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Section 1: Introduction

Welcome to the Arc Connect walkthrough. This document is about the whole Arc Product suite,
giving a detailed overview of each. The document describes the installation procedures of the
applications and their configurations.

It also contains the trouble shooting issues and their workarounds.
This document assumes that the reader has knowledge of,

Cisco CallManager
Windows 98/2000/XP
TCP/IP

Microsoft TAPI 2.1
Cisco CallManager TSP

This document should be read in conjunction with the Arc Connect System Design Guide
available from the Arc Solutions Website http:/www.arcsolutions.com/

<<T0OC
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Section 2: Important Information

2.1 Compatibility between Arc Connect 4.1 and CallManager

Call Manager 4.0(2a) 4.1(3)
Cisco TAPI TSP 4.0(0.2203) || 4.1(1.4)
Arc Connect 3.1.5 3.1.5
4.1.0 4.1.0
Music On Hold in Queue Yes Yes
Music On Hold — Operator Yes Yes
One Step Transfer Yes Yes
Call Parking Yes Yes

Music on Hold

Arc Connect supports Music on Hold (MoH) from CallManager in the following areas,

Between in-queue messages
When on Operator holds a call
During a blind transfer

During a re-established transfer
During a camp-on

kRN

A music source must be selected on the relevant devices to enable this functionality. The use of

music in both the queuing and hold scenarios is controlled via settings on the Arc Server.

TAPI Resilience

CallManager allows a TAPI client to communicate with a primary and backup CTI Manager to
receive TAPI information. This allows the Arc server and clients to carry on functioning if a
failover occurs. The backup CTI Manager should be the CallManager server to which the phones

fail over. For more information see Appendix 3.

Busy Lamp Field

The number of devices that are monitored by the Operator’s Busy Lamp Field will have an effect
on the performance of Arc Connect where the Console is being used. A limit of 2000 devices per

Arc Connect Server is recommended. (See the Arc Connect Design Guide for more details)

<<TOC
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Call Park
It allows an Operator to place a call on a device and then call the person to attend it. The contact
can then dial for the device where the call is held and answer it.

Auto Answer
This feature forces call down to the Operators and automatically answers it. The calls that revert
to the Operators can also be automatically answered.

2.1.1 Other items to remember
1. The Arc Connect should not be installed on a machine that will act as the CallManager.
2. Headset operation is supported.
3. Arc recommends that you take a backup copy of the log before purging the data.

2.2 Requirements for Arc Connect Suite (SQL Server Version)

Arc Connect server using SQL Server database can be installed on the same machine where SQL
Server has been installed. Anyway, it is advised to keep the two machines separate for a better
performance.

2.2.1 Arcdata Folder

Before installing the Arc Connect Server (SQL Version), the machine running the SQL Server
should have a shared folder ‘Arcdata’. This folder should be created on ‘C’ drive. After installing
the Arc Connect Server/Admin, while creating databases, Arc Admin Utility will select this folder
as the database location on the drive. This folder will contain the databases files as well as the
log files for the databases.

This folder (Arcdata) has to be shared for the copy and move operations of databases from one
SQL Server to another using the Arc Admin utility.
<<TOC




Section 3: Product Overview
Arc Connect is a wide-ranging suite of Client-Server Computer Telephony Applications.

The TAPI used as an interface to the CallManager, allows the applications to provide customers
with the Call Centre functionality; that are making the calls, receiving them, and performing
actions on calls such as transferring, conferencing etc and the IVR facilities. The TAPI is an
abbreviation of Telephony Application Programming Interface utilized by the Arc Connect.

The applications in the Arc Connect that are described in this document are briefly explained
below,

Console Connect

This is a Screen-based Operator’s console that has been developed to work completely on
CallManager. Essentially, we have taken the traditional telephone switchboard and re-created it
as a Windows application. It is visually more appealing, easier to operate and user friendly.

Voice Connect

It is a Server application that has been designed to enhance the voice resource on a PBX. Voice
Connect is used for creating an Auto Attendant that routes the calls to the desired destination of
the caller. In addition to that, In-Queue messages can be recorded and played for the callers
waiting for the Operators in call Queues.

Supervisor Connect
It is an add-on module to the Arc Connect suite. It is a Client application, which is located on the
client PC. Supervisor Connect has the following functions,

Historical Reporting

Real-Time Reporting

Graphical Analysis

On-the-fly changes to the System
Online Messaging

kW=

Supervisor Connect will monitor and control Arc stand-alone modules. These modules are,

1. Console Connect
2. Voice Connect

Wallboard Connect

It is a soft Wallboard application that displays the current statistics of the Call Centre. It is easy
to configure the settings for the Wallboard. Also the user can re-configure it taking easy steps.
The Wallboard displays,

1. Real-time statistics of the Entire System
2. Real-time statistics by Queue/Department
3. Real-time statistics by User
<<TOC
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3.1.1 Call Manager Numbering Plan for a Test Install

Directory Device Name Arc Function Arc Connect Device Type
Number Application
8500 Cons_Queue_Locl || Queue Location for || Console CTI Route
Consolel Connect Point
8502 Voice_Queue_Locl || Queue Location for || Voice Connect || CTI Route
Voice Session Point
8503 Pre_Gateway1l DDI translation Console CTI Route
point Connect & Point
Voice Connect
8504 Pre_Gateway?2 DDI translation Console CTI Route
point Connect & Point
Voice Connect
8505 Pre_Gateway3 DDI translation Console CTI Route
point Connect & Point
Voice Connect
8000 Gateway_1 Gateway ports for ALL CTI Port
holding Calls
8001 Gateway_2 Gateway ports for ALL CTI Port
holding Calls
8002 Gateway_3 Gateway ports for ALL CTI Port
holding Calls
8003 Gateway_4 Gateway ports for ALL CTI Port
holding Calls
8004 Gateway_5 Gateway ports for ALL CTI Port
holding Calls
8400 Service_Queuel Ports for Console Console CTI Port
Service Queue Connect
8401 Service_Queue2 Ports for Console Console CTI Port
Service Queue Connect
8402 Service_Queue3 Ports for Console Console CTI Port
Service Queue Connect
8403 Service_Queue4 Ports for Console Console CTI Port
Service Queue Connect
8404 Service_Queue5 Ports for Console Console CTI Port
Service Queue Connect
8300 Voice_Portl Voice Ports for Voice Connect CTI Port
playing and
recording
messages
8600 Park_Queuel Ports for Console Console CTI Port
Call parking Connect
8601 Park_Queue2 Ports for Console Console CTI Port
Call parking Connect

<<TOC




8602 Park_Queue3 Ports for Console Console CTI Port
Call parking Connect

8603 Park_Queue4 Ports for Console Console CTI Port
Call parking Connect

8604 Park_Queue5 Ports for Console Console CTI Port
Call parking Connect

8700 PCP_1 Ports for retriving Console CTI Route
Personal Call Park Connect Point
calls

3.2 Performance Information
Performance of Arc Connect can be measured in several ways,

e Number of Operators
e Number of Calls that can be held prior to distribution
e Number of monitored devices in the Busy Lamp Field

' Performance Item

| Maximum (per Arc Connect Server)

' Number of Console Operators | 100

| Number of Holding Calls

| Maximum Console BHCA

| 5100 (Cisco Certified)

| Max Devices in BLF

| 2000 (subject to a minimum of 1 Publisher, 2 Subscriber)

3.3 Arc Connect Hardware / Software Requirements

The information provided below gives details of the minimum hardware/software required to run

the Arc Connect suite of products.

<<TOC
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PC Server — Arc Connect is a client server application. The server side will need to run on a
dedicated PC Server. No other applications must run on this server.
The following table details the minimum specification required by the Arc Connect Server

application.

Applies To

Arc Connect Server

SQL Server 2000
Licensing

PC Specification

Pentium4 2.2 GHz

1 GB RAM

40 GB Hard Drive

CD-ROM/DVD-Rom

Network Card

SVGA (1024x768) display card with correct drivers

Windows 2000 Server SP4 or Windows 2003 Server SP1* running
Windows English Regional Settings.

Windows 2003 Server

SQL Server 2000 with Service Pack 3 / MSDE for smaller
installations

Microsoft Excel for Directory Importing

* Windows 2003 Server is supported for Arc 3.1.3 and upwards only

There are two methods of licensing:

“Per Processor” license

This gives you unlimited connections to the Database. Therefore,
there will not be any issue with using Arc Connect with a Per
Processor licensed version of SQL.

OR

“SQL Server & CALS"” license

The other way to license SQL Server is using CALS (Client Access
Licenses). Effectively, you purchase 1 CAL per connection to the
SQL Database.

To understand exactly how the Arc Connect system uses SQL and
how many connections are needed, this is broken down as follows.
Only the applications which use licenses are documented:

Arc Server - 2 Connections
Supervisor — 1 Connection per logged in Supervisor
Console Operator — 1 CAL per operator

The Server should be connected to the network via the TCP/IP protocol.

The Arc Server will require the appropriate Operating System Licenses.

<<TOC
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2. The minimum specification required by each of the Arc Connect Client applications is as

follows,
Applies To

Arc Connect Client PC
running the following
application,

1. Supervisor

2. Console Operator
3. Arc Wallboard

PC Specification

Pentium 4 Entry Level Specification

512 MB RAM

400MB available Hard Drive space

CD-ROM/DVD-ROM

Network Card

Connected to Network via TCP/IP

SVGA (1024x768) display card

Windows Small Fonts

Windows 2000 Professional / Windows XP Professional

Pentium 4 Entry Level Specification

512 MB RAM

1GB available Hard Drive space

CD-ROM/DVD-ROM

Network Card

Connected to Network via TCP/IP

SVGA (1024x768) display card

Windows Small Fonts

17 Monitor highly recommended

Windows 2000 Professional / Windows XP Professional

USB 1.0/2.0 Port for Arc Console Keyboard

SoundBlaster compatible sound card and speakers are required
for the Console Operator and Arc Wallboard.

<<TOC
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3. Backups — As with all systems, we advise that backup facilities are provided to ensure
application and data integrity, should an unforeseen circumstance arise. Arc recommends
Veritas Backup Exec 8.6 or above, backing up all files including open files.

Examples:

CD Writer
Tape streamer. DLT, DAT, Travan etc
Zip / Jaz drive or other type of Magneto Optical drive

If possible, choose a solution that gives a one step disaster recovery. This is a solution that
has the ability to restore the complete contents of a hard drive from a bootable floppy disk
and the restore media.

4. Server Redundancy — We strongly recommend that the PC Server should be a
redundant system with the following redundancy methods. This is at the discretion of the
customer

Multiple hot-swap power supplies
Hot-swap Hard Drive arrays

UPS / power conditioners

RAID

5. Security Considerations

All servers in a Windows environment have a requirement for Anti Virus software, and the
ARC Connect Server(s) are no exception to this rule.

McAfee NetShield, Norton Antivirus, Trend OfficeScan

6. The following table outlines the network requirements for running the Arc Connect Server
and Client applications.

Applies To | Network Specification

All Network Types The network will need to support/run TCP/IP.

Arc Connect Server application will need to run under an
Administrator profile. (Local Administrator is acceptable)

Microsoft Windows If the network uses DHCP then the PC Server will need a static IP
Network address allocated to it.

If you require further information, please contact Arc Technical Support on +44 (0) 870 220
2205.

<<TOC
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Section 4: Installation Checklist

This checklist is designed to guide you through the installation process for Arc Console Connect in
an easy to follow step-by-step sequence. A certain amount of preparation is required to ensure
that a quick setup is achieved.

_ Installation and Configuration Checklist | |

~ Step 1 Preparation | |
' Decide on Queues and Operators required | |

Study Design Guide and formulate system numbering plan
- Host PBX Gateway (Max calls queuing at one time)
- Service Q (Operator Held Calls, call in transfer, Recalls)
- Park (Max Parked Calls at any point in time)
- Queue Locations (1 per queue)
- Pre CT Gateway Devices (for call filtering)
- Static Voice Port

_ Step 2 Install and Configure Arc Console | |
| Install Arc Server and Admin applications (Use 127.0.0.1 for server name) | |
| Create Arc Data folder on root of C: drive | |

Open Administration Application
- Create Configuration database
- Create Arc Log Database

Configure CT Gateway section for System Devices and Directory
- General Settings
- Resource Groups Devices
- Main Directory
- Directory Groups if required

| Configure LDAP Synchronisation if required | |
Configure Users

- Console Operators
- Supervisors
- Wallboards

| Configure Console Connect | |
Console Queues

- Name and Location
- Distribution Type
- Overflows

- Emergency

- Max Calls

- Max Waiting Time

- No Operators logged in
| Assign Operators to Queues (Operators Queues) | |
| Assign Directory Groups to Operators (Operators Groups) | |
| Add Call Filters | |

Add Break Hours for each queue as required (Breaks are on a 24 hour basis, to set a
break overnight set a break up to 23:59:59 and another break from 00:00:00 to the
start of the working day)

| Click OK to complete Arc Console configuration I |

<<TOC
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Step 3 CallManager Configuration

Create partition and Calling Search Space or add to existing ones (We recommend
that all Arc devices need to be reached for all extensions and gateways, and be able
to dial all devices and gateways)

| Create CTI Route Points for Queue Locations and Pre CT Gateway devices

| Create CTI Ports for Host PBX Gateway, Service Queue, Park and Static Voice ports

Create User Profile and enable CTI usage, associate all device to be used by Arc
- CTI Ports
- CTI Route Points
- Phones for Operators
- All devices to be monitored in Busy Lamp Field

_ Step 4 Install Cisco TSP on Arc Server

| Browse to CallManager configuration and select Application>Install Plugins

I

Select Cisco Telephony Service Provider and run the install following the onscreen
instructions.

After rebooting the Server configure the TSP, making sure to allow for enough
Automated Voice Lines (CTI Ports that will be used by Arc)

| Install Cisco TAPI Wave Driver (instructions are in the TSP readme file)

| Reboot the server

_ Step 5 Test TAPI

Use Phonel.exe from Julmar.com to test that a) all Associated devices appear in the
line list, and b) that a CTI Ports can be monitored and a call made to a nearby
handset.

~ Step 6 Install and Configure Arc Voice Connect (Optional)

| Install Voice Server on same machine as Arc Server

| Reboot if requested

Open Voice Server application and select Configuration>Voice Ports to select your
static voice port.

| Start Voice Server

| From Arc Administration application, select Voice Connect

Configure General Settings (you must select a default In-Queue Position Message
even if not using this type of message)

| Record any new phrases

| Create new messages from recorded phrases

| Add in-queue messages to each queue as required

| If using Auto Attendant, create new scripts

Create Voice Sessions
e Name and location
e Select script
e Overflows

| Add Break Hours for Voice Sessions

| Click OK to complete configuration

~ Step 6 Install Operator

<<TOC
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Section 5: Installation of Arc Connect Components
The Arc installation procedures described in this section are about the Client-Server applications
in the Arc Connect. They are listed in the follows,

Arc Connect Server

Arc Voice Connect Server
Arc Calendar Server

Arc Console Operator
Arc Connect Wallboard
Arc Connect Supervisor
Arc Connect LDAP Server

1. Insert the Arc Connect CD into to the CDROM, or browse the directory to which the
downloaded installation files are saved.

2. Select the installing location from My Computer or Windows Explorer to view the

directories on the CD. The directories are named according to the applications they
contain.

5.1.1 Installation of the Arc Connect Server and Administration

1. User should run the Server / Administration application first. Install it on a machine that is
allocated to run the Arc Connect Server.

42 welcome

x

The first window appears displaying a welcome
% R e e B note and instructions on installing.

Calllanager on your computer.

Itis stronaly recommended that you exit all windaws programs

before runing this Setup Progiam. CIle Next.

Click Cancel to it Setup and close any programs you have
turning. Click Next b continue with the Setup program .

WARNING: This program s protected by coppright law and
interational trealies,

Unauthorized ieproduction or distibution of this program. or any
portion of t, may resuit in severe civil and criminal penalies, and
will be prasecutzd to the masium extent possible under law.

Cancel

2 Licence Agreement x| s : : .
The next step of the installation script contains

CUSTOMER LICENGE AGREEMENT ﬂ the License Agreement.

IThe copyright in (the “Product”) is owned by

Interactive Distribution Limited (IDL). You may not

use the Product or copy it without the licence of IDL. . .

Click I Agree to continue.

lbetare using this softvware (the Praduct”). By using the . . . .

rodct yo acoept he folowing terms and condons of If you do not agree with the license, clicking on

this Licence. If you o not accept these terms and !
it ' hould ot install the Procuct. L H 1 H H 1

e e T oP" I Disagree will quit the installation.

transterable icence ("the Licence") to use the Product, and

lany associsted manuals electronically supplisd to you by DL << TOC

lor it authorised distributar o reseller subject to the terms
land canitions of this Licence Agreement. Al rights not
|specificaly granted in this Licence Agreement are reserved
oy 1DL

1amee [TTDiace | Cancel |
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42 Read Me File

IARC SOLUTIONS README FILE -~

\ARC CONNECT FOR CALLMANAGER WERSION

‘Welcome to Arc Comnect For CallManager Readme.,

() Copight ARC Solutions. 2005

PLEASE READ THIS FILE BEFORE INSTALLING THE ARC

o

Cancel |

IT CONTAINS ESSENTIAL INFORMATION

el |

< Back I Tewis I

42 Get Registration Information

Flease enter the name and company of the registered owner of
£ Connect 41 for CalManager irta the fields belows Al fields
must be fled in to proceed

Name:

Company:
[

<Back [ Hew> |

Cancel

42 Arc Connect 4.1 for CallManager Installation
Select Destination Directory

Please select the directary where Arc Connect 4.1 for
CallM anage files are to be installed

“Frez Disk Space After Install” is based on vour cuent selection
of fles ta install. A negative Aumber indicates that there is not
enough disk space to instal the appiication ta the specified diive.

| C:AProgram Files\arcbére Connect

|

1422740 k.
1376982 k.

Curent Free Disk Space
Frez Disk Space After Instal

< Back Concel |

42 Get Server Machine Name

Please enter the name of the machine where the & Connect
Server is installed, This s required to enable [P carmurication
betwean the Arc Connest client applications and the Arc
Connect Server. This field must be filed in to proceed

arc Cornect Server Name:

[wiond]

< Back I Next > I

Cancel

This window contains important Read Me
information. Once this information is read, click
Next to proceed.

Note: Please ensure that you read this file
because it contains important information for
the Call Manager.

The next window contains registration
information. In the Name text box, type the
name of the license holder, and type the
company name into the Company text box.

Click Next to proceed.

Note: Please ensure the correct spelling of
these names.

The next window is for selecting the directory into
which you wish to install the application. The
default location is C:\Program Files\Arc\Arc
Connect.

By using the Browse button, you can select a
different path and directory.

Click the Next button.

In this window, it is necessary to type the Name
(or IP Address) of the machine onto which the
Server application is being installed.

Click Next.

Note: If you are unsure of the machine name, it is
possible to find out through the Contro/ Panel
>Network. This must be done on the machine that
runs the Arc Server application.

<<TOC
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10.

11.

42 Get Calendar Service Machine Name x|
Please enter the name of the machine where the Arc Calendar
Server is installed. This is requited to enable |P commurication
between the Arc Connect CT Server and the Arc Calendar
Server,
Arc Calendar Service Machine Name:
00
<Back [ Hew> | Cancel
42 Get Call Recording Server Name x|
I you are using recording software please enter the name of
the Call Recording Server i is installed o
This is required b enable IP communication between the
Call Recording Server application and the Arc Connect 5 erver
A Connect Call Recording Gerver Name:
[twnna
< Back I Mext > I Cancel
42 Get SQL Server Machine Name |
Please enter the name of the maching where Microsoft SAL
Server is installed. This is required to enable IP commurication
between the SOL Server and the Arc Connect Server. This
figld rust be filed in to proceed
Microsoft SOL Server Machine Name
[twona
<Back [ Mets | Cancel |
42 Add Icon to Desktop x|

Flease select ‘dd [con to Desktop’ f you would ke 2n Arc
onnect Server and Arc Connect Administiation Application
Ieon added 1o your deskiop

¥ @dd Tcon o deskiop

Cancel

<Back [ Hew> |

In this window, it is necessary to type the Name
(or IP Address) of the machine onto which the
Calendar Service is being installed. Click Next.

In this window, type the Name (or IP Address) of
the machine onto which the Call Recording Server is
being installed.

Click the Next button.

Note: If no Call Recording Server is being installed
then this box can be left blank.

If installing Arc Connect version for SQL Server,
then in the next window, give the Name or IP
Address of the machine where SQL Server is
installed and will be used by Arc Connect Server to
keep the databases.

In the next window, selecting the checkbox will add
an icon for Arc Connect Server and Arc Connect
Administration on the desktop.
Click the Next button to proceed.

<<TOC
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12.

42 Backup Replaced Files

This installation program can create backup copies of 2l fles
replaced during the installation. These files will be used when
the software is uninstalled and a rollback is requested. |f
backup copies are not created, you will only be bl to uninstall
the softiare and not roll the system back to  previous state,
Do you want to create backups of the replaced files?

@ ‘Yes
Mg

Please select the diectory where the replaced Fies wil be
copied.

Backup File Destination Direstory
(c . ArchAre Connect\BACKUP Browse

<gack [ Hews | Cancel |

Select Yes to have a backup. If Yes is selected

which is recommended on a live site, select a

directory into which the backup files will be placed.

The default location for backup is C:\Program
Files\Arc\Arc Connect\Backup.

Click Browse to select a different path and
directory.

Click Next.

Note: These backup files will be altered or replaced by the installation routine.

13.

2 Arc Connect 4.1 for CallManager Installation
Ready to Install!
“You are now ready to install the Arc Connect 4.1 far

CallM anager.

Press the Next button o begin the installation or the Back
button to re-enter the installation information.

< Back I Tenit> I Cancel

X

14.

42 Installation Complete

#Arc Connect 4.1 for CallManager has been successfully
installed

Press the Finizh button to exit this irstallation.

<Back | Einh S Cance|

15.
Install x|

Thiz zpstem must be restarted to complete the
ingtallation. Press the OF. button to restart this
computer. Press Cancel to return bo 'Windows
without restarting.

ak. I Cancel

The next window is the last one before the
installation script starts.

Click Next to proceed.

Once the installation has been completed the
following window will be seen.

Click Finish to complete installation.

It is necessary to restart the PC after the
installation of Arc Connect Server and
Administration has completed.

Click Ok to restart the PC.

<<TOC
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5.1.2 Installation of the Arc Voice Server
1.

42 welcome x|

“welcome to A Connect Yoice 4.1 for
g Callanager Setup program. This program wil
= install Arc Connect Yoice 4.1 for Calld anager on
vour computer.
Itis strongly recommended that vou exit al Windows programs
before wrning this Setup Program.

Click Caneel 1o quit Setup and close any programs you have
tunning. Click Next to continue with the Selup proram

WARMING: This program is protected by copyright law and
intemational bieaties.

Unautharized reproduction or distribulion of this program, or any
pottion of it may resultin severe civil and criminal penaliss.
and will be proseculed to the maimum extent possible under
lau.

