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Please choose a Softphone issue to
—4 Dbeqgin your troubleshooting
adventure!

INVALID INTERFACE SERVICE UNAVAILABLE REQUEST TIMEOUT
OPERATION HAS NO
INVALID PASSWORD PROVIDED w MATCHING CHALLENGE




“Registration Failed” Scenarios: Troubleshooting Steps:
INVALID INTERFACE Use the following instructions to troubleshoot this scenario.

LAN connection to which this

Softphone is assigned is not Check Softphone LAN assignment in Q-SYS

plugged in, has no connectivity or Administrator:

IS not receiving IP address from

DHCP. S assignment correct?
RETURN TO:

START OF
THIS SCENARIO

I MAIN MENU




“Registration Failed” Scenarios:

INVALID INTERFACE

LAN connection to which this
Softphone is assigned IS not
plugged In, has no connectivity or
IS not receiving IP address from
DHCP.

RETURN TO:

START OF
THIS SCENARIO

I MAIN MENU

Troubleshooting Steps:
Check physical connection to VOIP infrastructure.

Are connection/data leds present on NIC switch?




“Registration Failed” Scenarios: Troubleshooting Steps:

INVALID INTERFACE Check Q-SYS LAN connection of Softphone in
Q-SYS Configurator.

LAN connection to which this

Softphone is assigned is not
plugged In, has no connectivity or s the IP address correct?

IS not receiving IP address from
DHCP.

RETURN TO:

START OF
THIS SCENARIO

I MAIN MENU




“Registration Failed” Scenarios: Troubleshooting Steps:
INVALID INTERFACE Correct assignment in Q-SYS Administrator.

LAN connection to which this
Softphone is assigned IS not
plugged In, has no connectivity or
IS not receiving IP address from
DHCP.

Status OK?

RETURN TO:

START OF
THIS SCENARIO

| MAIN MENU




“Registration Failed” Scenarios:

INVALID INTERFACE

LAN connection to which this
Softphone is assigned IS not
plugged In, has no connectivity or
IS not receiving IP address from
DHCP.

RETURN TO:

START OF
THIS SCENARIO

| MAIN MENU

Troubleshooting Steps:
Correct physical connection problems: Status OK?




“Registration Failed” Scenarios:

INVALID INTERFACE

LAN connection to which this
Softphone is assigned IS not
plugged In, has no connectivity or
IS not receiving IP address from
DHCP.

RETURN TO:

START OF |

THIS SCENARIO | MAINMENU

Troubleshooting Steps:
Correct IP address: Status OK?




“Registration Failed” Scenarios:

INVALID INTERFACE

LAN connection to which this
Softphone is assigned IS not
plugged In, has no connectivity or
S not receiving IP address from
DHCP.

RETURN TO:
)

START OF MAIN MENU

THIS SCENARIO

Troubleshooting Steps:

The interface should be valid now. Please find a
new status message.

<) RETURN TO MAIN MENU




“Registration Failed” Scenarios:

INVALID INTERFACE

LAN connection to which this
Softphone is assigned IS not
plugged In, has no connectivity or
S not receiving IP address from
DHCP.

RETURN TO:

—

START OF MAIN MENU

THIS SCENARIO

Congratulations!
[I—] You should now be ready to make a test call.

<) RETURN TO MAIN MENU




Check / Correct Softphone LAN Assignment in Q-SYS Administrator

While connected to the system with Q-SYS Designer S S

Software, open Q-SYS Administrator and choose the R A oo 2

Softphones tab to the left.
8 User Control Interface Fnable Lodging Ne

The Core Interface setting determines which of the Bl Audio File 2

network interfaces of the Core shall be used for B Event Log Ao Cien

Softphone call negotiation and audio. If the VoIP network T sotphones > il

must be isolated from the Core control and Q-LAN traffic,

using the LAN B (for Core 110f) or AUX port (Core 500i, T
Core 1100, Core 3100) is recommended. To change this ave chang (00 I

setting, click on the down arrow next to the setting anc et

. . . 1ands w ones Core Interface
choose the appropriate option. Make sure to click on the : Softphone-1
Update button in the resulting red banner to the top of IR Cable DYV INEG

the d.alOg. RFC2833 DTMF Type [BUS!




