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Overview

Introduction

Nortel Networks announces the Nortel Networks Symposium Express Call
Center. This product provides a simplified call center solution for call centers
with up to 150 agents and up to 5000 calls per hour.

Some of the Symposium Express Call Center advantages are

cradle-to-grave call control

state-of -the-art user interface

industry standard client/server architecture

open interfaces: database, rea-time, and Symposium Link

client/server processing power and leveraging of PBX switching reliability

What’s new in this release

The following Symposium Express Call Center Release 3.0 features are
described in this guide:

Symposium Management Interface

You now use the Symposium Management | nterface (SMI) Workbench
folder to connect to each server fromthe client PC. When you double-click
the system icon, the SM1 Workbench initiates a connection to the server.
When the connection is established, the SM1 window opens. The SMI
window contains programs for administering and monitoring the
Symposium Express Call Center.

\oice Services

A Voice Services card installed in the Meridian 1 switch provides front-end
voice processing capability to Symposium Express Call Center. The Voice
Services card provides similar functionality to Meridian Mail; however, the
Voice Services card enables you to play recorded announcements and voice
menu options so that you can collect customer-entered data, or to inform
calers of their position in queue or the amount of timethey can expect to
wait before their call is answered.

Symposium Express Call Center
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You collect customer-entered datain the form of digits entered through
phoneset keys. You can then use this information to determine how the call
istreated. Digit collection, Position in Queue, and Expected Wait Time are
keycoded features available only if you have installed a Voice Services card
in the Meridian 1 switch.

For more information, see “ Configuring the Voice Services card on the
switch” on page 262.

Network Skill-Based Routing (NSBR)

Network Skill-Based Routing is a keycoded feature that enables a
Symposium Express Call Center to route calls to three remote call centers.
For more information, refer to the Call Center Management Guide.

Automatic script activation

You no longer need to run the script activator after you install Symposium
Express Call Center. Scripts are automaticaly activated after you run the
Call Treatment and Call Routing wizards.

Conversion from Symposium Express Call Center Release 1.0 or 2.0 to
Symposium Express Call Center Release 3.0

You can convert from Symposium Express Call Center software Release
1.0 or Release 2.0 to Release 3.0. To convert from Release 1.0 to Release
3.0, you must first upgrade to Release 2.0. For more information, see “To
ensurethat the Meridian 1 switch initializes after a server upgrade” on page
161.

In this guide

The Nortel Networks Symposium Express Call Center Planning, Installation,
and Administration Guide provides information on how to prepare and install
the call center server and client software, and configure call center resources.

Who should read this guide

This guideisfor Nortel Networks installers and distributors responsible for
installing, upgrading, and configuring the Symposium Express Call Center.

Planning, Installation, and Administration Guide
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Assumptions

This guide assumes that you are preparing to ingtall a new Symposium Express
Call Center, or that you are planning to upgrade or make changes to an existing
installation.

This guide also assumes the following:

m  TheMeridian 1 switch is correctly installed and operational, and is
configured for use with Symposium Express Call Center.

m  Meridian Mall, if it isused, is correctly installed and operational, and is
configured for use with Symposium Express Call Center.

s All customer-supplied PCs are operational and running Windows NT
Server 4.0 (Standard Edition), Windows NT Workstation 4.0, Windows 95,
or Windows 98 with the most current Service Pack supplied by Microsoft.

m  All customer-supplied PCs are using Microsoft TCP/IP.
s Theclient network isinstalled and operational.

Access rights

This guide assumes that you have the required privileges and access rights to
perform the procedures in this guide. For more information, refer to“ User types
in Symposium Express Call Center” on page 214.

Optional features

Some of the features described in this guide are optional. To determine which
features you have access to, Nortel Networks supplies akeycode that you use
when you install the Symposium Express Call Center software. Fields and
commands for features that you did not purchase are not available.

