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ClarusIPC Help Desk Guide
USING CLARUSIPC HELP DESK

This guide provides instructions for using the ClarusIPC Help Desk application to 
troubleshoot Tier 1 phone issues reported by end users. Help Desk currently sup-
ports Cisco Unified Communications Manager versions 4.X, 5.X, and 6.X. For sup-
ported devices, please see the ClarusIPC User’s Guide: Appendix D: Phone Models 
/ Test Type Matrix.
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Accessing Help Desk

To access Help Desk, either:

• Enter the following URL in your browser:
http://<csipc server>/clarusipc/infoportal

where <csipc server> is the hostname or IP address of the ClarusIPC server.

OR

• Click the Help Desk button from the menu bar on any screen of the 
ClarusIPC User Interface.

The following screen displays:

Figure 1  Login

Enter your username and password and click login.

Load Balancing If you have created a Server Group, Help Desk may be load balanced using any of 
a number of common traffic directing software. 

For example, if you have created three JES servers, <csipc server> may be any one 
of the three IP addresses, offering three URLs with which you may access Help 
Desk:

http://<csipc server1>/clarusipc/infoportal

http://<csipc server2>/clarusipc/infoportal

http://<csipc server3>/clarusipc/infoportal

Help Desk
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Searching for a Phone
Searching for a Phone

Help Desk allows you to access information from any device contained within the 
CUCM cluster configuration of the accessed server. It also allows you to interact 
remotely with any such device. Help Desk does not require that the phone be con-
tained within the active ClarusIPC Cluster.

 To find a phone within the system, you may:

• Search by Directory Number (the phone’s extension or dialing string)
• Search by Description (user defined)
• Select a phone recently selected in Help Desk
• Select a bookmarked phone

Search by 
Directory 
Number

To search by Directory Number:

1. Enter the Directory Number (DN) for the primary line for that user. If there are 
multiple users with the same DN, use the Description field (typically reserved 
for the user’s name) to help focus your search.

Figure 2  Search By Directory Number
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The following screen displays:

Figure 3  Search Results

2. Select the phone you wish to use from the results returned and click select. 
To add the phone to the Bookmarked Phones list, check add to bookmarked 
phones, and enter a name for the bookmark before clicking select.

TIPS: Phones may belong to different Clusters. Use the Cluster Name to make 
sure you select the correct phone. “...” next to a Directory Number means 
the string is longer than the display allows. Mouse over the “...” to see the 
entire string.

Search Results Returns all phones matching your search parameters. 

Recent Phones Displays recently selected phones. Recent Phones may also be bookmarked and 
selected.

Bookmarked 
Phones

Displays previously bookmarked phones. Bookmarked phones may also be 
selected.

Cluster Name

Search Results

Bookmark a Phone

Recent Phones

Bookmarked Phones
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Retrieving Phone Information
Retrieving Phone Information

After choosing a phone, Help Desk retrieves the phone’s information, including 
phone and line configuration, and current status. The main Phone Settings screen 
displays:

Figure 4  Phone Settings

Select Phone 
Line

Menu Bar

Remote Hands / 
Bookmark Phone

Compare Phones

Start New Search
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This screen links to the following options:

Display A New Phone: Click the Start button to return to the Directory Num-
ber Search screen.
Compare Phones: Click Compare Phones to troubleshoot problems. For 
more information, see Comparing Phones.
Remote Hands: Click this icon to control the phone remotely.
Bookmark Phones: Click this icon to Bookmark a phone for quick access.
Menu Bar: Offers links to the following:

• Phone Settings: Contains configuration settings assigned to the selected 
phone.

• Phone Status: Contains the real-time status and transitory settings used by 
the selected phone. For more information, see Viewing Phone Status.

• Line Settings: Contains configuration settings assigned to the selected 
line. For more information, seeViewing Line Settings.

• Call History: Lists recent inbound and outbound calls made to and from the 
selected line. For more information, see Viewing Call History.

• Select Phone Line: Click on the blue phone lines to display configuration infor-
mation about individual lionesses more information, see Viewing Line Settings.

Select Phone Settings from the menu bar. The default window, shown in Figure 4: 
Phone Settings, is displayed.

Viewing Phone 
Status

Select Phone Status from the menu bar. The following screen displays:

Figure 5  Phone Status

Phone Status
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Viewing Line 
Settings

Either click on the phone in blue on the Phone Settings screen, or click Line Set-
tings on the menu bar. The following screen displays:

Figure 6  Line Settings

Use the Line(s) dropdown menu to display an alternate line for the device.

Click on the Line(s) link to edit line settings for the selected device. For more infor-
mation, see Managing Devices, later in this document.

Viewing Call 
History

Select Call History from the menu bar. The following screen displays:

Figure 7  Call History

This screen displays the Call History for the selected phone line. To change phone 
lines, select a different one from the Line(s) dropdown menu.

Line Settings

Select Line Dropdown

Call History

Select Phone Line
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Assigning Reference Phones

You may compare a reference phone to the functionality of the phone you are trou-
bleshooting. You may also use Remote Hands to control the functions of a refer-
ence phone to test certain phone implementations. To select a Reference Phone, 
click Assign from any screen.