Check / Correct Softphone LAN Assignment in Q-SYS Administrator

While connected to the system with Q-SYS Designer S S

Software, open Q-SYS Administrator and choose the R A oo 2

Softphones tab to the left.
8 User Control Interface Fnable Lodging Ne

The Core Interface setting determines which of the Bl Audio File 2

network interfaces of the Core shall be used for B Event Log Ao Cien

Softphone call negotiation and audio. If the VoIP network T sotphones > il

must be isolated from the Core control and Q-LAN traffic,

using the LAN B (for Core 110f) or AUX port (Core 500i, T
Core 1100, Core 3100) is recommended. To change this ave chang (00 I

setting, click on the down arrow next to the setting anc et

. . . 1ands w ones Core Interface
choose the appropriate option. Make sure to click on the : Softphone-1
Update button in the resulting red banner to the top of IR Cable DYV INEG

the d.alOg. RFC2833 DTMF Type [BUS!




“Registration Failed” Scenarios: Troubleshooting Steps:
SERVICE UNAVAILABLE Use the following instructions to troubleshoot this scenario.

Softphone has contacted the proxy . .
server. but the server cannot Check Softphone LAN assignment in Q-SYS

accommodate the request. Administrator:

s assignment correct?

RETURN TO:

STARTOF [ n i MEND

THIS SCENARIO




“Registration Failed” Scenarios: Troubleshooting Steps:

SERVICE UNAVAILABLE Confirm IP_Address of Proxy with VOIP Admin anad
confirm settings in Q-SYS administrator:

Softphone has contacted the proxy

server, but the server cannot |
accommodate the request. S assignment correct?

RETURN TO:

STARTOF o iN MENU

THIS SCENARIO




“Registration Failed” Scenarios: Troubleshooting Steps:
SERVICE UNAVAILABLE Check Softphone LAN assignment in Q-SYS

Softphone has contacted the proxy Contigurator:
server, but the server cannot |
accommodate the request. S assignment correct?

RETURN TO:

STARTOF o iN MENU

THIS SCENARIO




“Registration Failed” Scenarios: Troubleshooting Steps:

SERVICE UNAVAILABLE Confirm TGP/UDP transport with VOIP Admin and
check setting in Q-SYS Administrator:

Softphone has contacted the proxy

server, but the server cannot |
accommodate the request. S assignment correct?

RETURN TO:

STARTOF o iN MENU

THIS SCENARIO




“Registration Failed” Scenarios: Troubleshooting Steps:
SERVICE UNAVAILABLE Correct assignment in Q-SYS Administrator:

Softphone has contacted the proxy
server, but the server cannot
accommodate the request.

Status OK?

RETURN TO:

STARTOF o iN MENU

THIS SCENARIO




“Registration Failed” Scenarios: Troubleshooting Steps:
SERVICE UNAVAILABLE Correct proxy IP in Q-SYS Administrator:

Softphone has contacted the proxy
server, but the server cannot
accommodate the request.

Status OK?

RETURN TO:

START OF | MAIN MENU

THIS SCENARIO




“Registration Failed” Scenarios:

SERVICE UNAVAILABLE

Softphone has contacted the proxy
server, but the server cannot
accommodate the request.

RETURN TO:

START OF I |

THIS SCENARIO | MAINMENU

Troubleshooting Steps:
Correct IP Address: Status OK?




“Registration Failed” Scenarios:

SERVICE UNAVAILABLE

Softphone has contacted the proxy
server, but the server cannot
accommodate the request.

RETURN TO:

START OF I |

THIS SCENARIO | MAINMENU

Troubleshooting Steps:
Correct SIP transport: Status OK?




“Registration Failed” Scenarios: Troubleshooting Steps:

SERVICE UNAVAILABLE Confirm SIP Port settings with VOIP admin and
check in Q-SYS Administrator:

Softphone has contacted the proxy

server, but the server cannot |
accommodate the request. S assignment correct?

RETURN TO:

STARTOF o iN MENU

THIS SCENARIO




“Registration Failed” Scenarios: Troubleshooting Steps:
SERVICE UNAVAILABLE Correct SIP port number: Status OK?

Softphone has contacted the proxy
server, but the server cannot
accommodate the request.

RETURN TO:

START OF | MAIN MENU

THIS SCENARIO




“Registration Failed” Scenarios:

SERVICE UNAVAILABLE

Softphone has contacted the proxy
server, but the server cannot
accommodate the request.

RETURN TO:

—_—
START OF MAIN MENU

THIS SCENARIO

Troubleshooting Steps:
Gather sip.txt and PCAP capture information

from Q-SYS Core and contact Q-SYS Technical
Support.