42 Licence Agreement x|

CUSTOMER LICENCE AGREEMENT i’

The copyright in (the “Product”) is owned by Interactive
istribution Limited (IDL). You may not use the Product
jor copy it without the licence of IDL.

['vou shoLld caretuly read the following terms and concitions
fostore using this software ('he Product”). By using the
Procuct vou accept the following terms and concltiorss of this
Licence. If you da ot accept these terms and condtions, you
[shouid nct irestall or use the Product. Upon your acceptance IDL
lorants you a non-exclasive, non-transferable licence (‘the
Licence") to use the Product, and any associsted manusis
electrarically supplisc to you ky IDL of s suthorised distriautar
lor reseler subiect tothe terms and condtions of this Licence
|Agreement. &l rights not specifically grarted in this Licence
|greement are reserved by IDL.

e | Cancel |
42 Read Me File x|
[4RC SOLUTIONS README FILE =
[4FIC CONNECT FOR CALLMANAGER VERSION
Weloome to Arc Connect For CallManager Readme.
(c] Copyiight ARC Solutions, 2005
FLEASE READ THIS FILE BEFORE INSTALLING THE AR(
IT CONTAINS ESSENTIAL INFORMATION
L1 ;l_l
Concel |
42 Get Registration Information x|

Please enter the name and company of the registered avner of
e Connect Yoice 4.1 for Call anager into the fields below. All
fields must be filled in to proceed

Mame:

[E=

Company
[ac

< Back I Mest> I Cancel

This window displays a welcome note, instructions
and warnings.
To start installation click Next.

The first step of the installation contains the
License Agreement.

If you agree, click I Agree.

Clicking on I Disagree will quit the installation.

The following window contains important Read Me
information. Once this information is read, press
Next to proceed.

Note: Please ensure that this file is read as it
contains information that is important to your PBX.

The next window contains Registration
information. In the Name text box type the name
of the license holder. Type the company name into
the Company textbox.

<<TOC
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42 Arc Connect Vaice 4.1 for CallManager Installation

Select Destination Directory

Please select the directory where Aic Connect Voice 4.1 for
CallManager files are to be installed

"Fres Disk Spacs After Install" s bassd on your curient
selection of fes to install. & negative numiber indicates that
thers is ot enough disk spac to install the application to the
specified drive.

| 4 WWoice Server - TAPI Wave

Curtent Fres Disk Space! 1391564 k
Free Disk Space After Install: 1383176k

Cancel |

< Back I Heats I

42 Get Server Machine Name

Please enter the name of the machine where the Arc Connect
Server is installed, T his s required to enable IP communication
belween the Arc Connect dlient applications and the Arc
Cormect Server. This field must be filed in to proceed.

Aic Connect Server Name:

[0

<Back [ Mewts | Cancel

42 Get Yoice Server Machine Name

Plzase enter the name of the machine where the Arc Connect
Waice Server is installed. This is required to enable IP
commurication between the A Connect Server and the Arc
Connect Vioice Server. This field must be filled in to proceed.

Ane Conmect Vaics Server Mame:

[wnnd

<Back [ Mets | Cancel

42 Gelect Yoice Server Scripts Location

The YYoice seripts directory should be installed on a shared
Network diive of & shared Local drive, This allows access fiom
both the Arc Connect Configuration and Arc Connect Yoice
Server Applications. Plsass enter the Database path name
below,

The pathname might be a Network dive or  Local shared
diive Yo can biowse to find the appropiiate folder on your
network of local shared difve.

The soipts disctory can be accessed from several A
Connect Applications

Destination Folder
IVE 4 WVoice Server - TAPL WaveScripts Browse.

< Back Cancel |

42 add Icon to Desktop

Please select 'dd Icon to Deskiop if vou would ke an Aic
Voice Connect Application lon added ta your deskiap

F7 dd leon fo deskion

< Back I Hext > I Cancel

The next window is used to select the directory
into which you wish to install the application. This
takes to C:\Program Files\Arc\Arc Connect. Click
the Browse button to select a different path and
directory.

Press Next to proceed.

In the following window it is necessary to type the
Name (or IP Address) of the machine onto which
the Arc Connect Server will be installed.

In the following window it is necessary to type the
Name (or IP Address) of the machine onto which
the Voice Server is being installed. If no Voice
Server is being installed this text box can be left
blank. Click Next to proceed.

The following window allows the user to choose
the destination directory for the Voice scripts. This
directory must be shared on the local drive or a
shared network drive. The Arc Connect
Administration application and Voice Connect
Server access this directory.

In the next window, select the checkbox if you
want to add an icon for Arc Voice Server on the
desktop.
Click Next.

<<TOC
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10.

11.

12.

42 Backup Replaced Files

This instalation program can create backup copies of al fles
replaced during the installaion. These fles wil be used when
the scitware is uninstalied and a rollback is requested. |f
backup copies are not created. you wil only be able to uninstal
the software and not ol the system back to 3 previous state
Do you wan! o create backups of the replaced files?

= Yes
" No

Please select the directon where the 1eplaced files will be
copies

Backup File Destination Directory
|Vc:\. SBACKUP Biowse.

< Back Concel |

42 Arc Connect Yoice 4.1 for CallManager Installation:

Ready to Install!

You are now rsady to install the Arc Connect Voice 4.1 for
CalManager.

Press the Mext button to begin the installation or the Back.
button ta reenter the instalation information.

< Back LCancel

Ix

42 Installation Complete

Ao Connect Voice 4.1 for CallManager has been successhully
installed

Press the Finish button to exit this installation,

N T Corcel

X

The next window is for selecting a location for
backup files if you want to have.

Select Yes to have a backup. If Yes is selected
which is recommended on a live site, the directory
into which the Backup files will be placed can be
selected. The default location for backup is
C:\Program Files\Arc\Arc Connect\Backup. Click
Browse to select a different path and directory.

This window is the last one before the installation
script starts.
Click Next to proceed.

In the next screen, click Finish to complete the
installation process.

5.1.3 Installation of Arc Console Operator

1.

42 Welcome

‘Welcome to Aic Connect Console Operator 4.1 for
g CallManager Setup program. This program will install
=" e Connect Corsole Operator 4.1 for CalManager
on pour computer
It s strongly recommended that you exit all Windows programs
bifare rurning this Setup Program.

Click Canel to quit Setup and closs any progiams you have
runring. Click New (o continue with the Setup piogram

WARNING: This program is protected by copyright law and
international teaties.

Unautharized repraduction or distibutian of this program, or anp
portion of t, may result in severe civil and criminal penalies, and
il be prosectied (o the masimum extent possible under lap.

Cancel

x|

The first window appears displaying a welcome
note and instructions on installing.

Click Next.
<<TOC
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43 Licence Agreement x|

CUSTOMER LICENCE AGREEMENT il

The copyTight in (the “Product”} is owned by
Interactive Distribution Limited 4DL). You may not
luse the Product or copy it without the licence of IDL.

o should caretully read the fallowing terms and
lconditions before using this softvare ("the Product”). By
using the Procuct you accept the folloving terms and
londitions of this Licence. If you da not accept these terms:
land candtions, you should not install or use the Product
Upon your scceptance IDL grants you a non-sxclusive,
Incnransferable licence (the Licence") to use the Product,
land eny associated manusls electronically supglied to you
by DL or its authorised distributor or reseller subject to the
terms and concitions of this Licence Agresment. &1 rights
Inct specifically orarted inthis Licence Agreement are
reserved by IDL =l

Iagee [T T Disgree Cancel |

42, Read Me File x|

\ARC SOLUTIONS README FILE -

AL CONNECT FOR CALLMANAGER VERSION

Welcome to Arc Connect For CallManager Readme.

{e) Copyright ARE: Solutions, 2005

PLEASE READ THIS FILE BEFORE INSTALLING THE ARC
IT CONTAING ESSENTIAL INFORMATION.

< of

< Back

Concel |

42 Get Registration Information x|

Please enter the name and campany af the registered anner of
Arc Cornect Console Operator 4.1 for CallManager into the
fields below. Al fields must be filed in to proceed

Mame:
Company:
[arc
<Back | Metr | Cancel
42 Arc Connect Console Dperator 4.1 for CallManager Installatio S|

Select Destination Directory

Please select the directon where Arc Connet Consale Operator
4.1 for CalManager files are to be installed.

“Free Disk Space After Install” is based on your cunert selection
of fles tainstall. & negative number indicates that there is ot
enough disk space to install the applicalion to the specified dive

‘ Cov_Adrchire Connect\Operator

|

Cunent Free Disk Space: 1383424 k
Free Disk Space After Install: 1368418k

< Back

Concel |

The next step of the installation script contains
the License Agreement.

Click I Agree to continue.
If you do not agree with the license, click I
Disagree and quit the installation.

The next window contains the Read Me file
containing important information, please read
this before proceeding.

Click Next to proceed.

The next window contains registration
information. In the Name text box, type the
name of the license holder, and type the
company name into the Company text box.

Click the Next button to proceed.

In the next window, select the location where
the application files are required to be stored.
This should be left as default unless a changed
location is necessary. Use the Browse button
to select a different location.

Click Next when the selection is completed.
<<TOC
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42 Get Server Machine Name x|
Please enter the name of the machine where the Arc Connect
Server is installed. This is required to enable |P' commurication
betwesn the Arc Connect client applications and the Arc
Connect Server. This field must be filed in to procesd.
Are Connect Server Name:
[wiond]
< Back I Next > I Cancel
43 Get Second Server Machine Name x|
Please enter the name of the machine where a second Arc
onnect Server is installed. This is iequired to enable [P
communication between the Ac Connect client applications
and the second #ic Cannect Server. This field is opfional
dependait on the resiience solution that vou have.
#c Connect Second Server Name:
[tw0na
< Back I Mest > I Cancel
42 Select Language x|
Please choase the language for your Arc Connect Cansole
Operator Application.
=
Engish
Finrish
French
Gemman
Itz
Momwegian -
< Back I Next > I Cancel
42 Add Icon to Desktop x|

Plsass select Ydd lcon to Deskiop!' if you would lke an Arc
Console Operator Application loon added to your desktop.

v %dd leon to deskiop

< Back I Mt > I Cancel

In the next window, enter the Name (IP
Address) of the machine running the Arc
Connect Server.

Note: If this is stated incorrectly then the
Console Operator will not be able to connect up
to the Server and will therefore not function.

In the next window, it is necessary to type the
Name (or IP Address) of the machine onto
which the Secondary Arc Connect Server is being
installed.

Click the Next button.

Note: If no Call Recording Server is being
installed then this box can be left blank.

In the next window, it is necessary to select the
language in which you want to install the
application.

Click the Next button to continue.

In the next window, select the check box to add
an icon for Arc Console Operator on the desktop.

Click the Next button to proceed.
<<TOC

26




10.

42 Backup Replaced Files

This installation program can create backup copies of all fles
replaced during the instalation. These fies wil be used when
the soltware i uninstalled and a rolback s requested. If
backup copies aie nol created, you will only be able 1o uninstall
the software and nat roll the system back ta 2 previus state.
Do you want to create backups of the replaced files?

= Yes
" Mo

Please select the directory where the ieplaced files will be
copies

Backup File Destination Directary
’7E A Adre ConnectiOperator\BACKLP Browse.

< Back

Concel |

11.

42 Arc Connect Console Operator 4.1 for CallManager Installatio

Ready to Install!

You are now ieady to instal the e Connect Console Operator
47 for CalManager.

Press the Next button to begin the installation or the Back button
to reenter the installation information.

< Back I Tenit> I Cancel

12.

42 Installation Complete

A5 Connect Console Operator 4.1 for Callanager has been
successfuly installed

Press the Finish button to exit this installation.

ek [TEnshs Cangel

Select Yes to have a backup. If Yes is selected
which is recommended on a live site, select a
directory into which the backup files will be
placed. The default location for backup is
C:\Program Files\Arc\Arc Connect\Backup.
Click Browse to select a different path.

Click Next to proceed.

The next window is for confirming that you are
Ready to Install.

Click the Next button to install of the Console
Operator.

The final window displays the confirmation that
Arc Console Operator has been installed
successfully.

Click the Finish button.

5.1.4 Installation of Arc Connect Supervisor

1.

42 welcome

‘wielcome ko Are Connect Supervisor 4.1 for
g CallManags: Setup program. This program wil
= install Arc Connect Supervisor 4.1 for CallManager
on your computer.
Itis strangly recommended that you exit all Windows programs
befare rurning this Setup Pragram.

Click Cancel to quit Setup and close any programs you have
wnning. Click Nest to confinue wilh the Setup progiam

WwWARNING: This program is protected by copuright law and
international reaties.

Unauthorized reproduction or distibution of this program, or any
portion of t, may resultin severe civil and criminal penalties,
and will be: prosecuted to the masimum extent possible under
law

f Cancel

x

The first window appears displaying a welcome
note and instructions on installing.

Click Next.
<<TOC
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2.

43 Licence Agreement

x|

CUSTOMER LICENCE AGREEMENT il

IThe copyright in (the “Product”) is owned by Interactive
Distribution Limited (IDL}. You may not use the Product or
lcopy it without the licence of IDL.

[Vou showld caretully read the fallowing terms and conditions
Ibetore using this saftware (the Procuct”). By Using the Product
you accent the following terms and conditions of this Licence. If
lyou da not acoept these terms and concitions, you showld not
instal or use the Product. Lipon your acceptance IDL grants you &
Inon-exclusive, non-transterable licence (“the Licence™) to use the
Product, and any associated manusls electronically suppiied to
Fyou by DL or its suthorised distribLtor or resslier subjsct to the
terms and coneitions of this Licence Agreement. All rights ot
[specifically grarted inthis Licance Agresment are reserved by
oL

[

I Agree il

Cancel

3.

42 Read Me File

WRC SOLUTIONS README FILE -

\ARC COMNECT FOR CALLMANAGER WERSION 4.1

‘wielcome to Arc Connect For CalManager Readme.

(2] Copyright ARC Salutions, 2005

PLEASE READ THIS FILE BEFORE INSTALLING THE ARC CONM
IT COMTAING ESSENTIAL INFORMATION.

ol | ;lll

o Cancsl

4.

43, Get Registration Information x|

Flease enter the name and company of the registered owner of
Arc Connect Supervisor 4.1 for CallManager into the fields
below. Allfields must be filed in to proceed

5.

Mame:
Company
o
<Bock | Het> | el
L Arc Connect Supervisor 4.1 for CallManager Installation x|

Select Destination Directory

Plaase select the direstory whers Arc Connect Supervisor 4.1
for Callanager files are to be installed

“Free Disk Space After Install” is based on your cunert
selection of files to install. 4 negative number indicales that
there is not enough disk space to instal the application to the
specified diive.

‘ Coh_MArchre Connect\S upervisor

1133324k
1088661 k.

Cunent Fres Disk Space:
Fiee Disk Space After Install

< Back

fi Cancel

The next step of the installation script contains
the License Agreement.

Click I Agree to continue.
If you do not agree with the license, click I
Disagree and quit the installation.

The next window contains the Read Me file
containing important information, please read this
before proceeding.

Click Next to proceed.

The next window contains registration
information. In the Name text box, type the
name of the license holder, and type the company
name into the Company text box.

Click the Next button to proceed.

In the next window, select the location

where the application files are required to be
stored. This should be left as default unless a
changed location is necessary. Use the Browse
button to select a different location.

Click Next when the selection is completed.
<<TOC
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42 Get Server Machine Name

Please enter the name of the machine where the &ic Connect
Server is installed, This i requited to enable IP cammunication
Between the Arc Cannect client applications and the Arc
Connest Server. This fiskd must be filed in to prosesd.

Aye Connect Server Name:

[twn0d]

<Beck | Nevt> | Eeral

42 Get 50L Server Machine Name

Please enter the name of the machine where Miciosoft AL
Server is installed

Micrazoft SOL Server Machine Name:

[tw00a

<Back | Hets | EneE

42 Add Icon to Desktop

Please select "dd |con to Deskiop! i you would like an Arc
Comnect Supervisor Application |con added to your desktop

[ Edd [con to desktopt

<Back | Hew> | Bl

42 Backup Replaced Files

This installation program can create backup copies of alfles
replaced during the instalation. These fies wil be used when
the software is uninstalled and a rolback is requested. |f
backup copies aie nol created, you will only be able 1o uninstall
the soltware and not rol the system back to a previous state
Do you wan! to creste backups of the replaced files?

& Yes
Mg

Please select the diectoy where the replaced Fies wil be
copied.

Backup File Destination Direstory
(c .5 CannectiSupervisortBACKUP Browss

< Back [

Cancel

In the next window, enter the Name (IP
Address) of the machine running the Arc
Connect Server.

Note: If this is stated incorrectly then the
Console Operator will not be able to connect up
to the Server and will therefore not function.

In the next window, it is necessary to type the
Name (or IP Address) of the machine onto
which the Microsoft SQL Server is being
installed.

Click the Next button.

In the next window, select the check box to
add an icon for Arc Connect Supervisor on the
desktop.

Click the Next button to proceed.

Select Yes to have a backup. If Yes is
selected which is recommended on a live site,
select a directory into which the backup files
will be placed. The default location for backup
is C:\Program Files\Arc\Arc Connect\Backup.
Click Browse to select a different path.

Click Next to proceed.
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10.

Arc Connect Supervisor 4.1 for CallManager Installation |

Ready to Install!

‘You are riow ready ta install the A Cannest Supervisar 4.1 for
CalManager.

Press the Next button to begin the installation or the Back
buttar ta reenter the irstallation information.

Cancel

Installation Complete x|

fuc Connect Supervisor 4.1 for CallManager has been
successhuly installed

Press the Finish buttan to exit this installation

< Back. Caree]

5.1.5 Installation of Arc LDAP Server
1.

43, welcome x|

CalManager Setup progiam, This pragram wilinstall
Auc Connect LDAP Server 4.1 for CallManager on
your compuler

g ‘welcome to Arc Connect LDAP Server 4.1 for
=

It strangly recommended that yau exit 2l Windows pragrams
before running this Setup Program

Click Carcel bo quit Setup and close anp progran you have
runing. Click Next o contine with the Setup program

WARNING: This program is protected by copyight law and
interational treaties.

Unauthorized reproduction or distibution of his program, or any
partion of t, may 12sult in severe civil and criminal peraliiss,
and wil be prosecuted ta the maximum extent possible under
la

Cancal

CUSTOMER LICENCE AGREEMENT il

The copyright in (the “Product”) is owned by
Interactive Distribution Limited (DL). You may not
use the Product or copy it without the licence of IDL.

" ou should carefully read the following terms and
lcanditions befare using this software (‘the Product”). By
lusing the Product you accept the following terms and
conditions of this Licence. If you do not accept these terms
[and concitionss, you should not install o use the Product.
Upon yaur acceptance IDL ararts you & non-exclusive,
Inon-transferahle licence ("the Licence”) to use the Product,
land any associsted manusls electronically supplisd to you
ke IDL or its awtharised distributar or reseller subject to the
terms and conditions of this Licence Agreement. Al rights
Inct specifically granted in this Licence Agreement are
reserved by IDL. ﬂ

| Agree I 1 Disgree =I

Cancel |

The next window is for confirming that
you are Ready to Install.

Click the Next button to install the
Supervisor.

The final window displays the confirmation that
Arc Connect Supervisor has been installed
successfully. Click the Finish button.

The first installation window that displays a
welcome note, instructions, and warnings.

To start installation click Next.

The first step contains the License Agreement.

Click I Agree button if you agree.
Clicking on I Disagree will exit from the
installation.
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43, Read Me File x|
[4RC SOLUTIONS README FILE
ARC CONNECT FOR CALLMANAGER VERSIOM
\weloome to Az Connect For CalManager Readme
[¢) Copyright ARC Solulions, 2005
PLEASE READ THIS FILE BEFORE INSTALLING THE ARt
IT CONTAINS ESSENTIAL INFORMATION.
el ;I_I
Cancel |
43, Get Registration Information x|
Please enter the name and company of the registered owner of
Arc Connect LDAP Server 4.1 for CalManager into the figlds
belove. Al fields must be filed in to procee
Name:
Company:
[arc
< Back I Mext > I Cancel
42 Get Primary Server Machine Name x|

Please enter the name of the machine where the Arc Connect
Server is installed. This is required to enable IP communication
between the Arc Connect client applications and the Arc:
Connect Server, This field must be filled in to proceed

Arc Cannect Primary Server Name:

< Back I Mext> I

Cancel |

The following window contains important Read
Me information.

Click Next button to proceed.

Note: Please ensure that this file is read as it
contains information that is important to your
PBX.

The next window contains Registration
information. In the Name textbox, type the
name of the license holder. Type the company
name into the Company textbox.

Click Next to proceed.

In the following page it is necessary to type the
Name (or IP Address) of the machine onto
which the Server application is being installed.

Click Next button to proceed

Note: If you are unsure of the machine name it is possible to find out through the Control Panel
and by double clicking on the Network icon. This must be done on the machine that runs the Arc

Server Application.
6.

2 Arc Connect LDAP Server 4.1 for CallManager Installation
Ready to Install!

“You are now ready to install the Arc Connect LDAP Server 4.7 for
CallManager.

Press the Mext button to begin the installation or the Back buttan
to reentter the installation information.

< Back I et ¥ =I Cancel

In this window the Ready to Install message
displays.

Click Next to proceed
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7.

43, Installation Complete

Are Cannect LDAP Server 4.1 for CalManager has been
sucsesstul installed

Press the Finish button to exit this installation

<ok [Crmem Y | ce

Thiz syztem must be restarted to complete the
installation. Press the OK button to restart this
computer. Press Cancel to return to \Windows
without restarting.

()8 I Cancel

Click Finish to complete installation.

It is necessary to restart the PC after the
installation of Arc LDAP Server has completed.

Click OK to restart the PC.

5.1.6 Installation of Arc Connect Wallboard

1.

Welcome

‘Welcome to Arc Connect Wallboard 4.1 for
@ CallManager Setup program. This pragram will install
= Arc Connect Wallboard 4.1 for Callanager on pour
computer.
[tis strorgly recommended that you exit all Windows programs
before runring this Setup Program.

Click Cancel to quit Setup and dlose any programs you have
running. Click Mext o continue with the Setup program

WARNING: This program is protected by copyiight law and
interational treaties.

Unauthorized reproduction or distribution of this pragram, or any
portion of it may result in sewere civil and criminal penalies. and
will be prosecuted (o the maximum extent possible under law

CUSTOMER LICENCE AGREEMENT il

The copyright in (the “Product”) is owned by
Interactive Distribution Limited (IDL). You may not
luse the Product or copy it without the licence of IDL.

ou shauld caretully reaclthe following terms and
cancitions efore using s software (1he Product™), By

using the Product you accept the following terms and
iconcitions of this Licence. If you do not accept these terms:
iand conditions, you should not install or use the Product

lLpon your acceptance DL grants you & non-exclusive,
nerransterable licence (he Licence to use the Product,
land any associated manuals electranically supplied o you

by IDL or its authorised distributor or reseller subject to the
terms and condtions of this Licence Agreement. Al rights

Inct specifically granted in this Licerce Agreemert are

recerved by IDL. |

Cancel

| Agree

This window displays a welcome note,
instructions and warnings.
To start installation click Next.