Related documents
The following documents provide additiona information related to Symposium
Express Call Center:

= Nortel Networks Symposium Call Center Server Release 3.0 Network
Control Center Administrator’'s Guide

4 Symposium Express Call Center
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»  Nortel Networks Symposium Call Center Server Release 3.0 Symposium,
M1, and Voice Processing Guide

»  Symposium Link Interface Specification Addendum

Planning, Installation, and Administration Guide 5
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Skills you need

Introduction

This section describes the skills and knowledge you need to use this guide
effectively.

Nortel Networks product knowledge
Knowledge of, or experience with, the following Nortel Networks productsis
helpful when installing and configuring Symposium Express Call Center:
s Meridian1

m X111 Release 24.25 and higher
s Meridian Mail

PC experience or knowledge
You require knowledge of, or experience with, the following PC products before
installing Symposium Express Call Center:

s Windows NT Server 4.0, Windows NT Workstation 4.0, Windows 95,
Windows 98, or Windows 2000 Professiona

m  client/server architecture
= Microsoft TCP/IP

Other experience or knowledge

The following types of experience or knowledge may also be useful:
= networking
= troubleshooting

m  configuring Windows NT Server 4.0, Windows NT Workstation 4.0,
Windows 95, Windows 98, or Windows 2000 Professional

6 Symposium Express Call Center
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Symposium Express Call Center components

Introduction

Symposium Express Call Center is aclient/server call center application that
provides sophisticated call routing and management information. Symposium
Express Call Center consists of the following components, some of which are
optional:

aserver that is acustomer-supplied PC running Windows NT Server 4.0
(Standard Edition) with Service Pack 5 or higher, and on which the
Symposium Express Call Center server softwareisinstalled. The
Symposium Express Call Center server software processes calls and stores
statistics.

Nortel Networks recommends using DELL, Compaqg, IBM, and the HP
NetServer E60 platformsto ensure compatibility with Symposium Express
Call Center software.

aclient that is a customer-supplied PC running either Windows NT
Workstation 4.0, Windows 95, or Windows 98, and on which the
Symposium Express Call Center client softwareisinstalled. A copy of the
client softwareis alwaysinstalled on the same PC asthe server. In addition,
you can install separate copies of the client on additional PCsfor your
Supervisors.

Symposium Express Call Center software that runs on the server and is
accessed and controlled by the client PCs. In this guide, the term “ server”
refers to the server software.

Symposium Express Call Center client software that allows you to
administer and monitor the server. In this guide, the term “client” refersto
the client software.

a Sybase database that isinstalled as part of the server installation

aMeridian 1 switch that receives and directs calls to the call center
application, and software for administering the switch

aVoice Services card installed in the Meridian 1 switch that provides front-
end voice processing capability to Symposium Express Call Center. You
can also use theV oice Services card to play announcements, play voice

Planning, Installation, and Administration Guide 7
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menus, and collect multiple digits from a customer. The Voice Services
card is an optional feature.

= an embedded or private LAN (ELAN) that connects the Meridian 1 switch,
the server, and the Meridian Administration Terminal (MAT) software

m  pcAnywhere 9.2 support software that is installed on the server

m  aseparate customer LAN (CLAN), if you have more than one client PC, to
support communication between theclient and server

s  Meridian Mail, MIRAN, RAN, or athird-party IVR system, to play
announcements if you are not using Voice Services

m amusic source, if you want to play music

Configurations

There are two possible configurations for Symposium Express Call Center:

1. Theserver and client are both running on a single PC (under Windows NT
Server 4.0). There are no additiona clients. Thisis referred to as a
coresident installation.

2. Theserver and client are running on one PC (under Windows NT Server
4.0). Additional PCs run the client application only, under Windows NT
Workstation 4.0, Windows 95, or Windows 98. For the clients running on
additional PCs, thisis referred to as a standal one installation.

Note: The Symposium Express Call Center Release 3.0 client can be
installed on a PC running Windows 2000 Professional. The client
installation software for Windows 2000 Professional is packaged on a
separate CD. Contact your Nortel Networks distributor for more
information.