<) RETURN TO MAIN MENU




“Registration Failed” Scenarios:

SERVICE UNAVAILABLE

Softphone has contacted the proxy
server, but the server cannot
accommodate the request.

RETURN TO:

—

START OF MAIN MENU

THIS SCENARIO

Congratulations!
[I—] You should now be ready to make a test call.

<) RETURN TO MAIN MENU




Check / Correct Softphone LAN Assignment in Q-SYS Administrator

While connected to the system with Q-SYS Designer S S

Software, open Q-SYS Administrator and choose the R A oo 2

Softphones tab to the left.
8 User Control Interface Fnable Lodging Ne

The Core Interface setting determines which of the Bl Audio File 2

network interfaces of the Core shall be used for B Event Log Ao Cien

Softphone call negotiation and audio. If the VoIP network T sotphones > il

must be isolated from the Core control and Q-LAN traffic,

using the LAN B (for Core 110f) or AUX port (Core 500i, T
Core 1100, Core 3100) is recommended. To change this ave chang (00 I

setting, click on the down arrow next to the setting anc et

. . . 1ands w ones Core Interface
choose the appropriate option. Make sure to click on the : Softphone-1
Update button in the resulting red banner to the top of IR Cable DYV INEG

the d.alOg. RFC2833 DTMF Type [BUS!




Confirm/Correct IP Address of Proxy Server in Q-SYS Administrator

g L_ |':'-'r|"'ll"'l"'IEH"I{'I'_-'. L] S S RIS T i Edit Sﬂﬂphﬂne @ S Adminiﬁtratmr }:
Softphone-1 T
SIP Port
MName Softphone-1
- angeg Update vancel

Enable DTMF INFO | T — g P

¥ Users RFC2833 DTMF Type CID Name 103Softphone-1 Softphones o 5
¥P Core Interface LAN A
- . F'rcr:-f'_-,-' 192.168.1.29 Snft hune_."l
User Control Interfaces Enable Logging | P SIP Port 5060
l Transport UDP = hedule

Enable S5tun alla \
: = enable DTMFINFO [N
7] Audio Files i gister Bt frady e

Enable SRTP l Authentication ID 103 RFC2833 DTMF Type

E Event Log 1 p d 12345
= : Audio Codecs i IRferfaces Enable Logging No

, 7 Domain (Optional)
: Softphones > | Y6722 Enable Stun No |
[¥]G.726 32k | oK | | o |
o L [ Y PP o e b ] P TS ;

While connected to the system with Q-SYS Designer Software, open Q-SYS Administrator and choose the Softphones tab to
the left.

Double-click on the Softphone entry in the left-hand pane of the dialog. The proxy IP address is found in the ‘Proxy’ field in the
resulting dialog.

Note that if the Proxy address is a hostname, DNS must be enabled and have at least one valid DNS server entry. To edit the
proxy address, type the new address in the ‘Proxy’ field and click ‘OK’.

Make sure to click on the Update button in the resulting red banner to the top of the dialog.




Check / Correct Q-LAN Connection of Softphone in Q-SYS Configurator

N Q-SYS Designer Software (connected or disconnected from

the Core), open Q-SYS Configurator. Choose the Core in the list
to the left.

The mode and current IP address of each interface will be
shown in the dialog. Check the connection (LAN A or LAN B) to
which the Softphone is bound to confirm that it has the correct
settings for the VoIP network. If the address shows as ‘link
local’ (169.254.xxx.xxx), this would imply the DHCP server is

not assigning an address to the Core interface.

To change the IP address of an interface, first choose the correct mode: If assigned by DHCP, choose ‘Auto’, if
assigned, choose “Static”. If using the static mode, type the address, subne
DNS is required, check t
to the bottom right of the Q-SYS Cor

DNS servers are always set manual

the ‘Update Settings button

V. If

dit View lools  Help
[} Page 1 £ O-SYS Configurator % 4

Exam-{ore

53.76

Camera_ LI|_lest_ D6 [ Running )

13 Days 1 Howr 58 Minutes 44 Seconds ;

¥=IEOAFFEACIDCDY 3038 IACERR 00T LA

Model = Core 1106, FlayerChannels = 32

PEAC : (XE TS A3 AR AT
Wired To @ A0 BE0EG] e on

Mode : | ALrto

Met Mask : | 2552550 Gateway ; | 0000
+
MAC - (01 S0F 2 3:AAE
Mode - | Auto
[P Address : | 192108010 Met Mask : | 255255255 s 192 168.0.
Static Routes =+

+ Enable DMS
i DS 20184761

Secondary DMNS | 20091847 62

Eﬂmrlcud l.::g;ta'-‘-rdﬁ.u;i | Edit Device Time/Date Edit Dsvice Password Reboot Device | Update Settings

manually
fields. Note that
00X and add the addresses. When finished, hit

' mask and gateway in the correct
ne ‘Enable DNS’

figurator dialog.