The first step of the installation contains the
License Agreement.

If you agree, click I Agree.

Clicking on I Disagree will quit the installation.
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42 Read Me File

RC SOLUTIONS RE&DME FILE Y

\ARC CONNECT FOR CALLMANAGER WERSION

‘wieleome to Arc Connect For CalManager Readme.

(c] Copyight ART Solutions, 2005

PLEASE READ THIS FILE BEFORE INSTALLING THE ARC
IT CONTAINS ESSEMTIAL INFORMATION.

ol | LILI

<Back [T Hents ]|

Cancel |

42 Get Registration Information

Plaase enter the name and company of the registsred owner of
Are Connect Walboard 4.1 for CallManager into the fields
below. All fiekds must be filed inta procsed

Mame:

Company:

arc

<Back [ Hews | Cancel

42 Arc Connect Wallboard 4.1 for CallManager Installation
Select Destination Directory

Please select the directory where Arc Connect W allboard 4.1 for
CallManager files are to be installe

“Free Disk Space After Instal” is based on your curiant selsction
of files to install. & negative number indicates that there is not
erinugh sk space ta install the application to the specified diive.

‘ CAMarchdre ConnectiWallboard

Brawse... ‘

1376 K
1352838 k

Cunent Free Disk Space:
Fiee Disk Space &fter Install

<Back [T Hents ]|

Cancel |

43 Get Server Machine Name

Please enter the name of the machine where the Arc Connect
Server is installed This is required to enable [P communication
batween the Arc Connect dient applications and the Arc
Connect Server. This field must be fllel in to proceed

Arc Connect Server Name:

[twood

< Back I Meat > I Cancel

The following window contains important Read
Me information. Once this information is read,
press Next to proceed.

Note: Please ensure that this file is read as it
contains information that is important to your
PBX.

The next window contains Registration
information. In the Name text box type the
name of the license holder. Type the company
name into the Company textbox.

Press Next to proceed.

The next window is used to select the directory
into which you wish to install the application.
This takes to C:\Program Files\Arc\Arc Connect.
Click the Browse button to select a different
path and directory.

Press Next to proceed.

In the next window, enter the Name (IP
Address) of the machine running the Arc
Connect Server.

Note: If this is stated incorrectly then the
Console Operator will not be able to connect up
to the Server and will therefore not function.
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10.

42 Add Icon ko Desktop

Please sslect Add lcon to Desktop! if you would like an Arc
Connect Wallbord Application lcon added to your desktop.

< Back I Het > I Cancel

X

42 Backup Replaced Files

This installation program can create backup capies of allfikes
replaced during the installation. These files will be used when
the seftiare i uninstalled and a ralback is requested. If
backup copies are ot created. you wil only be able to uninstal
the softiware and not ol the system back to a previous state
Do youwant to create backups of the eplaced fies?

* Yes
€ Mo

Please select the cirectory whers the replaced fles wil be
copie

Backup File Destination Dirsctary
(c 4. i Connectiwallboard\BACKUP  Biowse

] Cancel

< Back

42 Arc Connect Wallboard 4.1 for CallManager Installation
Ready to Install!
‘You are now ready ko install the Arc Connect Walbaard 4.1 for

Callanager

Press the Next button to begin the installation or the Back button
to reenter the installation information

< Back

: Cancel

42 Installation Complete

Are Carnest Wallboard 41 far Calanager has been
successhully installe

Press the Finish button to exit this installation.

< Bach Cancel

In the next window, select the check box to add
an icon for Arc Console Operator on the desktop.

Click the Next button to proceed.

Select Yes to have a backup. If Yes is selected
which is recommended on a live site, select a
directory into which the backup files will be
placed. The default location for backup is
C:\Program Files\Arc\Arc Connect\Backup.
Click Browse to select a different path.

Click Next to proceed.

The next window is for confirming that you are
Ready to Install.

Click the Next button to install of the Wallboard
application.

The final window displays the confirmation that
Arc Console Operator has been installed
successfully.

Click the Finish button.
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Section

6: Arc Connect Configuration
This section will guide you through configuring Arc Connect.

6.1 Administrator Login

The Configuration Utility has an authentication mode for the users. The Configuration Utility is
accessible only to the Administrator for making new configurations or updating them. The default
user name and password is ArcAdmin.

[#)arc Connect administratio

File Database Configuration Reporks  Help

[~ User Detail

Login Mame: I\

Pazsword: I

Logon | LCancel Help

=10l x|

To logon to the Administration application,

kN

Open the Configuration utility.

Select File 2Logon from the main menu.
The Logon window will open.

Enter Username.

Enter Password.

Click Logon.
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6.1.1 Change Password
The Administrator can change the password after logging into the application.

To Change Password,

Select File 2Change Password from the main menu.
Enter the Username in the text box, i.e. ArcAdmin.
Enter the Old Password in the text box.

Type the New Password in the next text box.
Type the new password again to confirm.

Click Ok.

ouhwnNe

=10l ]

Change Password x|
Change Pazsword
User N Facmin
Old Password: —
News Passwore d!
Confirm Mew Password:
oK Cancel

6.2 Databases

Arc Connect system is connected to two databases, Configuration database and Logging
database.

The Configuration database contains configuration information for Arc Connect. Arc CT Server
consults the configuration database to check parameters for different applications and
operations. There is no limit to the number of configurations the user can create on Arc Connect.
However, only one can be active at any given time. While the system is running user may change
any of the configuration databases that are already set up, including the one currently active.
The user, however, is required to restart the CT Server after making changes. The user can also
make online changes to the database using the Arc Connect Supervisor application.

The Logging database keeps a record of all events and call activities. The user can create more

than one logging databases but only one of them can be used at a time.
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6.2.1 Create a New Configuration Database,
1. In the main menu, select Databases - Config DB
2. Go to Maintenance tab

E[T Configuration Database Dptions

Eile' Database Corfiguration, Reports Help

Select Maintenance IHDusekeEpimgl

o] x|

Mame | Description ‘ Server/Path | Status
MNew Eroperties LCopy Hove
3. Click New.
4. Type the Database Name and description.
zl
7~ New Details

Mame: IComligD B

Description Iconfiguralian database
Server [f004 Browse

USE“I MName: I

Paseword: I

oK LCancel

5. Give the SQL Server name or click Browse to select the SQL Server from the list of

all available SQL Servers on the network.

*ServerSElectionForm 5[

Available SOL Server:

T ™
BEviiii
DEVOD2
DEVIS
DEVIN4
DEVOS
DEVIG
DEVID?
DEVDN3
DEVING
DEVING
DEVINS
DEVIZ0
DEVIZG
DEVIZ?
DEVIZE
DEVIS
LABO04
LABOOG
LABO07
NECODT =l

(1] LCancel
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6. Give the SQL Server User name and password as authentication for the SQL Server

on which you want to create the database.

7. Click OK. The newly created database is closed by default.

8. Go to the Select tab, select the newly created database and press Open.

EET Configuration Database Options

Eile Datsbase Configuration Reports. Help

Select |Mamlenance| Huusekeeplngl

=10l x|

| Status

Narne | Description ‘ Server/Path
config O g e

Open | LCloze |

LClozer

9. Click OK to finish.

6.2.2 Create a New Logging Database,
1. In the main menu, select Databases > Log DB

2. Go to the Maintenance tab and click New. The default logging database name is

ArcLogDB.

3. Give the SQL Server name or click the Browse button to select the SQL Server from

the list of all available SQL Servers on the network.

*ServerSelectinnFnrm 1'

Available SOL Server

LLM fa
DEVOOD
DEVvO02
DEVOO2
DEVOO4
DEVO0G
DEVOOG
DEVOO7
DEVOT3
DEVOIS
DEVOME
DEVO1G
DEVO20
DEVO2E
DEVOZ7
DEVO28
DEVOZ
LABOD4

LABODE
LABOO7
NECOOT =

(1] LCancel
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4. Give the SQL Server User name and password as authentication for the SQL Server
on which you want to create the Logging DB.

Click OK. The newly created database is closed by default.

Go to the Maintenance tab. select the newly created database and click Open.

o w

S

Eile Datsbase Configuration Reports  Help

I aintenance I Housekeeping |

| Descriplion ‘ Server/Path

| Stalus
Toq i i

Lpen

byl

Open Close Properties Tdowe

7. Click OK to finish.

6.3 Configuring the CT Gateway

1. Open the Arc Connect Administration application by selecting Start Programs > Arc
Connect > Arc Connect Administration

File > Logon

Enter Login name and password

Select Configuration 2 CT Gateway

The Loading Info screen will be displayed on the screen. Click Cancel to quit
loading.

VAN

Load CT Gateway Information

o

| 0

Cancel Loading |

6. The following settings can be performed In the CT Gateway section.
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6.3.1.1 General Settings

The first screen to open is the General tab. This tab allows configuration of the Gateway Details,
Break Hour settings, Resource Group and Default Destination Queues. This tab is further divided
into the following three sub-tab pages.

1. General Properties
2. Default Settings
3. Recall Timers

[ Arc Connect Gateway Configuration - Database config o) x|
File Database Configuration Reports Help
Main Directary | Directory Groups | External CLI I CLI Tag | DDl Tag I

General Resource Groups | Resouce Group Devices | Directory Configuration | Directory Keywords

£ Eisherel Fiopeiles | Defauk Seltings | Recal Timers |

- Gateway Defaults

[~ Delay Defaults  Topic Details
Hours  Minutes Seconds

= = = T URL:
CT Answer Delay o o i = R
[ Default FAC and CMC Settings — | [ Intemal/Exteral Access
Forced Autharization Code [FAL]: Minimum Internal Device Digit Length: |1
[Elfert Matter Cade (EHE]: Mairumn Intemal Device Digit Length: |4
Extemal Access Number:

Update |

akK LCancel Help

The following is a brief description of these sub-tabs.

' Control Name | Explanation \
' General Properties \
| Gateway Defaults: This section heads three default settings. |

CT Answer Delay This feature allows the user to set a time limit on how long
a ringing call should go unanswered at User's extension,
before passing the call to another User or forwarded to a
different destination.

| Internal/External Access: This section has two default settings. \
Minimum Internal Device This text box requires you to input the minimum number of

Digit Length digits being used for an internal device.

Maximum Internal Device This text box requires you to input the maximum number
Digit Length of digits being used for an internal device.

External Access Number This is used to automatically dial the access number when

making a call to an external number. This is automatically
detected when the number length exceeds the maximum
internal number of digits.
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Default FAC and CMC Settings — This setting needs to be manually enabled via the
registry. Select HKEY_LOCAL_MACHINE\SOFTWARE\Arc Solutions\Call
Connect\Server\Host PBX Configuration\Suffix # for External Out and change to
Yes. To use these codes the CallManager must be set up to use the # suffix to
trigger a code.

Force Authorization code The user is required to provide Force Authorization Code

(FAC) here. This code is configured in CallManager and is used to
authorise Console Operators to make External Calls and
Consult Transfer.

Client Matter Code (CMC) The user is required to provide Client Matter Code here.
This code is configured in CallManager and is used to
authorise Console Operators to make External Calls and
Consult Transfer.

Topic Details

Topic URL This field specifies the location for the HTML Topic Search
Engine.

Default Settings

Default Destination Queue: This section has two default settings.

Default Destination Queue | It can be set after one or more Queues have been created.
It ensures any call routed into the Arc system is routed
somewhere even if there is no filter match against the call.

Default Break Hours Overflow: This section has two setting options.
Default Forward Break Hours are configured to deflect incoming calls to a
Destination Type certain destination when the required destination is not

available. The user can select the type of destination where
incoming calls should be sent after deflection.

Default Forward The user is required to provide address of the extension
Destination where he wants to route incoming calls during the Break
Hours.

Default Resource Group
Default Resource: The users can configure default resource group is this section.

Default Resource This section has an option list for the Resource Groups.
The option list shows all resource groups. These groups are
created in the Resource Group section and are displayed
in this list.

Call Park Location
Local Call Parking: This section has two fields.

Local This is the extension number assigned to the Pre CT
Gateway that holds the local parked calls.
Resource Group This is an optional field where you can specify a resource

group for local call parking.
Remote Call Parking: This section has two fields.

Remote This is the extension number assigned to the Pre CT
Gateway that holds the remote parked calls.
Resource Group This is an optional field where you can specify a resource

group for remote call parking.
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Recall Timers: This section has four options with Hours, Minutes and Seconds timers.

Hold Recall This is the Maximum Time Limit A Call can be Put on Hold
by Operator.
Transfer Recall When an Operator Transfers a call, and if the person or

Device does not get the call for the time as set in "Transfer
Recall' then it will come back to the same or Operator who
had transferred the call.

Camp on Recall This time is used in Operator Application. When an
operator wishes to transfers a call to some extension, but
that person or that device is busy then Operator can put
that call on Camp On. Call will wait for that extension to be
free for the time as set in 'Camp on Recall' Timer. After
that time call bounces back to the Operator.

Call-Park Recall This time is used in Operator Application. An Operator can
park the call on another extension for the other Operator to
receive it.

Update Each section has its own Update button. Click to save the
settings.

6.3.1.2 Directory Configuration
The Directory Configuration tab is used to support messaging facility. It consists of the following
sub tabs Job Titles, Regions, Branches, Departments and Icons

6.3.1.2.1]Job Titles

This tab is used to create job titles for the users. These job titles are later assigned to the Main
Directory. User can create job titles here. The New button creates new job titles. Previous
records can be updated or deleted also.

Enrc Connect Gateway Configuration - Database config o ] 3
File Database Configuration) Reports  Helg
Main Directary | Directary Groups | External CLI I CLI Tag | DDl Tag I
General I Resource Groups | Resource Group Devices Directory Configuration | Directory Keywards
Jab Titks | Fiegions | Branches | Depattments | Icans |
Job Titles
Full.Job Titl: [ Joh Code | [ Jab Title Detale
Sales Executive 540 Full Job Title: |HR Exgcutive
Job Code: 112
Hew Update

0K LCancel Help
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To create a new job title,
1. Click New button.
2. Type the Full Job Title and Job Code.
3. Press Update. The new title will be added to the list.

To amend a job title,
1. Select the job title you want to amend.
2. Change details and press Update to finish.

To delete a job title,
1. Select the job title you want to delete from the list.
2. Click Delete.
3. Click Update to finish.

6.3.1.2.2Regions
This tab is used to create or update Regions of the company.

To create a region,
1. Press New and type a name of the region.
2. Press Update. The newly created region will appear in the Regions list.

To amend a region,
1. In the Regions list, select the region you want to amend.
2. Amend the Region name.
3. Click Update to save changes.

[ Arc Connect Gateway Configuration - Database confi —(3x]
File Database Configuration) Reports Help
Main Directory | Directary Groups | External CLI | CLi Tag | DDI Tag |
Genetal | Resource Gioups | Resource Group Devices Directory Canfiguratian | Ditectory Keywords
Jab Tites  Regions I Branches | Depaltmentsl lcons I
~ Regions
Filkers
’7 Region Mame: Apply Clsar ‘
Fegions | [~ Region Details
5 Name: [Manchester
Hew Update
Delets
oK LCancel Help

To delete a region,
1. In the Regions list, select the region you want to delete.
2. Click Delete.
3. Click Update to finish.

To find a region,
1. In the Region Name text field, type the first letter(s) of the region you wan to find.
2. Press Apply. The matching regions will appear in the Regions list.
3. Click Clear to view all regions.
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6.3.1.2.3Branches

This tab is used for creating/updating branches of the Company in different Regions.

[ Arc Connect Gateway Configuration - Database config
File Databsse Configuration Reports  Help
Main Directary | Directory Groups | Ewternal CLI | CLI Tag | DDl Tag
General Resource Groups Resouice Group Devices Directory Configuration | Directory Keypwords
Job Titls | Fiegions  Branches | Departments | Icons |
[ Branches
Filters
’7F\eginn Name: Branch Name: Apply Clear
Branch Peion - Branch Detais
Support London Mame:  |Corporate
Code: AN
Regior: [London =l
Branch Queues
Available Dueues Add Selected Dueues
Delet Remowv:
< | < |
New Update

=101x]
|

LCancel | Help

To create a new branch,
1. Click New and type the name and code of the branch.
2. Inthe Region list, select a region for the branch.
3. Select the required Queue(s) from the Available Queues list.
4. Click Add to create the new branch and Update to finish.

To amend a branch details,
1. In the Branch list, select the branch you want to amend.
2. Amend details and click Update to finish.

To delete a branch,
1. In the Branch list, select the branch you want to delete.
2. Click Delete.
3. Click Update to finish.

To find a branch,

1. Type the first letter(s) of the region or branch in the Region Name or Branch Name

text field respectively.
2. Press Apply. The matching branch will appear in the Branch list.
3. Click Clear to view all branches.

6.3.1.2.4Departments

This tab is used for creating/updating departments of the Branches in the company.

To create a new department,
Click the New button.
Type the department name and notes.

Select the region from the drop down list
Select the branch where this department is located.
Click Update.

ounhwNe

A specific Web page address (URL) can be tagged with the department.
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To amend a department details,
1. Click on the department name in the list.
2. Amend the Department details as required.
3. Click Update to save changes.

To delete a department,
1. Click on the department name in the list.
2. Click Delete.
3. Click Update to finish.

[ Arc Connect Gateway Configuration - Database config o) x|
Fle Database Configuration Reports Help
Main Directary | Directory Groups | Ewternal CLI | CLI Tag | DDl Tag |
Generdl | ResouceGiowps | Resowce Group Deviees Ditectory Canfiguiaion | Directory Kepwords
Job Titles | Fiegions | Branches Depattments | icons |
- Depattments ~ Department Priority
[ Filkers Branch:
Branch Mams: Department Mame: Support =
I dpgy | Ok | Bpefmorie:
Departments
Depattments [ Branch | | Department Details

Hame: IHuman FResource

Htes HR services ﬂ
=

URL: hittp: \habe. car
Region: |London hd

Delete Branch: |Support -
L Update
Update.
K LCancel Help

To find a department,
1. Type the first letter(s) of the branch or department in the Branch Name or
Department Name text field respectively.
2. Press Apply. The matching department will appear in the Departments list.
3. Click Clear to view all departments.

To set priority of a department,

1. In the Department Priority section, select the related branch of the department you
want to prioritise.

2. All the departments in selected branch will appear in the list below.

3. Click on the department name and Up or Down button to push the department up or
down in the list.

4. Click Update to finish.
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6.3.1.2.5Icons
The icons represent the status of user’s extension. A default set of icons is already present.

[ Arc Connect Gateway Configuration - Database config o) x|
File Databsse Configuration Reports Help
Main Directary | Directory Groups | Ewternal CLI | CLI Tag | DDl Tag |

General | Resource Gioups Resource Group Devices Directory Configuration | Directory Keypwords

Job Titles | Fiegions | Bianches | Depattments ~leons |

[ lcon Sets

Toon Sets 6o Gt Details
Default Icon Set leom Set Name: |Upelalol Sef
#valable Icon; [T \Program Fissidrehare Connectiadn ()|
Unavailable Ieor: [C:Program Fles\Aiciare Connectiadm (@) .
Fowardleore  [C\Program Flesharctie Comnectidm (D) .|
Ringinginlcar:~[C \Program Fleshrcti Comnectiadm (@) |

Delste Hew Update
[~ Upload lcans
wieh Server. |
User Name: I
Password. |
(] [eF:ls)
oK LCancel Help

To create a new set of icons,
1. Click New and type the name for the new set of icons.
2. Click J and browse icons for Available, Unavailable, Forward and Ringing In status of
user’s extension.
3. Click Update to finish.

To amend a set of Icons,
1. Click on the set of icons name in the list.
2. Amend the set of Icons details as required.
3. Click Update to save changes.

To delete a set of Icons,
1. Click the set of icons name in the list.
2. Click Delete button.
3. Click Update to finish.

6.3.1.3 Main Directory

The Main Directory contains all extensions and data that the Operators will see both in their Busy
Lamp and Internal Extension displays. The devices can be entered manually as individual
contacts with additional information in the table that appears. Alternatively a database can be
imported such as the DC directory or a Microsoft Excel import facility.

To import a DC Directory,

1. Before importing ensure that you have run the DC Directory install on your
CallManager Server. Instructions for this are contained in Appendix 1. The files
are asp files any they will not affect the running of CallManager.

2.  Click the Import button.
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Select the DC Directory button.

Enter the DNS name of the machine where the DC Directory is stored. Click OK.
The following screen will allow you to see the progress of the import.

After the import is completed, you can amend any of the contact details as
required.

7.  Click Update.

oukw

P arc Connect Gateway Configuration - Database CONFIGURATION DB - B =g |
File Databsse  Conffguration Reports  Help
QueueFrioity | DieclowSetiings | HostSeweis | ResowsefGroups | ResoucsGiowpDevices |
Genersl | Ditectory Configuration MainDiectow | DiectoyGroups | CLTeg | DDITag |  EvtemalCLl
— Directory Devices
~ Filters
First Wame, Department E stension: | Keyword |
Sipply. | Clear |
New | Extension | First Name [ Iritisl | Last Mame [ Company| Department| Business Mo [ Home No [Fax No | Mobile Mo [ Use
— 6528 b = ABC Sales F521 585656 | BRAERS 8553
PBroperties
Delete
Import
Export
i) | i
fila Coeel | Hep |

To Import a Directory from an Excel file,
To make a new directory manually, click the Import button. The following window will display.

—

3.
4.
5

Select Directory Import Type il

— Impart Type
I3

f+ DC Directory Impart
= Wizard

Import I LCancel

Select the option Wizard on this window. And click Import.

The Directory Import Wizard will open that will guide the user through the process of
importing contacts to the Main Directory from a Microsoft Excel Workbook.

Specify the File name and select the field names to be given in the Excel file.

A Microsoft Excel file with all the field names will open, when the import is complete.
The Excel file will contain a few more fields than the Contact Properties form.

To Export a Directory as an Excel File,
To save the list of all Main Directory device in Excel Sheet,

Click the Export button.

2. Give the output file name and path in the browsing window.
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6.3.1.3.1Adding a new Contact

3. Click the Save button.

4. File will be saved on the disk.

Click on the New button on the Main Directory and the following window will open for entering
a new contact details. The users can add General information for the Operators, their working

category, set icons for the identification and their contact details.

™ Contuit Propartion

Bl irformsor Husbm
i I_ [ Extorrmen [P0 e |
FapHwe I.r-— ey Budram
Mckba | Rawan |
Lt [':-'h Al | Lo
Famsk | P
FrrRT | Mo
[ Fugm
[ Fehp b
[ P Enda |
T [ Cantaptetys b it
LsFakd [ ek
P | P
Frogin e = ok T
oow [
Aamrered o Lacwbon I—
Wi L | Codd Cantw: |
| D'lﬂl'-'\-lﬂ'r
Coatoet Dby
1% Corssle Condact oy
Condact loong Indormadon LI
Cindact koo 5ak | o ik boon Tt =]
e ps |

Control Name |

Explanation

General Information

This is the general information about the contact.
Alternates can be added for First Name and Last Name

fields.

Numbers

All the phone numbers associated with the contact can be
added here in this area. Alternates can be added for

Extension number.

