How can you troubleshoot audio quality issues on calls?

Issue:  You are receiving reports of poor call quality from your users, or you can be on phone-call and experience poor audio quality. Poor audio quality typically relates to various issues with the network, such as a high jitter rate caused by network (circuit) latency.

Scenario:  Poor quality calls can be experienced by anyone. It can be especially noticeable on "long-circuit" traversed calls where the latency is higher than 200ms. 

Resolution:  To troubleshoot this issue you can use the TmsNcc.log. This log is located in the c:\shoreline data\logs directory and is updated after each call is completed on the system. What you are looking for are network statistics for the call in question. The best way to find a problem call is to first ask for the GUID of the call. 

To obtain the GUID, the steps are as follows:

###From Call Manager in Shoretel 7.5 and below: ###

1. Select File and then History.

2. Right click on the number you want the GUID for, then select Properties.

3.  When the Call Log Entry Properties opens, press Ctrl F12.

This brings up the Call ID and Handle Info window. Copy and paste the 128 bit call GUID to a notepad.

###From Call Manager in Shoretel 8.0 and above: ###

· Select Windows and then History.

· Right click on the number you want the GUID for, then select Properties. This will open a "Call Details" window.

· Click on the "Support Info" link in the bottom left of the window.

This brings up the Call ID window. Copy and paste the 128 bit call GUID to a notepad.

(Obtaining the call GUID of the call is located in KB12689)

Once you have the call GUID and know the date the issue occurred, find the appropriate TmsNCC.log for that day and copy it to your desktop or working directory.

Open the log file with a text editor and search for the GUID. Look for the G-MST section. It is located at the last section of the call. This is where network statistics for the call is documented. 

The statistics provided are as follows:

Packets Sent - Denoted as s:
Packets Received - Denoted as r:
Packets lost - Denotes as l:
Jitter - Denoted as j; or jitter:
Underruns - Denoted as u: or underruns:
Overruns - Denoted as o: or overruns:

The statistics start at 0. Other than Packets Sent and Packets Received, the higher the number the poorer the network stability was during the time of the call. The G-MST stats can be found at the end of every call made, and provide the network statistics for that call. As an example, a completed call with a documented jitter reading of 500 would almost certainly exhibit poor audio quality. 

Another great solution in trouble-shooting is utilizing the ShoreTel Call Quality Monitor (Which is available from your ShoreTel Sales Representative) solution. This system reads the ShoreTel CDR and graphically documents all calls, and correlates the call with network path and conditions

IP Phone Key Mappings as they appear in TMSNCC logs

Issue:  How are the key presses on an IP Phone interpreted in the logs and which one?
 

Scenario:  We have a user who says that they pressed the speaker button but the call was not still on the handset.  How can we verify that the user indeed pressed the speaker button on their ip phone?
 

Resolution:  You would need to open up the TMSNCC log for the date in question, and collect the call GUID for the call in question as well.  Once you find the call GUID by searching it in the logs, you will then see keys pressed on the ip phone.  See chart below for translation of keys (k).
 

	Key                            
	k

	Line Appearance 1
	lb1

	Line Appearance 2
	lb2

	Line Appearance 3
	lb3

	Line Appearance 4
	lb4

	Line Appearance 5
	lb5

	Line Appearance 6
	lb6

	Softkey 1                    
	s1

	Softkey 2                    
	s2

	Softkey 3                    
	s3

	Softkey 4                    
	s4

	Voice Mail
	vm

	Directory
	dir

	Transfer
	xf

	Redial
	r

	Options
	op

	Conference
	cf

	Hold
	hld

	Intercom
	int

	Headset
	head

	Mute
	mute

	Speaker
	spkr

	Volume Up
	vu

	Volume Down
	vd

	Scroll Up
	su 


