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1 Introduction

1.1 User Guide Document Purpose

The Avaya Intelligent Solutions Support System( User Guide serves two purposes:

1. It provides details about the features and functionality of the system and its external interfaces. The User Guide describes those items that determine the function of the system. The type and content of the information to and from the system and the external equipment is also described, as well as defining the logic and organization of the system when they are an essential part of the functional requirements.

2. It provides operational procedures for the web-based Agent Order Management (OM) user interface. The Admin Order Management interface and the Managed Device Controller (MDC) interface are defined in the Avaya Intelligent Solutions Support System( Installation and Configuration Guide.

This User Guide consists of chapters and associated appendices. The chapters serve as a definitive statement of the functional content of the system and the use of the Agent Order Management interface. Appendices are only for additional clarification.

1.2 Scope

· This User Guide defines the functionality to be implemented by Avaya IS3, Release 2.3 and procedures for operating the OM Agent user interface. 

· Hardware configurations 

· Special safety or approval requirements

· Telecommunications requirements

1.3 Audience

The primary audience for this User Guide is the customer’s procurement team, acceptance team and any Avaya employee involved in the process of roll out of the IS3 system.

2 IS3 Features and Functionality

2.1 System Overview XE "System Overview" 
2.1.1 IS3 Architecture XE "IS3 Architecture" 
IS3 is enabled by a component-based architecture. It consists of several layers and sub-systems that communicate via a software bus. This component-based architecture is known as Admin 2000.  See the diagram below for an overall view.
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Figure 1. Overall View of IS3

2.1.2 Architectural Elements XE "Architectural Elements" 
There are three main elements of the Admin 2000 architecture:

· The software bus

· The application processor

· The transaction processor

These three elements work in conjunction with one another to provide both the flexibility and layering previously described.  The software bus provides a “universal” communications layer between various parts of the administrative system.  The application processor provides a well-defined environment for running and optimizing application logic created for the system.  The transaction processor (TP) provides a layer of abstraction above the database.  In some instances, the role of the TP can be played adequately by the application processor.

2.1.3 Software Bus XE "Software Bus" 
The software bus is used to signal events between the various IS3 sub-systems.  It enables the integration of new technologies in a logical progression over time.

Simply stated, the software bus allows applications to communicate with one another wherever they are located. Using the software bus, systems are able to publish messages or events indicating internal changes of state or activity that may be of interest to other systems. The system that generates the messages does not have to be aware of the existence or current running state of any other system interested in its events. The software bus will provide all the mechanisms necessary to ensure that all systems receive any messages in which they have registered interest. The software bus allows addition of new systems wishing to receive any existing message traffic. 

The new systems receive their own copy of needed messages, without requiring any changes in the system generating the message. 
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Figure 2: Sub-Systems communicate via the Software Bus

2.1.4 Application Server XE "Application Server" 
The application server provides a well-defined framework for executing the IS3 user-based components.  See diagram 3.  The application server enables a common interface (the browser) across IS3.
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Figure 3: Application Server

2.1.5 Transaction Processor XE "Transaction Processor" 
The transaction processor is used to provide a standard interface to the persistence store.

2.1.6 Components and Sub-Systems XE "Components and Sub-Systems" 
A component XE "component"  is a unit or units of executable code sharing a well-defined interface through which it offers services via a software bus. 




Figure 1: Components can be composed of other components

An Operational Domain XE "Operational Domain"  is a set of procedures that completely address some well-defined business or architectural process, such as Billing or Call Collection.

A Sub-System XE "Sub-System"  is a component whose service offering covers an entire operational domain, such as an Order Management Sub-System. Each sub-system includes an event adapter. The event adapter allows the component to integrate into the software bus, a business logic component and with some types of persistent stores that hold data associated with that component.

There are two basic types of sub-systems and components: architectural and business.  Architectural components work at the infra-structure level providing non-business related services and function to the various sub-systems and components running within the Admin 2000 architecture.  Business components work at a higher level providing business-related services and functions.

The sub-systems of IS3 are as follows:

· Security & Access Control 

· Monitoring 

· Managed Device Controller 

· Billing Data Collection 

· Order Management 

· Systems Configuration 

· Customer Care 

2.1.6.1 Security & Access Control XE "Security & Access Control" 
The Security sub-system controls access the IS3 system.  Users are required to log into the system, and access to various features of the system can be controlled at both the individual user level and at the group level.

2.1.6.2 Monitoring XE "Monitoring" 
The Monitoring sub-system interacts with the MDC to poll network devices for alarm information.  It applies configurable rules to the alarm data to determine whether or not an alert condition exists.  Alerts are published on the software bus and displayed and worked using a web-based application.  All alarms and alerts are stored in a database for reporting purposes.

2.1.6.3 Managed Device Controller (MDC) XE "Managed Device Controller (MDC)" 
The MDC is responsible for direct communications with the network devices under management of the IS3.  Its central dispatcher component accepts incoming requests from other sub-systems of the IS3 and queues those requests.  It provides concurrency control and load balancing of access across the network devices.  Network device-specific drivers execute those requests and publish the results.

2.1.6.4 Billing Data Collection XE "Billing Data Collection" 
Events generated by the IS3 sub-systems are captured by the Billing Data Collection sub-system.  Configurable rules are used to determine those events that are billable, and they are stored in the database.  Extracts can be generated from the database containing all billable events for a given period.  A structured XML file is the default format for the extracts.

2.1.6.5 Order Management XE "Order Management" 
The Order Management sub-system accepts requests for provisioning activity to be performed on the network devices.  It accepts both immediate and future dated requests.  Future dated requests are queued within the OM sub-system and then executed at the appropriate time.  The OM sub-system also accepts batches of requests submitted in a structured XML format.  The UI for the OM-subsystem is entirely web based.