Company Information

Information of the new contact’s company is added in this

area.

Authentication This area contains authentication information that is
required to log in and answer calls.

Contact Category The contact can either be used in Internal Directory of the

Console Operator.

Contact Icons Information

Every contact can have a special set of icons. Customized
icons are grouped as a set in Directory Configuration tab.

Keywords

Add a keyword that will be used to search the record in the
list on the Main Directory tab. This field will be available
in the Console Operator application with the keywords
entered here in this tab.
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Enter all the required information in the above form. Click the button Contact Notes to enter
any other contact information. The following window will be displayed for Contact Notes.

[+ Contact Motes x|

Cordiact Hotes
Thiz iz an Aoz Contact =]

o o

Absent Metage
Mot fovadable 1l the end of 2006 =

4 o
_ ot | Ceed |

In case a contact is absent or not available, the user can also enter an Absent Message that
can specify the reason of the contact’s absence.

When done, click Update on the Contact Properties window. A new contact with the given
information will be created.

F=

NOTE

Users will only be able to modify the contact fields that have NOT been
mapped for LDAP Synchronization.
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6.3.1.4 Directory Groups
Operators see this information in their Busy Lamp Field or Internal Directory of the Console
Operator. Depending on the business scenario in place, these groups have two functions. In a
single business scenario a Default list of all extensions may be enough, allowing the Operators to
see all extensions. In a multi-tenant environment a Directory Group can be set up for each
company, so that when a call arrives, the Operators see only the relevant extensions in their
display. A directory group is assigned to a call filter, and if a call arrives via the assigned filter the
operator will only see those contacts in the Directory Group as they answer the call. Once the call
is over, the display will revert to their configured Operator Group.

Enrc Connect Gateway Configuration - Database config - Ellﬁl
File Database Configuration Reports Help

General | Resource Groups | Resource Group Devices | Directory Configuration | Directomny Keywords |

tain Directarny Directory Graups External CLI I CLl Tag | 0Dl Tag
Directory Group |

Delete |
[ Directomy Group Details
MName: IDefauIl Description IDefauIl Directory Group
Devices Available: | | Extension | First Name [ Initial | Last Mame] Compary | Department | Business Mo [Home No [Fax Mo | Mabile No |1
4] | i
Add Add Al |

Devices Used: | Extension| BLF [First Name [Initial | Last Mame| Company | Department | Business No |Home No [ Fax No [ Ma
BLF

Check Al |

4] |
Clear &1 |
Femove: | Hemowe &l Hew Update
oK | Cancel | Help |
_ Control Name | Explanation \
| Directory Group | This list displays the directory groups created. |

| Directory Group Details: This section includes the following settings.

Devices Available

It displays the list of devices available, from which the user
can add the required devices in the Devices Used list.

Devices Used

list.

It displays the devices added from the Devices Available

BLF

In the Devices Used there is a check box against each
contact to indicate whether device status should be
displayed when the Directory Group is being used. The BLF
section makes it easy to either check all devices in the
group or clear the BLF check box from all group devices.
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To create a new group,

1. Click New.

2. Enter a Name and Description for the new group.

3. Inthe Devices Available section, select the device you want to use in the group. Click
Add to use the selected device or Add All to use all available devices.

4. The selected devices will be displayed in the Devices Used section. Click Check All to
add all used devices to the Busy Lamp Field (BLF).

5. Click Update to finish.

To delete a directory group, select it from the Directory Group list and click Delete. Now click
Update to save changes.

6.3.1.5 CLITag

A majority of incoming calls will have a Calling Line Identifier (CLI) presented at the same time as
the call. This is the number from where the caller is making the call. By attaching some
meaningful information as a tag to the number can help users when they receive calls from a
particular number, for example VIP, #1 Customer etc. User can also add a point of reference as
well, such as a company name or contact. All the Numbers added in CLI Type Call Filters will also
appear in this Listing.

=10§ %]

Genersl | Resource Groups Flesource Group Devices Diiecton Configuiation | Directoy Keywords |
Main Directory Directom Groups Evtemal CLI LU Tag | DOl Tsg

CLl Tag Froperties

Number. E623
Tag: 23
Reference Data: |45

Hew Update

CLI Mumber
[

Delste Search:

oK LCancel Help

To Create a New CLI Tag,
1. Inthe CLI Tag Properties section, click New.
2. Enter CLI number, tag and reference data.
3. Press Update to finish.

To Amend a CLI Tag,
1. Select the CLI tag you want to amend from the tag list
2. Change details and press Update.

To Delete a CLI Tag,
1. Select the tag you want to delete from the tag list.
2. Press Delete.
3. Click Update to finish.

To search an existing tag, type the number and click Search button.
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6.3.1.6 DDI Tag

A DDI is the number that the caller has dialled (Direct Dial Inbound). As user configures the call
filters with the ICD areas any DDI(s) that are entered will automatically be added to this list.

Alternatively, user can enter any of the DDI tags here.

General | Resource Gioups Resource Group Devices Ditectory Configuration | Directory Keywords
Main Diractory Directary Groups Enteral CLI | Cll Tag DD Tag

DDl Tag Properties

Tag: 23
New Update

Number. 6523

Delete Search

=101 ]
|

To Create a New DDI Tag,
1. Inthe DDI Tag Properties section, click New.
2. Enter DDI number, tag and reference data.
3. Press Update to finish.

To Amend a DDI Tag,
1. Select the DDI tag you want to amend from the tag list
2. Change details and press Update.

To Delete a DDI Tag,
1. Select the tag you want to delete from the tag list.
2. Press Delete.
3. Click Update to finish.

To search an existing tag, type the number and click Search button.
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6.3.1.7 External CLI

External CLI is a contact outside the Call Centre. Information associated with the External CLI will
be shown to the Operators. Devices can be entered along with the information in the Blank fields
that appear. These contacts are based on the Phone numbers you provide here; therefore these
are called External CLI Details. In this window you will see the List of Contacts on the Left side
that show two columns Name and Company name. Selected contact will be shown in detail in the

fields of CLI Properties.

¥ Arc Connect Gateway Configuration - Database config P ] 5

Eile Databsse Configuration Eeports Help

Generdl | ResoucsGioups | ResowceGmoupDevices | Diectow Configuation | Diectoy Keywords |
Hain Directory | Directoy Groups Evtemnal CLI | CLi Tag | DD Tag

Mame Compan i~ CLI Properties

First Name [ohn

Middle Initiak  [R

Last Mame: IErth

Company Name: [48C

Deparment:  |Sales

Business1:  |+4477023858

Business2 |

Harme |
Mobile: |
Fax |

Emall [abe@yz.com

UserField 1. |

UserField 22 |
|

User Field 3:

=

v Update

ok | ol | Hem

To create an external CLI, click New and provide the following information,

| Control Name

| Explanation \

First Name

Enter the first name of the contact who’s CLI is being
entered.

' Middle Name

| Enter the middle name of the contact.

| Last Name

| Enter the last name.

| Company Name

| Type the company’s hame.

|

|

|
' Department | Enter the working department of the contact. |
| Business 1 | Enter the business type for the contact. |
| Business 2 | Enter the second business type for the contact if it exists. |
' Home | Enter the home address. \
' Mobile | Enter the mobile number for the contact. \
| Fax | Enter the fax number. |
' Email | Type the email address for the contact. |

User Field 1

Enter a field, the user wants to add for the contact but is
not listed in the section.

User Field 2

Enter a field, the user wants to add for the contact but is
not listed in the section.

User Field 3

Enter a field, the user wants to add for the contact but is
not listed in the section.

Click Update to finish.
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To delete an external CLI, select it from the list and click Delete. Click Update to finish. The
user can also change details of an external CLI.

To change external CLI details,
Select the external CLI you want to amend.
2. Change details as required
3. Click Update to finish.

1.

F=

NOTE

Users will only be able to modify the contact fields that have NOT been
mapped for LDAP Synchronization.

6.3.1.8 Directory Keywords

The Directory Keywords tab consists of two sub-tabs, Database Keyword Fields and
Contact Notes Important Keywords.

Database Keyword Fields
This tab contains Available Fields and Keyword Search Fields. The fields selected here serve as
keywords when searching for contacts in the Main Directory tab.

To configure keywords,
In the Available Fields list, select the field you want to add to the Main Directory.

Click | button. The selected field will be added to the Keyword Search Field list.

1.

2.
3.
4

Use L] button to select add

all fields.

The user can remove search filters from Keyword Search Field list by pressing the El

button. Similarly all filters can be removed by pressing the | button.
Click Update to save changes.

¥ Arc Connect Gateway Configuration - Database config

Eile Databsse Configuration Eeports Help
Hain Directory |

Generdl | Rissourcs Gioups

Directoy Groups |

Evtomal CLI
| FResowcsGoup Devices |

CLi Tag |
Ditectory Configuration

=100 %]

DDI Tag |
Directory Keywords

 Kepword Details

Database Kepword Fields | Contact Motes Important Kepwards

 Database Fields to use as Keywords
Aailable Fields: Keywaord Search Fields:
Alternate First Mame a| . | |Akemate Department
Company Name Altemate Extension 2
Cost Centie 5 | [Atemate Extension 3
Department Alemate Extension 4
Email Alternate Last Name
Extenzion Business Phone
Company Section
First Name
Haome
Home Address Line 1 (_<|
Home Address Line 2
Home Address Line 3 J
Home Address Line 4 ;I
Update

oK LCancel Help

Contact Notes Important Keywords

This sub-tab allows you to create keywords.

Notes in Arc Console Connect.

These keywords are used for contacts with Contact
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6.3.1.9 Resource Groups
A Resource Group is a partition or subset of devices or queues available to the user. The Users

can create a number of partitions or subsets of available devices and assign different functionality
to devices and queues in each queue.

The figure below shows the tab used to create, modify and delete the resource groups.

To create

=

EXAMPLE

A user may wish a different music on hold (MOH) for different call
types such as English speaking, French speaking etc. The user can
create two resource groups for this purpose. The devices associated
with an English-speaking resource group will be configured to play
specific MOH. Similarly, the French resource group can be configured
to play a different MOH.

Enrc Connect Gateway Configuration - Database config o ] 3

File: Database Configuration Eeports Help

Main Directary | Directary Groups | External CLI I CLI Tag | DDl Tag I
General Fissource Groups Resouce Group Devices | Directory Configuration | Directory Keywords

Resouice Group | - Resource Group Propeties

Diefaul Riesource Group Graup Name: [FrencH

New Update

Delste

0K LCancel Help

a new Resource Group,

1. In the Resource Group tab, click New
2. Enter the name of the new group.
3. Click Update to finish. The new group will appear in the Resource Group list.

6.3.1.10 Resource Group Devices
This tab allows the users to configure devise for Resource Groups. It shows available groups on
the left hand side and five sub-tabs on the right hand side. These sub-tabs are,

Cal

VW=

Host PBX Gateway Devices
Pre CT Gateway Devices
Service Queue

| Parking

Voicemail
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6.3.1.10.1 Host PBX Gateway Devices

These are the devices upon which calls can be held prior to them being delivered to Operator.
The more devices configured, the more calls can be held in the Arc Connect

system waiting to be answered. Once a call is delivered down to Operator, the Gateway device
becomes free for another call.

This sub-tab allows the user to configure Host PBX Devices for available Resource Groups.

[ Arc Connect Gateway Configuration - Database config o) x|

Fle Database Configuration Reports Help

Main Directary | Directory Groups | Ewternal CLI | CLI Tag | DDl Tag |
Generdl | Resource Gioups Resource Graup Devices Diecloy Configuiation | Directory Keywords

[~ Resowce Group Devices

Resource Group
Default Resource Group
French

Pre CT Gateway Devices | Service Qusus I Call Parking | Woicemai |
Host PRI Gatewsy Devices

1~ Host PBY Gateway Devices

i+ Add Device Range From: |5430
To |9431
" Add Device

Add Clear
Delete Sort

Updste

oK LCancel Help

To configure devices,

1. In the Resource Group list, select the group for which you want to configure devices.

2. Inthe Host PBX Gateway devices section, select Add Device Range to configure a
series of devices or Add Device to configure a particular device.

3. Click Add to configure devices.

4. Use Delete button to remove a selected or click Clear to remove all devices from the
list.

5. Click Sort to sort devices in the list and click Update to save.

6.3.1.10.2 Pre CT Gateway Devices

The Pre CT Gateway devices are required to pass calls into the Arc Connect. Once a call dials in a
Pre CT Gateway port, it is taken into the Arc CT Gateway. If the Arc Server is not functioning or
the Gateway devices are full, then a call is held on the Pre CT Gateway port until it can be routed
into the Gateway. Alternatively, a Forward on No Answer can be set on the port to provide a level
of Resilience, by routing to another device or group of devices.

To configure devices,

1. In the Resource Group list, select the group for which you want to configure devices.

2. Inthe Pre CT Gateway Devices section, select Add Device Range to configure a
series of devices or Add Device to configure a particular device.

3. Click Add to configure devices.

4. Use Delete button to remove a selected or click Clear to remove all devices from the
list.

5. Click Sort to sort devices in the list and click Update to save.
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6.3.1.10.3 Service Queue

The Service Queue allows calls to be put on hold by the Operator. It also adds functionality to
CallManager by providing Transfer Recall and Camp on facilities on the Operator’s phone. It
requires a number of configured CTI Ports. The number of CTI Ports configured, determines the
number of calls that can be Held, Camped on or Recalled at any one time.

To configure devices,

1.
2.

3.
4.

5.

In the Resource Group list, select the group for which you want to configure devices.
In the Service Queue Devices section, select Add Device Range to configure a series
of devices or Add Device to configure a particular device.

Click Add to configure devices.

Use Delete button to remove a selected or click Clear to remove all devices from the
list.

Click Sort to sort devices in the list and click Update to save.

Call Parking
This sub-tab is used to configure Call Parking devices for Resource Groups.

To configure devices,

1.
2.

3.
4.

5.

In the Resource Group list, select the group for which you want to configure devices.
In the Call Park Devices section, select Add Device Range to configure a series of
devices or Add Device to configure a particular device.

Click Add to configure devices.

Use Delete button to remove a selected or click Clear to remove all devices from the
list.

Click Sort to sort devices in the list and click Update to save.

6.3.1.10.4 Voicemail
This sub-tab allows the user to configure voicemail devices.

To configure devices,

1.
2.

3.
4.

In the Resource Group list, select the group for which you want to configure devices.
In the Voicemail Devices section, select Add Device Range to configure a series of
devices or Add Device to configure a particular device.

Click Add to configure devices.

Use Delete button to remove a selected or click Clear to remove all devices from the
list.

Click Sort to sort devices in the list and click Update to save.

P=

NOTE

When configuring a device range, the value in From field must be less than
the value in To field.

The user can remove a selected device in a Resource Group using the Delete
button. Similarly, all selected devices can be removed using Clear button.
The Sort button is used to sort all configured devices in a Resource Group.
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6.4 LDAP Synchronisation

1. Click on the Configuration menu.
2. Select LDAP Synchronisation.

6.4.1 Scheduled Sources
This is the main tab of the LDAP Synchronisation. The users can create copy, edit and delete
scheduled LDAP Directory source here.

To create a new Directory source users have to move gradually through the six sub-tabs
provided.

To create a new Scheduled Source
1. Click the New button.
2. The given options in the Source Details tab will become active.

6.4.1.1 Source Details
The information provided here is used to create authenticated connection between LDAP Server
and the LDAP Directory Server.

The tab has three sections,
General

1.
2. Connection
3. Authentication

PHLDAP Synchranization - Database New database: iall I =]

File Database  Canfiguration Reports  Help

{Bchediid Solrces |

Source Name Source Details | Eonta\nerl Schedu\el Fields Mapp\ngl Rule: | Rules Directory Group

[~ General

Source Mame:
Flatform: lm

™ Status Active

— Connection

Host Name:
Host Part:
Pratocol Wersion: | LDAF Version 3.0 =

[~ Authentication

User DN
Passward

Lipdate: Test
Dielete:

Hew

o | Cancel | Heo |

_ Control Name | Explanation |
General: This section allows the users to enter the information for the Source and its
platform.

' Source Name | This is the name of the Source. \
Platform The user can select an option from the drop down box,
iPlanet or Microsoft Active Directory. This selected
option will allow the LDAP Server to operate according to
the LDAP Directory Server.
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Status Active Select to active the status of the LDAP Directory Server.
An inactive Directory Server is unable to synchronise data
to the Arc Contact database.

Connection: This section allows the users to give the host information and its protocol
version.

Host Name The user is required to enter the IP Address or the Name
of the host i.e. the machine on which the LDAP Directory
Server is installed.

Host Port This is for the number of the port to which the LDAP
Directory Server is connected.
Protocol Version Users will select an option from the drop down box. The

values are the versions of the LDAP Server. The selected
version is used to connect to the LDAP Directory Server.

Authentication: This section is for entering secure information for the user name and
password.

User DN The users are required to enter the user name for
authentication to the LDAP Directory Server.
' Password | Enter a password for the User DN. \
Update Click this button to save the information entered or
changed.
Test Click this button to validate the information entered by the
users.

6.4.1.2 Container

This tab requires information about the basic storage place of the objects and classes. This
storage place is in the LDAP Directory Sever. The LDAP Server will use these objects and classes
to synchronise contacts to the Arc database.

It has two sections,

1. Container Settings
2. Notifications

PHLDAP Synchronization - Database New database 3 o
File Database  Canfiguration Reports  Help
{Bchediid Solrces |
Source Name Source Details  Container | Schedu\el Fields Mapp\ngl Rulez | Rules Directory Group
— Container Settings
Base DM:
Object Class:
Data Access: | Read -
Seope: |Ease Level E Test
[ Motifications
¥ Monitar Change Motifications
Lpdate:
Dielete:

Mew

oK Cancel | Heo |
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Control Name

' Explanation

Container Settings: In this section the users can define the objects and classes used for

the synchronisation of contacts.

Base DN It is the distinguished name of the domain that contains
the objects and the classes. This will also have the
complete path of the container hierarchy through which the
objects and classes are taken.

Object Class It is the type of the objects and classes specified in the

container.

Data Access

This is an option box, Read, Write and Both. Select a
value to specify whether the user is allowed to only read,
write the container or do the both.

Scope It has three options, Base Level, One Level, and Sub
Tree Level. Select one option to define the scope of the
container.

Test Click the button to validate the information entered in this
section.

' Notifications

Monitor Change

It is a checkbox. If the users select this option then Arc

Notification LDAP Server starts monitoring change notifications for the
LDAP Directory Server.
| Update | Click to save the information.

6.4.1.3 Schedule
This tab requires information on the scheduling of the synchronisation. It has a section,
Schedule Settings. This section is further divided into three sub-sections,

1. Start Date/Time
2. Execution
3. Auto Synchronisation

Delete:

PBHLDAP Synchronization - Database New database 3 |0 x|
Fle Database  Gonfiguration: Reports Heln
Scheduled Sources |
Source Hame Source Dtais | Cortsiner  Schedule | Fields Mapping | Fiules | Fules Directory Gioup

 Schdeule Settings

Start Date/Time

Date: | 3/10/2004 -
Time: [ 31606 PM =

[ Execule

Type: [EETRN
B[l = Date)

Auto Synchionisation

¥ On Startup

[¥ On Reconnect [following a lost connection]

Update

Hew

oK LCancel I Help |
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' Control Name

' Explanation

Source Settings: This is the main section of the tab that consists of three sub-sections
allowing users to set the schedule at the basis of date and time.

| Start Date/Time: It allows the users to select the date and time to set the schedule.

Date This drop list opens a calendar for selecting date. This is to
set date to start the synchronisation.
Time Click the up and down arrows to change and set time. The

value of the time selected will change only.

For example, if the user selects the PM value and clicks the
arrow, it will change to AM but the Hours, Minutes and
Seconds will not.

| Execute: The users can set the execution periods in this section.

Type This is an option list. It has None, Hourly, Daily, Weekly
and Monthly options. The synchronisation will take place
on the basis of the type selected.

Every [(Number)(Type)] The caption for this option changes with the selection of

the Type. For example, Every 2 Week(s) or Every 1
Day(s).

| Auto Synchronisation: The users can set preferences for the automatic synchronisation.

On Start up

If this checkbox is selected then the synchronisation is
started when the Arc LDAP Server starts.

On Reconnect

If this check box is selected then the synchronisation will
start again after the reconnection of the LDAP Server. This
is in case of disconnection.

| Update

| Click to save the information in the tab.

6.4.1.4 Fields Mapping

The users can configure settings to map the External sourced contacts to the Arc database. It

has two sections,

1. Property Settings
2. Fields Mapping

PHLDAP Synchronization - Database New database i o
File Datsbase  Canfiguration Reports  Help

Scheduled Sources I

M Source Details | Container | Schedule Fislds Mapping | Rules | Aules Directory Group

Dielete:

i Propetty Setfings

Urigque Froperty: (RGN -

[~ Mative Propstty

[ Fields Mapping
SourceFields Destination Table Destination Fields Default Value DirectionT ype
- - - |Head -~

Source Fields | Destination Table | Destination Fields | Default Valug | Direction Type

&dd

Update
Dielete

Update

Hew

oK Cancel | Heo |
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' Control Name

Explanation

| Property Settings: This section allows the users to set properties for the source attributes. |

Unique Property

This is an option list that displays the source attributes
defined in the source and the object class. It allows the
users to select a unique property for the synchronisation.

Native Property

If this check box is selected, then users cannot select an
option from the Unique Property.

' Fields Mapping

Source Fields

It is an option list that contains the fields specified in the
object class given in the Container tab.

| Destination Table

It displays the tables supported in the Arc database.

Destination Fields

All the contact properties in the selected table will display
in this option list.

| Default Value | Enter a default value if required for the Fields Mapping. |
Direction Type It has three options, Read, Write and Both. Users can
select one to create a contact property from LDAP Server
to Arc Server and vice versa.
' Add | Click to add the information in the table below. \
| Update | Click to update information in the table. \
| Delete | Click to delete information from the table. |
Update Click this button to save information in the Fields

Mapping tab.

6.4.1.5 Rules

The users can select and define the type of contacts i.e. Internal or External required to

synchronise for the Arc Console Operator. The LDAP Server will synchronise the defined set of
contacts from the LDAP Directory Server to the Arc Contact database according to the rules. It

has a section, Rules Mapping. This further has a sub-section, Rules having another sub-

section, Filter.

Delste

n - Database ConfigDB M= E3

Source Detals | Container | Schedule | Fislds Mapping Fules |HulesDile:lnry Growp |

- Flules Mapping

Pk
FRules Filter... Hu‘esN lHuIe1—
[ 1 Hie Hame
Contact Type: | Intemal Cantact >
¥ BLF[Busy Lamp Field]
i Filter
Field: Operator: Walue:
audio =] [Equalto =]

objectClass = inetOrgPerson el

aaaaa

Delete New | Update |

Mew

oK LCancel | Help |
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' Control Name ' Explanation \
' Rules Mapping: This section contains a list that shows the Rules and Filter. |
' Rules |

' Rule Name | Enter the name of the rule user is going to create.
Contact Type Select an option from the list, Internal Contacts and
External Contacts.
BLF (Busy Lamp Field) If this check box is selected, the LDAP Server will

synchronise the internal contact properties from the LDAP
Directory Server to the Arc Console Operator.

| Filter: After the above information, users can enter information for the filters. \

Field This option list shows the fields that are used to build
Filters.
| Operator | It has a set of comparison operators to create a Filter. |
Value Enter value of a Filter to be created which will be used for
the comparison.
' Add | Click to add the filter in the table. |
| Update | Click to update filter in the table. |
| Delete | Click to delete filter in the table. \
' New | Click to create a new Rule. \
| Update | Click to update a Rule. \
| Delete | Click to delete a selected Rule. |

6.4.1.6 Rules Directory Group
The users can relate the created Rules to the Directory Groups in this tab. It has two sections.
One shows a list of Rules and Group Count. The second is Directory Group Rules.