Note: If you purchased the Network Skill-Based Routing feature, the
configuration of your call center is different from that of asingle call
center. For information about NSBR, refer to the Network Control Center
Guide.

8 Symposium Express Call Center



June 2001

Getting started

Description

As shown in the diagrams that follow, Symposium Express Call Center operates
in aclient/server environment, although the server shares a PC with theclient.

The client software provides operational, administrative, and management
(OA&M) contral for the server. Optional additional client PCs connect to an
existing CLAN. The CLAN operates with either Ethernet architecture or Token
Ring architecture using the TCP/IP protocol.

The following diagram shows a single-PC coresident installation:

Windows

NT 4.0
server

Dial up
networking

Remote
support

IR

switch

Optional
third-party IVR

or

Meridian Mail
(without

f ACCESS link)

G101184

The server connects to both the ELAN and the CLAN (if used). It sends control
signals for the Meridian 1 switch over the ELAN by way of the Application
Module Link (AML).

A MAT client PC, running the Meridian Administration Tool, connects to
Meridian Mail and the Meridian 1 switch over a serial link, using VT220
terminal emulation. This PC can control Meridian Mail and the Meridian 1.

The ELAN can connect to a customer-supplied router to allow access to awide
areanetwork (WAN).

The server connects to amodem to allow remote access by a support PC for
maintenance and diagnostics.

Planning, |
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The following diagram shows the architecture if additional standalone clients

are running on separate PCs:

Windows 95/ ~\ Client
Windows NT4.0 software
client iiiiiﬁﬁi

O Customer LAN (CLAN)
Windows
~ NT 4.0
Dial up server Server
networking software
Client
software

switch

Optional
third-party IVR

or
Meridian Mail
(without

§ ACCESS link)

How Symposium Express Call Center wo

The server provides

m call processing and data collection
= network server functions providing

G101185

rks

= network and communications servicesto client PCs (in amultiple-client

PC configuration)

= communication and control to the Meridian 1 switch

= external accessto aremote support PC for remote maintenance and

diagnostics

The client PC application provides

10
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s the administrative interface to the server
s real-timedisplays
= report interface

»  the OA&M interface for all components on the network, using the MAT
COMMON services

The MAT PC communicates with and controls Meridian Mail and the Meridian
1 over aserial link, using VT220 terminal emulation. Instead of using the MAT
PC, you can use acustomer-supplied VT220 terminal to set up and configure the
Meridian 1 switch and Meridian Mail.

Planning, Installation, and Administration Guide 11
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Customer-supplied equipment and data
checklist

Introduction

Use these checklists to ensure that you have the required equipment and
customer-supplied information.

12 Symposium Express Call Center
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Hardware and software checklist for the server PC

The following checklist provides alist of requirements for the PC on which the
Symposium Express Call Center server and client are installed:

Check  Description

minimum processor type 500 MHz Pentium I11
minimum memory 256 Mbytes

6.3 Ghyte hard drive

SVGA monitor (800 x 600 minimum display setting)
Windows 95 keyboard

mouse

one of the following tape drives:

Seagate STD28000N

Tandberg MLR1

Tandberg SLR50

CD-ROM drive (4x speed minimum)

3.5" floppy drive

10 BaseT network interface card for connection to the
ELAN

modem, V 32 or V32bis compliant, with minimum 28 800
baud rate

(optional) network interface card for connection to the
CLAN (required if you areinstalling one or more additional
client PCs)

PC up and running with Windows NT Server 4.0 (Standard
Edition with Service Pack 5 or higher); Remote Access
Service; and Microsoft TCP/IP installed

C partition for client with minimum 1 Gbyte FAT and 200
M bytes minimum paging file

D partition for server with minimum 4 Gbyte NTFS

Planning, Installation, and Administration Guide
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Check  Description

m Ethernet connections ready at Meridian 1 switch (cable and
transceiver/M AU)

m customer- or Nortel Networks-supplied hub for the ELAN

= one PC equipped with VT220 emulation software and serial
cable for Meridian Mail connection