Orders are submitted batch order entry by placing a file containing transactions in a directory location, which is referred to as the inbound directory.  This directory is monitored continually for incoming files.  These files must be in XML format before they can be processed.  If the order file arrives in XML format, it is processed immediately.  If the file arrives in tagged format, it first is converted to the XML format and then processed.  During processing, the XML file is parsed, and transactions are applied via the batch transaction classes. The customer is notified with an optional e-mail report when all transactions in the batch have been processed.  Transactions that can be processed in batch mode are Add Party, Modify Party, Deactivate Party, Add Subscription, Modify Service, Reset Password, Deactivate Subscription and Deactivate Service.

2.1.6.6 System Configuration XE "System Configuration" 
The System Configuration sub-system defines the devices managed by the IS3.  This includes location and hardware configuration information.  Additionally, it defines the services that can be provisioned to a particular network device.  The OM sub-system uses this information to dynamically generate data entry screens when accepting provisioning requests.

2.1.6.7 Customer Care XE "Customer Care" 
The Customer Care sub-system provides the facility to open and track customer relationship enhancement opportunities. 

2.1.7 The Event Driven Process XE "The Event Driven Process" 
Interactions between various sub-systems of the IS3 System are event driven.  Events that occur are published and subsequently dealt with by those sub-systems receiving the event.  This occurs in a pseudo real time fashion. 

2.1.7.1 Event Signaling XE "Event Signaling"  

There are four basic models of event signaling: 

The Asynchronous Pre-Processing XE "Asynchronous Pre-Processing"  model operates as follows.  The publisher publishes an event before it takes action and does not wait for a reply before performing that action.

In the Synchronous Pre-Processing XE "Synchronous Pre-Processing"  model, the publisher publishes an event before action has been taken, but waits for a reply from subscribers to that event before taking action.

In the Asynchronous Post Processing XE "Asynchronous Post Processing"  model, the publisher performs an action and then publishes the event associated with that action.  The publisher does not listen for responses to the published event.

In the Synchronous Post Processing XE "Synchronous Post Processing"  model, the publisher performs an action and then publishes the event associated with that action.  The publisher then listens for responses to the published event from subscribers to that event.

Asynchronous Post Processing is the primary model of communication between IS3 sub-systems.  This facilitates loose coupling, lowering the number of interdependencies among sub-systems.

2.2 Functions

2.2.1 System Administration XE "System Administration" 
2.2.1.1 Alarms XE "Alarms" 
An alarm is a message sent to notify the system via an alert that a problem with an application has occurred. The Alarm Listener uses the Alarm table in the database to determine the number of the alarms needed for a problem to reach the threshold at which an alert is triggered. You can change the number of alarms that will trigger an alert for specific problems in the Alarm table in the database.

Two types of alarms can occur in the IS3 system: voice mail alarms and IS3 system alarms. Voice mail alarms trigger alerts when voice mail applications fail. The IS3 system logs system application failures in the log file. See the Diagnostics section below for more details on diagnosing voice mail and system alarms.

2.2.1.2 Traffic Management XE "Traffic Management" 
The IS3 system provides traffic flow details via the InterVoice Brite’s Line Traffic Statistics report. This report replaces Cap Planning in the previous system. The Line Traffic Report resides in the ReportsDir section in UNIX at /home/spas/reports/<network element>, where network element is the voice mail system. (See Generating the Line Traffic Statistics Report)

The Line Traffic Statistics report details the following information:

· System number

· System code

· System Name

· Line group number

· Line group name

· Statistic date

· Current number of lines

· Busy hour

· Busy hour percentage of total

· Number of calls

· Total connect time in minutes

· Carried busy hour in Erlangs

· Busy hour GOS

· GOS Threshold (P.XX)

· All ports busy during billing hour in seconds

2.2.1.3 Reporting XE "Reporting" 
Traffic statistics display in the UNIX ReportDir on the Line Traffic Statistics report. Other reports available include Mailbox Count and Moves, Adds and Changes Report. (See Generating Reports for more information.)

2.2.2 Maintenance Management XE "Maintenance Management" 
2.2.2.1 Diagnostics XE "Diagnostics" 
The IS3 System provides two ways of diagnosing alarms that occur – the NOC Viewer or log files – The type of diagnostics used depends on whether the alarms are IS3 system or voice mail alarms.

The NOC Viewer displays alarm information about voice mail alarms, and it allows users to acknowledge and clear alarm information as well. The alert displays diagnostic information about the offending application.  (See Appendix C: Monitoring the System Using the NOC Viewer)

IS3 system alarms do not display on the NOC Viewer, and only some system applications generate alarms. You must access the log files to monitor system alarms and diagnose system problems.

2.3 Configuration Management XE "Configuration Management" 
2.3.1 System Parameters

2.3.1.1 System Backup

Avaya recommends three types of backup processes for the IS3 system – online IS3 system backup, offline database backup and online database backup. The Saudi IS3 platform will be shipped with a database and IS3 backup already in place. An export of Saudi Telecom’s system provides a miniature copy of the system database information in the event that recovery is required. 

Online Oracle Backup

Online Oracle backup, as the first part of the backup, should take place once per week. Specific Oracle directories on SASP01 are backed up on a weekly basis, usually mid-week.
Offline Oracle Backup

Offline backup as the second part of the backup should take place once per week. It requires a shutdown of Oracle, and the database will be offline. Scripts generated by cron (a scheduler) copy information to database tables at routine intervals. Oracle writes information to database tables, which are backed up weekly on disk. Next, Oracle writes the database disk backups and IS3 system backups to a backup tape, providing a permanent backup. Specific Oracle directories on SASP01 are backed up on a weekly basis, on weekends. 

Online File System Backup

Online file system backup occurs twice per week, usually when the online database backup and the offline database backup occurs.

