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	To:
	NASA HQ IT POCs     Please review and distribute at your discretion.

	Subject:
	[bookmark: _GoBack]Softphone Connection Failures

	Date / Time:
	September 19, 2013, 8 a.m. - Ongoing

	What is Happening:
	Headquarters users are reporting problems trying to make phone calls using Softphone from home and other off-site locations. This is a re-occurrence of a known Softphone issue. After logging in, when some users attempt to make a call, the following error message appears: “Failed to start conversation.” Other Softphone users may experience dropped connections that require the user to log in again. In both cases, the issue cannot be resolved remotely.

	QUICK FIX:
	Technicians are working on a fix to resolve this issue. In the meantime, Softphone users who are experiencing this problem must return their computer to Headquarters and follow these steps:
1. Connect the computer and login to the HQ network.
Note: This requires a hard-wired connection to the network. Do not connect via the HQ Wireless Network.
2. Launch the Softphone application and log in. (This will download an updated configuration file to the workstation.)
3. Make a call to test functionality. If the call is successful, Softphone will operate properly from outside HQ.
A long-term resolution to this issue is being developed. You will be updated as soon as more information is available.

	Services Affected:
	Softphone connections to Headquarters phones from outside HQ

	Support:
	Enterprise Service Desk (ESD):  
· Web Site (submit ticket online): https://esd.nasa.gov
· Phone: 358-HELP (4357) or 1-866-4NASAHQ (462-7247)

	This notice was sent by the HQ Information Technology & Communications Division (ITCD).
IT Notice Archives    |     IT Outage Calendar    |    ITCD Products & Services


[bookmark: Apps]
image1.jpeg
L —
100110001010 0

MMWIW





