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1. Introduction

This section will aid in the troubleshooting of the WIN or UNIVOICE 100 series system
should problemsoccur. 1t should bereferred to prior to calling DSSI for assistance. Inmany
cases, you may be able to resolve the problem by following the guidelines specified here.
This section also describes the procedures to be followed when calling DSSI for technical
support or to return or repair defective or damaged hardware.

2. General Troubleshooting Guidelines

Warning! Do not install any additional software without DSSI’s approval!
Troubleshooting of the system, aswith most pieces of electronic equipment, involvestesting
the system and trying to duplicate the problem consistently. Once the exact scenario inwhich
the malfunction occurs has been determined, it issimply aprocess of eliminationin order to
identify what is causing the problem and correct it. It is important to remember the
following things when performing tests on the system.

1. The hardware contained in the unit is the same as any other PC with one

addition, the VLC's (Voice Line Cards).

2. When connected to a PBX/Hybrid telephone system, the ports function just
like any other singlelinetelephonein the system. There aretwo exceptionsto
thisrule. If the WIN isintegrated with aMitel, SL1, NEC, or Norstar PBX,
then the ports emulate a digital phone.

In order to properly troubleshoot the system you should have the following equipment on
site:

1. Telephone test set (Buitt set).

2. Single line telephone (Digital phoneif Mitel, SL1, NEC, or Norstar).

3. Digit grabber (optional, but very useful).

4. Digital Multimeter.

5. Breakout box (needed for WIN with serial integration).

6. WIN Installation manual.

Once aproblem has been discovered or reported, use thefollowing stepsasaguidelineto try

and identify the cause and correct the problem:

Obtain as much detailed information about the problem as possible.

Attempt to duplicate the problem through testing.

Define what type of malfunction is occurring and what the symptoms are.

Follow the recommended corrective actions to try and fix the problem.

Contact DSSI for assistanceif there are no symptomsthat match yoursin the
“Symptoms and Corrective Actions' section of this manual or if the

corrective actions do not work.

agbrwNE
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Tomakeit easier to identify and correct possible problems that might occur, we have taken
some of the malfunctions or mistakes and separated them into the four categories listed
below. In chapter 5, Mafunctions. Symptoms and Corrective Actions, we have listed some
malfunctions that might occur, their symptoms and some corrective actions that should be
taken.

1 Hardware/PC malfunctions. These are problems that usually affect the
overall performance of the WIN system or one or more voice ports.

2. Voicemail feature malfunctions: These are problems that may affect one or
more mailboxesand arerelated to the recording and/or handling of messages,
new message notification, etc.

3. Auto Attendant feature malfunctions: These are problemsthat may affect one
or more extensions and are related to call routing, transferring calers,
busy/no answer call progress, etc.

4, PBX integration malfunctions: These are problems that affect the operation
of the WIN system when it is integrated with a PBX. This includes Serial
integration, Digital In-band and In-band DTMF integration.

In some casesthe problem may appear to overlap into more than one category. Try to choose
one that best fits the particular problem.

3. Testingthe Voice Line Card Ports

As discussed in the previous chapter, each port on the VLC's acts just like a single line
telephone when performing various functions such as transferring calls, lighting message
waiting lights, etc.. NOTE: When theWIN isconnected to SL 1, Nor star, NEC and Mitel
PBX's with digital set integration each port functions like a digital set. With thisin
mind, it isavery smple procedure to test the ports by connecting a telephone test set (butt
set) or astandard single line phone directly to the extension that would be connected to the
WIN portsand attempt to perform the functionsmanually. For instance, if thereisaproblem
transferring calls, try to transfer a call manually. If you still have a problem, then it iswith
the PBX. Using thismethod, you can virtually eliminate the Voicemail system asthe cause
of the problem and concentrate onthe PBX side. Thisisalso very useful when setting up the
system with anew PBX that DSSI has not already configured a telephone system type for.