Confirm/Correct TCP/UDP SIP Transport in Q-SYS Administrator

ws LOMmmandas : Edit Softphone @ 5 Administrator X
Softphone-1 TS
SIP Port
MName Softphone-1
- - angeg Update B tancel

Enable DTMFINFO | — = 9 i
®. Users RFC2833 DTMF Type I CID Name 1035oftphone-1 Softphones Coralhtarface LAN A
. : Proxy 192.168.1.29 Softshone-1
User Control Interfaces Enable Logging | ~ P SIP Port 5060

l Transport UDF | =] hedule

Enable 5tun abla I A
: = enable DTMFINFO [N
Il Audio Files e aister KNPy L

Enable SRTP l Authentication ID 103 RFC2833 DTMF Type
E_ Event Log Audio Codecs Password 12345

Interfaces Enable Logging _

, 7 Domain (Optional)
: Softphones > | Y6722 Enable Stun No |
[¥]G.726 32k | oK | | o |
o L [ Y PP o e b ] P TS ;

While connected to the system with Q-SYS Designer, open Q-SYS Administrator and choose the Softphones tab to the left.

Double-click on the Softphone entry in the left-hand pane of the dialog. The SIP transport is found in the “Transport’ field in the
resulting dialog.

To edit the transport, click the down arrow to the right of the “Transport’ field and choose the appropriate type. Click ‘OK’.

Make sure to click on the Update button in the resulting red banner to the top of the dialog.




Confirm/Correct SIP Port Settings in Q-SYS Administrator

The standard port setting for UDP and TCP SIP communication is 50600, which is the

Corelitarfact LAN A E default configuration of the Softphone when created in Designer. If the VolP system to be
SIP Port ‘SUED integrated with requires a non-standard port configuration, it should be included in the
No “' Inf

Enable DTMF INFO nformation you receive from the VolP administrator. In Q-SYS Administrator the SIP

RFC2833 DTMF Type istening port can be changed independently of the SIP transmit port. In most cases, it will
Enable Logging ne adequate to change both to the number given by the VolP administrator. To change the
Enable Stun port assignments, open Q-SYS Administrator and choose the Softphones tab to the left.
Enable SRTP

The SIP listening port is found in the ‘SIP Port’ field to the right. To change the SIP transmit
port, double-click on the Softphone entry to the left of the dialog.

Audio Codecs @ El

G. 722

Eff 3?’; Double-click on the Softphone entry in the left-hand pane of the dialog. The proxy IP

G.711 alaw address is found in the ‘Proxy’ field in the resulting dialog.
G.726 32k (AAL2)

Note that if the Proxy address is a hostname, DNS must be enabled and have at least one

valid DNS server entry. To edit the proxy address, type the new address in the ‘Proxy’ field
Logged on as : ( aﬂd C“C( ‘OK’.

(



PN
Confirm/Correct SIP Port Settings in Q-SYS Administrator (continued)

The transmit port number is appended to the proxy address or hostname after a ;" with no spaces. In this example, the SIP
transmit port of 4625 is appended to the proxy address to be ‘192.168.1.29:4625°

Once changed, click ‘OK’.

Make sure to click on the Update button in the resulting red banner to the top of the dialog.

S = Q-SYS Administrator X
Mame Softphone-1
User Mame 103 " chang I*.aru:c—:l
{P:ID MName 1035oftphone-1 " ngtphnnes
roxy 192,168.1.29 A5
Transport UDP |~ Softphone-1
Register With Proxy Yes |~ 1 Schedule
Authenhication ID 103
Password 12345
Pomepnonal rol Interfaces
| oK || Cancel |




Gather SIP.txt and PCAP Capture Information From Q-SYS Core
and Consult Q-SYS Technical Support

As outlined in the first steps, the ‘Enable Logging’ feature was employed to

create a log of SIP information to aid in advanced troubleshooting. Having this logging
information will speed up resolution when consulting with our Q-SYS Technical Support. To
get the SIP log, open an internet browser and type <IP Address of Core>/sip.txt in the
internet address field. If the address is valid, the SIP log of the core should load.