= (optional) customer-supplied UPS for the server

» jacks and cable ready to connect server to the CLAN if
additional client PCs required

= (optional) cable ready to connect ELAN to customer WAN

m user name, password, and domain name for access to
CLAN if additional client PCs required (see the following
checklists)

m list of unique names and | P addresses for al equipment on
both CLAN and ELAN (see the following checklists)

14 Symposium Express Call Center
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Hardware and software checklist for additional client PCs

The following checklist provides alist of requirements for additional
Symposium Express Call Center clients installed on separate dedicated PCs:

Check  Description

Each client PC should have
minimum processor type 166 MHz Pentium |1

= minimum memory 32 Mbytes for Windows 95 and
Windows 98 (64 Mbytes for Windows NT Workstation 4.0)

= 1 Gbyte hard drive (minimum 300 Mbytes space free)
m SVGA monitor

= Windows 95 keyboard

= Mouse

m CD-ROM drive

= 3.5" floppy drive

m network interface card for connection to the CLAN

Planning, Installation, and Administration Guide 15
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Check  Description

= PC up and running with Windows NT Server 4.0 (Standard
Edition with Service Pack 5 or higher) or Windows NT
Workstation 4.0 (with Service Pack 4 or higher), Windows
95, or Windows 98. The following versions of Windows
95/98 are supported:

= Windows 95a (Windows 95 + Service Pack 1); for
Windows 95ato work successfully, install Internet
Explorer 4.0

= Windows 95b (Windows OSR 2.0 and 2.1)

m  Windows 98 (first edition). For Windows 98 (second
edition) to function successfully, you must manually
uninstall ODBC 4.0 before ingtalling Symposium
Express Call Center 3.0.

Symposium Express Call Center requires ODBC driver
pack V3.5 and ODBC DLL version 3.51.171300.Y ou can
view the current version number by viewing the properties
of the ODBC DLL file, or by running OBBCAD32.EXE
from the system32 directory, and then selecting the Drivers
tab. If you do not have the correct version, download it
from the Microsoft web site.

= Microsoft TCP/IP protocol installed and configured

16 Symposium Express Call Center
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Required setup data checklist

Introduction

Use the information you record in this section in the initiad Windows NT Server
4.0 configuration, and during the Symposium Express Call Center server and
client software installation. M ake as many extra copies of the checklists as
required for this installation.

Keycode and serial number

A keycode is aNortel Networks-supplied code that determines the features and
functionality that are installed. When you receive your software, you aso
receive akeycode. Make sure that you have the correct keycode for the
functionality that you require.

If you have purchased the Voice Services option, you must have a second
keycode for Voice Services.

Site-specific information

This section gives a brief description of each of the items you must enter during
installation.

IP addresses for ELAN and CLAN
If there are two network interface cards in the server PC (that is, one for the
EL AN connection and one for the CLAN connection), you are prompted to enter

two |P addresses during installation. You do not require a CLAN if you only use
the coresident client software.

IP address for the voice services card

If you are using avoice services card, you are prompted to enter an |P address
for it during installation.

Planning, Installation, and Administration Guide 17
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Switch name

Thisis the name defined in the system for the Meridian 1. It must begin with an
aphabetic character, cannot contain spaces or underscores, and must not exceed
80 charactersin length. Do not use the default switch name asit contains an
underscore and is thus not accepted by the Symposium Express Call Center
installation.

Note: You must ensure that the switch name does not match the server name.

Site name

Thisidentifies the call center on reports and defines the channelsin which tasks
communicate with each other. The name must be a minimum of 6 characters and
amaximum of 15 characters. It must begin with aletter and cannot include
spaces.

If you are upgrading from Release 2.0 to Release 3.0, you must ensure the site
name conforms to the rules.

Host name

The host name must be exactly the same as the computer name. Both names
must be entered in uppercase. The name must be a minimum of 6 characters and
amaximum of 15 characters. It must begin with aletter and cannot include
spaces.