By using a telephone test set in the "Monitor" mode, you can also test the overall
performance of the system and determine if the ports are functioning properly. Connect the
test set to the port you wish to test and leave the set in the monitor only mode. Now you can
call the port and perform various tests while listening to the test set. For example, when the
port is called the test set should ring simultaneously. Y ou should hear the WIN answer and
play the appropriate greeting.

If you dial avalid extension number, you should be ableto hear the hook flash, dial tone, the
DTMF digits being dialed, and then the call progress of the PBX (busy, ring, etc.). This
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method can aso be used to determine if the outdialing feature istimed properly, if In-band
DTMF digits are being sent, etc...

4. UsingtheLine Trace

TheLine Tracefeatureisalso agood tool to use whenever testing the WIN system. Theline
trace feature will continuously display on the screen what operation is occurring on which
line and the result of that operation. Some of the operations that would be shown are listed
below:

RINGS RECEIVED LINE 1 (Ring detected on line 1)

OFF HOOK COMPLETELINE1 (Port 1 went off hook)

Received on mailbox 990  (Play mailbox 990 greeting)

Playing GRTN484 (Greeting 484 is playing)

Playing MSSG101 (Message 101 is playing)

Received simple in-band sequence #100 (Received In-band DTMF digits #100)
Outdialing transfer sequence T&,100 (Port is transferring call to ext.100)

CALL ANALY SIS CONNECT (Call progress detected a connect while performing a
monitored transfer)

DIALING COMPLETED
ON HOOK COMPLETE (The system completed transfer)

Outdialing message waiting sequence 100,&,74 (The system outdided message
waiting sequence to ext. 100)

The trace feature used in conjunction with monitoring makes it easy to determine what
exactly is happening or what the system thinks is happening on an individual port. When
troubleshooting a problem use the trace during testing and make a note of what appears on
the screen when the problem occurs. Thisinformation will beinvaluable when you call DSSI
for support. In most cases, we will be able to determine what the problem is and what needs
to be corrected or adjusted to fix it by knowing what the trace displayed.

To use the line trace, click on theicon labeled System Configuration and then on the bar
labeled Line Configuration. Thiswill bring up the Telephone Line Setup window. Now,
simply click on the box beside the word Trace and click OK to exit. At this point, the
system will ask if you want to save the changes you have made. Click yes, and theline
traceison. In order to view the trace, it is necessary to click on the DSSI Voice Mail
Server icon on your task bar. NOTE: Thelinetrace feature will tend to slow down the
overall operation of the system when it ison. This may cause gaps and pauses
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during playback of messages and greetings. DO NOT leave the trace on any longer
than necessary. To turn off the trace, repeat the same steps.
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The Call Processor Trace found within the System Information window, when enabled, will
display general system operations such aswhenever amessage isrecorded or deleted, when
the databases are updated, what audiotext is assigned to answer during the current time
period for each line (updates every minute), when memory isallocated for certain functions,
efc..

If your system is configured for Serial Integration there will be two more trace operations
available within thiswindow: Seria trace and Packet trace. The Serial trace, when enabled
will display the serial bytes that are received or sent on the COM port(s). The Packet trace
will display the information that was picked out of the serial packet such as"Called party”,
"Call Type", "Connect Number", etc... To toggle on these traces click the box to the left of
the trace you wish to toggle.

All traceswill automatically turn off when the system goesthrough it's nightly maintenance
routine around 2:00 AM.

5. Malfunctions: Symptoms and Corrective Actions

The following chapter is designed to provide some recommended corrective actions that
should be taken when specific malfunctions occur. The malfunctions are separated into four
major categories:

Hardware/PC malfunctions

Voice Mail Feature malfunctions
Automated Attendant Feature malfunctions
PBX Integration malfunctions

Choose the category and symptom that matches your particular problem and then perform
the recommended "corrective actions’ in the order they are listed. If the problem persists
and/or you need technical assistance, refer to chapter 6, DSSI Technical Support/RMA
procedures.
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5.1 Hardware/PC Malfunctions
SYMPTOMS

CORRECTIVE ACTIONS

System will not boot up. "HDD
controller failure" error is displayed.