Right-click on the loaded page and choose ‘save as’. Choose a known file location and name
S0 it can be emailed to support.

A second set of diagnostic information can be gathered by creating a PCAP (wireshark)
capture of the interface used for the Softphone. To create this, in the browser go to the

address <IP Address of Core>/pcap_capture.html.

Select the appropriate interface in the ‘Select LAN' field. Set the‘Packet length’ field to 2048
and hit the ‘Start’ button. Let the capture run for 5 minutes, and then hit the ‘Stop’ button.
Download the capture file (‘Download’ button) and send this along with the SIP log to
Q-SYS support.




“Registration Failed” Scenarios: Troubleshooting Steps:
REQUEST TIMEOUT Use the following instructions to troubleshoot this scenario.

Softphone has contacted the proxy . .
server but the server has not Check Softphone LAN assignment in Q-SYS

responded. Administrator:

s assignment correct?

RETURN TO:

STARTOF o iN MENU

THIS SCENARIO




“Registration Failed” Scenarios: Troubleshooting Steps:

REQUEST TIMEOUT Confirm IP_Address of proxy with VOIP admin and
confirm settings in Q-SYS Administrator:

Softphone has contacted the proxy
server put the server has not

responded. S assignment correct?

RETURN TO:

STARTOF o iN MENU

THIS SCENARIO




“Registration Failed” Scenarios: Troubleshooting Steps:

REQUEST TIMEOUT Check Softphone LAN assignment in Q-SYS
Configurator:

Softphone has contacted the proxy
server put the server has not

responded. S assignment correct?

RETURN TO:

STARTOF o iN MENU

THIS SCENARIO




“Registration Failed” Scenarios: Troubleshooting Steps:

REQUEST TIMEOUT Check Q-SYS LAN connection default Gateway/DNS

Softphone has contacted the proxy Address information (if proxy on another subnet).

server but the server has not
responded. s Gateway/DNS correct?

RETURN TO:

STARTOF o iN MENU

THIS SCENARIO




“Registration Failed” Scenarios: Troubleshooting Steps:
REQUEST TIMEOUT Correct assignment in Q-SYS Administrator:
Softphone has contacted the proxy

server but the server has not
responded.

Status OK?

RETURN TO:

START OF I |

THIS SCENARIO | MAINMENU




“Registration Failed” Scenarios:

REQUEST TIMEOUT

Softphone has contacted the proxy
server put the server has not
responded.

RETURN TO:

START OF I |

THIS SCENARIO | MAINMENU

Troubleshooting Steps:

Correct proxy IP in Q-SYS Administrator:

Status OK?




“Registration Failed” Scenarios: Troubleshooting Steps:

REQUEST TIMEOQUT Correct IP Address:

Softphone has contacted the proxy .
server but the server has not otatus OK:

responded.

RETURN TO:

I
START OF MAIN MENU

THIS SCENARIO




“Registration Failed” Scenarios:

REQUEST TIMEOUT

Softphone has contacted the proxy
server put the server has not
responded.

RETURN TO:

START OF | I

THIS SCENARIO | MAINMENU

Troubleshooting Steps:
Correct Gateway/DNS Address: Status OK?




“Registration Failed” Scenarios:

REQUEST TIMEOUT

Softphone has contacted the proxy
server put the server has not

responded.

RETURN TO:
- )
START OF MAIN MENU

THIS SCENARIO

Troubleshooting Steps:

Gather sip.txt and PCAP capture information
from Q-SYS Core and contact Q-SYS Technical

Support.

<) RETURN TO MAIN MENU




“Registration Failed” Scenarios:

REQUEST TIMEOUT

Softphone has contacted the proxy
server put the server has not
responded.

Congratulations!
[l-j You should now be ready to make a test call.