B LDAP Synchronization - Database ConfigDB HE E
File Database Configuration Beports Heln
Scheduled Sources |
Source Detals | Container | Scheduls | Fislds Mapping | Rules  Fules Divectory Gioup |
aseZ Bug Fises .
A Ereeean Directory Group Rule:
Rule? 1 Auwvailable Groups Fiule Groups
Default
>
>
<<
<
Update
Mew
oK LCancel | Help |
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' Control Name ' Explanation \
| Directory Group Rules |
| Available Groups | This list contains the available Directory Groups. |
Rule Groups This list contains the Rule Groups added from the
Available Groups.
| Update | Click to save the Directory Rule Groups. |
6.5 Users

Users are defined as the persons who would be using the Arc Connect applications in a Call
Centre. These include Supervisors, Wallboards, Operators.

1. Open the Arc Connect Administration application by selecting Start Programs = Arc
Connect 2 Arc Connect Administration
2. Select Configuration - Users.

6.5.1 Supervisors

These are the Administrators in a Call Centre responsible for the correct configuration of Arc
Connect applications. Supervisors will be using Arc Supervisor application in order to keep the
configuration of the Call Centre according to the needs. To help them Arc Supervisor application
provides a number of Online and Historical Reports in graph and text formats. To make effective
changes in configuration, online updates are available for each module.

Select the Supervisor tab,

¥ user Configuration - Database config = o]

Eile: Database  Configuration BEeports Help

Supervisors | Wallboards | Operators |

[~ Supervisor Properties

Supervisar Mame
Dran Brown Name:

Login Name: [SUF

Password, ™

Confirmation: | FBeset Passward
Modules Available

’7&7 Console Connect ¥ “gice Cannect

Delete

New Update

akK LCancel Help

To add a new Supervisor,

1. Click the New button to create a new Supervisor.

2. Enter name of the Supervisor in the Name text box.

3. Enter a Login Name. This name is used to login into the Supervisor application.

4. Enter Password and then confirm it by re-entering it in Confirmation. This password
will be entered along with the Login Name to enter Supervisor application. Click Reset
Password to change existing password.
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5. Select a Module Available such as Console Connect to which the Supervisor will have
access. The given modules are Console Connect and Voice Connect.
6. Click Update to finish.

To change details of a Supervisor,
1. In the Supervisor Name list, select the Supervisor for which you want to change
details.
2. Make changes and click Update to finish.

To delete a Supervisor,
1. In the Supervisor Name list, select the supervisor you want to delete.
2. Click Delete.
3. Click Update to save changes.

6.5.2 Wallboards
To log on to the Wallboard application, User Name and Password are required. In this window
the Users for the Wallboard application are configured giving their required information for

logging.

Select the Wallboard tab,

=101 ]

[ user Configuration - Database config
s

File: Detabase Configuration  Eeports: Hel

Supervisors  Wallboards | Operators

‘Wallboard Name [ Wallboard Properties
Jahin Smith Name: IJohn Srith

Login Name: IWLBD

Modules Available
’7|7 Consale Connect [¥ “oice Cannect

To add a new Wallboard,

Click the New button to create a new Wallboard.

Enter the name of the Wallboard in the Name text box.

Enter a Login Name. It is used to login into the Wallboard application.

Enter the Password and then confirm it by re-entering in the Confirmation.

Select the Modules Available. Wallboard will have access to the modules selected here.
Click Update to finish.

ouhwnNe

To change details of a Wallboard,
1. In the Wallboard Name list, select the Wallboard for which you want to change details.
2. Make changes and click Update to finish.

To delete a Wallboard,
1. In the Wallboard Name list, select the Wallboard you want to delete.
2. Click Delete.
3. Click Update to save changes.
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6.5.3 Operators

This tab allows you to set up all of the relevant Console Operators on your system. An Operator
is defined as any person who will be taking calls within Arc Connect. An Operator can be anyone
from the Managing Director downwards, and can cover the whole organization, if required.

This tab also allows you to set up all of the relevant Operators on your system. An Operator is
defined as any person who will be taking calls within Arc Connect.

Console Operators are configured to attend calls within Console Connect Queues. These
Operators will be using the Arc Console Operator application.

EUser Configuration - Database config o ] 3

File Database Configuration Eeports Help

Supervisors | Walboards Operatars |

[ Properties

Mame:

Fihett Butler Narme: IHhetl Butler

Lagin Name; IDF’T

Password: |
Confirmation: |~ FBieset Passward

~ Dptions

¥ Supervisory Access

Delete

Secuiy Options | Call Procsssing |

Securty Options
[¥ Allow Internal Contact Additions [ Allew Logout ‘Wwhile Calls Are On Hold
[~ Allow Extemnal Contact Additions

[ &llow Contact Deletions

[V Allow Contact Amendments

Hew Update

oK | LCancel | Help |

To add a new Operator,

1.

2.
3.
4

ow

Click the New button to create new Operator.
Enter the Name of the Operator.
Enter Login Name .The Operator uses it to log into the respective Arc application.
Enter Password and then confirm it by re-entering it in Confirmation. The Operator
will enter the password along with the login name.
Select the desired Type i.e. Console Operators.
Select option Supervisory Access if required. By selecting this option, other logged in
Operators will see this Console Connect Operator as Supervisor in the dial out list.
Select option from the Security Options i.e. Allow Logout while Calls are On Hold
if required. This option allows the Console Connect Operator to Logout while the Calls are
still on Hold.
Call Processing tab provides device options to the administrator to choose from. The
administrator can either assign a headset, handset or leave it to the operator’s choice
what device he would like to use.
Click Update.
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6.6 Messaging

This tab page allows the Administrator to configure settings for page messages. The page
messages are useful means of communication between Console Operator and IP Phone users. An
operator can send a page message to a single IP Phone or a group of IP Phones. To configure
these settings, select Configuration > Messaging in the main menu. The main section displays
two tabs, Configuration and Paging.

6.6.1 Configuration
The following settings are made in this tab,
1. Group Messages
a. Maximum Dismissed Messages: When a message is sent to a group and the
number of recipients (as configured here) dismisses the message, it goes back to
the sender. For example, the value is 16. Now, when a message is sent to a
group of 20 users and 16 users dismiss the message. The message will go back
to the sender.
2. Notification
a. Override Phone Volume: This option allows the Administrator to set any
sound file of his choice as ring tone of the IP Phone. The sound file configured
here is played on IP Phone instead of its default ring tone.
b. Volume: Use this slider to adjust volume.
¢. Notification Media File: Click Browse to select the desired sound file (.wav)
3.  Reminder
Select this checkbox to enable/disable recurring sound alert. The reminder is used to
inform the IP Phone user if there is any pending message to be attended on the IP
Phone.
a. Reminder Media File: Click Browse to select the desired sound (.wav) for
reminder.
b. Reminder Interval: Set interval for the reminder.

g - Database Config DB for RHi o =] 3]
Corf it Reports  Help
Canfiguration | Pagmgl
~ Group Messages
Masimum Dismissed essages: [16
[~ Motification
™ Ovenide Phone Yalume
Walume: j
0% 0z 100%
Motification Media File: |beep way Browse...
~ v Reminder
Reminder Media File: [Feminder wav Browss_ |
Minutes Seconds
Reminder Interval 0 ﬂm ﬂ
Update
] Cancel Help

Click Update to save changes.

6.6.2 Paging
This tab page is further divided in five sub-tabs. These are explained in the following,
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6.6.2.1 General
The General sub-tab allows the Administrator to configure the time-out duration. The following

configurations are available in this area.

PHMessaging - Database configuration database g 2[=x]

File Datebase Confiauration Reports  Help
Canfiguration F‘agingl

General I Page F\equestl Page Hesponsel Page Groupsl Page Group Contacts

General Properties
Page Time Out {30 ﬁ seconds
Call Page Timenut [30 < seconds

Update

T ] gaee | He |

1. Page Time Out: This is the time after which a Page Request expires if not delivered to
any recipient.

2. Call Page Timeout: This is the time after which a Page Request with Call expires and
returns to the sender if not received by any IP Phone user.

Click Update to save changes.

6.6.2.2 Page Request
This sub-tab allows the Administrator to create, update or delete groups of messages. Each page

group can contain page requests or messages of similar type. This facilitates the Operator to
easily find and send desired page request.

H]Messaging - Database configuration database i —|of x|

File Database  Corfiguration Reports Help
Corliguration Paging |

General Page Request | Page Respanse | Page Groupsl Page Group Contaclsl

~ Page Request Details
Faée He;uesls — —
Sales Requests Clis i (S —
Urgent Fiequest Description: |Sales Requests
™ tutomatically Expand
- HeguestDetals ——
ﬂ F’aae Haauast Items Display Marne INew Customer
Mew Customer . r
iI Message Text Ineeds information
I =
ﬁl Priarity: 1 =
i] ™ Allow Free Format Message
Add Replace
Delete |Ipdate:
Delete Update I
New Update

ok | peel | men |

To create a page request group,
1. Click the New button.
2. In Page Request Details section, enter display name and description. This name is

displayed in Operator’s paging window.
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3. Select Automatically Expand checkbox. If selected, the group list is expanded in
Operator’s paging window and displays all messages in the group. In this checkbox is
not selected, only page group are displayed to the Operator however, the Operator can
manually expand the group to view page requests or messages.

4, Press Update to finish. The newly created page group will be displayed in the Page
Requests list.

5. The order of page request groups in the list can be changes using the Up and Down
buttons. Press Update button after changing the order.

Once a page request group is created, the Administrator can associate messages to each page
request group.

To add page request item to a page group,
In the Page Requests list, select the group to which you want to add a message.

2. In the Request Details section, type the name and text of the page request. The
name and text typed here are displayed on recipient’s IP Phone screen.

3. Set priority level. A greater number represents lower priority level.

4. Select Allow Free Format Message checkbox. This will enable the operator to add
additional message to the page request.

5. Click Add to finish. The newly created message will be shown in Page Request Items
list.

To amend page request item details,
1. In the Page Request Items list, select the message you want to amend.
2. Make changes and press Replace button.

To change page request order,
1. Select the page group for which you want to change the message order.
2. The messages added to the group will appear in the Requests Items list.
3. Usel® and #!to change order.
4, Press Update to finish.

To delete a page group,
1. In the Page Requests list, select the page group you want to delete.
2. Press Delete.

To amend a page group,
1. In the Page Requests list, select the group you want to amend.
2. Make changes to the group
3. Click Update to save changes.
<<TOC

Arc Connect Installation Guide
Version 4.1

69




6.6.2.3 Page Response
This sub-tab allows the Administrator to manage page replies. These replies are sent in
response to page requests through an IP phone. Page replies can be created, updated and
deleted in this section.

) o}
File. Database Configuration  Reports Help
Configuration Paging|
Ger\alall Page Request Fage HESDU"SEIPagE Groups | Page Graup Contacts
M Page Response Detals
e Display Marne: |al:slgke)
| Response 2 Message Test |Ready’tu take call
[ Response 3
Resporese 1 HNew Update |
| 2
3
Delete Update
oK LCancel Help
To create a reply,
1. Click New button.
2. Enter display name and message text.
3. Press Update to finish. The newly created reply appears in the Page Response list.
To amend a reply,
1. In the Page Response list, select the reply you want to amend.
2. Amend details and press Update to save changes.
To change order of a Page Response,
1. In the Page Response list, select a page response.
2. Use I* and #! buttons to move the selected Page Response
3. Click Update to save changes.
To delete a reply,
1. In the Page Response list, select the reply you want to delete.

2. Press Delete.
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6.6.2.4 Page Groups

The Administrator can create a page groups in this sub-tab. A Page group is a set of contacts or
page recipients. The Operator can use page group to send page messages to multiple recipients
simultaneously.

PFMessaging - Database Testing RIH i ===

File Datebase. Configuration Reports  Help
Configuration Paglngl

General I Page Request | Page Response  Plage Groups | Page Group Cantacts |

M — Page Group Details

Matketing Fssex Page Group: [EEER

Description; |Sales Desc
Regios [Essex =]

Mew Update l

;l—ILILI

Delete

aK LCancel Help

To create a page group,

1. Press New button.
2. Enter the name and description of the group.
3. Select a Region from the list.
4, Press Update to finish. The newly created page group will appear in the Page Group
list.
To amend a page group,
1. In the Page Group list, select the group you want to amend.
2. Change details as required.
3. Press Update to save changes.

To delete a page group,
1. In the Page Group list, select the page group you want to delete.
2. Press Delete

6.6.2.5 Page Group Contacts

The Administrator can associate a contact with a page group in this sub-tab. The Administrator
can also associate one more contacts to a group. Similarly, contact associations can be created or
removed here.

To associate a contact to a group,

1. In the Page Group list, select a group.

2. Press Add button. This will open a new window.

3 In the new window, select the contact you want to associate with the selected group.
The Administrator can also search a contact from the directory using different search
criteria in this window. Only console contacts can be associated to a group.
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4, Press Add. The contact will be added to the selected group and displayed in the
Contacts Used in Page Group section. These are the contacts configured in the
Main Directory as Console Contacts.

5. Press Update to finish.

PHMessaging - Database configuration database i 2[=x]

File Databese Configuration Reports  Help
Canfiguration F‘agingl

General | Page Request | Page Respanse | Page Groups  Page Group Contacts I

Page Group Details
[FacBoup  [Regon ]
Adrninistartar Mone Page Group: IAdmlmstarlol
Region: Mone

- Contacts Used In Page Group
[Extension  [Name | Compary | Department [ Region | Contact Motes
1210 R Stephen Nore

4 | =
CoAd ] Ferove | Removedl Update

ok | Conce | Hep |

To remove a contact from group,
1. In the Page Group list, select the group from which you want to remove a contact.
2. All contact associated with the group will appear in the contacts list.
3 Select the required contact and press Remove. The Remove All button removes all
contacts from the selected group.

6.7 Reason Codes

1. Open the Arc Connect Administration application by selecting Start Programs = Arc
Connect 2 Arc Connect Administration.
2. Select Configuration - Reason Codes.

6.7.1.1 Break Reasons

While configuring the Break Hours for the Queues, user will have to select the reasons for the
Break Hours. These reasons are called the Break Reasons in Arc Connect. These reasons are
configured in this section and will be used in other sections while setting Break Hours for the Cal/
Queues.

This window is used to create the reason codes that user will be selecting while setting Break
Hours for the Call Queues. Select the Break Reasons tab,

Adding a new Break Reason,

1. Click New to add a new Break Reason.
2. Enter Code.
3. Enter Description.
4. Click Update when done.
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To delete a Break Reason,
1. In the Break Code list, select the reason you want to delete.
2. Click Delete.
3. Click Update to save changes.

Ekeason Codes - Database CONFIGURATION DB - P ] 3

File  Database  Configuration Reports Helg

Unavallable Feasons  Break Reasons |

i~ Break Reason Properties
Break Code | Break Description I
HY Holidays Code [Ht
WEND Weekend n
Desciptin: [Haldays

Mew Update

Delete l

oK LCancel Help

6.8 Presence Management

Presence Status is the current status of an internal contact. Each contact can set a presence
status that can be viewed in the Console Operator’s Internal Directory and Busy Lamp Fields,
thus letting the operator know whether the contact is ready to take calls or not. The
Administrator can create new status and configure the attributes as well.

Administrator can manage Presence Status as follows:

1. Open the Arc Connect Administration application by selecting Start Programs > Arc
Connect 2 Arc Connect Administration.
2. Select Configuration = Presence Management.

HElPresence Management - Database ps_pcp_config =1oix]

File Databese Configuration Reports Help

Presence Stas |

General | Status |

Date Format
£ Europzan Style Date Format (ddémmyuy)
& Emeican Sije D ]

Update

113 Cancel Help
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6.8.1 General Settings
The General tab allows the user to select and update the Date Format for the Presence Status
attribute where date needs to be entered. This section provides the following date formats:

1. European Style Date Format: This date format displays date as dd/mm/yyyy, where
day, month and year are specified respectively. (e.g. 27/08/2005).

2. American Style Date Format: This date format displays date as mm/dd/yyyy, where
month, day and year are specified respectively. (e.g. 08/27/2005)

General | Status |

Date Format

 European Style Date Format [ddmrnpppy]

@ Hmerican Style Date Format (mm/dd/ypwuk

Update

Once you have selected the Date Format click Update to save changes.

6.8.2 Status Configuration

The Status tab allows the user to create new status that can be selected by the internal contacts
to show their availability details. All the statuses that have been created are displayed in a list on
the left side of the tab as shown below:

PBHPresence Management - Database ps_pcp_config I i 1
File/ Database: Configuration Reports Help

Presence Stas |

Geneal Status |

Presence Status Status Details
Dut for Lunch Statuz; |Out for Lunch I~ DoNet Distub
“efhen status is set user needs ta specily
ﬁ Expiy Date: Fiequired -
ﬂ Expiry Time: Hot Required >
Altemate Mumber: | Dptional -
Fiee Foimat Teat: [Not Fiequied -
Delete Update

The Administrator can edit or delete any of the statuses from the list by simply selection the
status and clicking on Delete or Update.

Each status that is created has a number of Attributes associated to it. These attributes are the
properties associated with a particular presence status and are as follows:
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Control Name

Explanation

Status Details: This section allows the users to set

Status

Do Not Disturb

The field allows the user to enter a name for Presence
Status that is being created or modified.

Selecting this checkbox would display a Do Not Disturb
message when an internal contact selects a status that has
this option enabled.

When status is set user needs to specify: This section allows the user to configure the
category for the following Additional Attributes.

Expiry Date
Expiry Time
Alternate Number

Free Format Text

This attribute specifies the date on which the presence
status for contact will expire.

This attribute specifies the time at which the presence
status of contact will expire.

This attribute specifies the alternate number to which the
call must be forwarded.

This attribute specifies a note entered by the contact that
must be displayed along with presence status.

As mentioned earlier, the Additional Attributes are the properties that are set once the user has
selected a status. Therefore, the Administrator can categorise these attributes as follows:

1. Required: This category specifies that the user must enter a value for the attribute.
2. Not Required: This category specifies that the user does not need to enter a value for
the attribute. The attributes configured as Not Required are disabled and do not accept

an input.

3. Optional: This category specifies that the user may or may not enter a value for the

attribute.
To add a new Status,

Click New.

vihwn=

Enter the name of the status in the Status field.

Select the Do Not Disturb checkbox if required.

From the dropdown boxes, select the categories for Additional Attributes.
Click Update to save Status Details.
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6.9 Arc Voice Connect Server Configuration

Before you can configure any voice settings for a Queue messaging or Auto Attendant, you will
need to start up the voice server. Firstly the ports for the server need allocating to a TAPI user.

Cisco CallManager supports full music on hold where the Arc Voice Server plays messages to calls
while they are sitting on the Host PBX Gateway Ports. You will need to set up a single Voice Port
(CTI Port) for recording and playback of Phrases and Messages whilst configuring the system.
6.9.1 Voice Server Setup

1. Open the Voice Connect Voice server. Start — Programs — Arc Connect — Arc Connect
Voice Server. The following screen will appear:

2 Arc Yoice Server =100 =]
File Configuration Yoice Server Help
Static: Voice Ports | D'ynamic Yoice Ports I Attached Clients I
Woice Ports
Port | Port Status | Attached Client |
e Ready Mare Tatal 1
Ready: 1
Active 0
[Server Status : [Started 284703 [1:11 PM

2. The Voice ports that were configured on CallManager now need to be added. Select
Configuration — Voice Ports,

Yoice Port Configuration ﬂil
— &vailable Ports mUsedPots————————
Yoice Port: Port |
I— - |

— Port Allocation

[ Circular 3| Fenove | | Femovesil |
Ok I LCancel | Apply |

3. This form allows the Voice ports that were configured on CallManager to be allocated to
the Voice Connect Server.

<<T0OC

76




4. Dial the first voice port
Port Configuration for

xtension, 1680 in this example and it will appear in the Voice

ki 21| If the Voice ports do not appear in the
< \fo\;iapbloen?orts )- U's:edtPorts | Ava_ilable ports se_ction of this form,
2V i E— review the following,
= 1. Is TAPI configured correctly on the
computer that is running the Voice
server? See the TAPI installation
document in the switch specific
— Port Allacation documents section.
[rcuiar =] | | _Ferove | Removed | 2. Does the TAPI wave drive need to be
o | s | e | removed and reinstalled?
— - — 3. Are the Voice ports configured

correctly on the CallManager?

5. End the call and click on add. This port will now appear in the used ports column.
6. Click Ok when complete. The Voice Server should appear as follows, showing the
configured ports,

7] =
= Arc Yoice Server

=10 ]

File Configuration Yoice Server Help

Static Yoics Ports | Diynamic Voice Ports I Attached Clients

| Woice Ports

"7 S— | Paort Status | Attached Client
1680

@ Ready Hone Total 1
< Ready: 1
Active 0

[Server Status : Srarted |zaana 1111 FM

7. Select Configuration — Server.

| General I
alders
Server Databaze: IC:\F'F!DGF!A"1\AF!C'\CALLCD"“VDIEES"Z\DIJ\ _I

Default Phrases: IC: YPROGRA™T\ARCACALLCO~1WOICES ~2\Default Phrases _I

User Phrases:

IC: YPROGRATWRCACALLCO~1WOICES ~24Phrases _I

System Phrases: IC: YPROGRATWARCACALLCO~1WOICES ~2\System Phrases _I

Scripts: IC: WProgram Filesh\Arc\Call Connect'Woice Server - TAP! W ave _I

Ok LCancel | Apply | Help |

These are the locations of the various files that will be used by the Voice Server. These
directories must be shared local drives or shared network drives. The Arc Connect
Administration application and Voice Connect server access these directories. These files
do not need to be changed under normal circumstances.
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8. Under the General tab, the following sections display,

Server Configuration 21x]

Folder Details  General |

Include Minute(z)' phrase when playing [
estimated answer time messzages.

Sitart after |3D ﬂ Seconds Fiestart after|3D ﬂ Seconds

"I_ Auto Restart

ok I LCancel | Apply | Help |

This check box allows the Minutes phrase to play automatically after the time phrase
has been played, in an estimated answer time message. For example, if this box is
selected and a message is set as follows:

Phrase 1 *Your call will be answered in’
Phrase 2 'Six’
Phrase 3 [no phrase]

“Your call will be answered in six minutes” will be heard. If this feature is used, the
server will also differentiate between minute and minutes such as 1 minute or 2
minutes.