Check ribbon cables for punctures or flipped
connections.

Replace Motherboard

Replace Hard Disk Drive

System will not boot up. "Hard Disk
Failure" error is displayed.

Check CMOS setting for HD type.
Check controller cables.
Replace Hard Drive.

Message "Unable to start Voice Mail
System. Error code 5." is displayed.

Clean out motherboard slots and re-seat VLC's.
Check jumper settingson VLC's.

Message "Lock Device not found or
incorrect..." is displayed.

Confirm that proper lock deviceisinstalled on
the LPT1 printer port. Lock device MUST
match your system's serial number.

Test printer port. Replace Motherboard if bad.
Replace lock device. Contact DSSI for
assistance.

One or more Voice Mail ports are not
answering

Switch phoneline on malfunctioning port with g
port that is working. If problem follows phone
line, repair or replace phone line.

If the problem stays on the same port, Check the
"Line Configuration” in the On-Line
Configuration Editor for the proper settings for
this port.

Replace or repair VLC. Contact DSSI for
assistance

5.2 Voice Mail Feature Malfunctions
SYMPTOMS

CORRECTIVE ACTIONS

When terminating a recording with &
terminating digit, the prompt “Your
message was too short.” is played.

Therecording was shorter than the“ Minimum
Message Length” parameter in “Message
Recording Termination Control” in the On-
Line Configuration Editor.

Message Recording Teimination Control

—
=

Mazx Silence Before Stopping Recording of Messages
Max Silence Before Stopping Recording of Answers
Mazximum Dialtone Duration{sec)

Dialtone Center Frequency for GTD [ Dialogic Only)
Dialtone Frequency Deviation for GTD[Dialogic Dnly)
Minimum Message Length [sec)

Additional Becording Time After Max Message Length
Message Recording Overide DTMF Digit

Ermor Tone Detection Sampling Count

Emor Tone Detection Silence Period [msec)

Emor Tone Detection Hon-silence Peniod [msec)

Error Tone Silence and Non-silence Period Tolerances

[x)
-]
=]

=]
=

‘M‘

—
]

wra[ra]=

Decrease this parameter or record longer
message.
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M essages are getting cut off in the mid .
recording or the caller hearsaprompt ol
are interrupted by dial tone while recor

Turn on “Mailbox Transaction Recording
Report” and check the terminating event code
or turn on line trace and try to duplicate the
problem while watching the trace. If problem
occurs, note the terminating event. Note: In
order toturn on thereports, it isnecessary
to do so from the DSSI Voice Mail Server
Interface

Event 5 indicates the recording exceeded
maximum message length time defined in the
mailbox voi ce messaging data. I ncrease length.
Event 2 indicates the system detected the
terminating digit in your voice (Tak-off).
Increase the “Touch Tone Verification Delay
During Recording.” parameter in “System
Hardware Configuration” in the Off-Line
Configuration Editor.

Event 12 indicates the recording stopped due
to Loop current drop detection. Increase the
loop current drop detect time in “Telephone
System Integration” in the Off-Line
Configuration Editor.

Event 31 indicates MAX NON-SILENCE
received. Check the*Max Dialtone Duration”
parameter in “ Message Recording Termination
Control” inthe On-Line Configuration Editor.
This parameter is used to detect dial tone on
hangups. For Dialogic VLC's, increase this
parameter to 8 seconds or more or setitto 0 to
disableit.

@ “Online Configuration Editor”

Event 50 indicatesthat an ERROR TONE was
detected. Check the error tone detection
setting in “Message recording termination
Control”. It may be necessary to increase the
sample count or set the tolerance value lower
to keep from detecting speech asan error tone.

When trying to leave a message, the .
prompt “The V oice Messaging System
isnot available.” is played.