<) RETURN TO MAIN MENU

RETURN TO:

START OF MAIN MENU

THIS SCENARIO




Check / Correct Softphone LAN Assignment in Q-SYS Administrator

While connected to the system with Q-SYS Designer S S

Software, open Q-SYS Administrator and choose the R A oo 2

Softphones tab to the left.
8 User Control Interface Fnable Lodging Ne

The Core Interface setting determines which of the Bl Audio File 2

network interfaces of the Core shall be used for B Event Log Ao Cien

Softphone call negotiation and audio. If the VoIP network T sotphones > il

must be isolated from the Core control and Q-LAN traffic,

using the LAN B (for Core 110f) or AUX port (Core 500i, T
Core 1100, Core 3100) is recommended. To change this ave chang (00 I

setting, click on the down arrow next to the setting anc et

. . . 1ands w ones Core Interface
choose the appropriate option. Make sure to click on the : Softphone-1
Update button in the resulting red banner to the top of IR Cable DYV INEG

the d.alOg. RFC2833 DTMF Type [BUS!




Confirm/Correct IP Address of Proxy Server in Q-SYS Administrator

g L_ |':'-'r|"'ll"'l"'IEH"I{'I'_-'. L] S S RIS T i Edit Sﬂﬂphﬂne @ S Adminiﬁtratmr }:
Softphone-1 T
SIP Port
MName Softphone-1
- angeg Update vancel

Enable DTMF INFO | T — g P

¥ Users RFC2833 DTMF Type CID Name 103Softphone-1 Softphones o 5
¥P Core Interface LAN A
- . F'rcr:-f'_-,-' 192.168.1.29 Snft hune_."l
User Control Interfaces Enable Logging | P SIP Port 5060
l Transport UDP = hedule

Enable S5tun alla \
: = enable DTMFINFO [N
7] Audio Files i gister Bt frady e

Enable SRTP l Authentication ID 103 RFC2833 DTMF Type

E Event Log 1 p d 12345
= : Audio Codecs i IRferfaces Enable Logging No

, 7 Domain (Optional)
: Softphones > | Y6722 Enable Stun No |
[¥]G.726 32k | oK | | o |
o L [ Y PP o e b ] P TS ;

While connected to the system with Q-SYS Designer Software, open Q-SYS Administrator and choose the Softphones tab to
the left.

Double-click on the Softphone entry in the left-hand pane of the dialog. The proxy IP address is found in the ‘Proxy’ field in the
resulting dialog.

Note that if the Proxy address is a hostname, DNS must be enabled and have at least one valid DNS server entry. To edit the
proxy address, type the new address in the ‘Proxy’ field and click ‘OK’.

Make sure to click on the Update button in the resulting red banner to the top of the dialog.




Check / Correct Q-LAN Connection of Softphone in Q-SYS Configurator

N Q-SYS Designer Software (connected or disconnected from

the Core), open Q-SYS Configurator. Choose the Core in the list
to the left.

The mode and current IP address of each interface will be
shown in the dialog. Check the connection (LAN A or LAN B) to
which the Softphone is bound to confirm that it has the correct
settings for the VoIP network. If the address shows as ‘link
local’ (169.254.xxx.xxx), this would imply the DHCP server is

not assigning an address to the Core interface.

To change the IP address of an interface, first choose the correct mode: If assigned by DHCP, choose ‘Auto’, if
assigned, choose “Static”. If using the static mode, type the address, subne
DNS is required, check t
to the bottom right of the Q-SYS Cor

DNS servers are always set manual

the ‘Update Settings button

V. If

dit View lools  Help
[} Page 1 £ O-SYS Configurator % 4

Exam-{ore

53.76

Camera_ LI|_lest_ D6 [ Running )

13 Days 1 Howr 58 Minutes 44 Seconds ;

¥=IEOAFFEACIDCDY 3038 IACERR 00T LA

Model = Core 1106, FlayerChannels = 32

PEAC : (XE TS A3 AR AT
Wired To @ A0 BE0EG] e on

Mode : | ALrto

Met Mask : | 2552550 Gateway ; | 0000
+
MAC - (01 S0F 2 3:AAE
Mode - | Auto
[P Address : | 192108010 Met Mask : | 255255255 s 192 168.0.
Static Routes =+

+ Enable DMS
i DS 20184761

Secondary DMNS | 20091847 62

Eﬂmrlcud l.::g;ta'-‘-rdﬁ.u;i | Edit Device Time/Date Edit Dsvice Password Reboot Device | Update Settings

manually
fields. Note that
00X and add the addresses. When finished, hit

' mask and gateway in the correct
ne ‘Enable DNS’

figurator dialog.




