10 NPX30

16. | Central Application Collects Central Application configuration file NPX10 NPX30
Configuration

17. | Central Application Collects Central Application log files NPX10 NPX30
Logs

18. | Configuration Collects NPX configuration data from nice_express database NPX10 NPX30
Database Data

19. | ConfiguredChannels | Collects the current configured channels which are used by the NPX10 NPX30
View Channel Monitoring

20. | IS Configuration Collects IIS configuration NPX10 NPX30

21. | lIS Logs Collects Internet Information Services (IIS) log files NPX10 NPX30

22. | License Info Collects information about the license state NPX21 NPX30

23. | Locate Database Collects Locate setting from the NPX10 NPX30
Settings nice_admin.dbo.tblApplicationsSystemSettings table

24. | LogService Collects LogService SelfLogging log files NPX21 NPX30
SelfLogging Logs for | (%ALLUSERSPROFILE%\Application Data\NICE
NPX2.1 and above Systems\LogServiceSelfLogging)

25. | Migration Tool Logs Migration Tool log files from the NICE Perform eXpress\Tools\NICE NPX30 NPX30

Migration Tool\Logs
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26. | Migration Tool SQL Migration Tool SQL scripts' log files from the NICE Perform NPX30 NPX30
Scripts' Logs eXpress\Tools\NICE Migration Tool\SqlScripts

27. | Playback Collects Playback Administrator log files NPX10 NPX30
Administrator Logs

28. | Playback Gateway Collects Playback Gateway configuration file NPX10 NPX30
Configuration

29. | Playback Gateway Collects Playback Gateway files versions directory NPX10 NPX30
Files

30. | Report Server Collects Report Server events NPX10 NPX30
Events

31. | Screen Agent Client | Collects Screen Agent client configuration file NPX30 NPX30
Configuration

32. | Screen Agent Client | Collects the Screen Agent Client Status NPX30 NPX30
Status View

33. | Server Bin Files Collects versions of files in Applications\ServerBin directory NPX10 NPX30

34. | Setup Framework Setup Framework log files from the %APPS_DATA%\NICE Perform | NPX10 NPX30
Logs eXpress

35. | SQL Server Collects SQL Server Reporting Service performance counters values | NPX30 NPX30
Reporting Service
Performance
Counters

36. | SQL Server Collects SQL Server Reporting Services log files NPX30 NPX30
Reporting Services
Logs

37. | Storage Streaming Collects Storage Streaming events NPX10 NPX30
Events

38. | System Monitoring Collects System Monitoring events NPX10 NPX30
Events

Telephony Services Server

39. | Files Versions Collects Playback Administration files versions NPX10 NPX30
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40. | Logs Collects Playback Administration log files NPX10 NPX30

41. | Playback Collects Playback Administration configuration file NPX10 NPX30
Administration
Configuration

Logger

42. | Backup Server Logs | Collects Backup Server log files NPX10 NPX30

43. | Backup Server Collects Backup Server registry branch under NPX10 NPX30
Registry HKLM\SOFTWARE\NICE Systems\Backup

44. | Backup Server Collects Backup Server version registry branch under NPX10 NPX30
Version Registry HKLM\SOFTWARE\NICE Systems\Setup\NICE Storage\BSRV

45. | CIMService Registry | Collects CIMService registry branch under HKLM\SOFTWARE\NICE | NPX10 NPX21

Systems\CIMService

46. | LoggerConfiguration | Collects Logger configuration files NPX10 NPX30
Files

47. | Logger Files Collects Loggers file versions from D:\NTLogger\Logger\Bin NPX10 NPX30
Versions

48. | Logger Logs Collects Logger log files (D:\NTLogger\Logger\Log\*.*) NPX10 NPX10

49. | Logger Logs Collects Logger log files (Logger) (from NPX2.1 and above) NPX21 NPX30
(Logger) (from
NPX2.1 and above)

50. | Logger Version Collects Logger registry branch under HKLM\SOFTWARE\NICE NPX10 NPX30
Registry Systems\Setup\NICE NicelLog

51. | SmartWorks Collects SmartWorks registry branch under NPX10 NPX30
Registry HKLM\SYSTEM\CurrentControlSet\Services\Ntidrv

52. | Voice Capture Collects Resource Manager configuration file NPX10 NPX30
Configuration