Check available message time at the top of the
screen. If notimeisavailablethereisno room
on the hard drive for message. Delete older
messages or remove unnecessary files from
hard drive.

The maximum number of messages allowed
has been reached. Check the number of
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messages in use in the System Information
screen.  The maximum number of messages
can beincreased in “System Size’ in the Off-

Line Configuration Editor.
Systen Size %]
Number of Mailboyes 500 0K |

Numbes of Distnbution Lists 1000
Number of Messages in a System 7500

Number of Wessage Notification Outdialing Blocks [500

Cance|

Messages appear to arrive late when
the user receives them.

This is typically some sort of user error or
inconsistency in turning on Message Waiting
indications. Turn on the Message Recording
and User Access reports for the mailbox in
question so that you can track when messages
are left and when the user accesses their
mailbox. Note any discrepanciesin the user’s
complaint and the actual report.

Make sure all unused mailboxes are out of
service to ensure the user is not accidentally
getting into the wrong mailbox. Make sureall
users are using a unigue password. Turn on
the “Play user's name before message
delivered.” option in the mailbox class of
service. This will automatically play the
user’'s name when they access their mailbox
ensuring they are in the proper mailbox.

Test the MW indication. If necessary, setup
the MW indication as an outdial sequence and
set it to repeat periodically until the messages
are retrieved.

The system will not allow you to
record a message for certain
mailboxes.

Check the mailbox configuration type, the
global parameters.  You cannot record
messages for mailboxes configured as
extension only or audiotext boxes.

Check if the maximum number of messages
for thismailbox has been reached. Increaseif
necessary.

Messages are appearing in the wrong
mailboxes.

Check for improper programming of the
message escalation feature in the origina
destination mailbox.

Check for message forwarding in the origina
destination mailbox. The Message Forwarding
option in the Class of Service programming
must be on to check to see if messages are
forwarded. Disabling this option will cancel
current message forwarding.




WIN Series Trouble Shooting Guide

M essage escal ation not working.

Check for proper message escalation
programming in the mailbox V oice Messaging
Data screen.

Check the Message escalation flags in
“Mailbox Initialization Parameters’ inthe On-
Line Configuration Editor to ensure that the
type of message you want to escal ate has been
enabled.

Message notification to a pager is not
working.

Check Telephone Line Control to make sure
the proper lineisconfigured asan outdial port.
M ake sure the extension connected to this port
has outside line access enabled in its class of
service.

Check the new message notification sequence
programming. Is the desired sequence
enabled?

Is the telephone number to be dialed entered
properly, including the trunk access code and
all necessary pauses? (Make sure to enter at
least one pause after the trunk access code.)
Make sure to use “M” after the pager
telephone number to enable the call
monitoring so the system can detect when the
paging company answers. (Note: The number
of rings used to determine a no answer
condition is controlled by the mailboxes
“Number of ringsfor no answer” parameter in
the Call Transfer Data menu.)

Check to ensure that the Start and Ending
times are correct and the Days of the week are
enabled as desired. Keep these parameters
in mind when performing test calls.

If al of the above are correct, turn on the line
trace on the outdia port and monitor that port
with your test set while it is attempting to
outdial. Make a note of what you see on the
trace and what you hear.

NOTE: If the WIN goes off hook to outdial
and it does not hear dial tone, the WIN will
assumeit “ crashed” with anincoming call and
start playing the Main Greeting. Whenthecall
is completed the port will attempt the outdial

again.

