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To ensure that you are using the documentation that corresponds to the VoiceObjects software you are licensed
to use, compare this version number with the software version shown in the Help menu of the VoiceObjects
software you are using.

Copyright
Copyright © 2001-2011 Voxeo Germany GmbH and its licensors. All rights reserved.
Published in Germany — Legal information 2011

Information in this document is subject to change without notice and does not represent a commitment on the part
of Voxeo or any of its affiliated companies (collectively “Voxeo”). The software described in this document is
furnished solely under a license agreement. The software may be used or copied only in accordance with the
terms of the license agreement. You shall not reverse engineer the software or sub-license, distribute or make the
software available to third parties by other means except as specifically allowed in the license agreement or by
mandatory law. No part of this document may be reproduced or transmitted in any form or by any means,
electronic or mechanical, including photocopying and recording, for any purpose, without the express written
permission of Voxeo.

Protected by German, European and US patents. Further patents pending.

Companies, names, and dates used in examples herein are fictitious unless otherwise noted. If such names affect
copyrights or trademarks or others, please notify Voxeo by e-mail at support@voxeo.com.

Trademarks

VoiceObjects is a registered trademark. Any other trademarks, trade names or service marks mentioned in this
document belong to their respective owners.

The material presented herein is based upon information that we consider reliable, but we do not represent that it
is error-free and complete. Voxeo is not making any representation or granting any warranty with respect to such
material, and the distribution of such material shall not subject Voxeo to any liability.

Third-Party Products

If Licensed Products are distributed together with third-party software or if this is contained in the Licensed
Products, which are subject to additional license provisions, Licensee undertakes to observe the license
provisions of the third party.

Explicit Copyright Notice

The VoiceObjects software includes software developed by the Apache Software Foundation (www.apache.org).
Copyright © 1999-2011 — The Apache Software Foundation. All rights reserved.

Java and all Java-related trademarks and logos are trademarks or registered trademarks of Sun Microsystems,
Inc. in the U.S., other countries, or both.

Specific versions of the VoiceObjects software contain copyright material authorized by the Eclipse Foundation
(www.eclipse.orqg), their contributors and others. All rights reserved.

Specific versions of the VoiceObjects software work with Microsoft Excel or make use of copyright material from
Microsoft Corporation (www.microsoft.com). All rights to such copyright material rest with Microsoft. Microsoft and
Excel are registered trademarks of Microsoft Corporation.

The VoiceObjects software is bundled with the software NuGram IDE Basic Edition developed by Nu Echo Inc.
(www.nuecho.com). All title and copyrights in and to the software NuGram IDE Basic Edition, the accompanying
printed materials, and any copies of the software are owned by Nu Echo Inc. and its suppliers.

Document Number: E-023-20111215-VO11
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Troubleshooting Instructions

The Troubleshooting Instructions provide general guidelines for troubleshooting when working with
VoiceObjects products. They are divided into the overall categories Application Development and
Operation. The application development section describes how to find and resolve problems
occurring during the creation and deployment of applications while the section on operation covers
several other issues, which may occur during the operation of VoiceObjects. Where appropriate, the
corresponding topics in the product documentation are referenced.

The Troubleshooting Instructions are supposed to help users to do an initial troubleshooting on their
VoiceObijects installation or their application. In addition, we recommend reading through the parts
of the product documentation, which correspond to your current issue.

Also, the public VoiceObjects Knowledgebase and the VoiceObjects FAQ on the Voxeo Evolution
page contain articles which might be helpful to solve common issues with VoiceObjects.

If you have any technical inquiries regarding the Voxeo software products including VoiceObjects
please contact the Voxeo Customer Obsession team which is ready 24 hours a day, 365 days a
year to assist paying customers, and non-paying developers, free of charge.

For details on contacting the Customer Engineers refer to the Voxeo Support Guide at
https://evolution.voxeo.com/wiki/docs:ExtremeSupportGuide.