To determine the computer name, choose the Windows Start menu O Settings
0 Control Panel 0 Network, and then click the Identification tab. The computer
name appears in the box named Computer name.

To determine the host name, choose theWindows Start menu [ Settings [
Control Panel 0 Network, and then click the Protocols tab. Click TCP/IP, click
Properties, and then click DNS. The host name appears in the box named Host
name.

General information

Record this information for use during the installation.

Required setup data Information for this installation

Switch name

18
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Required setup data Information for this installation

Switch serial number
Switch type

Modem phone number for the
Meridian 1 switch

Keycodes for

= Symposium Express Call Center
= Voice Services, if purchased

Modem phone number for the server

Site name (all uppercase, 6 to 15
characters, first character must be a
letter, hyphen allowed, no spaces
allowed)

Host name/Computer name (all
uppercase, 6 to 15 characters, first
character must be aletter, hyphen
allowed, no spaces alowed)

Workgroup name (the computer
cannot belong to adomain)

Customer company name (cannot be
blank)

Customer representative s name
(cannot be blank)

Customer number
Administrator password

NGenDesign password (new password)
(default: Nortel)

NGenDist password (default: ntdist)  (new password)

Planning, Installation, and Administration Guide
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Required setup data Information for this installation

Type of modem for server
User name (for CLAN access)

Password (for CLAN access)

IP addresses and names

Record the | P addresses and names supplied for the client PCs, the MAT PC, the
server, the Meridian 1 switch, Meridian Mail, Voice Services card, and other
equipment accessible through the CLAN and the ELAN. Include the name and
serial number for the Meridian 1 switch.

To determine the serial number, load Overlay 22. At the REQ prompt, type TID,
and then press Enter.

Seeyour LAN adminigtrator for information about addresses, subnet masks, and
gateways.

Information
for this
Name IP address Subnet mask installation

Switch (Meridian 1)
Primary |P address
on ELAN

Switch (Meridian 1)
Secondary IP address
on ELAN

Note: The Option
11C switch uses only
the Primary IP
address (AUX D).

ELAN server

20
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Name IP address

Subnet mask

Information
for this
installation

ELAN router/
gateway | P address
(optional WAN
connection)

CLAN server

CLAN router/
gateway | P address
(if used)

RAS address

CLAN client
(if required)

Voice Services card
installed on the
switch

Planning, Installation, and Administration Guide
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Required setup media checklist

Installation items

The following table lists the software you need to complete the Symposium
Express Call Center installation.

Note: You may want to refer to the Customer Documentation CD for assistance
during the installation process.

Check OQty Description

1 Nortel Networks Symposium Express Call Center
Release 3.0 Server Application CD. This CD contains
the setup program, all software to be installed on the
server, Symposium Link software if required, and
pcAnywhere 9.2 remote support software.

1 Nortel Networks Symposium Express Call Center
Release 3.0 Client Application CD. This CD contains
the setup program and all softwareto beinstalled on the
client PC(s).

Nortel Networks Symposium Express Call Center
Supplementary CD. If supplied with thisinstallation,
this CD contains product enhancement packages
(PEPS).

1 The emergency repair disk that holds the configuration
datafor Windows NT. The installer updates this disk
during each stage of the Release 3.0 ingtallation on the
server.

1 Keycode data. This data determines which software
features will be installed.

22 Symposium Express Call Center
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Maintenance and diagnostics items

The following maintenance and diagnostics disks are not supplied by Nortel
Networks:

Check Qty Description

3 Microsoft MS-DOS 6.20 disks. Use these disks for
reinstalling the operating system for maintenance and
diagnostics.

4 Intel PCDIAGS disks. Use these disks for maintenance
and diagnostics.

2 (optional) RAID driver disk and configuration disk

Planning, Installation, and Administration Guide 23
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Overview

Introduction

This chapter provides information on how to configure the Meridian 1 switch to
work with Symposium Express Call Center.