Message Waiting lights not working

Check theline control parametersto ensurethe
proper port isconfigured with outdial enabled.
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New Message Notification and MWL Control

Message Light On Sequence

Meszage Light Off Sequence

Second Message Light On Sequence
Second Message Light Off Sequence
Repeat Message Waiting Light Sequence
Daily MWL update

Number of Lines Partitioned for MWL control 0

K7 4.EIK3IKO

[ ok |

K7 AEIKAIKD

ON

OFF

Cancel |

Number of MWL Request Sent Per Message 1

Check the MW On and Off sequencesin“New
Message Notification and MWL Control” in
the On-Line Configuration Editor. Make sure
there is a comma (pause) after any hook
flashes entered in the sequences.
Attempt to light aMW light using atest set or
single line phone connected to the outdial port.
If you cannot light the light, check your PBX
programming for that port. If you canlight the
light manually put the sequence you used in
the MW On parameter in “New Message
Notification and MWL Control” in the On-
Line Configuration Menu.
If using Serial Integration check to make sure
the integration type is turned on and that
message waiting on and off packets have been
programmed. To do this, use your DOS
prompt, and go to C:\rundir. Type Editser from
the rundir prompt. Select option 2 to edit
output packets. Select option 10 and make
sureitisset to 1to allow serial integration for
message waiting on and off. Return to the
main menu and select the option to edit
message waiting on packets. Verify that the
packet informationiscorrect, if not replacethe
information with the correct data.

5.3 Automated Attendant Feature Malfunctions

SYMPTOMS

CORRECTIVE ACTIONS

WIN answers incoming call but no
greeting is played.

Check “Initial Call Routing” programming to
determine if the proper Audiotext mailbox ig
assigned to answer during this time period.

Check “Special Dates’ configurationin “initial
Call Routing” to ensure an incorrect Special
Date has not been entered with an Audiotext
box that has no greeting recorded. Note:
Special Dates will carry over into the next
year and may not be assigned properly for
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the holida date during the new year.

Initial Call Routing Editor [<]
Line | Groug 7] 0 Biroups
Y1 1 2 3 4 5 6
DOoOOO0
000 759 16:59 2359
Mon | 991 ] 350 [ EEI|
000 7.59 16:5 23:59
Tue | 991 ] 350 [ EEI|
000 7.59 16:5: 2359
wed | 951 ] 350 [ 9| |
000 7.59 16:59 2359
Thu | 951 ] 350 [ 9| |
000 7.59 16:5: 2359
Fi | 951 ] 350 [ 9| |
000 7.59 16:5: 2359
Sat | 951 ] 951 [ 9| |
000 7.59 16:5: 2359
~| sun | 951 ] 951 [ 9| |

0k || [ [EdiTime Period | [ Cancel | [ Hel |

Check the greeting of the Audiotext assigned to
answer in “Initial Call Routing”. The primary|
mode must be enabled for Audiotext boxes that]
will be used as Main Greeting boxes.

When an extension number is entered,
the caller is sent directly to mailbox
instead of being transferred to the
telephone.

Mailbox is configured as VVoice Mail only box
in the Global parameters.

Portisconfigured asVoice Mail only port inthe
Telephone Line Control parameters.

A pathisentered inthe Main Audiotext mailbox
that routesthe caller directly to the mailbox, i.e.
100->M100. A destination of M100 sends the
caller directly to the mailbox instead of to the
phone.
The“Call Blocking” featureisturned on for that
mailbox.

The caller isimmediately disconnected
after entering the extension number and
hearing “One moment please while |
transfer your call.”

Flash-hook delay timeistoo longin*“ Telephong
System Integration” in the Off-Ling
Configuration Editor. Adjust thetimeto match
the PBX flash time.

Telephone System Integration

Telephone System: Mitel.5X50 Sp4/3 200D 1003+C0OV3. 200
Integration Type: Digital System ID: 28
Line Configuration: OK Pilot Number: 0

Call Transfer Sequence % oK |

Call Pickup Sequence [ busy) .
up Sequence [ no answer] . Cancel |
=fer Completion Sequence
g Reject Sequence ok

Help |

ect Sequence
PA Access Sequence

Flash-hook Time [10 msec) 50
Loop Current Drop Detect Time (10 msec) 0
Minimum Ring On Delay (100 msec)

Minimum Ring Off Delay [ 100 msec)
Digital/In-band Integration Type

PBX Serial Integration Type

Hunt Group First Extension or Pilot Number
Hunt Group Last Extension or Pilot Number

Call Transfer sequence in “Telephone System
Integration” in the Off-Line Configuration
Editor is incorrect. Attempt to transfer a call
manually and duplicate the sequencein the Call
Transfer sequence in “Telephone System
Integration”.