9. Auto Start functionality starts the Voice server automatically after the user opens the
application.
Auto Restart tries to restart the Voice server after the specified seconds.
Select Ok.
10. The Voice Server configuration is now complete.
11. Select Voice Server and restart the server.
12. The Device Status will change from Not Monitored to Ready.
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6.10 Voice Connect Configuration
Select Configuration > Voice Connect,

6.10.1 General

The General settings apply across the Voice Connect application. Minimum and maximum
parameters are set if In Queue Position or Estimated Answer Time messages are being
used. For example, to tell the first five callers exactly where they are in the Queue, and play a
generic message to all other callers.

{Generdl | Phrases | Messages | In Dueue Messages | Voice Sciipts | Voice Session | Voice Cal Fiters | Break Hours

- General Propeties

In Gueue Posiion Defauits

Thieshcid i Callers

Excseded Thieshold Ovenride Message: [None 3|

Estimated Anewe Time Defauits

Minimum Threshold o Mins [ (2] secs

Minimum Threshold Dveride Message:  [None Jid|

Masimum Threshold [ [2fMins [0 [2] secs

Masimum Thieshold Override Message:  [None =l
Updat=

1. In Queue Position Defaults.
The selected message is played after the selected number of calls in the Queue has
reached the limit. This means that if the threshold is set to five, the sixth caller will get
the selected message. For example, if you have a message that informs the caller of their
position in the Queue, you may not want the callers to know that they are eleventh in
the Queue. You would then construct a neutral message informing the caller that they
are in a Queue and not their position. The threshold would be set to ten and only the
first ten callers would be informed of their Queue position.

2. Estimated Answer Time Defaults.
If the call answer time is below the minimum threshold, usually the call is going to be
answered quickly; therefore the selected message could inform the caller that their call
will be answered shortly. If the answer time is above the maximum threshold, then a
message telling the caller that all USERs are busy could be played.

P=

NOTE

Please note that if you are to use either of these message tabs you must
select a default message and threshold for the type of message you will be
playing. Failure to set this will result in callers not getting played any of these
message types.

6.10.2 Phrases
Phrases are used to make up messages. By default the phrases shown below (except Welcome)
are included. From the list the phrases “Your call is” and “in the Queue” are used as a position
message i.e. “Your call is fourth in the Queue.” Standard phrases can also be turned into
message for playing.
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Select the Phrases tab,

=lolx

BHipatabase Test Sample 01
Fle Datab: uration Reports Help

tice Session | Yoice Call Filers | Break Hours |

Phiase Properties

Phrase Descrition
Local Deviee: ~]  Comnest

» Elay M Siop Becord
Delete Tew. Update

1. Select a Phrase Type - User phrases or System phrases. User phrases are phrases
that are produced by the end user. System phrases are phrases that are used by the
system when constructing an in-queue position or estimated answer time message.

2. Select a Phrase Description.

3. Phrase Properties.

a.

oo

2

Connect. This button is used in conjunction with the Local Device drop down
menu. The local device drop down menu will show all devices in the TAPI list.
From this, select the number of the phone nearest to you. Click Connect and
the phone will ring. This is the phone from which the phrase recording will play.
Play. Highlighting a phrase and selecting play will allow you to hear the selected
phrase.

Stop. This stops the playing message.

Delete. This will delete the selected Phrase.

New. Pressing the New button will move the cursor to the Phrase Description
line. Enter the name of the phrase that you are about to record.

Record. This will allow you to record a new phrase.

A rule to remember, a caller always hears a message but no phrase.

6.10.3 Messages
They can be composed of a single phrase (Standard) or two separate phrases (In Queue position
IQP or Estimated Answer Time EAT). They are selected to play either in the Queue messages or

within a Script.
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Select the Messages tab,

-1l xd

Eile [Database Configuration Eeports Help

Genalall Phrases MESSBQESI In Queue Messagesl Yoice Scliptsl Yoice SESSiUI’]l “Yoice Call Fi\lersl Break Hours

[ Messages [~ Message Properties
Diescription I Message Description: I
Anzwered Shortly, Thank you fo
Request not understood Start Phrase: I j
Your callis [MUMBER] in the
Your call will be answered in Message Type: | LI
End Phrase: I j

TestValue: |0 E
Local Device: - Connect

P Elay W Stop |
Status: ‘Head}l
Delete | = | Wpdate
Ok Cancel Help

Adding a Phrase,

1.
2.
3

4.
5

Beanrie

Enter Description of the current messages.

Enter a single or multiple phrases in Start Phrase.

Select a Message Type. It can be Standard, Estimated Answer Time or Queue
Position.

Enter the final part of the phrase(s) in End Phrase.

Select a Test Value. This selects a value for testing the new IQP or EAT message. The
value 1 — 60 and First to sixtieth are supported.

Start Phrase: ‘Your call is...”
Message Type: Queue position
End Phrase: ‘in the Queue...
Test Value 3

This would produce the message, ‘Your call is third in the Queue'.
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6.10.4 In Queue Messages

Any Queue can have messages selected to play to callers if they are held awaiting a USER. Voice
Connect supports the use of both messages and scripts being played to callers while holding,
subject to licensing.

Select the In Queue Messages tab,

SI=E
File Database Configuration Reports Help
General | Phases | Messages In Guueus Messages | Vaice Scipts | Voice Session | Vaice CallFiters | Break Hours
1~ Dueue Message Details I~ In Queue Message Properties
Queue: [3ales | & Play Message | |
In Gueue Messages = Play Script | =l
Play T M D escripti = %
L [ R | Hminis) I = sects)

Repeat Every; |0 j‘mm[s] 0 ﬁsec[s]

RepeatFor [0 fminfs) [0 = secfs)

L _ e |

oK Cancel Help

Entering Queue Message,

Enter a Queue. This is the Queue where the message or script plays.

Select an In Queue Message. This will show the time of the call when the current
Queue message was played.

Select Play Message and Play Script to play in the currently selected Queue.

Select Start Playing After the time when the In Queue Message should start playing.
Select Repeat Every time how often the message should be repeated.

Select Repeat for to set how long the In Queue Message should be played for.
Clicking Update will add the selected message or script to the in the Queue message
list.

N =

Nowuhw

6.10.5 Voice Scripts
Voice Scripts allow the user to set up multi-level auto attendant. A box within a script can either
simply play a message and route the call to a single destination (Message Box below) or it can
require a caller to make a decision to help route their call to it's final destination (Decision Box
below). Single digit tones can be used within a script.
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1. Select the Voice Scripts tab,

Eile Dstabase Configuration Eeports  Help

Beneral | Phrases | Massages In Queue Messages | Veice Scipts | Vaics Session | Voice Cal Fiters | Break Hous

i Queue Message Details i In Queue Message Poperties
Clueue: | Sales ‘I ¢ Play Message ] j
In Queue Messages ™ Play Seript I j
Play Time I Message Description I

Start Playing After |0 ﬂ minfs] |1 ﬂ zec(s]
Repeat Evey [1 fminis) [0 = secfs)
RepeatFor [0 Hmins) [0 =] secls

Dielete Update

QK | LCancel Help

2. Clicking New will open the Script Starting Box,

Script Starting Box ﬂﬂ
Starting Box Detail
Mame: ||
Tupe: I j
oK I LCancel |

3. Enter the Name of your script.

4. Enter the type of the script required to display. The options are Message Box or
Decision Box. Selecting Message Box and Ok will produce an icon on the script
tree section.

5. Highlighting this icon and selecting properties will produce the Box entry form,

2|

i~ General

Mame: IHeception

Description: IHeception Meszagd

Greeting Message: IAnswered Shortly. Thank 'l
Box Type: IMessage Box

i~ Follow On Deetails

Action: IEnd Script 'l
Details: I i l =]

Ok I Lancel |

Reception window opens up.
Enter Name of the script.
Enter the Description of the script.
Enter the Greeting Message, which the caller will hear at the time of calling.
. It displays the default Box Type.
. Select an Action how the call will be processed once the greeting has played.
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12.

13.

14.
15.
16.
17.
18.

19.

20.

21.

22,

23.

24.

25,
26.
27.
28.

Select Details. These are the details of the action. E.g. if the selected Action is
transfer to extension, the details section will show a list of all available extensions.

Selecting Decision Box and Ok will produce an icon on the script tree section.
Highlighting this icon and selecting properties will produce the Box entry form,
eest 2=l
— General
Mame: I
Diescription: I
— Digit Options
Aclion Dietails Aclion Dietails
1 INDne _'J I _'Jﬂi i |Nane ;I I :I Hew
2 [Mone =1 | =z | o8 [Nene = I [
3 INDne _'J I _'Jﬂi 9 |Nane ;I I :I Hew
4 [Mone =1 | =]z | o [Nene = I [
g INDne _'J I _'Jﬂi * |Nane ;I I :I Hew
& [Mone =1 =z | # [one = I [
— Inwvalid Digits — Time Out
Masimum Ritres: [1 = Timeut [10 2] Geconds
Message: > Action; Mone >
Aclion: Mone - Dietails: - [Ev I
Details: - [dewy

Enter Name of the script.
Enter the Description of the script.
It will display the default Decision Box.
Select a Greeting Message that the caller will hear.
In the Digit Options, note that there are 12 possible digits (1 to #), each
representing the digits on a telephone keypad. Action and details, this decides the
type of destination for the call.
For multi level auto attendants select Goto Box. The New button will be
highlighted. Now you can create a new box. Once the box is created, it can be edited
from the main Voice Scripts tab; any existing boxes will be listed in the details
section.
Select a Queue from the list of the currently configured Queues in Transfer to
Queue.
The call will be transferred to the device number that is in the Transfer to Device
you entered in the Details section. This can be an internal or external nhumber.
For the End Script, the caller will be sent back to the Arc Connect gateway. This is
mainly used for an in Queue script; the caller will be returned to the queue they
came from.
Invalid Digits. If the caller presses a digit that has not been configured, i.e. this
digit has an action setting of None then the actions of the invalid digits section will
apply.
Maximum Retries. This is the number of attempts that a caller has to enter the
correct response.
Message. The message that is played after a caller has pressed an invalid digit.
Action. This action will occur when the maximum retries limit has been exceeded.
Details. The destination for the action.
Time Out. This is the action that will be followed if the caller does not press
anything. This is also useful if the caller is using a pulse dial phone.
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29. Time out X seconds. The duration of time in seconds that the script will wait
before the Action will operate.

30. Action. The required action upon timeout.

31. Details. The destination for the action.

F=

NOTE

Please note that once a voice script is updated by using the Update button it
will become live on your system. A script change only will not require you to
stop and start your Arc Server.

6.10.6 Voice Sessions

Voice Sessions are set up in the same way as other Queues. The calls are routed directly to Voice
Sessions where the user requires all callers to be greeted in the same manner. Then, depending
on the script, calls will be routed onwards.

Select the Voice Sessions tab,

kRN

S E

File. Detabase Configuration Beports Help

General | Phrases | Messages | In Qusus Messages | Voics Scripts Veios Session | voice Call Fiters | Break Hours

- ~ Session Properties
Session Mame

Name: recreation
Location: 1020

Script: hd

 Overflow Properties

Delete Overflow Type | Destintion Type | Destination [ Data
Man Call Waiting Time  None Nore: oo
Man Calls None Nore: i
Ma'Voice None None i

Forward Destination Type: [Hone 2
Forward Destination. [Hene =

Hows Minutes Seconds

Dverflow Data: | = = =

= Update

ok | LCancel | Help |

Once a voice script has been constructed, this screen will allocate a location number to it
in the same manner as the allocation of a location number to a Queue. In the above
figure, dialling 603 will call the developed script.

Note that overflows options can be configured in the same way as a Queue.

Select New.

Enter the Name of the Session e.g. Welcome.

Enter the Location Number. This is the number that will be dialled internally to reach
this queue. This location should be configured on the host PBX as per the switch specific
documents.

Session overflow. If there are more than XX calls waiting or the call has been waiting
longer than X hours, X minutes and X seconds, then overflow is set to the forward
destination. This setting is individual to each session.

Click Update when done.

6.10.7 Voice Call Filters

Voice Call Filters work in the same way as Queue Call Filters. Any filters entered here will result in
these calls being routed to the Voice Session.
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Select the Voice Call Filters tab,

EDatabase Test Sample 01 I _IEi ﬂ
Eile Database Configuration Reporks  Heln
Genelall F'hrasesl Messagesl In Queue Messagesl Voice Scliptsl Voice Session  Voice Call Filters I Ereak Hnulsl
— Waice Call Filker Properties
Woice Session | I
Available Filters
CLI 7 ANI exact match filker
CLI / AN patten match filker
DDI 7/ DNIS exact match filter
DOl /7 DNIS pattern match filker
e
Wumber: I
Wpdate
RoutingT ag: I
Call filter type Call filter match num... | Routing T a:

o |

Cancel | Help |

Vhwn =

This section is used to filter incoming calls to their intended destination.
Highlight the session that is the required destination.

Highlight the required filter.

Enter the number criteria in the Number text box.

Enter the required text in the Routing Tag field. Ensure that all required User

applications have the routing tag enabled in their call information to display this text.

o

CLI exact match filter:

CLI pattern match
filter:

DDI exact match filter:

DDI pattern match
filter:

Divert exact match
filter

Divert external call
filter

Divert internal call
filter

Select a filter from Types of filter.

Any calls with this exact CLI will be sent to the required
Queue.
Any calls matching this CLI pattern will be filtered to the
required Queue. For example, all calls that are CLI begin
with 020849884* and are filtered to the required Queue.
Any calls matching this DDI will be filtered to the required
Queue.
Any calls matching this DDI pattern will be filtered to the
required Queue. All calls that’s DDI begins with 020849884*
will be filtered to the required Queue.
All calls that have been diverted from a device to any Pre CT
Gateway will arrive in the Queue in which this filter is
applied.
All External calls that have been diverted from a device to
any Pre CT Gateway and could not be caught by any divert
filter will arrive in the Queue in which this filter is applied.
User does not need to give any number in case of this filter.
This filter will be applied only once in any call queue in the
system.
All internal calls that have been diverted from a device to
any Pre CT Gateway and could not be caught by any divert
filter will arrive in the Queue in which this filter is applied.
User does not need to give any number in case of this filter.
This filter will be applied only once in any call queue in the
system.
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Divert pattern match

filter

No call Divert match

filter

P NE

No

All calls that have been diverted from a device (with a

number that matches the pattern given in this filter) to any
Pre CT Gateway will arrive in the Queue in which this filter is
applied. If user has given a humber i.e. 300 in this filter then
all calls from 3005 and 3006 diverted to a Pre CT Gateway
will arrive in this queue

All calls that have been diverted from a device to any Pre CT

Gateway and could not be caught by any divert filter will
arrive in the Queue in which this filter is applied. User does
not need to give any number in case of this filter. This filter
will be applied only once in any call queue in the system.
This filter will work in the absence of Divert internal call filter
and Divert external call filter

h’

Select New.

Highlight the session Welcome.
Select DDI exact match filter.
Enter the DDI number that will be used for Welcome into the Number

field.

This number will vary according to the DDI digit presentation of the
switch. I.e. if the full DDI number is 020 8498 7904, then the switch

will present 7904 if four digit presentation is used.
Enter the required text into the routing tag field.
Multiple filters can apply to a single session.

6.10.8 Break Hours
It sets up the times and days of operation for each Voice session. It allows specific days of the
week and dates to be entered for when a Queue will not operate, i.e. Sunday, Christmas Date.

[ patabase config

File. Detabase Configuration Beports Help

General | Phrases | Messages | In Qusus Messagss | Voics Scripts | Veice Session | Voice Cal Fiters Brsak Hours |

~ Breaks

Queus Name:  |sessionl -7

 Days

Day [ Stet Time [ EndTime | Reason

Thursday 120000, 1:00008M  Night Service

[ Dates

Date | Start Time. | End Time | Reason

~ Break Properties

¢ Date:  [12/15/2005 s

* Day lm
FReassn————— |
Might Service 'I
Stant Time: [1200004M =
End Time: | 100004M =

[~ Overflow

Forward Destination Type:

=101 ]

Device 'I
Forward Destination:
5600
T |
Delete
ok LCancel Help
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To Add New Break Hours for Days,

Select the Voice Session Name from the drop down list.

Click the New button.

Select Day radio button.

Select the Day in which Break is required on weekly basis.

Select reason for the Break.

Set the Break Properties. Select the Start and End Time of the Break.

Set a Forward Destination where calls would be forwarded during the Break Hour.
Click Update button.

Newly added Break Hour will be seen in the list.

WoONOUTRAWNE

To Add New Break Hours for Date,
1. Select the Voice Session name from the drop down list.
2. Click the New button.
3. Select Date radio button.
4. Select the Date for the Break.
5. Select reason for the Break.
6. Set the Break Properties. Select the Start and End Time of the Break.
7. Set a Forward Destination where calls would be forwarded during the Break Hour.
8. Click Update button.
9. Newly added Break Hour will be seen in the list.

6.11 Console Connect Configuration

The following steps will set up the Operators, Call Queues, apply the Filters (that allow calls to
reach the correct Queues) and, if applicable, allocate Directory groups to incoming numbers in a
multi-tenant scenario.

1. Open the Arc Connect Administration application by selecting Start Programs > Arc
Connect > Arc Connect Administration.
2. Select Configuration > Console Connect.

6.11.1 Console Queues

These are the Queues to which the Operators will be allocated. The Queues can be departments
or whole companies in a multi-tenant scenario. You can allocate one or more incoming call
numbers (DDI/DNIS) to each Queue, however, if you have only a single inbound number there is
no need of more than one Queue. Select the Console Queues tab.

onnect Configuration - Database CONFIGURATION DB
ports  Helg

=10j ]

Consale Queues l Operator Queuss | Operator Gmupsl Console Call Filters | Flouting Tag Gmupsl Break Hours

Queue Name | Queus Details i Dueue Overiow |

[~ Queue Properties

Narme: IMalketlng
Lacatian: I33351

~ ¥ Forced Delivery
" Longest Waiting
@ Circular

e Update

0K LCancel Help
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Add a Console Queue,

1. In the Queue Detail tab, click New.

2. Type the Name and Location for the Queue. Location is the number configured in
CallManager as a CTI Route Point. Dialling this number internally allows calls to be
routed into the Queue directly.

3. If Force Delivery is selected, the call can go to the Operator who has been waiting
the longest for a call, or to each Operator in strict rotation. This setting is individual to
each Queue.

4. Go to the Queue Overflow tab. The Queue Overflow allows calls to be overflowed to
other destinations. A call may be overflowed because of any of the following reasons,

a.

Emergency — a destination that can be used in an emergency situation. This
can quickly be activated by Supervisors with the appropriate privileges
(Supervisory Access)

Max Call Waiting Time - the call has been waiting longer than X hours, X
minutes and X seconds can be - overflowed to a different destination.

Max calls - if there are already XX calls waiting in the queue, subsequent
incoming calls can be overflowed until the queue backlog falls below the
threshold again.

No Operators — calls will be overflowed if there are no Operators logged in and
available in the queue. This does NOT include operators who are logged into
the queue but are currently on calls.

5. Select a Forward Destination Type such as a Queue or a device and select the
Forward Destination. The default destination type is Device and default destination
is 100. The following destination types are available.

None: If selected no overflow will occur.

Queue: If using the Console Connect, this allows calls to be routed
to any configured console Queue.

Voice Session: If using Voice Connect Auto Attendant, you can overflow to
any session that has been configured.

Console: Overflow to any other Console Connect Queue

Device: Any device can be used for overflow. This can be an internal

device selected from the drop down list in the Forward
Destination, any other internal device or an external
device. Simply type in the device number if either of the last
two options is required.

6. Click Update to finish.
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6.11.2 Operator Queues
This tab allocates call Queues to Operators. This allows you to allocate specific Queues to certain
Operators. They will only be able to take calls from the Queues that are allocated to them.

Etonsnle Connect Configuration - Database CONFIGURATION DB . o o3

Flle Database Conflguration Reports Heln

Console Queues  Operator Oueves | Dperator Gioups | Console Cal Fiters | Routing Tag Gioups | Break Hous |

- Operator Queve Propsrtiss
Opetator Hame [ Queus Court | I 5

Dperator 1 i Avallable Queves ]
Operator 2 o Sales

Ldd

Update
Femave

Operator Queuss

aK Lancel Help

To allocate Queues,
1. In the Operator Name list, select the operator whom you want to assign a Queue.
2. Select a Queue in the Available Queues list.
3. Click Add.
4. Click Update to finish.

To remove a Queue from an Operator,
1. In the Operator Name list, select the Operator from whom you want to remove a
Queue.
2. Inthe Operator Queue list, select the Queue you want to remove and click Remove.

3. Click Update to save changes.
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6.11.3 Operator Groups

These are groups of extensions that an Operator will see as default in the Busy Lamp Field and
Internal Extension displays. This could be one main group, a combination of groups or could be
left blank with the Operator only seeing Busy Lamps when calls arrive in a Multi-Tenant scenario
(See Routing Tag Groups)

¥ Console Connect Configuration - Database config o =] 5

Fle Database Configuration Reports Help

Congole Gueuesl Operator Queues  Dperator Groups | Congole Call Filters | Routing Tag Groups | Break Hours

~ Operator Groups Configuration
Directary Group | Page Gloupl

[~ Operator Directory Group Properties
Operator Name: |GmupCount | F 4 DUAE

i Available Groups |

Add

Update
]
Hemoyve

Operator Groups

6.11.4 Directory Groups
The Operators can be assigned Directory Groups that were created in the CT Gateway
configuration. This has been explained below,

To associate an Operator with a directory group,
1. In the Operator Name, select an Operator.
2. Select a group in the Available Groups list.
3. Click Add. The selected group will appear in the Operator Groups list.
4. Click Update to finish.

To de-associate an Operator from a group,
1. Inthe Operator Name, select an Operator.
2. Select a group in the Operator Groups list.
3. Click Remove.
4. Click Update to finish.

6.11.5 Page Groups
The Operators can be assigned Page Groups that were created in the Messaging configuration.
This has been explained below,

To associate an Operator with a page group,
5. Inthe Operator Name, select an Operator.
6. Select a group in the Available Groups list.
7. Click Add. The selected group will appear in the Operator Groups list.
8. Click Update to finish.

To de-associate an Operator from a group,
5. In the Operator Name, select an Operator.
6. Select a group in the Operator Groups list.
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7. Click Remove.
8. Click Update to finish.

6.11.6 Console Call Filters

This is where you configure which incoming calls get routed into which Console Queues. These
filters can be against either a CLI/ANI or a DDI/DNIS.

The available filters are,
CLI exact match filter:

CLI pattern match
filter:

DDI exact match filter:

DDI pattern match
filter:

Divert exact match
filter
Divert external call

filter

Divert internal call
filter

Divert pattern match
filter

No call Divert match
filter

New External Call Filter

New Internal Call Filter

Any calls with this exact CLI will be sent to the required
Queue.

Any calls matching this CLI pattern will be filtered to the
required Queue. For example, all calls that are CLI begin
with 020849884* and are filtered to the required Queue.
Any calls matching this DDI will be filtered to the required
Queue.

