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Notice 
While reasonable efforts were made to ensure that the information in this document was 
complete and accurate at the time of printing, Avaya Inc. can assume no liability for any errors. 
Changes and corrections to the information in this document may be incorporated in future 
releases. 

For full support information, please see the complete document, Avaya Support Notices 
for Software Documentation, document number 03-600758. 
To locate this document on our Web site, simply go to http://www.avaya.com/support and 
search for the document number in the search box. 

Documentation disclaimer 
Avaya Inc. is not responsible for any modifications, additions, or deletions to the original 
published version of this documentation unless such modifications, additions, or deletions were 
performed by Avaya. Customer and/or End User agree to indemnify and hold harmless Avaya, 
Avaya's agents, servants and employees against all claims, lawsuits, demands and judgments 
arising out of, or in connection with, subsequent modifications, additions or deletions to this 
documentation to the extent made by the Customer or End User. 

Link disclaimer 
Avaya Inc. is not responsible for the contents or reliability of any linked Web sites referenced 
elsewhere within this documentation, and Avaya does not necessarily endorse the products, 
services, or information described or offered within them. We cannot guarantee that these links 
will work all of the time and we have no control over the availability of the linked pages. 

Warranty 
Avaya Inc. provides a limited warranty on this product. Refer to your sales agreement to establish 
the terms of the limited warranty. In addition, Avaya’s standard warranty language, as well as 
information regarding support for this product, while under warranty, is available through the 
following Web site: 
http://www.avaya.com/support. 

Copyright 
Except where expressly stated otherwise, the Product is protected by copyright and other laws 
respecting proprietary rights. Unauthorized reproduction, transfer, and or use can be a criminal, 
as well as a civil, offense under the applicable law. 

Avaya support 
Avaya provides a telephone number for you to use to report problems or to ask questions about 
your product. The support telephone number is 18002422121 in the United States. For additional 
support telephone numbers, see the Avaya Web site: http://www.avaya.com/support. 
 



3 

Contents 
 
About This Guide ..............................................................................................................5 

Installation Issues..............................................................................................................5 

Using the Discover Feature...............................................................................................5 

Avaya one-X Communicator General Issues ....................................................................6 

Using Video.......................................................................................................................6 

Using Avaya one-X Portal Integration ...............................................................................7 

Using Microsoft Outlook Integrator....................................................................................8 

 

 



4 



5 

About This Guide 
This guide describes how to troubleshoot problems you might encounter with Avaya 
one-X™ Communicator Release 1.0. 

Installation Issues 
Issue 1: You receive an error message requesting you to uninstall Outlook 
Integrator. 
Perform the following steps: 

1. Uninstall Avaya one-X Communicator, if it is already installed. 

2. Use the Windows Installer CleanUp Utility to make sure Outlook Integrator is 
completely uninstalled.  Sometimes the name of application to be removed may not 
appear in the Add/Remove Applications list even though the application still remains. 

3. In the Windows Registry (Windows Start/Run/regedit), make sure there is no entry 
for OneXCAvayaOutlookAddIn at the registry location: 
HKEY_LOCAL_MACHINE\SOFTWARE\Microsoft\Office\Outlook\Addins\ 
If there is an entry, delete it. 

4. Check the location where you installed one-X Communicator (for example, 
C:\Program Files\Avaya\) and see if there is a folder called Avaya Outlook 
Integrator.  If such a folder exists, delete it. 

5. Reinstall Avaya one-X Communicator. 

Issue 2: You receive error 1713. 
Use the Windows Installer CleanUp Utility to remove Avaya IP Softphone with Video 
Integration and/or a Polycom Video [X.X] component, as applicable. Only one softclient 
(for example, Avaya IP Softphone or Avaya one-X Communicator) can be installed with 
the video integration feature. 

Using the Discover Feature 
Issue 1: You are unable to “discover” your settings while using Avaya one-X 
Communicator in VPN mode. 
Your network may not be provisioned properly. The network must broadcast the 
HTTPSRVR to the clients for the Discover feature to work. Your system administrator 
must check whether OPTION 242 is broadcasted to VPN clients. OPTION 242 contains 
the HTTP server address, which allows Avaya one-X Communicator to download the 
46XXSETTINGS.TXT file. 
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Avaya one-X Communicator General Issues 
Issue 1: Avaya one-X Communicator “crashed.” 
Make sure the following processes are ended in the Windows Task Manager (ctrl-alt-del) 
before re-starting Avaya one-X Communicator: 

• onexcui.exe 

• SparkEmulator.exe 

• AVC.exe (video related) 

• mcsys.exe (video related) 

Issue 2: “Child” menus are hidden behind the Avaya one-X Communicator 
“parent” window when running Avaya one-X Communicator on Microsoft 
Windows XP. 
You need a private patch from Microsoft to resolve this issue.  After downloading and 
applying this patch, reboot your PC. 

http://support.microsoft.com/kb/943326 

Issue 3: “Mute” is activated when you first plug in your headset. 
Download the latest Plantronic headset driver to resolve this issue. 