The extension connected to the WIN port is nof
adlowed to transfer cals by the PBX
programming. Check PBX programming.

10
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Thecaller hearsDTMF digitsdiaed back
to them after hearing “One moment
please while | transfer your cal.” and
then they are disconnected.

The flash hook delay time is too short in
“Telephone System Integration” inthe Off-Line
Configuration Editor. Adjust the flash time tg
match the PBX flash time.

The caller is put on hold and then hears
the Main Greeting again (Non-integrated
System.)

The WIN performed a blind transfer to the
extension instead of a supervised transfer.
Make sure Call Transfer Supervision is ON in
the mailbox Extension Transfer data menu.
Also check Call Supervision in Automated
Attendant parameters in  the On-Ling
Configuration Editor. Thisparameter should be
set to 0.Call progress detected a CONNECT
instead of a busy or no answer condition, thug
performing ablind transfer and the call recalled
back to the port after the PBX recall timer|
expired. Run ACCUCALLLINETEST]
(Didogic).

The extension number entered does not exist on
the PBX but is a valid mailbox on the WIN.
Take al unused mailboxes out of service.

PBX extension is call forwarded back to voice
mail but there is no integration or integration
failed.

User's experience a connection delay
upon picking up acall being transferred
to their station.

When the WIN is performing a supervised
transfer, there will always be somewhat of g
delay to complete the connection due to the
nature of the Call Progress detection program
and the transfer operation in general. DSSI
recommends using Blind Transfers whenever|
possible on integrated systems that require
supervised transfers, the delay should be greatly
diminished by following the guidelines below.
Turn off the Message Source Announcement
mode in Mailbox COS, in the “Voice
Messaging” parameterswithin the user mailbox.
Check Call Transfer Completion sequence in
“Telephone System Integration” inthe Off-Line
Configuration Editor. Thisparameter should be
blank in most cases.

Cal progress is not set properly. Run
ACCUCALL LINETEST (diaogic) and defing
the Call Progress parameters. NOTE: Thetwo
parameters “Max Noise Suppression” and
“Max Silence Suppression” should alwaysbe

11
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set to 4. Failuretodothismay cause a delay
in connect detection.

On busy or no answer conditions, when
the busy/no answer options are set to
“Leave Message” the caller still hears
the canned prompts“ The person you are
trying to reach is unavailable or on the
phone’ before the personal greeting.

Turn off Cal Queuing announcement in the
mailbox Extension Transfer Data.

When the user picks up a call they are
conferenced with the cdler and the
Voice Mail.

The caller picked up the cal just as the WIN
was pulling the call back on a no answer
condition. Increase the number of rings before
no answer in the mailbox configuration to allow,
the user more time to pick up calls.

Disalow conferencing on the voice mail portg
through PBX programming.

\When using call screening and rejecting
a call, the user is conferenced with the
outside caller and the WIN.

The user MUST hangup immediately after
rejecting the call or the operation of getting the
caller back from hold may create a conference.
Add some comma’ s (pauses) to the beginning of
the Call Reject sequence (before the hook flash)
in “Telephone System Integration” in the Off-
Line Configuration Editor to alow more time
for the user to hangup.

Upon detecting busy/no answer
conditions the WIN is not pulling the
caller back from hold.

The busy/no answer option(s) are set to “Blind
Transfer”. DO NOT set either option to blind
transfer unless you want to perform a blind
transfer AFTER that condition has been
detected (such asto camp on to abusy station or]
blind transfer after one ring is detected). Tqg
perform blind transfers all the time, turn off the
Call Transfer Supervision in the mailbox Call
Transfer menu.