2.3.2 Security

The security of the IS3 system depends on Netegrity’s SiteMinder Policy Server. It protects the web-based pages and controls all other security functions. 

SiteMinder allows network administrators to define and manage authorization privileges for specific agents, and create rules and policies to implement the privileges.

SiteMinder consists of two main components: SiteMinder Policy Server and SiteMinder Agent. The Policy Server provides to Web-based applications polity management, authentication, authorization, and accounting services. The Web Agent integrates with a standard Web server, enabling SiteMinder to manage access to Web applications based on predefined security policies.

For installation and configuration instructions, see the SiteMinder Policy Server Operations Guide.

2.4 Interfaces
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Network Element Port-to-System Connections

3 Using the Agent Order Management System XE "Using the Agent Order Management System" 
The Agent subsystem of the IS3 Order Management System allows agents to enter end user information for setting up end user voice mail services on a specific voice mail system, such as InterVoice Brite. Through the Agent subsystem, agents can add new end users to a voice mail system; edit end user information; add and edit subscriptions and services; view and edit transactions; and generate customer reports based on phone number, which is also called the provisioned element ID.

3.1 Adding Parties XE "Adding Parties" 
You can add end users (parties) to a voice mail system (network element) using the Add Party button on the IS3 Agent Main Menu. This displays the Add Party window. 

The following diagram details the windows that link from the Add Party window.



3.1.1 Adding a New Party XE "Adding a New Party" 
To add a new party to a network element:

1. Click the Add Party button on the IS3 Agent Main Menu. The Add Party window displays.

2. In the Customer ID box, type the ID number for the customer that was given when you added the customer to the IS3 system during configuration and setup. If you need to look up the customer ID number, access the IS3 System Configuration Menu and search for the customer ID. 

3. In the Org Unit ID box, type the organization unit to which you are adding a party. If you need to search for it, click the Find Org Unit button at the bottom of the Add Party window. The Select a Unit for a Party Add window opens. Choose the org unit from the list, and click the Select button. You return to the Add Party window.

4. Type a name for the end user in the Party Name box on the Add Party window.

5. The remaining boxes are optional: 
Party References – This must be unique. If you do not type a unique search name, the system will assign it as the first letter of the customer ID followed by a number.
Party Address – This address is used for billing purposes, and although it is not required, it is recommended.
Transaction Reference – This is used as a second search field, like the Party References field. It defaults to the transaction ID number on the software bus.

6. Click the Add Party button to add the information to the database and display the Add Subscription for Party ID XXXX window. See Adding Subscriptions.

3.2 Viewing and Editing Parties XE "Viewing and Editing Parties" 
You can view and edit information for parties (end users) that have been added to the system. Use the View/Edit Party button on the IS3 Agent Main Menu to display the Select Party window. 

The following diagram details the windows that link from the Select Party window:









3.2.1 Viewing and Editing Existing Parties XE "Viewing and Editing Existing Parties" 
To view or edit existing parties that were previously added:

1. Click the View/Edit Party button on the IS3 Agent Main Menu. The Select Party window displays.

2. Type the telephone number of the party (end user) to search for the party, or use one of the search fields under Additional search fields. 

3. Click the Submit button. The Party Display window opens.

4. From the Party Display window, agents can modify party information, deactivate the party, view service information, or add a subscription. 
To modify a party’s information, click Modify Party on the Party Display window. Modify the information, and click Modify. The Modify Party Results window opens.
To deactivate a party, click the Deactivate Party button. The Deactivate Party window opens. Click the Submit button.
To view service information about a party, click the View button next to the Subscription ID. See Viewing and Editing Subscriptions.
To add a subscription, click the Add Subscription button. See Adding Subscriptions.

3.3 Adding Subscriptions XE "Adding Subscriptions" 
You can add subscriptions, or voice mail service, to existing or new parties by clicking the Add Subscription button on the IS3 Agent Main Menu to display the Add Subscription window. The following diagram details the windows that link from the Add Subscriptions window.


3.3.1 Adding a New Subscription XE "Adding a New Subscription" 
To add a new subscription, or voice mail service, to a party:

1. Click the Add Subscription button on the IS3 Agent Main Menu. The Add Subscription window displays.

2. Type the Party ID, and click the Submit button. The Add Subscription to Party ID XXXX window displays.

3. Select a package from the Package list box.

4. Type any additional comments in the Comment box.

5. The Effective Date boxes automatically populate with the current date and time, but they can be changed.

6. Type a transaction reference in the Transaction Reference box to provide a method of searching for the party and related information. This defaults to the transaction ID number.

7. Click the Submit button. The Subscription window displays.

8. On the Subscription window, you can deactivate a subscription or add a service.
To deactivate a subscription, click the Deactivate Subscription button. The Deactivate Subscription window displays. Click the Submit button. The Subscription Results window displays.
To add a service, click the Add button. The Service window opens. Type the party’s telephone number in the Provisioned Element ID box. Click the Submit. The Add Service XXXX window opens. 

9. On the Add Service window, all fields that are labeled in blue are required. Black fields are optional. 

10. Click Yes or No in the Downloadable list box to indicate whether or not information you add to a voice mail machine is downloadable to the IS3 system. Yes indicates information will download to the IS3 database and the voice mail system.

11. Type a new name to search by in the Transaction Reference box.

12. In the Password (PIN) box, type the initial password.

13. Type name in Mailbox Name box of person using mailbox.

14. In the Active Flag drop-down list box, select Yes to activate a party’s mailbox to receive and make calls.

15. Click the Submit button.  The Service Results window opens.

3.4 Viewing and Editing Subscriptions XE "Viewing and Editing Subscriptions" 
Agents can view and edit subscriptions they already have added to the IS3 system for an end user. This is accomplished by clicking the View/Edit Subscription button, which displays the View Subscription window. The following diagram details the windows that link from the View Subscription window:



To view or edit an existing subscription for an end user (party):

1. Click the View/Edit Subscription from the IS3 Agent Main Menu. The View Subscription window opens.

2. Type the telephone number for the end user in the Provisioned Element ID box. Click the Submit button. The Subscription window opens.