Using Video 
Issue 1: You do not see the video window when logged in using My Computer 
mode or Desk Phone mode. 
Check the onexcui.log to see if video is licensed for your extension. If not, your system 
administrator must check the following items in Avaya Communication Manager 
administration for your extension: 

SoftwareVersion  [R1.000-GA-14570] 

StationRegistered  [True] 

> LoginMode  [eROAD_WARRIOR] 

> Server   [xxx.xxx.xxx.xxx] 

> ServerVersion  [R015x.02.0.939.0] 

> PhoneType  [4620] 

> VideoLicensed  [True] 

Issue 2: There is no near end video in the video window after you log in. 
If the video camera is plugged into a docking station or monitor, plug the camera directly 
into the PC/laptop, and restart Avaya one-X Communicator. 
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Issue 3: There is “frozen” video. 
If the video camera is plugged into a docking station or monitor, plug the camera directly 
into the PC/laptop, and restart Avaya one-X Communicator. 

Issue 4: There is high CPU usage. 
If the video camera is plugged into a docking station or monitor, plug the camera directly 
into the PC/laptop, and restart Avaya one-X Communicator. 

Using Avaya one-X Portal Integration 
Keep in mind the following information: 

• The Avaya one-X Portal Integration URL must be entered in the following format: 
http://<1XP Server>/1xp/portalclient 

Example: 

http://onexpalpha01.usae.avaya.com/1xp/portalclient 

 

NOTE: 
Do not include login.jsp at the end of the URL.  

• If you are using HTTPS protocol in the Avaya one-X Portal Integration URL, you 
must use the FQDN in the URL, not the IP address. 

Issue 1: Avaya one-X Portal integration is not working (for example, presence, call 
logs, and voice messaging are not being updated). 
Log out of Avaya one-X Communicator, and then log back in. If this does not address 
the issue, verify whether this is an Avaya one-X Portal (Avaya one-X Server) issue by 
logging into the Avaya one-X Portal web client and checking whether the items are being 
updated. 

Issue 2: You are encountering problems such as calls are not being logged, no 
messages are shown, and no bridge conference information is displayed. 
Verify that the telephone extension specified in Avaya one-X Communicator is 
associated with your Avaya one-X Portal user account. 

Issue 3: You receive an error message from Avaya one-X Communicator “THE 
USERNAME SUPPLIED IS DIFFERENT FROM THE USERNAME USED ON 
INSTALLATION”  
Verify the user information in Active Directory.  Look specifically for upper-case/lower-
case differences in the two User logon name fields on the Properties form for the 
affected users.  Ensure the two User log on name fields on the user’s Properties form 
are the same.  
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Using Microsoft Outlook Integrator 
NOTE: 
If the Avaya Outlook Integrator Add-In with IP Softphone is installed on your PC, you 
must uninstall it prior to installing Avaya one-X Communicator with the Avaya Outlook 
Integrator.  

Issue 1: Microsoft Outlook Integrator does not work properly. 
Perform the following steps: 

1. In the Microsoft Outlook Help menu, open About Microsoft Outlook, and check if the 
Avaya Outlook Integrator is listed within Disabled Items. If it is listed, enable it. 

 

 
 

2. Verify that the Avaya Outlook Integrator folder was created at the installation path 
(for example, C:\Program Files\Avaya\Avaya Outlook Integrator). 

3. Verify that the following sub-key was created: 
HKEY_LOCAL_MACHINE\SOFTWARE\Microsoft\Office\Outlook\Addins\OneXC
AvayaOutlookAddIn 
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Issue 2: The Avaya menu does not appear in Microsoft Outlook. 
Perform the following steps: 

1. In the Microsoft Outlook Help menu, open About Microsoft Outlook, and check if the 
Avaya Outlook Integrator is listed within Disabled Items. If it is listed, enable it. 
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2. Verify that Microsoft Office Primary Interop Assemblies are installed for the correct 
version of Microsoft Office. If the Primary Interop Assemblies are installed, they 
appear in the Add/Remove Programs list.  

 

 
 

You can download the assemblies from the following locations: 

• Microsoft Office 2003: 
http://www.microsoft.com/downloads/details.aspx?familyid=3c9a983a-ac14-
4125-8ba0-d36d67e0f4ad&displaylang=en 

• Microsoft Office 2007: 
http://www.microsoft.com/downloads/details.aspx?familyid=59DAEBAA-BED4-
4282-A28C-B864D8BFA513&displaylang=en 
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Issue 3: Microsoft Outlook Contacts are not matching incoming calls. 
Perform the following steps: 

1. Check whether the number to match is not entered in the “Business Fax” field for the 
contact. Business Fax numbers are not considered for a match. 

2. Make sure that you have re-indexed the contacts after updating the contact 
information. Re-indexing is essential after every change to a contact. To re-index, 
select Avaya >Options from Microsoft Outlook. 

 

 
 

3. In case the contact is not matched during a call toast, check if the number of the 
contact appears correctly in the Outlook Journal entry for the call. For the journal 
entries to be created, the option must be enabled from the Avaya->Options menu in 
Microsoft Outlook. 

 