Any calls matching this DDI pattern will be filtered to the
required Queue. All calls that’s DDI begins with 020849884 *
will be filtered to the required Queue.

All calls that have been diverted from a device to any Pre CT
Gateway will arrive in the Queue in which this filter is
applied.

All External calls that have been diverted from a device to
any Pre CT Gateway and could not be caught by any divert
filter will arrive in the Queue in which this filter is applied.
Operator does not need to give any number in case of this
filter. This filter will be applied only once in any call queue in
the system.
All internal calls that have been diverted from a device to
any Pre CT Gateway and could not be caught by any divert
filter will arrive in the Queue in which this filter is applied.
Operator does not need to give any number in case of this
filter. This filter will be applied only once in any call queue in
the system.
All calls that have been diverted from a device (with a
number that matches the pattern given in this filter) to any
Pre CT Gateway will arrive in the Queue in which this filter is
applied. If operator has given a number i.e. 300 in this filter
then all calls from 3005 and 3006 diverted to a Pre CT
Gateway will arrive in this queue
All calls that have been diverted from a device to any Pre CT
Gateway and could not be caught by any divert filter will
arrive in the Queue in which this filter is applied. Operator
does not need to give any number in case of this filter. This
filter will be applied only once in any call queue in the
system. This filter will work in the absence of Divert internal
call filter and Divert external call filter
Any calls that do not meet any of the above criteria, yet are
external will be filtered to the required Queue. A number
does not need to be entered, as all external calls will be
filtered.
As above but for internal calls.
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In addition to creating a filter, a Routing Tag can be allocated. The Operator on screen with the
call can see this, and it also can be allocated to a Directory Group so that an Operator only
sees relevant extension in the Busy Lamp Field display when they answer a call.

A Priority is allocated to a call filter. This dictates the order in which calls are handled when they
arrive in the Queue. A higher number represents lower priority.

BE Console Connect Configuration - Database CONFIGURATION DB E: 1 [ 53

T ek e e s e
Corsols Dueuesl Operatar Queuesl Operator Groups  Corsole Cal Filters | Fiouting Tag Gmupsl Break Hours

[~ Bueue Call Filter Properties
Queue Name:

= Available Fiters -
Support CLI # &Ml exact match filker
CLI 7 &Ml pattern match filker

DD / DNIS exact match fiter —
DDI / DNIS pattem match filter

Divert exact match fiter

Divert external call fiter -

1 T | »
Resource Group: | Resource Group AZ -

Hew
Humber: I

Update

Ll

Routing Tag: |><ﬂ Company

Salutatior: | Delete
S -
Call filter type | Number | Routing Tag | Friority | Resource Group |

Mo Call Matc. Default destinatio... 33 FResouice Gro
Queue DO/ ... 105 Sales Routingfor... 93 Resource Gra...

«| | i

0K | LCancel | Help

To allocate a call filter,

In the Queue Name, select a Queue.

Select the filter type from Available Filters list.
Click New and select the relevant Resource Group.
Enter the number, which is to be filtered.

Type a routing tab in the Routing Tag text field.
Type salutation if required and set priority.

Click Update to allocate the filter.

NounhwNe
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6.11.7 Routing Tag Groups

It allows a Routing Tag (see Console Call Filters) to be attached to a Directory Group. In a
Multi-Tenant scenario an Operator can only see relevant devices. The result is that when a call
arrives on a certain routing tag, the Operator will only see devices in the relevant Directory
Group on their BLF and Internal Directories, thus making it easier to transfer the call.

Etonsnle Connect Configuration - Database CONFIGURATION DB . P ] 3
File. Database Copfiguration. Reports  Heln.
Cansole Gueuesl Operatar Dueuss | Operator Gmupsl Console Call Fiters  Fouting Tag Groups I Ereak. Houlsl
o [~ Call Routing Tag Group Properties
Queue: [EEIES
Available Groups |
Call Routing Tag | Group Count_]
Default destination routing 0
Sales Routing for Queus i
H¥Z Company i}
Add
Update
Routing Tag Groups
Bemove
oK Lancel Help

To allocate a Routing Tag Group,

ouhwNe

Select the Queue from the Queues drop down list.

The relevant routing tag for the Queue will appear in the Call Routing Tag list.
Select a routing tag from the Call Routing Tag list.

In the Available Groups list, select the desired group.

Click Add.

Click Update to finish.

To remove a Routing Tag Group,

1.

2.
3.
4

Select the Queue from the Queues drop down list.

The relevant routing tag for the Queue will appear in the Call Routing Tag list.
In the Routing Tag Groups list, select the group you want to remove.

Click Update to save changes.

6.11.8 Break Hours
This tab is further divide into three tabs.
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6.11.8.1 Queue Breaks
It sets up the times and days of operation for each Console Queue. It allows specific days of the
week and dates to be entered for when a Queue will not operate, i.e. Sunday, Christmas Date.

Biconsole Connect Configuration - Database CONFIGURATION DB . P ] 3

Flle. Databzse  Configuration Reports  Hels

Corsole Gueuesl Uperatoruueuesl Upelaloleupsl Cansole Call Flllelsl Routing Tag Groups  Break Hours |

Queue Breaks | Bieak Hours Templates | Template Assignment |

[~ Breaks [~ Break Properties
Queue Nams:  |E¥=ll

@ Date:  |12/21/2004 =
~ Days ~ l_
Dray i Start Time: | End Time | Reason | B 2y -

~ Reason

Holidays 'I
Start Time: | 12:00:00 AM j—1
End Time: [11:53:59PM =4

 Owerflow
Forward Destination Type:

~ Dates

Date [ Start Time [ End Time [ Reason
12/21/2004 12:00:00 11:53:59 Holidays
12/22/2004 120000 11:53:59 Holidays Deviee :']
12/23/2004 12:00:00.. 11:59:53.. Holidays
12/24/2004 120000 .. 11:69:59.. Holidays

Fanward Degtination

12/25/2004  120000.. T11:9%59.. Holidaps 100
12/26/2004  120000.. 115359.. Holidays
Mew Update
Delete
oK | Cenee | Help

To Add New Break Hours for Days,

Select the Queue Name from the drop down list.

Click the New button.

Select Day radio button.

Select the Day in which Break is required on weekly basis.

Select reason for the Break.

Set the Break Properties. Select the Start and End Time of the Break.

Set a Forward Destination where calls would be forwarded during the Break Hour.
Click Update button.

Newly added Break Hour will be seen in the list.

WOoONDUAWNE

To Add New Break Hours for Date,
1. Select the Queue name from the drop down list.
2. Click the New button.
3. Select Date radio button.
4. Select the Date for the Break.
5. Select reason for the Break.
6. Set the Break Properties. Select the Start and End Time of the Break.
7. Set a Forward Destination where calls would be forwarded during the Break Hour.
8. Click Update button.
9. Newly added Break Hour will be seen in the list.

6.11.8.2 Break Hour Templates
This tab is further divided into two tabs. It sets up the Default Template and assigns it to the
Queues.
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6.11.8.2.1 Templates

Break Hours Template is a pattern that is devised by the operator for applying later on a group of
Queues. This functionality reduces the time and effort as Template can be assigned to more than
one Queue in Template Assignment tab. This is useful especially for the Break Hours times that
will be common for most of the Queues. For example, a template can have Saturday and Sunday

as Off days. This template can then be assigned to most of the Queues apart from those in
which calls are to be forwarded on these two days.

BHlConsole Connect Configuration - Database CONFIGURATION DB i
Flle Database Conflguration Reports Heln

Console Queues | Opertor Oueues | Dperator Groups | Console Call Filters | Frouting Tag Groups  Break Hours

Queus Breaks  Braak Hours Templates I Template Assignment |

Templates | Template Configuration |

e

Chiistmas Halidays Mame: [Chistmas Holidays

Chuistmas Holidays01

Delete
Copy Template

To Create a new Template,

1. Click the New button with the Template Name text box.
2. Give a name for the new Template.
3. Click Update.

To Copy a Template,

1. In the Template Name list, select the template you want to copy.
2. Click Copy Template button. This will create a copy of the selected template.

To Set a Break Hours Template as Default,
1. Inthe Template Name list, select a template.
2. Click on the Set as Default button to set this Template as Default.

3. Break Hours specified in this template will be applied on every new Queue created in this
module.

To Delete a Template,

1. In the Templates list, select the template you want to delete.
2. Click Delete.

3. Click Update to finish.

6.11.8.2.2 Templates Configuration
The user can assign Break Hours in the Templates created in Templates tab.
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To Add New Break Hours for Days,

NV AN

Select the Template Name from the drop down list.

Click the New button.

Select Day radio button.

Select the Day in which Break is required on weekly basis.

Select reason for the Break.

Set the Break Properties. Select the Start and End Time of the Break.

Set a Forward Destination where calls would be forwarded during the Break Hour.
Click Update button.

BE Console Connect Configuration - Database CONFIGURATION DB _ T 1 [ 53

File Databese: Corfiauration Reports Hel

Corsole Dueuesl Operator Queuesl Operator Gmupsl Console Call Fillelsl Routing Tag Groups  Break Hours
Queue Breaks  Break Hours Templates | Template Assignment |

Templates Template Configunation |

- Breaks
Template Name: | Chiistmas Halidaps =l | Bieak Propeities
- Daps € Date: [ 11272005 v
Day [StatTime | EndTime | Reason | o
\ednesdsy  1200:00AM  11:5353PM  Hoidays L 4
~Reason ————————————
Holidays =

Start Time: [12-00.00 AM =
End Time: [ casarm =

 Dates ~ Overfl
Date | Stark Time | End Time | Reason | d Forward Destination Type:
12/21/2004  120000AM  115353PM  Holidays J [ume =
12/22/2004  1Z0000AM  T15259PM  Holidays .
12/23/2004  1Z0000AM  T15Z59PM  Halidaps S
12/24/2004  1Z0000AM  T1I5Z59FM Halidaps Hel v
12/25/2004 1ZO000AM  T15259PM  Halidaps
12/26/2004  1200005M  11559PM  Halidas =l
Hew (ipdate
Delete
0K | LCancel | Help |

To Add New Break Hours for Date,

ONoOUAWNE

Select the Template name from the drop down list.

Click the New button.

Select Date radio button.

Select the Date for the Break.

Select reason for the Break.

Set the Break Properties. Select the Start and End Time of the Break.

Set a Forward Destination where calls would be forwarded during the Break Hour.
Click Update button.

To Delete a Break Hour,

1.

2.

In the Template Name list, select the template from which you want to delete a break
hour.
The break hours related to the template will be displayed in the relevant section, that is,
Day or Date.
Select the break hour you want to delete and click Delete.
Press Update to finish.
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6.11.8.3 Template Assignment

Every newly created Queue is assigned a Break Hours Template that has been set as Default.

User can change the Break Hour Template for the specific Queue.

PHcall Connect Configuration - Database New database

File Database | Gonfiguration Reports Heln
Skils | Agent Skils | Dueues | Dusue Alsim Defaults | Cal Fiters Break Hours |

Queve Breaksl Break Hours Templates T emplate Assignment |

Queue Name

Break Hours Template
Templale: [New Template - (Detaull) =l

Update

Cancel

Help

To assign Break Hour Template to a Queue,

1. In the Queues Name list, a Queue.

2. Select the temple you want to assign to the Queue from the Templates drop down list.

3. Click Update to finish.
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Section 7: Configuring Call Manager for Arc Connect

7.1.1 Call Manager Partitions and Calling Search Spaces

If Partitions and Calling Search Spaces are being used on the Call Manager there are some
important items to be taken into consideration.

The way in which calls are routed down to operators, transferred to extensions and recalled to
the operator means that many devices are used to complete a route. Because of this certain
Partitions and Calling Spaces play a very important role that can affect the Operator. To
counteract potential problems you should set up a new partition Arc Partition and a new Calling
Search Space Arc Search Space, which includes all partitions. The new Partition and Calling
Search Space should be allocated to the entire Arc devices, Pre CT Gateways, Host PBX
Gateways, Service Queue, and Voice Port (s).

7.1.1.1 Setting up a Partition
A partition is simply a description that dictates who can call a certain Line. A line allocated to a
partition can be dialled from any other phone or Gateway that has a Calling Search Space (see

below) which includes the partition.

Select Route Plan > Partition

systern  Route Plan Service Feature  Device User Application  Help

. . L - Cisco SysTeMs
Cisco/CallManager Administration
Far Cisco IP Telephony Solutions

g = = = Add a Mew Partition
Pa rtltlon Conflguratlon Back to Find/List Partitions

Partition: New

Status: Ready

Insert Cancel Changes

To enter multiple partitions, use one line for each partition entry. You can enter up to 75 partitions; the
names and descriptions can have up to a total of 1475 characters. Use a comma (') to separate the
partition name and description on each line. If a description is not entered, Cisco CallManager uses the
partition name as the description. For example:

<< partitionMame >> , << description >
CiscoPartition, Cisco employee partition

DallasPartition

ArcPartition, Arc Device Partition ;I

1. Enter a Partition Name of Arc Partition
2. Enter a Description for the Partition.
3. Click Insert.

7.1.1.2 Create a calling Search Space

A Calling Search Space is a list of partitions that dictate where the allocated line can call. The
lines used for Arc need to be able to call all devices on the system. Failure to allocate all
partitions to the Search Space used by Arc may cause problems in call delivery.
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Select Route Plan — Calling Search Space

system  Route Plan  Service Feature Dewice User Application  Help

~ ~ / S - Cisco SysTEMs
isco/CallManager Administration
For Cisco IP Telephowy Solutions

Calling Search Space Configuration

Add New Calling Search Space
Back to Find/List Calling Search Spaces

Calling Search Space: New
Status: Ready

Insert Cancel Changes

Calling Search Space Information

Calling Search Space Name* |Arc Search Space

Description |Arc Search Space|

Route Partitions for this Calling Search Space

Available Partitions ARC 22 Partition
IF Phones

Selected Partitions™ ArcPartition
(ordered by highest priority)

* indicates required item

Enter Name of Arc Search Space.

Enter Description.

Add all partitions into the Selected Partitions box. To do this, click a Partition Name in
the Available Partitions box. Click the Down Arrow between the 2 boxes.

4. Repeat step 4 to add all partitions into the Search Space.

5. With all partitions added click Insert.

6. The new Search Space appears in the list on the left of the page.

W

7.1.2 Configuring Host PBX Gateway Devices

Host PBX Gateway ports for the Arc Connect system is where the calls are held prior to their
delivery to the operators. To support the inclusion of Music on Hold with the latest release of Call
Manager the ports should now be configured as CTI Ports, which means that they need a voice

capability i.e. set up within the limits of the max number of Automated Voice Lines on the Cisco
TAPI tsp.)

Select Device — Phone

CallManager Adm

‘or Cisco IP Telephorny Solutions

Find and List Phones Acd a New Phon

No current search

Find phones where IDevice Name j Ibegiﬂs with j | Find
and show |20 =] items per page < Enter search text above > »

Ta list all iterns, click Find without entering any search text, or use "Device Mame is not empty” as the search.

Mo active query. Please enter your search criteria using the options above,
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1.

Select Add a New Phone.

ystem  Route Plan

Servi Featura Application  Help

sisco/CallManager Administration
or Cisco IP Telepbony Solutions

Add a New Phone

3elect the type of the phone you would like to create:

Jhone type*

Status: Ready

¥ indicates required ite

— Mot Selected — j

Cisco12 5P =
Cisco 12 SP+

Cisco 30 5P+

Cisco 30 VIP

Cisco 7910

Cisco 7935

Cisco 7940

Cisco 7960

Cisco ATA 186

ncel Changes

H.323 Client =

2. Select CTI Port from the drop down list.

3.

Click Next.

Cisco/CallManager Administration
For Cisco IP Telephony Solutions

Phone Configuration
[BFESERNGREEEIN Phone: New

Lines can be added after

in the database.

Status: Ready

the new phone is inserted
Insert Cance| Changes

Device Infarmation

Gatewayl

Device Name*

Add a new phom
Back to Find/List Phone

Description |Gateway1
Device Pool*

Calling Search Space lhl
< Mone » -
[Noe> ]
Network Hold Audio Source lm

<MNaone > -

Media Resource Group List

User Hold Audio Source

Location

* indicates a required itemn.

(visw detais)

Back to top of page

Back to Find/List Phones

1. Enter the relevant information for the port including the Music On Hold source. The
User Hold Audio Source is the required field
2. Click Insert.
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3. The Line dialog window appears.

Cisco/CallManager Administration

For Cisco IP Telephony Solutions

Directory Number Configuration

_ Directory Number: 8000 (ArcPartition)
Status: Ready

Ja Gatewayl (Line 1)
t3 Updatel Dalalel Feset Devices |

Configure Device (Gateway

Cancel Changes

Directory Number

Directory Number Settings

Directory Number® 5000
Partition ArcPartition =

voice Mail Profile <Mone > x

{Choose <None> to use default)

Calling Search Space Arc Search Space ¥
User Hold sudio Source < Mone > -
Network Hold Audio Source <Mone > -

4. Enter the information as shown above including the partition and Search Space.

5. Click Insert once completed.
7.1.3 Configuring Pre CT Gateway Devices
Select Device — CTI Route Point.

1. Select Add A New CTI Route Point.

JiscolCallManager Administration
or Cisco IP Telephony Solutions

Call waiting On =
Auto Answer IAutU Angwer Off j
Call Forward and Pickup Settings

Yoice Mail Destination Calling Search Space
Forward All [} [ [«Mone > =l
Forward Busy [} | |<Nune> =l

CTI Route Point Configuration
pirecRNGREERII pevice: New

Lines can be added after the Status: Ready

new CTI Route Paint is
inserted in the database, Insert Cancel Changes

Add a New CTI Route Point
Back to Find/List CTI Route Points

Device Information

Device Name* IPreGaleway1
Description |PreGa|eway1
Device Pool* IDeiau\l

j (Wiew details)

Calling Search Space IArC Search Space

H

Location |< MNone >

* indicates a required item.

2. Insert a Device Name and description of Pre-Gateway.

3. Select a Device Pool and Location as required.
4. Select Insert.

H
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5. Configure the directory number as follows,

iscotCallManager Administration

or Cisco IP Telephony Solutions

Dil’ectory Number COI‘Ifigl.ll'atiOI‘l Configure Device (PreGatewayl

Status: Ready
. PreGatewayl
(Line 1} Insert Cancel Changes

Directory Number

Directory Number® 5500

Partition ArcPartition =
Directory Number Settings

Woice Mail Profile < None > j'

(Choose <None> to use default)

Calling Search Space IW
User Hold Audio Source lm
Metwork Hold Audio Source m
call Wwaiting -

Auto Answer |Auln Angswer Off j

Call Forward and Pickup Settings
Yoice Mail Destination Calling Search Space

Forward all [} | |< Mone » =l
Farward Busy [} [ [<Mane > =
Farward hio r I T<hinne > -1

6. Enter the Directory Number, Partition and Calling Search Space as required
a. Note that Call Pickup Group is off.
b. Note that Call Waiting is on.

7. To provide resilience you can enter a destination in the Forward No Answer section. This
will forward the call to the selected destination if Arc cannot answer the call for any reason.

8. Select Insert and Close.

9.

point select Copy to create the next route point.

10. Edit the Device Name and Description.

11. Enter the Device Pool as Default.

12. Repeat the steps from 7 to 13 to create new Route Points.
13. Once finished click Update.

7.1.4 Configuring Voice Port Devices

These devices are required to be set up as CTI ports, which means that they need a “voice”
capability. Whether they are being used for either function is academic as they are both
configured in the same way. As mentioned previously, when running Call Manager 3.1.3a or
above you need to set up only a single voice port to play and record phrases and messages
during configuration.
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To set up these Ports:

1. Select Device — Phone

Route Plan ature

Cisco SysTEMS

coCallManager Administrati
For Cisco IP Telephony Solutions

No current search

Find phones where |Devwce Mame j Ibegms with j | Find

and show |20 7| items per page < Enter search text ahove > 'I

Ta list all itsms, click Find withaut sntering any search text, or use "Device Name is not smpty” as the ssarch.

Mo active query. Please enter your search criteria using the options abowe,

2. Select Add a New Phone

Cisco SysTems

isco/CallManager Administration

or Cisco IP Telephany Solutions

Add a New Phone

Select the type of the phone you would like to create:

Phone type* — Mot Belected — j
Cisco 12 5P B
Cisco 12 5P+

Status: Ready Cisen 30 5P+
* indicates required iteCisco 30 VP ncel Changes
Cisco 7910
Cisco 7935
Cisco 7940
Cisco 7960
Cisco ATA 186

H.323 Client i

Find and List Phones el (e o
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3. Select CTI Port from the drop down list.
4. Click NEXT

em Route Plan  Service Feature Dewice User Application Help

Cisco SYSTEMS

Cisco/CallManager Administration
For Cisco IP Telephony Solutions

- = Add a new phone
Phone Conﬁgurat'o“ Back to Find/List Phones

Lines can be added after  Status: Ready

the new phone is inserted
in the database. Insert Cancel Changes

Device Information

Device Mame™ W

Description [voicePort]

Device Pool™ lllelau\t—;l (Wiew details)
Calling Search Space Arc h Space -

Media Resource Group List m

User Hold sudio Source lhl

Metwark Hold Audin Source lm

Location lm

* indicates a required itam. Back to top of page

Back to Find/List Phones

5. Enter a name, such as Voice_Port1 or Service_Port1
6. Enter a description
7. Select a Device Pool

8. Enter the calling search space that you create for all Arc devices, such as Arc ALL.
9. Enter a User Hold Audio Source to supply music on Hold (for Service Queue ports

only)
10. Click INSERT

Microsoft Internet Explorer [ 5'

( ‘:?\ The phone has been successfully added to the database. Would
you like to add a directory number for line 1 of this phone now?

Cancel I
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When you see the message box above click OK to add a line to the phone just created.

Cisco SysTemws

isco/CallManager Administration

Cisco IP Telephony Solutions

'il‘ectory Number Configuration Configure Device (YoicePort1)

g Status: Ready
:3 YoicePortl {Line 1)
Insert Cancel Changes

Directory Number

Directory Mumber* IW
Partition IW'
Directory Number Settings
j'

veice Mail Profile (;E;QSEE!)<NDHE> to use default)
Calling Search Space m
User Hold audio Source lm
MNetwork Hold Audio Source lm
Call Waiting =
Auto Answer IAulu Angwer Off j
Call Forward and Pickup Settings

Yoice Mail Destination Calling Search Space
Forward &ll (m} I I( Mone > =l

11. Enter the Directory Number for the port

12. Select the partition name “Arc Partition” from the list.
13. Select the Calling Search Space “Arc ALL" from the list
14. Select Call Waiting to OFF

15. Click INSERT AND CLOSE.

Microsoft Internet Explorer Il l’

Update successfully!

This phone must be reset before the changes will take affect.

16. Click OK

17. Select COPY to configure the next device.

18. Edit the Device Name and Description, for example to Service_Port2 or
Voice_Port2.

19. Repeat steps 9 to 16 until all Service and/or Voice ports are configured.
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7.1.5 Creating the Main Arc user

Users are needed within Call Manager to allow applications like Arc Connect that connect through
TAPI to connect up. There should be an Arc Server machine, which has all the Arc Devices.
Separate users should then be configured for each User. These do not require all devices to be
monitored, just create one user for each PC and its associated phone. This will require a little
forward planning but will require less resource from Call Manager during normal operation.