3. On the Subscription window, you can deactivate a subscription or modify existing services.
To deactivate a subscription, click the Deactivate Subscription button. The Deactivate Subscription window displays. Click the Submit button. The Subscription Results window displays.

4. To view existing services, click the View button. The View Service window opens.

5. To modify an existing service, click the Modify button. The Modify Service XXXXX window opens. Edit the appropriate information, and click the Submit button. The Service Results window displays.

6. To reset the voice mail password, click the Reset Password button. The Reset Password window opens. Edit the following box, then click the Submit button:
Password – box that allows you to change the voice mail password. 

7. To deactivate the service, click the Deactivate button. The Deactivate Service XXXX displays. Verify the following fields are accurate, and click Submit:
Downloadable – drop-down list box that allows you to add information and designate if it is downloaded to the IS3 system or not.
Effective Date – series of boxes that allow you to set the date service will be deactivated. It defaults to the current date and time.
Transaction Reference – box that defaults to the transaction ID number. You can type another number or name to search for all transactions relating to that name or number.

3.5 Editing Transactions XE "Editing Transactions" 
Agents can rework failed transactions or transactions with errors. Use the View/Edit Transactions button on the IS3 Agent Main Menu, which displays the Select Transaction window. The following diagram displays the windows that link from the Select Transaction window:




To edit existing transactions:

1. Click the View/Edit Transactions button on the IS3 Agent Main Menu. The Select Transaction window displays.

2. Type the transaction ID in the Transaction ID box.

3. Type the transaction reference, or the customer order number, in the Transaction Reference box. This defaults to the system-assigned transaction ID number.

4. Click the Submit button. The Transaction View window displays. If the transaction fails, the Rework and Cancel buttons display.

5. To cancel the transaction, click the Cancel button on the Transaction View window. A results page confirms cancellation.
or
Click the Rework button at the bottom of the Transaction View window to change the transaction details. The Add Service XXXX window displays.

6. On the Add Service window, all fields that are colored blue are required. Black fields are optional. 

7. Click Yes or No in the Downloadable list box to indicate whether or not information you add to a voice mail machine is downloadable to the IS3 system. Yes indicates information will download to the IS3 database and the voice mail system.

8. Type a new name to search by in the Transaction Reference box.

9. In the Password (PIN) box, type the initial password.

10. Type name in Mailbox Name box of person using mailbox.

11. In the Active Flag drop-down list box, select Yes to activate a party’s mailbox to receive and make calls.

12. Click the Submit button.  The Service Results window opens.

3.6 Viewing Agent Transactions XE "Viewing Agent Transactions" 
You can view an agent transaction report for a specific agent through the View Agent Transactions button on the IS3 Agent Main Menu. This list displays all transactions for an agent, including active, erred, and completed transactions. Successful transactions are deleted after three days. All other transactions display until reworked. The following diagram displays the window linked from View Agent Transactions button.


3.7 Viewing All Transactions XE "Viewing All Transactions" 
You can view all agent transactions for all agents through the View All Transactions button on the IS3 Agent Main Menu. This list displays all transactions for all agents, including active, erred, and completed transactions. Successful transactions are deleted after three days. All other transactions display until they are reworked. The following diagram displays the window linked from View All Transactions button. 


Linking Services

This feature is not available for this release. If you click this button, the following message displays:
“Function is inactive.”

3.8 Viewing Kits

This feature is not available for this release. If you click this button, the following message displays:
“Function is inactive.”

3.9 Viewing Agent Kits

This feature is not available for this release. If you click this button, the following message displays:
“Function is inactive.”

3.10 Viewing and Editing Consumer Requests XE "Viewing and Editing Consumer Requests" 
This feature is not available for this release. If you click this button, the following message displays:
“Function is inactive.”

3.11 Viewing All Requests XE "Viewing All Requests" 
This feature is not available for this release. If you click this button, the following message displays:
“Function is inactive.”

4 Generating Reports

4.1 Generating the Line Traffic Statistics Report

To generate the Line Traffic Statistics Report:

1. Open a command prompt window.

2. Run the start_report_collection_controller.sh script from the following directory:
usr/local/spas/scripts
3. Change to the /home/spas/reports/ directory and look for the network element ID of the voice mail box for which you want to view the Line Traffic Statistics report.

Agents will need to know the network element ID of the line traffic report they want to generate. A comma delimited file is generated that can be imported to another application for viewing.

4.2 Generating the Mailbox Count and Moves, Adds and Changes Report

To generate the Mailbox Count Report, which displays the mailbox count as well as the moves, adds and changes (MACs):

1. Open a command prompt window.

2. Run mailbox_count_report.sh script from the usr/local/spas/scripts directory. To do this:

1. At command prompt type script name, mailbox_count_report.sh , followed by customer ID number. 

2. Press ENTER. The report is sent to the following directory:
/home/spas/om/batch/reports

A comma delimited file is generated that can be imported to another application for viewing.

3. Change to the /home/spas/om/batch/reports directory to access the MailBoxCount_XXXXXX report, where X is the number generated by the system. The file can be exported to another application for viewing.

4. Type vi MailboxCount_XXXXX. The screen displays the comma delimited file. The first number at the beginning of the line indicates the network element ID number; the second number indicates the mailbox count; the third number indicates the moves, adds, and changes (MAC) count.