You can use Meridian Mail, MIRAN, the Voice Services card, third-party IVR
systems, and music/RAN systems with Symposium Express Call Center to
supply voice servicesto callers. However, because Symposium Express Call
Center does not use advanced scripting commands, there is no support for
Meridian Mail ACCESS integration.

For information about the Meridian 1, refer to the appropriate documentation for
your switch version.

Resources configured on the Meridian 1

Symposium Express Call Center requires a specia configuration on the
Meridian 1 for the following resources:

m  Ethernet Application Module Link (AML)

m  Voice Services card (optional keycoded feature)
s  CDNsand agent phonesets

s |IVRACD-DNs

s Meridian Mail and third-party voice ports

m  Voiceports

[ tones

Minimum Meridian 1 release

The minimum Meridian 1 software releaseis X11R24.25 for Option 11C and
Options 51C to 81C. The Option 11C Mini requires software version 2.00A,
which is based on X11R24.24.
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Ensure that you have al the latest software packages installed on your Meridian
1 switch. For more information, refer to your Meridian 1 documentation.

Voice processing requirements

Symposium Express Call Center, using Meridian Mail voice services, aVoice
Services card, or other third-party 1VR products, provides voice processing
capabilities. To support voice processing, you must dedicate Meridian Mail
ports, Voice Services ports, or third-party 1VR ports. You cannot share Meridian
Mail portswith other applications. For example, if you use avoice port for IVR,
you cannot use the same port for voice mail.

Calls directed to Meridian Mail by Symposium Link must also use a dedicated
set of ports.
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Connecting the server to the Meridian 1 switch

Introduction

This section lists the correct LAN package for each switch type. It also contains
illustrations that show how to connect the Symposium Express Call Center
server to the Meridian 1 switch.

LAN packages required for the Meridian 1

Refer to the following table to ensure that you have the correct LAN package for
your Meridian 1 switch:

If your switch | Then you need the
is an LAN package Contents Quantity

Option 11C NTHF35AA 10BaseT hub

Transceiver

10-foot Ethernet cable

25-foot Ethernet cable
LAN cable
Option 51C NTHFG9AA 10BaseT hub

Ether Twist
Transceiver

NN SRS

10-foot Ethernet cable

25-foot Ethernet cable
LAN cable

Option 61C or [NTHF36AA 10BaseT hub
81C

R R R R

N

Transceiver

10-foot Ethernet cable |2
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If your switch

Then you need the

is an LAN package Contents Quantity
Option 61C or [NTHF36AA 25-foot Ethernet cable |1
81C

LAN cable

To connect to Options 11C and 51C

The following illustration shows how to connect your Symposium Express Call
Center server to an Option 11C or 51C Meridian 1 switch using the LAN
packages listed in “LAN packages required for the Meridian 1" on page 28.

For more detailed information, refer to the documentation that comes with the
Meridian 1 switch.

15 pin
AUI

Transceiver

o

Symposium
Express y %
Call Center iz
server "
RJ45
l-— 25-foot Ethernet cable
10BASET i] RJ4S
HUB oooo
ooooo T
10-foot
Ethernet
cable

50 pin connector
P1 on Option 11C
and 51C

cable

G101378
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To connect to Options 61C and 81C

The following illustration shows how to connect your Symposium Express Call
Center server to an Option 61C or 81C Meridian 1 switch using the LAN
packages listed in “LAN packages required for the Meridian 1" on page 28.

For more detailed information, refer to the documentation that comes with the
Meridian 1 switch.

Symposium
Express %
Call Center .
server —
RJ45 15 pin
I— 25-foot Ethernet cable AUI
10BASET i] RJ45 Transceiver | 15 pin connector
HUB oooo T T— P1 on Option 61C
ooood and 81C CPU 0
10-foot LAN
Ethernet cable
cable
l Transceiver 15 pin connector
T— P1 on Option 61C
and 81C CPU 1
LAN
cable

G101379
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Configuring the Ethernet Application Module
Link

Introduction

To configure the Ethernet AML, you must perform the following tasks:
1. Definethe Ethernet LAN (ELAN).
2. Defineone Value Added Server (VAS) for each ELAN configured.