From the Cisco Call Manager configuration,

Select User — Add New User,

w N

System Route Plan  Service Feature Dewvice User Application Help

Cisco SysTEMS

Cisco/CallManager Administration
For Cisco IP Telephory Solutions

User Information

Basic Search

_ Status: Plzass enter inforrnation for the new user,

<No Application Profiles> Insert | Cancel Changes
Application Profiles can be accessed
:f‘ter’ the new User is inserted in the First Name* Arc
irectary,
Last Mame* Server
User 1D arcsener
User Password™ i
Confirm Password* oo
PIN * gy
Confirm PIN * i
Telephone Number
Manager User ID
Department
UserLocale MNone > =

Enable CTI Application Use

Using the Add New user form, create a new user called Arc Server and ensure that
the Enable CTI application use box is ticked. You will need to enter a PIN
number, enter a default of 12345.

Click Insert.

Next click the Device Association option on the left hand side of the screen.

Route Plan Feature

Cisco SYSTEMS

Cisco/CallManager Administration
For Cisco IP Telephony Solutions

User Information

Personal Infomation
Basic Search

FepiicationProfilesor Al User : Arc Server
ell Device Association
ell Extension Mahility

Status: Insert Successful.

ol SoftPhone Update Cancel Changes |

First Name™ ||Arc—

Last Mame® W

User ID arcserver

User Password™ IW

Canfirm Password* lm

PIN * oot

Confirm PIN * lm

Telephone Number l—

Manager User 1D l—

Department l—

UserLocale lm
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4. To associate devices you will need to use the Available Devices List Filters.

Cisco SysTEMS

Cisco/CallManager Administration

For Cisco IP Telephony Solutions

User Information
Personal Infomation
Basic Search
Assign Devices for : arcserver (Server, Arc)

Status: Plaase snter any changes for the current user.

Find Devices Where :

|Devu:e Mame j Ibegms with j ||

SelectDevices

No Filter Active
0 available device(s) listed at last search,
0 device(s) controlled at last search,

0 device(s) selected currently,

Update | Cancel Changes |

I” check all on Page I” Check &ll in Search @ Mo Primary Extension

5. You can simplify the process by matching filters, for example if your Gateway ports
are called Gateway_1 to Gateway_50, select Device Name, begins with and enter the
word Gateway then press the Select Devices. This will show you all the devices that
match the filter.

6. If you require all devices matched click the Check All In Search button, and a tick
will appear at the left hand side of each line.

7. Repeat the process to add all Pre-Gateway, Service Queue, Voice Queue, Operator
extensions and Busy Lamp extensions. The new selection of devices to add will
always appear at the end of the list of already selected devices.

8. Repeat the Add a new User step for each Operator position, but instead only monitor
a single device that will be associated with a PC where the TAPI driver will reside.
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Section 8: Configuring TAPI and Testing Arc Connect
8.1 Cisco TAPI TSP

Install the Call Manager TAPI on

e Those computers that will run the Arc Connect server
e Those computers that will run the Console Operator.

A user needs to be created for the Arc Server that has the ability to use the following devices in
TAPI:

All Pre Queue Gateways Devices

All Gateway Devices.

All Voice Ports.

All extensions that will be used by the Console operators.

All extensions that will be monitored in the Busy Lamp Field by an Operator.

8.1.1 Installing the TAPI TSP
The Call Manager TAPI should be installed in the same manner for all Arc Connect server and
client application machines.

1. Open the web browser to point to the Call Manager configuration.
2. Select the Application — Install Plugins

Admimstration add, delete and update operations aon devices and users.
Toaol

%8 Cisco Bulk Trace Cisco Bulk Trace Analysis tool is used to do post processing of large SDI/SDL trace
Analysis Tool files in ®ML format and provides parsing, filtering, and high performance, This tool
should be downloaded, installed, and operated on a client machine.

48 Cisco Customer  The Ciscn Customer Dirsctory Configuration Plugin guides you through the

Directory configuration process for integrating the Cisco CallManager with Microsoft Active
Configuration Directory and Netscape Directary Server,
Plugin

4} Cisco IP Phone  Cisco IP Phone Address Book Synchronizer allows users to synchronize their
Address Book Microsoft Outlook or Cutlook Express address books with Cisco Personal Address
Synchronizer Book. The Synchronizer provides two-way synchronization between the Microsoft

and Cisco products. Once installed and Cisco Personal Address Book has been
configured, users access this feature from the Cisco IP Phone Configuration weh
page.

) Cisco ITAPT This plugin must be installed on any computer that will host applications that
access the CallManager wia JTAPL JTAPI is the standard programming interface for
telephony applications written in the Java programming language. Reference
documentation and sample code are included.

) Cisco Telephony  This product contains the Cisco TAPI service provider (TSPY and the Cisco Wave
Service Provider Drivers. It can be installed on either the Cisco CallManager machine or on any other

machine running a Microsoft Windows operating system that can communicate with
the Cisco CallManager machine via TCR/IP. TAPI is a standard programming
interface for telephony applications that run on the Microsoft Windows operating
system. An Adobe Acrobat document called the Cisco TaPI Developer's Guide is
installed that describes which TAPI interfaces are currently supported. Install the
Cisco TSP and the Cisco Wave Drivers to allow TAPI applications to make and
receive calls on the Cisco IP Telephony Solution,

Click on the icon to the left of the Cisco Telephony Service Provider.

Follow the on screen instructions to complete the install.

When installing the TSP on the Arc Server machine you will also need to install the
Cisco Wave Driver. Instructions on installing this are found in a text file, which can
be found in c:\Program Files\Cisco\CiscoTSP.txt

iAW
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8.1.2 Configuring the TAPI TSP
1. Click on the Advanced tab,

Phone And Modem Options

Dialing Hulesl Modems Advanced |

@ The following telephony providers are installed on this computer:

Providers:

CizcoT SP001.tsp

MediaPath Service ProvideN2.0.554)
Micrazoft H.323 TAP| Service\Qrovider

Microzoft Multicast Conference NP Service Provider
MDIS Prowy TAP| Service Provider

TAPI Kemel-tode Service Provider

Unimadem & 5 ervice Provider

Add... | Bemaove I LConfigure..)

0k I Cancel | Apply |

N

2. If the Cisco TAPI is installed correctly, then it should be seen in this list.

3. To configure the TSP, select it in the TSP list and click the Configure button.

Cisco-IP PBX Service Provider

sEr | CTI Managafl Wavel Trace | A\:lvancadl Languagal

Version Informatiar

CiscoT 5P Yersion: 3.2(0.24)

CiscaTSP Ul Version: 3.2[0.24)

x|

oK I Cancel |

Apply

3.Ensure that TAPI is the correct version (See Compatibility Matrix Page 7).
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4.Then click the User tab.
x|

General  User IETI Managafl Wavel Trace | A\:lvancadl Languagal

Security

Usger Name: Iarcserver
Paszword: Ixx)cx
Werify Pazzword: |,<m

ag I Cancel Apply

5. Enter the User Name and Password for the Call Manager User that was setup for

the machine.

6. Select the CTI Manager tab,

Cisco-IP PBX Service Provider x|

Generall User  CTI Manager IWavEI Trace | Advancedl Languagel

i~ Primary CTI Manager Location

 None

" Local Host

Ht IT 29.1.67.7
" Host Name: I

r—Backup CTI Manager Location
" None
£ Local Host

& |P Address I'IZST.ET.E
" Host Name I

ag I Cancel | Lpply

7. Enter the Name or IP Address of the Call Manager CTI Manager that you require
to obtain your TAPI information from. A second CTI Manager can be used for

resilience if required and available.
8. Select the Wave tab,

Cisco-IP PBX Service Provider

Genelall Lger | CTl Manager ‘wave |T|ace | Advancad' Languaga'

r Automated Yoice Call
Dresired number of possible Automated Yoice lines: Im [0- 255)

[Current number of possible open Automated Voice lines iz 250.]
[~ Enumerate only lines which support Automated Yoice

[Currently enumerating all lines. ]

r Silence Detection
[+ &l phones and gateways perform silence suppression

16 bit linear PCH energy level: 200 [0- 32767]

oK I Cancel Apply

<<TOC

Arc Connect Installation Guide
Version 4.1

111




9. Enter the number of desired Voice Lines. This will be the number of Service, Voice
and Host PBX Gateway devices that are being run from the server machine. There
is a maximum of 255 lines available on a single server. Once this figure is set you
will need to (re) install the Cisco TAPI WAVE driver. The instructions on how to do
this are included on the Cisco TSP readme file. You will also need to uninstall and

reinstall this driver every time you change the figure here.
10. Click Ok.

11. Reboot all computers that TAPI has been installed on.

12. TAPI must now be tested independently of Arc Connect. Close down all Arc Connect
applications.

8.1.3 Testing TAPI

Under Windows 2000:

From the Arc Connect Server, select Start — Run and type dialler.

¢z Phone Dialer

~=lol x|
Fle Edit Yiew Phome VWindows Help
o & | & al S8 il @
Dial Redial Speed Mew Join [eave Refresh  Hide Calls  Preview
# Directories Mame

[ Computer Hams [ internet Address
=3 Internet Diractories The selected server is not responding -- it may be down or temporarily overloadsd.
=8 (My Netwark) Select Refrash to re-query the server.
=3 People
(23 Conferences
&3 My Metwark Diractary
#7 Speed Dial
i Corferencs Roam

| 2]
For Help, press F1

2. Select Edit — Options. The following screen will appear:

2l
Lines | audio /Video
@ {_Phone and Modem Options... i
— Preferred Line For Calling
@ % Phane g " |nternet

— Lihe Used Faor (

% Phone Calls: | Cisco Line: [MF_Soft_Phane] (7770) ~I™NN

g Internet Calls: |H323 Line j

%] Internet Conferences: IIF'EDNF LINE j

] I Cancel | Apply |

3. Select the local phone extension from the Phone Calls section. If there are no
numbers in the line select box then the TAPI configuration must be rechecked.
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4. Select dial to call another extension.

£ Phone Dialer

File Edi View Phone Windows Help

. =10l
& Lo -
Dial Redial Speed New Join Leaye Refresh  Hide Calls  Preview
(7% Directories Name, | Computer Name [ internet Address
=8 Tnternet Directories The selected server is nek responding - it may be down or temporarly averloaded
E & (i Network) Select Refresh ko re-cuery the server
43 Pecpls.
(2 Conferences
&5 My Netwark Directary
4% Speed Dial

{5 Corference Room

<
For Help, press F1

5. If a call can be made and completed, all is ok. Otherwise, recheck the TAPI
configuration.
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8.2 Arc Connect Simple Test

1. Open the Arc Connect Server from Start — Programs — Arc Connect — Arc Connect
Server

2. If you require Music on Hold this must be set on the server. Select Configuration —
Preferences — Call Handling

x

General  Call Handling ILoggingl

— Call Handling

Call &rrival Mode: I.&Ierting - I
Internal Call &nzwer Delay: IU ﬁ
External Call &nswer Delay: ID ﬂ

— Mugic On Hold
Enable music after voice messaging: W

Enable music for operatar held calls: v

 Yoice
Enabls gateway voice messaging W

ok | LCancel | Help |

Check the box or boxes you require when music is to be played namely after voice
messaging and/or when an Operator puts a call on hold. If you require music between
messages you must select the Enable Gateway Voice Messaging checkbox. Click
Ok to continue.

3. Start the server

Arc Connect CT Server = 0] x|
File Configuration Help
Console Emnnectl WVoice Ennnectl
[ Call Activity -
Calls '#/aiting Callz In Progress
100 0
— Uszer Activity
Connected Local Users Connected Remote Lsers
100
— Server Statug
FE= Config D atabase Log Database Comms
’7 Connected ’7 Connected —‘ ’7 Connected ’7 Active
|arc Connect CT Server |arc Connect CT Server Active, [
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4. A successfully started server will show the above status.
PBX: The server has successfully connected to

the PBX.

The Server has successfully connected to

the Configuration Database.

The Server has successfully connected to

the Logging Database.

Config Database:

Log Database:

Comms:

The Server has successfully found I.P.

Activity.

8.2.1 Confirming Console Operator

WoONURAWNE

Click on the Console Connect tab.
Dial one of the Console Queue locations (8500) configured as Console Queues.
This tab shows the number of calls waiting for Console Queues.

After dialling the call, the Calls Waiting indicator should show one call.

Open the Operator Console and log in an Operator.

You will see that a call is waiting in the Console Queue.

Click the + key to answer the call.

Click Page Down to put the call on hold.
Click Page Down again to retrieve the call.

10. Type in the number of another extension and click Enter.

11. A call should be made from the Operator to that extension.

12. Click the Enter key again and the call will be transferred to the 3™ extension and the
Operator will be free again.

8.3 Common Installation Issues

8.3.1 Common Installation Issues

Problem
Arc Server will not start.

Operator Console Cannot
transfer/hold calls.

Symptom

When attempting to start the
Arc Server, the Server Status
changes to Active for a few
seconds and then shuts
down.

When the Operator attempts
a blind transfer or holding a
call, an error message is
displayed stating Not
enough service Queue
devices.

Resolution

Ensure that the Arc Connect
Administration has been
completed and that the
devices etc. have been
entered into the Host PBX
Gateway tab.

Note: Ensure that the CTI
Route Points and CTI Ports
are monitored in TAPI.

Ensure the Arc Server has
been configured with Service
Queue devices and that they
can be monitored in TAPI.

Note: Ensure that the Cisco
TAPI Wave Driver has been
installed on the Arc Connect
Server.
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In Queue Position /
Estimated Answer Time
messages do not work.

When a call in the Queue
should hear an In-Queue
Position message, the caller
does not hear a message.

When using In-Queue Position
or Estimated Answer Time
message, ensure that the
thresholds have been
configured on the General
tab.

User does not receive
calls.

A User is logged into the
system, but does not receive
any calls when they are put
into the queues.

Ensure that the User has been
assigned the skill (queue) to
where the calls are
transferred.

Note: Ensure that the correct
number is being dialled for
the queue that the User is
logged in.
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Appendix 1 - DC DIRECTORY IMPORT PROCEDURE

Before the DC Directory can be imported, there are two separate preparation procedures that
must be completed. One is performed on the Cisco CallManager, and the other is on the Arc
Server.

On the Cisco CallManager:

1. Copy the DCDir.exe Set up file onto the CallManager.
2. Run this executable on the local CallManager.
3. During the installation process, accept all of the default values.

Once this Set up process has completed, a new virtual directory is created within IIS running on
the CallManager. The directory is called ArcLDAP. Two ASP files are placed within this directory.
This is all performed automatically during the installation process.

On the Arc Server:

Open the Control Panel on the Arc Server.

Double click on Internet Options. Select the Security tab.

Click on the Internet Option at the top of the box, and then press the Custom Level
button:

W

Internet Properties x|
General  Security | Frivacy I Content I Connections I Frograms I Advanced I
Select a'Web content zone to specify ite securty settings.

O @

Localintranet  Trusted sites Flestricted
zites

Internet
This zone containz all'wWeb sites you B |
haven't placed in other zokes

— Security level for this zone

Move the slider to set the security level for this zone.
- - Medium
- S afe browsing and ztill functional
- Prompts before downloading potentially unzafe content

- Unsigned Activel controlz will not be downloaded
- Appropriate for most [ntemet sites

Custam Level... | [efault Level |

Ok I Cancel | Apply |

4. The first subheading is ActiveX controls and Plug-Ins. Under this heading there are
five options:
a. Download signed ActiveX controls
b.  Download unsigned ActiveX controls
¢. Initialise and script ActiveX controls not marked as safe
d. Run ActiveX controls and plug-in;
e. Script ActiveX controls marked safe for scripting
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Check the Enable radio button below each of these options.

5.
6.

Press OK, then Yes. Then press Apply then Ok.
Close the Control Panel.

Once you have performed the above preparation, you can then import the DC Directory:

ouhwne

Open the Arc Connect Administration.

Click on Configuration — CT Gateway.

Click on the Main Directory tab.

Press the Import button. A box appears asking for the address of the CallManager.
Type in the IP address of the CallManager that you installed the ASP files on.

The DC Directory will now import.

alls
NOTE
¢ Depending on the size of the DC Directory and the network speed,
the directory could take a long time to import. If the directory import
does not work, you will get an error message as soon as it starts.
Therefore if this message does not appear, the import is working.

e When entering the location of the CallManager, it is recommended
that the IP address be used instead of the CallManager name.
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Appendix 2 - Arc Connect Resilience

There are 3 levels of resilience that can be provided,
1. Basic Resilience — Calls forwarded to Call Manager if Arc Server stops.
2. TAPI Resilience — Call Manager ensuring calls are handled in the event of a Call Manager
crash.
3. Full Resilience — Covering the eventualities of a Call Manager and/or an Arc Server crash.

8.3.2 Scenario One — Basic Resilience

This level of resilience should be configured on all Arc/Call Manager installations. It provides for
all incoming calls to be routed to a Call Manager extension in the event of a failure of the Arc
Server, or a re-homing of Call Manager devices to a server that cannot be monitored by Arc.

To set resilience up simply enter a Forward No Answer destination on each of the Pre-Gateway
device CTI Route Points.

System  Route Plan eature plication  Help

Cisco SysTems

Cisco/CallManager Administration
For Cisco IP Telephony Solutions

Directory Number Configuration — Senfioursbevice (re ot Gatoway S

| Directory Number: New
Status: Ready

TR Lnsert | Canesl Changes
Directory Number
Directary Number* e
Partition [ArcDefeut =]

Directory Number Settings

vaoice Message Box 5500
calling Search Space ArcDefouliCSSs »

User Hold Audio Source [«None > K|
Network Hold Audio Source  [<None > |
Call Waiting [T

Activate Auto Answer Not available on this device,

Call Forward and Pickup Settings
Destination  Galling Search Space

Forward Al [ [Noe> =]
Forward Busy [ [None> =]
Forward No Answer | | [<Nane> =]
Forward On Faiure [ | [<None> =]
Call Pickup Group [<None> =]

Line Settings for this Device

Display (Internal Caller 1D}
External Phone Number Mask

Digable ring on this line Mot available on this device
* indicates required item; changes to Line or Directory Number settings require restart,
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Once the forward has been set it will activate immediately if the Arc Server is no longer
monitoring the CTI Route Point. There are two scenarios where this may happen, a) If the Arc
Server is stopped, including if the machine crashes, and b) the phones being monitored rehome
to a different Call Manager that is not being monitored by the TAPI user on the Arc Server
machine. In release 3.0 of Call Manager the TAPI user can only monitor a single Call Manager.
Release 3.1 the TAPI user is setup to monitor two CTI Managers, meaning that even if phone
rehome, the TAPI seamlessly carries on monitoring the TAPI devices on the failover Call
Manager.

8.3.3 Scenario Two — TAPI Resilience

With the release of 3.1 of Call Manager a TAPI user can monitor two CTI Managers. This feature
allows auto failover of TAPI devices to a separate Call Manager, while allowing the TAPI user to
continue monitoring the devices against the same User profile. The Arc Server will be out of
action for just a few seconds while the devices rehome. The Arc client users will see a message
that their Device has gone out of service. The message will disappear from the screen once the
device comes back into service. They can then carry on as normal. No action needs to be taken
by the client. These CTI Managers reside as a service on a Call Manager server.

To provide this resilience, set up a backup CTI Manager on the TAPI configuration as shown:

Cisco-IP PBX Service Provider i
Generall Uzer | Wavel Trace | Advanced
— Primary CTI Manager Lozation

" Mone
" Local Host

& |P &ddress: I‘ID.2.1D.1
" Host Marne: I

—Backup CTI Manager Location
 Mone

™ Local Host

& |P Address: |1D.2.'|D.2
" Host Mame: I

Ok I Cancel | Lpply

8.3.4 Scenario Three — Full Resilience

Full resilience can now be provided for Arc installations. This covers all eventualities including the
two above, but also in the event of an Arc Sever machine crash a second Arc server can take and
process the incoming calls.

On the Call Manager there should be set up two identical configurations using different
numbering plans. Then set up a new User Profile for the second Arc Server machine. This allows
a second Arc Server to be active and ready to take calls.
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The User simply has to switch between the Main Arc Server and the Alternate Arc Server. This is
done very easily from the relevant GUI.

Within Call Manager the Forward No Answer on the primary CTI Route Points that are the Pre
CT-Gateway ports simply point to the relevant Route Point that is set for the secondary Arc
Server. Once the call is routed to the new Route Point it will be routed into the Gateway set on
the Secondary Server and then onto the clients, who have re attached himself or herself to the
secondary server. A 3" level of Arc resilience can be set by putting a Forward No Answer from
the secondary Route Points to a Call Manager device as in scenario One.

To summarise full resilience,

Failed Application

Call Manager Response

Arc Response

First Call Manager

Phones and CTI Manager
Rehomes to secondary Call
Manager

Arc Server uses backup CTI Manager
and automatically monitors rehomed
extensions.

Client extensions go Out of Service
for a few seconds and then client can
carry on as normal.

First Arc Server

Forwarding on CTI Route
Points sends calls to
secondary Route Points.

Secondary Arc Server will
automatically start receiving calls.
They will be processed accordingly.

Clients must manually repoint their
applications to the secondary server.

Second Arc Server Calls forwarded from primary
Arc Server will be forwarded
again to a third destination,
likely a Call Manager

destination.

N/A

8.4 Redundancy
The methods used to ensure the redundancy in the event of integration failure are,

Multiple hot-swap power supplies
Hot-swap Hard Drive arrays

UPS / power conditioners

RAID

e

8.5 Recovery
The software recommended for the backup recovery is Veritas Backup Exec 8.6.

The steps to be followed for taking backup with Veritas Backup Exec 8.6 are as follows,

This backup can be completed while the Arc Connect Server is started. The following sections of
Arc Connect need to be backed up if a disaster recovery backup is not required.

1. The complete contents of C:\Program Files\Arc\. This assumes that the default
destination directory is used.

2. The following section of the registry, HKEY_LOCAL_MACHINE\SOFTWARE\Arc Solutions
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3. The Arc Log database, the location for SQL Server database files would be C:\Arcdata by
default. This database needs to be backed up.

4. The Configuration database, the location for SQL Server database files would be
C:\Arcdata by default. This database needs to be backed up.

8.5.1 Restoring Arc Connect

Prior to restoring Arc Connect, ensure that the operating system with all service packs has been
installed and the Host PBX TSP has been installed and configured.

Fs=
NOTE

Please remember that the Arc Connect solution as a whole will need to be re-
registered and that the Arc Connect Server will not start until this is done.
Please contact your reseller for new registration codes.

8.5.2 Disaster Recovery Backup
Simply ensure that the Arc Connect Server PC is backed up as a whole. The Arc Connect server
can remain started throughout the whole backup procedure.

=
NOTE
Please ensure that the open files upgrade has been installed into Backup

Exec. This is required as all the above files and directories will be open /
contain open files. If this is not done, any restore procedures will not work.
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