Appendix A:  IS3 System Alarms

Alert Display Message
Definition

PDS error accessing this network element
Tells you an error occurred accessing the network element

OM SRA Alarm: 
Status Request Agent Alarm for the Order Management system

db_cleaner.sh failure: 
Tells you there is a database cleaner failure

IVBG011 
(will ask Luther)

OM Batch Alarm: 
Tells you there is an Order Management Batch error and defines where

Connection to NAC card failed 
Tells you the IVB Driver failed to connect to a particular CP

Check Alarm status for this network element
Tells you to check the alarm status for this network element

PDS Dispatcher Down: 
Tells you the PDS dispatcher is down and defines what failed

AlarmPollAgent:


cleaner.sh failure: 
Tells you a file cleaner failure occurred and defines what failed

IS3 Application Down: 
The message states what application is down

Appendix B:  InterVoice Brite Alarms

Alert Display Message
Definition

810 +12V high
The +12V supply on the TRM subsystem has risen above +12.5 volts.

811 +12V low
The +12V supply on the TRM subsystem has fallen below +11.5 volts.

820 -12V high
The –12V supply on the TRM subsystem has risen above -11.5 volts.

821 –12V low
The –12V supply on the TRM subsystem has fallen below –12.5 volts.

830+5V high
The +5V supply on the TRM subsystem has risen about +5.25 volts.

831 +5V low
The +5V supply on the TRM subsystem has fallen below +4.75 volts.

840 Temperature High
The temperature of the TRM subsystem has risen above 35 degrees Celsius.

841 Temperature Low
The temperature of the M subsystem has fallen below 15 degrees Celsius.

850 Fan Failure
The fan in the rack has failed.

851 Hardware watchdog
This alarm is sent when the watchdog on the alarm card is not being kicked by the watched task. The alarm is cleared when the kicking resumes. The data field is unused and normally set to 0.

852 Inverter 1 failure
Inverter 1 has failed.

853 Inverter 2 failure
Inverter 2 has failed.

10103 Current mailbox no longer exists
A mailbox that existed a the start of a call has been removed before a recording could be completed.

10104 Source of confirmation message unknown
A confirmation message in a mailbox has tried to be played. The cat/slot was either empty or did not exist. 

10106 Outdial attempt with no suitable messages available for delivery
An outdial was attempted and no suitable messages were available for delivery.

10107 Line dead
The exchange is not responding or is blocking the line.

10108 Loss of 2Mbit trunk signal
A 2 MB trunk signal is not being received. The trunk may have been disconnected.

10109 Speech store full
A message could not be deposited as the system has run out of message storage capacity.

10112 Unable to allocate fax resource
An attempt has been made to retrieve or deposit a fax message when all the fax resources of the TRM were in use.

10118 Fax driver task failed
A fax request has returned the error and cannot find the fax driver.

10120 Loss of TRM Tx Trunk
A TRM Tx trunk signal is not being received. The trunk may have been disconnected.

10128 Line Inactivity
The specified line has had no calls presented to it for the time period specified in the system parameters.

10404 Mailbox locked
The mailbox has been locked following three unsuccessful attempts to enter the PIN. The mailbox will be locked for the Mailbox Lock Time specified in the System Parameters screen or until unlocked by a supervisor.

Licensing problem
The main menu is not able to check out licenses with the licensing package.

Database backup generated Sybase error message
A timed database backup has failed. The number supplied with the text may help to identify the problem:

3201 – the backup device may be off line; backup media may be missing or write protected.

3202 – media may be full or faulty.

3212 – not enough system resource to perform backup

12301 Database backup generated Sybase DB-library error
A timed database backup has failed.

12302 Database backup generated Sybase operating system error
A timed database backup has failed.

12303 Database backup completed successfully
The timed database backup has completed without error.

12800 License problem
On system initialization, the SYBMAN module had problems communicating with the license software.

12801 License limit
The number of mailboxes defined is equal to the licensed maximum. It will not be possible to create any more mailboxes.

12802 Database transaction log over 50 percent full 
This is a warning that the database transaction log is more full than might be expected under normal operating conditions.

13400 Not receiving messages from TRM Subsystem
The TRM is no longer communicating with the CP. It may have been shut down, or the network may be faulty.

13401 Not receiving messages from CP Subsystem
The CP is no longer communicating with the AP. It may have been shut down, or the network may be faulty.

13402 Not receiving messages from CDF Subsystem
The CP is no longer communicating with the AP. It may have been shut down, or the network may be faulty.

13700 Error compiling message
The request for a data transmission could not be read from the database, so no subsystems could be informed of the change. The type of message involved and any relevant parameters will be included in the text of the alarm message.

13701 Called with invalid command number
The REPORT_CHANGE module was called with an invalid command number, so no subsystems could be informed of the change.

13702 Unable to send config update message
Could not open a UDP socket to allow the configuration change message to be sent to any other subsystems. The default text will be appended with the UNIX system error text.

13703 Error sending config update message
A system error occurred while trying to send a configuration change message to another subsystem. The default text will be appended with the destination subsystem name and the UNIX system error text.

13704 Failed to update TRM subsystem
The TRM has not responded to a message sent to it.

13705 Error broadcasting config update message
A system error occurred while trying to broadcast a configuration change message to the other subsystems. The default text will be appended with the UNIX system error text.

13706 Cannot access shared memory config data
A system error occurred stopping the REPORT_CHANGE module from reading the configuration data in the shared memory, so that it may not distribute the configuration changes made to the relevant subsystems. The default text will be appended with the UNIX system error text.

13800 Grade of Service warning limit reached
The traffic level into the TRM or CP was excessive during the previous day. A false alarm may be generated if the line configuration was changed during the day.