Application Development

If applications do not work as expected they can be debugged in several ways. In
the paragraphs below some of the main methods are described in more detail.

Debug Viewer

Use the Debug Viewer provided within VoiceObjects to see the VXML that is
created from the server and to step through the dialog flow. This will help you to find
out where your application is not working as expected.

For more information see Debug Viewer in Chapter 4 — Service Deployment in the

Deployment Guide.

Trace files
In addition to the Debug Viewer, trace files support you in getting more information
about call-time behavior of your application. Trace files will show you, which objects
have been used to run the call.
For more information see Session Tracing in Chapter 5 — Logging and Tracing in
the Deployment Guide.

Log files

Relevant log files for call-time behavior can be found in the Service Logs section of
the Control Center. These log files contain system messages from the services as
well as custom log entries created with the Log object.

For more information see Service Logs in Chapter 5 — Logging and Tracing in the
Deployment Guide.
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Additional log settings

To get more information on what happens during a session, additional log settings
are provided: URL logging and VXML logging. It is recommended to reset any of
these settings immediately after your test calls are done, otherwise they will
produce a huge amount of data. These settings should also not be used in a
productive environment.

Changing these settings can be done without restarting the server process.

URL logging

URL logging creates the log file SRV_URLOutput.log that contains all incoming
requests from the media platform to VoiceObjects. Use URL logging to see, if a
certain request reaches VoiceObjects or if the request contains the expected
parameter.

To set URL logging, change the setting <category name="URLLogger'> in the
VOServer_logSettings.xml from log level WARN to DEBUG.

VXML Logging

VXML logging creates the log file SRV_VXMLLogging.log.

Use VXML logging to see the VoiceXML rendered by VoiceObjects and sent to the
media platform. The rendered VXML is the answer to the request from the media
platform which can be logged with the URL logging. It is also possible to view the
rendered VXML by using the Debug Viewer or creating trace files for a service (see
above).

To set VXML logging, change the setting <category name="VXMLLogger'> in the
VOServer_logSettings.xml from log level WARN to DEBUG.

For more information on both settings see Configuring the Logging Facilities in
Chapter 1 - Advanced Configuration of VoiceObjects in the Administration Guide.

Log application data

You can also use the Log object to get additional information (like variable values)
about what happens during a session.

To achieve this, create a Log object, which logs for example the value of a Variable
or Collection object. When you add this Log object to a position in the dialog flow
where the dialog expects a certain value, you will later on be able to check if the
logged data contains the expected value. This technique is comparable to adding
print statements to a batch file to see what is happening during the program
execution.

For detailed information refer to the Log Object in the Object Reference.

Phone Simulator

Use the Phone Simulator provided with VoiceObjects to test a phone application in
the text and Web channel when no media platform is available. The Phone
Simulator simulates the look & feel of such an application on a mobile device,
providing the same user interface.

For more information see Phone Simulator in Chapter 4 — Service Deployment in
the Deployment Guide.
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Operation

During the installation or operation of VoiceObjects some undesired behavior might
occur. The following sections describe different ways of detecting possible reasons
for this behavior.

Log files

Log files show possible errors and warnings, which are raised by VoiceObjects.
Relevant log files are stored in the WEB-INF/log folder of your installation or can be
reached from within VoiceObjects Desktop. For more information see Service Logs
and Server Logs in Chapter 5 — Logging and Tracing in the Deployment Guide.

e VODesktop_log contains log files from the Desktop instance (if available in this
installation).

e VOServer_log contains log files from the server instance.

e VoiceServices_log contains log files from the deployed services on this server
instance.

Additionally, check if the file WEB-INF/Exceptions.dmp was recently modified. This
log file contains information on raised exceptions during startup or shutdown of
VoiceObjects.

For further information see Configuring the Logging Facilities in Chapter 1 —
Advanced Configuration of VoiceObijects in the Administration Guide.