“Registration Failed” Scenarios:

INVALID USERNAME OR
PASSWORD

USER UNKNOWN

OPERATION HAS NO
MATCHING CHALLENGE

Softphone has successfully
contacted proxy but does not
recognize digest password.

RETURN TO:

START OF MAIN MENU

THIS SCENARIO

Troubleshooting Steps:
Use the following instructions to troubleshoot this scenario.

Confirm digest Username & Password wtih \VOIP
admin.

Username & Password correct?




“Registration Failed” Scenarios:

INVALID USERNAME OR
PASSWORD

USER UNKNOWN

OPERATION HAS NO
MATCHING CHALLENGE

Softphone has successfully
contacted proxy but does not
recognize digest password.

RETURN TO:

: I
MAIN MENU

START OF
THIS SCENARIO

Troubleshooting Steps:

Review phone system setup documentation with
VOIP Admin, and confirm setup.

<) RETURN TO MAIN MENU




“Registration Failed” Scenarios:

INVALID USERNAME OR
PASSWORD

USER UNKNOWN

OPERATION HAS NO
MATCHING CHALLENGE

Softphone has successfully
contacted proxy but does not
recognize digest password.

RETURN TO:

START OF
THIS SCENARIO

I MAIN MENU

Troubleshooting Steps:
Correct credentials in Q-SYS Administrator:

Status OK?




“Registration Failed” Scenarios: Congratulations!

INVALID USERNAME OR [I —] You should now be ready to make a test call.
PASSWORD

USER UNKNOWN - RETURN TO MAIN MENU

OPERATION HAS NO
MATCHING CHALLENGE

Softphone has successfully
contacted proxy but does not
recognize digest password.

RETURN TO:

: \
MAIN MENU

START OF
THIS SCENARIO




Confirm/Correct Username and Password in Q-SYS Administrator

B

Enable DTMF INFO I Edit Softphone @ S Administrator X
®. Users RFC2833 DTMF Type I Name Softphone-1
: L Update @ tlancel
. : : User Name 103
User Control Interfaces Enable Logging [
CID Name 1035oftphone-1 Suftphnnes Core Intarfaca LAN A
= Enable Stun I
i Audio Files Proxy S deh dnom SIP Port 5060
Enable SRTP { Transport UoP -
E_ Event Log Audio Caodecs Register With Proxy Yes - Enable DTMF INFO _
Authentication ID 103 RFC2833 DTMF Type
Softphones > WiG722 P ) e )
7 G, ASEWOT :
G 70 32K _ _ Interfaces Enable Logging No |
E C ortacts ¥ G.711 ulaw Domain (Optional)

While connected to the system with Q-SYS Designer Software, open Q-SYS Administrator and choose the Softphones tab to
the left.

Double-click on the Softphone entry in the left-hand pane of the dialog. The SIP credentials can be found in the resulting dialog.

The ‘User Name’ field is often referred to by VolP administrators as the ‘subscriber number’. When the Softphone attempts to
register, it uses this parameter in the contact field. The ‘Authentication ID’ and ‘Password’ fields are the digest username and

nasswords set when the VolP administrator configures the digest user. To edit these fields, type the correct credentials into the
fields and hit ‘OK’.

Make sure to click on the Update button in the resulting red banner to the top of the dialog.




Gather SIP.txt and PCAP Capture Information From Q-SYS Core
and Consult Q-SYS Technical Support

As outlined in the first steps, the ‘Enable Logging’ feature was employed to

create a log of SIP information to aid in advanced troubleshooting. Having this logging
information will speed up resolution when consulting with our Q-SYS Technical Support. To
get the SIP log, open an internet browser and type <IP Address of Core>/sip.txt in the
internet address field. If the address is valid, the SIP log of the core should load.

Right-click on the loaded page and choose ‘save as’. Choose a known file location and name
S0 it can be emailed to support.

A second set of diagnostic information can be gathered by creating a PCAP (wireshark)
capture of the interface used for the Softphone. To create this, in the browser go to the

address <IP Address of Core>/pcap_capture.html.

Select the appropriate interface in the ‘Select LAN' field. Set the‘Packet length’ field to 2048
and hit the ‘Start’ button. Let the capture run for 5 minutes, and then hit the ‘Stop’ button.
Download the capture file (‘Download’ button) and send this along with the SIP log to
Q-SYS support.




“Registration Failed” Scenarios:

INVALID INTERFACE

LAN connection to which this
Softphone is assigned IS not
plugged In, has no connectivity or

IS not receiving IP address from
DHCP.