13801 Disc Threshold Level 1 Reached
Total message storage has reached the level specified.

13802 Disc Threshold Level 2 Reached 
Total message storage has reached the level specified.

13803 Disc Threshold Level 3 Reached
Total message storage has reached the level specified.

13804 Unix filesystem 95% full:
The specified UNIX file system is 95 percent full.

13805 Unix filesystem 98% full:
The specified UNIX file system is 98 percent full.

13806 Unix filesystem 100% full:
The specified UNIX file system is 100 percent full.

13900 Unread messages deleted
An unread message has been deleted from the mailbox as its Unread Message Retention Time has expired. This time is specified in the class of service.

14000 Alarm lamp panel communication failure
The CP has attempted but failed to turn an alarm panel lamp on or off. This is probably because the TRM has been configured to have an alarm panel when none has been fitted. The TRM may not be operating properly.

14001 Alarm relay communication failure
The CP has attempted but failed to turn a prompt or deferred alarm on or off. This is probably because the TRM has been configured to have an alarm card when none has been fitted. The TRM may not be operating properly.

14010 UNIX emergency
A UNIX emergency has been reported.

14011 UNIX alert
A UNIX alert has been reported.

14012 UNIX critical
A UNIX critical has been reported.

14013 UNIX error
A UNIX error has been reported.

14014 UNIX warning
A UNIX warning has been reported.

14015 UNIX notice
A UNIX notice has been reported.

14016 UNIX information
A UNIX information message has been reported.

14017 UNIX debug
A UNIX debug message has been reported.

14040 SOC Connection failure
A connection between the VSD and SOC has closed.

14050 IFT-RAID subsystem – Unknown RAID alarm
The RAID controller has passed an alarm to the CP that is not repeated.

14051 IFT-RAID subsystem –RAID monitoring
An alarm is generated when communication is lost on the serial connection from the CP to the RAID.

14052 IFT-RAID subsystem – Parameter parsing error
Software configuration error. Invalid parameter options have been set up in the software configuration files.

14053 IFT-RAID subsystem – must run as root
There has been an attempt to run the CP RAID monitoring program by someone not logged on as root.

14054 IFT-RAID subsystem – failed to spawn child
Not enough system resource to run the RAID monitoring software.

14055 IFT-RAID subsystem – tty port error
There are problems connecting the serial communications to the disk enclosures.

14056 IFT-RAID subsystem – can not open status file
A software configuration error occurred.

14057 IFT-RAID subsystem – Incorrect RAID controller firmware
The controller firmware is not supported by the system.

14058 IFT-RAID subsystem – RAID controller password incorrect
An invalid password has been entered in an attempt to access the controller configuration screens.

14059 IFT-RAID subsystem –RAID controller password protected
System configuration. The RAID monitoring software has not been configured with the controller password, hence the monitoring software is not running.

14060 IFT-RAID subsystem – Can not open alternative controller status file
The RAID subsystem is unable to open an alternative controller status file. This might signify a faulty standby RAID controller.

14061 IFT-RAID subsystem – Interface connection lost on ttyport
The CP server has lost serial communication with a disk shelf.

14062 IFT-RAID subsystem – Alternative controller active
Both controllers are active.

14063 IFT-RAID subsystem – Drive x inserted/removed
The RAID subsystem has reported that a drive has either been removed or not fully installed in the backplane.

14064 IFT-RAID subsystem – power supply unit fault
The RAID subsystem has reported a PSU fault.

14065 IFT-RAID subsystem – fan fault
The RAID subsystem has reported a fan fault.

14066 IFT-RAID subsystem – Password entry error
The incorrect password has been entered on a disk enclosure door mechanism.

14067 IFT-RAID subsystem – Unit in self test
A controller has entered self-test mode.

14068 IFT-RAID subsystem – Drive bay x temperature
An over temperature alarm has been generated against a disk enclosure.

14069 IFT-RAID subsystem – Drive x fault
Disk drive fault condition.

14070 IFT-RAID subsystem – Drive bay x temperature xC
The temperature of a disk drive has increased to 5 degrees Celsius above the start-up temperature.

14071 IFT-RAID subsystem – Door unlocked
The door of a disk enclosure is unlocked.

14072 IFT-RAID subsystem – Alarm muted
An audible alarm is muted.

14073 IFT-RAID subsystem – RAID rebuild request received
The software has received a request to rebuild a raidset.

14074 IFT-RAID subsystem – Finished processing request
The software has had its request to rebuild a raidset acknowledged. Rebuild will still be in progress.

14075 IFT-RAID subsystem – RAID rebuild already running
An attempt has been made to rebuild the RAID when RAID rebuild is already running.

14076 IFT-RAID subsystem – logical group status
The current logical drive status is displayed on a RAID rebuild.

14077 IFT-RAID subsystem – Waiting for rebuild to complete
The software is waiting for a rebuild to complete before starting another rebuild.

14078 IFT-RAID subsystem – Requesting rebuild
The software has requested a raidset rebuild.




14079 IFT-RAID subsystem – Rebuild running
A raidset rebuild is in progress.

14080 IFT-RAID subsystem – Rebuild failed
An attempted RAID rebuild has failed.

14081 IFT-RAID subsystem – RAID controller rebooting
The RAID subsystem has reported that one of its controllers is rebooting.

14082 IFT-RAID subsystem – RAID controller in connecting state
The RAID subsystem has reported that one of its controllers is now connecting.

14090 IFT-RAID subsystem – SCSU alert
The RAID subsystem has reported a SCSI alert.

14095 Veritas subsystem – SCSU alert
Alarm reported by the High Availability software.

14100 Notification failed for mailbox
The mailbox still contains unread messages after all attempts have been made to notify the subscriber.

14102 Notification attempt failed
A notification attempt has failed for the reason specified.

14103 Call Return attempt failed because no outgoing lines are configured
Call Return attempt failed because no outgoing lines are configured.