The Cal Pickup sequence in “Telephone
System Integration” in the Off-Line
Configuration Editor, on busy or no answer is
incorrect. Attempt to pull acall back from hold
with atest set or single line phone connected to
one of the WIN ports. Enter the sequence
performed in the Call Pickup Sequence.

The flash hook delay timeisincorrect. Set the
flash hook delay time to match the PBX flash
time.

12
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5.4 PBX Integration Malfunctions
SYMPTOMS

CORRECTIVE ACTIONS

Simple In-Band DTMF integration not
working.

Monitor the WIN port with a test set. Verify
that the PBX is sending DTMF digits when the
call ismadeto the WIN or acall isforwarded to
the WIN. If no digits are being sent, check the
PBX programming for Voice Mail integration.
If digits are being sent continue with the
following checks.
WIN ports are not configured for In-Band
integration. Check “Line Configuration” in the
On-Line Configuration Editor. The “Digital
Parameter” must be selected for each line that
needs to be integrated.
WIN is not recognizing the DTMF digits being
sent. Check the Touch Tone Verification delay,
during playback in “System Hardware
Configuration” in the Off-Line Configuration
Menu. This value should be 4 for Diadogic
VLC's.
Check the “In-band Packet Timeout” in the
“Digital In-Band Integration Control” menu in
the On-Line Configuration Editor. This value
should be at least 2. It may be necessary to
increasethisvaueto 3if the PBX issending the
digits too slowly and is not finished sending
before the timeout period.

Digital In-band Inteqration Contral

Maximum Numbes of Call Types M

In-band Packet Starting Character

In-band Packet Terminating Character ||
In-band Packet Timeout
T

Hanimum Packet Length

Called Party Base Address Number _

Check the Offhook delay parameter in “ System
Hardware Configuration” in the Off-Ling
Configuration Editor. This parameter controls
how soon the system can receive digits after|
going off hook. This parameter should be set to
5 (50 msec.) For al in-band integrations.

Digital In-Band or packetized in-band
integration not working.

For digital in-band integration, verify that the
ports are connected to the proper digital portson
the PBX. Turn on the line trace and call the
WIN port. You should see “Received in-band
sequence...”.
Verify that the PBX extensions connected to the
WIN ports are setup properly in the PBX

13
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programming. See the Integration Notes for
your PBX for details.

The WIN ports are not configured for In-band
integration. Check “Line Configuration” in On-
Line Configuration Editor.The “Digital”
parameter must be selected for each line that]
needsto beintegrated. If thisflagison and you
do not see any in-band sequence received with
thelinetrace on. Call DSS| for assistance.

For packetized DTMF integration and the WIN
IS not recognizing the DTMF digits being sent.
Check the Touch Tone Verification delay during
playpack in the “System Hardware
Configuration” in the Off-Line Configuration
Editor. This value should be 4 for Dialogic
VLC's.

Check the “In-band Packet Timeout” in the
“Digital In-band Integration Control’ menu in
On-Line Configuration Editor. This value
should be at least 2. It may be necessary tg
increasethisvalueto 3if the PBX issending the
digits to dowly and is not finished sending
before the timeout period.

Check the *Off-hook delay” parameter in
“System Hardware Configuration” in the Off-
Line Configuration Editor. This parameter
controls how soon the system can receive digits
after going off hook. This parameter should be
set to 5 (50 msec.) for al in-band integrations

Serial Integration not working.

Verify WIN ports are configured for serial
integration. Check the “Line Configuration” in
the On-Line Configuration Editor. The* Serial”
parameter must be selected for each line that
will be using serial integration.

W Telephone Line 1 Setup

Line Configuration
X Voicemail " Fax [ Language Control
[X Autoattendant [~ 71 [ Intercom Paging
I” Digital CEL [ Outdial
X Serial [ DID [ Visual Messaging

Line Statas
[ InService [ Trace

Check EDITEXT from C:\Rundir at the DOS
prompt to ensure that the WIN ports arg
assigned with the proper PBX extension
numbers. Refer to the Integration notes for
your PBX for details.

