Oklahoma Department of Tourism
Cisco IP Phone
Troubleshooting Guidelines for OMES


The following guidelines should be utilized by OMES staff when phone moves, adds and changes are requested by Oklahoma Department of Tourism (OTDR).      

When you connect a Cisco Unified IP Phone into the POE(Power over Ethernet) network port, the phone should go through its normal startup process and the LCD screen should display information. If the phone does not go through the startup process, the cause may be faulty cables, bad connections, network outages, lack of power, and so on. Or, the phone may not be functional.  To determine whether the phone is functional, follow these suggestions to systematically eliminate these other potential problems:
1. Verify the switch port the phone is plugged into is a POE port.  Contact OMES to determine a POE port that can be used. 
2. Exchange the Ethernet cables with cables that you know are functional.
3. Disconnect a functioning Cisco Unified IP Phone from another port and connect it to this network port to verify that the port is active.
4. Connect the Cisco Unified IP Phone that will not start up to a different network port that is known to be good.
5. Connect the Cisco Unified IP Phone that will not start up directly to the port on the switch, eliminating the patch panel connection in the office.
If, after attempting these solutions, the phone still does not start up, mark the phone as faulty and try another phone if Tourism has a spare.  If Tourism doesn’t have a spare they will need to purchase another Cisco Unified IP Phone.  OneNet will help them determine the model/type of phone needed. 

If the phone is receiving power but it is not obtaining an IP address, the cause may be the switch port configuration or the prior network configuration on the phone.  Follow these suggestions to determine why the phone is not obtaining an IP address: 
1. Contact your network administrator to determine if the switch port is properly configured for the phone.  Typically this problem is related to the vlan set on the switch port. 
2. Perform a factory reset on the Cisco Unified IP Phone.  This reset will clear the current network configuration on the phone.
	The factory reset method:
1) Attach power cable or powered Ethernet while holding down #
2) Continue holding until the phone indicates it's acceptance- depending on models this can be a flashing MWI light, a sequence of the headset/speaker/mute buttons, or 'reset sequence detected' on the LCD. It can take a 5 to 10 seconds for this to happen, so keep holding.
3) Stop holding down the # key then dial 123456789*0#.  It will ask you to “Save network config? 1=yes 2=no”.  Press 2.  
If, after attempting these solutions, the phone still does not obtain an IP address, mark the phone as faulty and try another phone if Tourism has a spare.   If Tourism doesn’t have a spare they will need to purchase another Cisco Unified IP Phone.  OneNet will help them determine the model/type of phone needed. 
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