14103 Call Return attempt failed because all outgoing lines are busy
Call Return attempt failed because all outgoing lines are busy.

14120 SMS queue >90% full
The queue of SMS messages has increased to 90 percent capacity. The alarm is removed from the current alarms list when the queue falls below 50 percent capacity.

14121 SMS queue >70% full
The queue of SMS messages has increased to 70 percent capacity. The alarm is removed from the current alarms list when the queue falls below 50 percent capacity.

14130 Trigger queue >90% full
The notification trigger queue has increased to 90 percent capacity. The alarm is removed from the current alarms list when the queue falls below 50 percent capacity.

14131 Trigger queue >70% full
The notification trigger queue has increased to 70 percent capacity. The alarm is removed from the current alarms list when the queue falls below 50 percent capacity.

14600 Source <mailbox> of confirm required message no longer exists
A confirmation of delivery message cannot be delivered because the source mailbox no longer exists.

14601 Auto-creating mailbox
A call has failed because a mailbox could not be automatically created. The mailbox number and database error message are provided in the text.

14800 Attempt to play non-existent message
A request has been made to play a message file that cannot be found on the CP.

14900 No free space for speech
A message could not be deposited as the system has run out of message storage capacity. Warnings should have been generated before this alarm.

16400 SMSC transmit channel failure
The SMS-SC has failed or is in the process of changing over.

16401 SMSC receive channel failure
The SMS-SC has failed or is in the process of changing over.

16402 Short message expired
This alarm is sent when a Short Message on the VSD expires before it has been successfully delivered to the subscriber.

16403 Short message delivery failure
An attempt to deliver a short message has failed.

17400 Auto-deleting mailbox with unread messages
An automatically created mailbox that contained unread messages has been deleted.

18900 Transfer of Billing Files completed successfully
The billing files created for the previous hour’s calls have been sent to the Billing and Customer Administration host.

18901 Transfer of Billing Files failed
The billing files created for the previous hour’s calls could not be transferred to the Billing and Customer Administration host.

18902 Billing file 3 hour transfer failure
The billing files created for the previous three hours’ calls could not be transferred to the Billing and Customer Administration host.

18903 Billing file 12 hour transfer failure
The billing files created for the previous 12 hours’ calls could not be transferred to the Billing and Customer Administration host.

18904 Unread Billing file deleted
An unread  billing file has been deleted from the billing host.

18905 Billing partition 70% full
The partition on the billing host has increased to 70% capacity.

19000 No SPUs Responding 
The SPUs are no longer communicating with the CP. They may have been shut down or the network may be faulty.

19001 Primary SPU Stopped
The primary SPU has failed or has been shut down from the Status and Control screen.

19001 Standby SPU Stopped
The standby SPU has failed or has been shut down from the Status and Control screen.

19003 Primary SPU Reset
The primary SPU has been reset from the Status and Control screen.

19004 Standby SPU Reset
The standby SPU has been reset from the Status and Control screen.

19005 Standby SPU Off-line. Cannot Switch
A switchover has been attempted but has failed because the standby SPU is off line. The switchover may have been attempted automatically by the maintenance task or because the primary SPU has been shut down or reset from Status and Control.

19006 No Standby SPU Configured. Cannot Switch
A switchover has been attempted but has failed because a second SPU is not configured.

19007 SPU Switchover Occurred
A switchover has occurred.

19008 Loss of C7 Routeset
An Exchange telephony communication failure occurred.

19009 Loss of C7 Signalling Link
Failure of signalling link between SPU and Exchange.

19010 Signalling Timer Expired
Signalling timer has expired.

19100 Migration Phase 1 completed, please re-route the range at the exchange. Range:
Phase 1 of the migration of the stated range of mailboxes has been completed. All the mailbox details and personal greetings have been transferred to the destination node.

19101 Migration completed. Range:
The migration of the stated range of mailboxes has been completed. All the mailbox details and personal greetings have been transferred to the destination node.

19102 Migration Phase 1 aborted. Range:
The migration of the stated range of mailboxes has been successfully aborted. The mailboxes have been returned to the state they were in before migration commenced.

19103 Migration complete but mailboxes remain for range:
The migration of the stated range of mailboxes has been completed. However, at least one mailbox in this range still exists on the source node. This has occurred because the mailbox on the source node was being accessed to retrieve old messages when VSD was attempting to transfer that mailbox.

19104 Not enough available mailboxes to migrate range:
The destination node does not have enough spare mailboxes to enable the migration of the stated range to proceed.

19105 System Broadcast failed. List file does not exist: File
A system broadcast may be delivered to all mailboxes listed in a file. However, the broadcast has failed because there is no file of the correct name in the \transfer directory.

19106 System Broadcast failed. List file contains more that 25000 mailboxes: File
A system broadcast may be delivered to all mailboxes listed in a file. However, the broadcast has failed because the list file comprises more than 25000 mailboxes.

19107 System Broadcast failed. List file contains invalid mailboxes: File
A system broadcast may be delivered to all mailboxes listed in a file. However, the file contains invalid mailbox numbers. The broadcast will not be delivered to invalid numbers.

19500 Billing Backup cannot access Billing Files
A backup of the billing files was requested but no files matching the files naming standard could be found.

19501 Billing Backup cannot start Backup Task
The billing backup request could not start the remote file backup server. The backup request was aborted.

19502 Billing Backup Completed Successfully
The billing files have been successfully backed up to DAT tape.

20000 TRM Information Alarm
The system has generated a TRM information alarm.

20001 TRM Minor Alarm
The system has generated a TRM minor alarm.

20002 TRM Major Alarm
The system has generated a TRM major alarm.

20003 TRM Critical Alarm
The system has generated a TRM critical alarm.

20010 Sycache missing configuration/invalid entry
Sycache has a configuration missing or an invalid entry.

21712 SOC: Invalid message ID
The VSD has received a request from the SOC containing a message ID that is not supported.

21713 SOC: Invalid message length
The VSD ahs received a request from the SOC containing a message length that was not expected.