Web Services Interface

The Web Services Interface (WSI) of VoiceObjects can be used to obtain
information in export/log/trace files from a running server. This is helpful if the
respective information is needed without having a graphical user interface or the
Desktop process running. For further information on WSI and how to use it refer to
the Web Services Guide.

Important paths

Below the most important locations inside a VoiceObjects installation are listed.
This list refers to a standard installation — if your system has another setup, you
need to replace the relevant parts of the paths / addresses.

Type Setting File / Folder

General | Start/ stop [VoiceObjects]\Platform\WEB-INF\bin\
VoiceObjects contains the scripts to start and stop the
Desktop and VoiceObjects Desktop and VoiceObjects
VoiceObjects Server | Server processes.
Command Line [VoiceObjects]\Platform\WEB-
Interface (CLI) INF\bin\CLI_ControlCenter.*
Web Services http://serverhost:port/VoiceObjects/
Interface (WSI) Services/WSProvider?wsdl

http://serverhost:port/VoiceObjects/

Debug Viewer DebugviewInfo
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Type Setting File / Folder
Log into http://desktophost:port/VoiceObjects/
VoiceObjects Desktop
Desktop

Replace serverhost:port or desktophost:port by the respective connection
information of your installation.

Important settings

This paragraph illustrates a collection of frequently used settings. They are based
on a standard installation with Jetty on a Linux system. Other system configurations
are handled similarly.

Most of these settings are critical for running the VoiceObjects platform. Especially
within a production system it is strongly recommended to contact VoiceObjects
Technical Support before changing any of these settings. Refer to the
Administration Guide for more detailed information.

Type Setting File / Folder
VoiceObjects [VoiceObjects]\Platform\WEB-INF\
Desktop Port etc\Jetty\VODesktop.xml

or

Search for the element <Set
name=""Port'>

[VoiceObjects]\Platform\

Database WEB-INF\config\

connection to VODesktop_Configuration.xml

Metadata

Repository Search for the element <connection
name=""repositorydb">
[VoiceObjects]\Platform\

Log settings WEB-INF\config\

VODesktop_logSettings.xml

[VoiceObjects]\Platform\
WEB-INF\bin\start_VODesktop.*

Search for parameters
-Xmx***m and -Xms***m

Heap size of JVM

[VoiceObjects]\Platform\

Port WEB-INF\etc\Jetty\VOServer.xml
or
Search for the element <Set

name=""Port"'>

Copyright © 2001-2011 Voxeo Germany GmbH 6



Troubleshooting Instructions - Operation

VoiceObjects 11

Type Setting File / Folder
[VoiceObjects]\Platform\
Database WEB-INF\config\
connection to VOServer_Configuration.xml
Metadata
Repository Search for the element <connection
name=""repositorydb'>
VoiceObjects [VoiceObjects]\Platform\
Server Database WEB-INF\config\
connection to VOServer_Configuration.xml
Infostore
Repository Search for the element <connection
name="systemlogdb">
[VoiceObjects]\Platform\
Database

connection to
custom logging
repository

WEB-INF\config\
VOServer_Configuration.xml

Search for the element <connection
name=""customlogdb">

Connector URL

[VoiceObjects]\Platform\
WEB-INF\config\
VOServer_Configuration.xml

Search for the element
<connectorURL>

Server name

[VoiceObjects]\Platform\
WEB-INF\config\
VOServer_Configuration.xml

Search for the element
<servername>

Log settings

[VoiceObjects]\Platform\
WEB-INF\config\
VOServer_logSettings.xml

Heap size

[VoiceObjects]\Platform\WEB-
INF\bin\start_VOServer.*

Search for parameters
=Xmx***m and -Xms***m

DynamicClass
Manager

[VoiceObjects]\Platform\
WEB-INF\config\components.xml

Set <monitorJarFiles> to true to
switch to the hot jar deployment during
development.

Not recommended for a production
environment!
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