RETURN TO:

: \
MAIN MENU

START OF
THIS SCENARIO

Troubleshooting Steps:

\We're sorry but the problem you are experiencing IS
outside the scope of this tool.

Please contact Q-SYS Support to troubleshoot this
ISSue.

<) RETURN TO MAIN MENU




	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13
	14
	15
	16
	17
	18
	19
	20
	21
	22
	23
	24
	25
	26
	27
	28
	29
	30
	31
	32
	33
	34
	35
	36
	37
	38
	39
	40
	41
	42
	43
	44
	45
	46
	47
	48
	49
	50
	51

	Button 141: 
	Page 1: 

	Button 9: 
	Page 2: 

	Button 23: 
	Page 2: 

	Button 24: 
	Page 2: 

	Button 21: 
	Page 2: 

	24: 
	Page 2: 

	Button 22: 
	Page 2: 

	Button 11: 
	Page 3: 
	Page 41: 
	Page 52: 
	Page 63: 
	Page 74: 
	Page 85: 
	Page 96: 
	Page 107: 
	Page 518: 

	Button 12: 
	Page 3: 
	Page 41: 
	Page 52: 
	Page 63: 
	Page 74: 
	Page 85: 
	Page 96: 
	Page 107: 
	Page 518: 

	Button 40: 
	Button 39: 
	Button 110: 
	Button 42: 
	Button 41: 
	Button 44: 
	Button 43: 
	Button 45: 
	Button 47: 
	Button 46: 
	Button 49: 
	Button 48: 
	Button 51: 
	Button 50: 
	Button 115: 
	Button 111: 
	Button 145: 
	Button 121: 
	Button 26: 
	Page 13: 
	Page 141: 
	Page 152: 
	Page 163: 
	Page 174: 
	Page 185: 
	Page 196: 
	Page 207: 
	Page 218: 
	Page 229: 
	Page 2310: 
	Page 2411: 

	Button 138: 
	Page 13: 
	Page 141: 
	Page 152: 
	Page 163: 
	Page 174: 
	Page 185: 
	Page 196: 
	Page 207: 
	Page 218: 
	Page 229: 
	Page 2310: 
	Page 2411: 

	Button 57: 
	Button 56: 
	Button 55: 
	Button 60: 
	Button 59: 
	Button 58: 
	Button 63: 
	Button 62: 
	Button 61: 
	Button 66: 
	Button 65: 
	Button 64: 
	Button 68: 
	Button 67: 
	Button 70: 
	Button 69: 
	Button 72: 
	Button 71: 
	Button 74: 
	Button 73: 
	Button 76: 
	Button 75: 
	Button 79: 
	Button 78: 
	Button 80: 
	Button 117: 
	Button 112: 
	Button 122: 
	Button 123: 
	Button 124: 
	Button 125: 
	Button 107: 
	Page 29: 
	Page 301: 

	Button 106: 
	Page 29: 
	Page 301: 

	Button 126: 
	Button 132: 
	Button 15: 
	Page 32: 
	Page 331: 
	Page 342: 
	Page 353: 
	Page 364: 
	Page 375: 
	Page 386: 
	Page 397: 
	Page 408: 
	Page 419: 

	Button 139: 
	Page 32: 
	Page 331: 
	Page 342: 
	Page 353: 
	Page 364: 
	Page 375: 
	Page 386: 
	Page 397: 
	Page 408: 
	Page 419: 

	Button 83: 
	Button 82: 
	Button 81: 
	Button 86: 
	Button 85: 
	Button 84: 
	Button 89: 
	Button 88: 
	Button 87: 
	Button 91: 
	Button 90: 
	Button 93: 
	Button 92: 
	Button 95: 
	Button 94: 
	Button 97: 
	Button 96: 
	Button 99: 
	Button 98: 
	Button 118: 
	Button 144: 
	Button 113: 
	Button 128: 
	Button 129: 
	Button 130: 
	Button 19: 
	Page 45: 
	Page 461: 
	Page 472: 
	Page 483: 

	Button 140: 
	Page 45: 
	Page 461: 
	Page 472: 
	Page 483: 

	Button 102: 
	Button 101: 
	Button 100: 
	Button 119: 
	Button 104: 
	Button 103: 
	Button 114: 
	Button 131: 
	Button 143: 
	Button 146: 