53. | Voice Capture Driver | Collects Voice Logger Driver registry branch under NPX10 NPX30
Registry HKLM\SOFTWARE\Nice systems\VoiceCaptureDriver
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54. | Voice Capture Files Collects Voice Capture file versions NPX10 NPX30
Versions

55. | Voice Capture Logs Collects Voice Capture log files (VoiceCapture) (from NPX2.1 and NPX21 NPX30
(VoiceCapture) (from | above)
NPX2.1 and above)

56. | Voice Capture Collects Voice Logger registry branch under NPX10 NPX30
Registry HKLM\SOFTWARE\Nice systems\VoiceCapture
57. | VoiceCapture Driver | Collects VoiceCapture driver registry branch under NPX10 NPX30

registry (OS settings) | HKLM\SYSTEM\CurrentControlSet\Services\NiceLogVC

58. | VoiceCapture Log Collects VoiceCapture log files NPX10 NPX10
files

59. | VolP Configuration Collects VolP configuration files NPX10 NPX30
Files

60. | VolP Files Versions Collects VolP file versions from D:\NTLogger\VolPCapture\Bin NPX10 NPX30

61. | VolIP Log files Collects VolIP log files NPX10 NPX10

62. | VolP Log files Collects VolP log files NPX21 NPX30

(IPCapture) for
NPX2.1 and above

63. | VolP Versions Collects VolP registry branch from HKLM\SOFTWARE\NICE NPX10 NPX30
Registry Systems\Setup\IPCapture

SQL Server

64. | Database Info Collects Database disk size information data report NPX10 NPX30

65. | DM Database Info Collects DM Database disk size information data report NPX10 NPX30

66. | Logs Collects SQL error and log files NPX10 NPX30

Interactions Center

67. | .Net Memory Collects .NET Memory performance counters values NPX10 NPX30
Performance
Counters
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Systems\NICE Storage Center [Installation]

68. | Configuration Collects Interactions Center configuration NPX10 NPX30
69. | Files Versions Collects Interactions Center file versions NPX10 NPX30
70. | Logs Collects Interactions Center log files NPX10 NPX30
71. Process Collects Process performance counters values NPX10 NPX30
Performance
Counters
72. | SOAP files Collects Interaction Center .SOAP files NPX10 NPX30
73. | XML data Collects Interaction Center .XML files NPX10 NPX30
Storage Center
74. | Configuration Collects Storage Center configuration files NPX10 NPX30
75. | Exception Log Collects Exception log files from Windows\system32\ NPX10 NPX30
76. | Logs Collects Storage Center log files NPX10 NPX30
77. | Process Collects Storage Center process performance counters values NPX10 NPX30
Performance
Counters
78. | Registry Collects Storage Center registry under HKLM\SOFTWARE\NICE NPX10 NPX30
Configuration Systems\Setup\NICE Storage Center
79. | Storage Center Collects Storage Center data from nice_admin database NPX10 NPX30
Database
Configuration
80. | Storage Streaming Collects Storage Streaming (NSS) log files (from NPX2.1 and above) | NPX21 NPX30
(NSS) Logs (from
NPX2.1 and above)
81. | Storage Streaming Collects Storage Streaming (NSS) log files (NPX1.0 only) NPX10 NPX10
(NSS) Logs (NPX1.0
only)
82. | Version Collects Storage Center registry under HKLM\SOFTWARE\NICE NPX10 NPX30
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NiceScreen Logger

83. | Configuration Collects NiceScreen Logger configuration file NPX30 NPX30

84. | Files Versions Collects NiceScreen Logger file versions NPX30 NPX30

85. | Logs Collects NiceScreen Logger log files NPX30 NPX30

86. | Registry Collects NiceScreen Logger registry under HKLM\SOFTWARE\Nice | NPX30 NPX30
Systems Ltd.\Nice Multimedia Logger

CTI Integrations

87. | ConfigCache.xml Collects configuration cache and VOX channel mapping files (when | NPX10 NPX30
and VOX channel applicable).
mapping files (when
applicable)
88. | Files Versions Collects CTI file versions NPX10 NPX30
89. | Logs Collects NICE Perform CTIl module logs NPX10 NPX30
90. | NiceCTI Registry Collects registry related to NICE Perform CTI installation. NPX10 NPX30

System Monitor

91. | Config Collects System Monitor configuration file. NPX10 NPX30

92. | Logs Collects System Monitor log files. NPX10 NPX30

Stream Server

93. | Stream Server Logs | Collects Stream Server log files NPX10 NPX30
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