Figure 8  Assign a Reference Phone

Follow the same instructions outlined in Searching for a Phone.

Assign
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Comparing Phones
Comparing Phones

After assigning a Reference Phone, select Compare Phones from any screen. The 
following screen displays:

Figure 9  Compare Phones

Select the phone pair you wish to compare and click generate. You can compare 
the trouble phone to a reference phone, or the trouble or reference phone’s state to 
a previous state. The following screen displays:

Figure 10  Phone Comparison Report
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Managing Devices

The ClarusIPC Line Manager allows you to edit line settings, and to reassign Phone 
Templates and Expansion Modules to selected devices.

Line Manager will automatically assess the device’s capacity, and offer only appro-
priate Phone Templates and Expansion Modules. 

NOTE: Line Manager is accessible to all users except those assigned the Viewer 
Role in the ClarusIPC User Accounts window. For more information, please 
see the ClarusIPC User’s Guide, Getting Started.

To change available Line Settings, click the Line(s) link from the Line Settings win-
dow to open the ClarusIPC Line Manager.

Figure 11  Line Manager 

NOTE: Adobe Flash Player is required for the Line Manager.

Editing Line 
Settings

Line Manager allows you to edit Line Settings, including display names, line 
sequence, and Speed Dial settings. You may edit settings individually by line, or for 
all lines assigned to a particular device. Line Manager also allows you to add 
defined lines to and remove lines from a device, up to the number of lines for which 
the device is configured.

Click the Edit Lines checkbox at the top of the pane to edit line settings. Clicking in 
a line’s row allows you to edit that line individually. To edit all listed lines simultane-
ously, click in the fields at the top of the column, and make changes as desired.

NOTE: Any changes made to shared lines will be made to all instances of that line.

Line Manager displays unassigned, available lines for the device as blank rows. 
Clicking the plus or minus button for these rows allows you to change the line’s set-
tings by selecting a previously defined DN/Partition to assign to the line.
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Managing Devices
To add a line, click the plus button in the Actions column. In the Search pane that 
is invoked, enter the DN (or partial DN) of the line you wish to add, and click 
Search. Click the toggle button of the desired line, then click the Add Line button.

Figure 12  Add Line

To remove an assigned line, click the Minus button. This will delete the assigned 
line information, while leaving the line blank and available. To rearrange lines, 
changing their priority in the dial sequence, use the up and down arrows to reposi-
tion them as desired. 

To undo changes, click Refresh to return to the most recently saved settings. Click 
Save to save your changes.

Phone 
Templates

Phone Templates allow you to reconfigure the selected device. The pulldown menu 
lists the currently assigned Phone Template, as well as other available templates 
appropriate to the selected phone model.

To apply a new template to a device, simply select a new template from the pull-
down menu.

Selecting a template with fewer lines than the number originally assigned to the 
device will issue a warning. Clicking OK will display the previously assigned lines in 
the new template. Line Manager will automatically delete all unassigned lines, and 
display any remaining lines for which there is no slot in the new template in italics.

Click Save to submit changes to the CUCM.

ClarusIPC requests a confirmation of changes, which may require that the phone be 
reset. Click Yes to save changes and reset the device, if necessary.
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Expansion 
Modules

Expansion Modules allow you to augment the original device’s capacity. The pull-
down menu lists the currently assigned Expansion Module, as well as other avail-
able modules appropriate to the selected phone model.

Figure 13  Expansion Module Pulldown Menus

To change the applied expansion module, simply select a new module from the pull-
down menu. The system will automatically update to list Phone Templates appropri-
ate to the selected module.

Select a new Phone Template, if desired.

Click Save to save your changes.
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Launching Remote Hands

To run Remote Hands, you must have a Java Runtime Environment installed.

This download installer is available from:

http://<csipc-address>/clarusipc/jre-installer/jre-1_5_0_06-windows-i586-p.exe

Where <csipc-address> is the hostname or IP address of the ClarusIPC server.

NOTE: See the ClarusIPC User Guide: Phone Models / Test Type Matrix, for a list 
of supported devices.

1. Click the Remote Hands icon from any screen:

Figure 14  Launch Remote Hands

The following screen displays:

Figure 15  Remote Hands Login

Run Remote Hands
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2. Enter a CUCM LDAP Remote Hands account, created in the Preparing 
CUCM section of the ClarusIPC User’s Guide, that is associated with this 
phone (e.g. clarusrh, clarusrh2...). The following screen displays:

Figure 16  Remote Hands Screen

Controlling the 
Phone

Control the phone by using your mouse to click on any buttons and to dial numbers.

The Remote Hands display mimics that on the phone itself. You may also control 
the phone with your computer’s keyboard using the following shortcuts.

Table 1 Keyboard Shortcuts

Phone Option Shortcut

Number Pad 1-9 1-9

Number Pad 0 0

# Pad #

* Pad *

VolUp +

VolDwn -

Headset h

Speaker s

Mute m

Info i

Messages v

Services l

Directory d

Settings t

NavUp Up

NavDwn Down
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