21714 SOC: Client not known
The VSD has received a request from a SOC client whose Internet address has not been registered on the VSD.

22200 startproc process exiting due to error
VSD process has exited. Additional text will be contained in the alarm, including the process ID.

22201 VSD process stopped by signal
This alarm will include the process ID and the signal number.

22202 VSD process stopped by signal 
This alarm will include the process ID and the signal number.

22203 VSD process exited abnormally
This alarm will include the process ID and the exit status.

22204 VSD process exited abnormally
This alarm will include the process ID and the exit status.

22205 VSD process has failed
This alarm will include the location of the core file.

22206 VSD process has failed
This alarm will include the location of the core file.

22207 unable to restart VSD process
A failed process could not be restarted.

30000-30009
These alarms are used for escalation conditions that may be configured by the customer.

Appendix C: Monitoring the System Using the NOC Viewer

This is the basic tool that allows for IS3 system monitoring.  IS3 applications and network elements post alarms to the AlarmListener process.  There is a threshold for each alarm before it becomes an alert and is displayed in the NOC viewer. The Alarm Listener determines when the threshold for a particular alarm has been reached and issues an alert. The threshold information is held in the alarm table, and the only way to change this information is to change it directly in the database.  Currently, there is no configuration tool to change threshold information.  

Alarms can be viewed, acknowledged and cleared in the NOC viewer.  The message usually is descriptive enough to diagnose the problem.  Checking the appropriate log file in $SPAS_LOG_DIR for the offending application will lead you to the nature of the problem.

4.2.1 Viewing IS3 Alarms

The NOC viewer can be configured to view the alarm ID ranges for IS3 alarms. 

The HTML file nocViewerIS3Alarms.html in $NETSCAPESERVERPATH/docs/spas currently has the following parameters for the alarm id range:

a. <PARAM NAME=begAlarmIdRange VALUE="901">

b. <endAlarmIdRange VALUE="100000">

Use the following URL to access the IS3 alarms: http://sasp01.dal.avaya.com/spas/nocViewerIS3Alarms.html
4.2.2 Viewing IVB Alarms

The NOC viewer can be configured to view the alarm ID ranges for IVB alarms. 

The HTML file nocViewerIVBAlarms.html in $NETSCAPESERVERPATH/docs/spas currently has the following parameters for the alarm id range:

c. <PARAM NAME=begAlarmIdRange VALUE="0">

d. <endAlarmIdRange VALUE="900">

Use the following URL to access IVB alarms in the NOC Viewer:

http://sasp01.dal.avaya.com/spas/nocViewerIVBAlarms.html
4.2.3 Using the NOC Viewer

To use the NOC Viewer, network administrators need to know the following information:

· URL for accessing NOC Viewer.:
http://sasp01.dal.avaya.com/spas/nocViewerIVBAlarms.html
or
http://sasp01.dal.avaya.com/spas/nocViewerIS3Alarms.html
· System administrator’s user ID for IS3, is3sys.

To view voice mail alerts in the NOC Viewer:

1. Access the NOC Viewer by typing the appropriate URL in your web browser (see URLs above). The NOC Viewer lists alerts and relevant information about alerts.

2. Click Alert in the Sort Date column in the NOC Viewer next to the appropriate alert to clear that alert. The Alarm Acknowledgement window displays.

3. Login to acknowledge the alert as your responsibility. The Clearing an alert? window displays.

4. Type comments in the Comments box.

5. Click the Save Comments Only button. The NOC Viewer saves only the comments but does not clear the alert.
or
Click the Save Comments and Clear Alert button to save the comments and clear the alert.
or
Click the Cancel button to cancel the alert clearing process.

Glossary

Definitions and Abbreviations

Term
Definition

System
A comprehensive package hardware and software that addresses the needs of a business.   The Admin 2000 system is built on top of the Admin 2000 architecture

Component
A unit or units of executable code sharing a well-defined interface through which it offers services via a software bus.

A component may be written in-house, or it may be purchased from a third party. 

Operational Domain
A set of procedures that completely address some well-defined business or architectural process.

Sub-System
A component whose service offering covers an entire operational domain.

Logical Sub-System
A sub-system whose constituent components, while considered part of a greater whole, will not necessarily be deployed on the same hardware platform.

Data Store
A generic term used to indicate the repository where an application stores any operational data. This data may exist only while the application is active.  

A data store may reside in a memory structure, a message queue, a flat file, a database or any other data storage mechanism.

Business Planes
A technique for layering the core processes of a business from high levels of abstraction down to operational details and systems. Each plane or level of abstraction is used to support the function and operations of the plane above it.

Software Bus
This is the publish/subscribe messaging infrastructure that will be used to connect integrated systems into the Admin 2000 framework. 

Persistent Store
A generic term used to indicate the repository where an application stores any operational data that must be kept, or persisted, between invocations of the application.. Examples of persistent stores would be a DBMS or flat file.

Business Object
Refers to a business entity, like customer, subscriber and order, that has been identified and whose behavior has been modeled in the Business Model.

Internationalization

I18N
Refers to hardware, software, and documentation enhancements, and/or any changes or adjustments to a product that must occur in order to allow or facilitate the sale of that product outside the United States of America.
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Notes: 


All voice mail systems are connected to IS3 via a port 4452 socket TCP/IP connection.


A single IP interface with one port exists for each central office.


IVB voice mail systems must be configured with the correct IP address to allow administrator access.


An end-to-end port 4452 raw socket connection through the firewall is required.
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