NOTE: If the ports are not connected to the
correct PBX extensionstheintegration will fail.

14
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= Check the Serial cable and connections. Refer
to the Integration notes for details.

= Seria protocol (baud rate, parity, etc..) may be
configured incorrectly to match your PBX.
Contact DSSI for assistance.

Calls being “blind transferred” to busy = Some PBX’s do not allow a call that is being

stations do not forward into the WIN. transferred from a Voice Mail Hunt Group to
forward back to the same hunt group on a busy
(or All Call) condition. In some cases you can
setup two Hunt Groups. One group would be
used to answer incoming calls, while the other|
would be used to call forward to the PBX
extensions too. In this way, a caller could be
forwarded from thefirst Voice Mail hunt group
to the second on busy/no answer or al call
situation.

* |n some cases where it is not possible or
feasibleto havetwo groups, it may be necessary
to monitor for the busy condition and pull the
call back and do ablind transfer on ano answer|
condition. To do this set the Call Transfer
Supervision ON in the mailbox Call Transfer
Data. Set the busy option to either selection
menu or leave message. Set the number of rings
before no answer to 2.

» Notee DO NOT set the number of rings

before no answer tolessthan 2.
Some PBX’s do not distinguish between busy

Calls forwarding to the mailbox do not

follow the alternate entries as defined in and no answer forwarded calls when the call
the mailbox Cal Transfer Data integrates with the WIN. Refer to the
configuration. Integration Notesfor your PBX or call DSSI for|

more information.
= |f thePBX doesnot providethisinformation the
call will not follow the busy/no answer options.
In order to send acall to another mailbox when
it forwards in to the WIN, define the box as g
Greeting Only box in the class of service. Turn
on the“ Transfer to another mailbox” option and
definethe“Immediate Transfer Mailbox” asthe
box you wish to send the caller to. Record g
short greeting in the original mailbox and then
the rest of your greeting in the Audiotext box.
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6. Technical Support/RMA Procedures

A.
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Please have the following information ready prior to calling DSSI for assistance:
WIN system serial number

WIN model number

WIN software version

Modem number, if available

Systems that are still within the one year warranty period will not be charged a
technical support fee. Systems that are out of warranty will be charged a technical
support fee of $150.00 per hour (during business hours) with a one hour minimum
charge per call, unless otherwise stated. On site technical assistanceishilled at the
same rate with atwo hour minimum charge. All prices stated do not include parts or
tax, if applicable. DSSI may request a P.O. number for these charges, depending on
the status of the customer’s account at that time.

Systemsthat are supported under avalid Maintenance Agreement may or may not be
charged for technical support depending upon the conditions stated in the contract.
Please refer to your contract for details.

AnRMA (Return Material Authorization) number must be obtained from the DSSI
technical support department prior to returning any hardware components that are
suspected to be defective, regardliess of the warranty status. Any components
returned to DSSI without a valid RMA number will be refused by the
shipping/receiving department.

To obtain an RMA number, call DSSI from the site where the system is installed.
The technical support department will then verify the problem and issue an RMA
number for the defective part.

“ Advance Replacement” RMA numberswill beissued only for componentsthat are
within the one year warranty period or are covered by a valid Maintenance
Agreement. “Repair and Return” RMA numbers will be issued for all other
components.

DSSI reservestheright not to issue “ Advance Replacements’ if the component was
damaged dueto improper installation, negligence, power surges, vandalism, or storm
damage.

To contact the DSSI Technical Support Department dial (972) 235-2999 ext. 2. On
weekends, after hoursor holidays, you will be prompted to leave amessagein the 24
hour support mailbox, if itisan emergency. NOTE: ALL servicecallsrequesting
technical support after hours, or on holidays will be billed at 1 and timesthe
current normal service charge. The ONLY exceptions are systems that are
covered under avalid 24 hour maintenance agreement. Office hoursare Monday
thru Friday, 8:30AM to 5:30PM (Central Standard Time).