These tasks associate the link (ELAN) with aVVASID to allow message
transmission.

To define the ELAN with LD 17

To define the ELAN with Overlay 17, use these prompts and responses.

Prompt Response Description

REQ CHG

TYPE CFN Configuration Record
ADAN NEW ELAN 16, Add/change/remove

CHG ELAN 16, 1/O devicetype ELAN 16 (AML over
OUT ELAN 16 Ethernet)

CTYP ELAN Card type

DES aaa...a Port designation

LCTL Yes, (No) Modify link control system parameters

N1 128, (512) Maximum octets per | frame. 128 or 512 are
available.
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Prompt Response Description

ADAN <Cr>, *xx* Go to next prompt or exit overlay.
Terminate overlay (Release 19 and later).
END

To define VAS ID with LD 17

To define theV AS ID using Overlay 17, use these prompts and responses

Prompt Response Description

REQ CHG Change

TYPE VAS Value added server

VAS NEW, CHG, MOV, Add, change, move, or delete avalue added
ouT server

VSID 16 VAS identifier

ELAN 16 Associate VAS ID 16 with ELAN 16

SECU Yes, (No) Turn on (off) security for Symposium Link

applications
INTL 1-12 Time interval for checking Symposium

Link for overload, in
5-second increments

MCNT 5-100 000 M essage count threshold for number of
Symposium Link messages per time
interval

Exit from the overlay
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Defining CDNs and agent phonesets

Introduction

To allow the Symposium Express Call Center to receive cals, you must add and
configure CDNs using Overlay 23. Agent phonesets require no special
configuration for Symposium Express Call Center.

Note: To add or print TNs, use Overlay 11.

Prompts for CDNs

You should define CDNs with CNTL= NO, RPRT=NO, and AACQ=NO.

VAS ID definitions

Do not enter aV AS ID definition on agent phonesets or CDNSs.

To acquire CDNs and agent phonesets

When you acquire a CDN on Symposium Express Call Center, the parameter
ASID appears next to the TNB or CDN block. CNTL, AACQ (for CDNs), and
AACD (for agent phonesets) are automatically changed to YES.

Note: For an agent to log on to his or her phoneset, the agent ID must be added
to Symposium Express Call Center.

LD23

This display shows an acquired CDN:

Prompt Response Description

REQ PRT Print

TYPE ACD, CDN ACD or control DN data blocks
CusT 0-99 Customer number
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Prompt Response Description

CDN XXXX

AACQ Yes, (NO) Application acquired queue
RPRT NO
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Configuring IVR ACD-DNs

Introduction

Usethisprocedureif you are using Meridian Mail or MIRAN. If you areusing a
Voice Services card, refer to “To configure the VR ACD DNs” on page 266.

AnIVR ACD-DN isaDN that applies aspecific I VR application to an incoming
call. Symposium Express Call Center must acquire IVR ACD-DNs.

You configure IVR ACD-DNsiif you use Meridian Mail, the Voice Services
card, or another third-party IVR system to play messages to callers. These
messages are stored on Meridian Mail, the Voice Services card, or the third-
party IVR system, and can be announcements or voice menus. If your system
usesaMIRAN card only to provide messages, you do not need to configure VR
ACD-DNs. If your system uses a Voice Services card, you should refer to
Chapter 5, “Installing and configuring a Voice Services card,” to configure IVR
ACD-DNSs.

To configure IVR ACD-DNs with LD 23

To configure VR ACD-DNs with Overlay 23, use these prompts and responses

Prompt Response Description

REQ NEW Create new queue

TYPE ACD ACD data blocks

CusT 0-99 Customer number

ACDN XXXX The DN of the ACD queue. Thisisthe
number you enter in the VSDN table.

MWC YES Indicatesthat this is a message center and that
the queue has agents.

CMS YES Command and Status Link Application
Protocol used
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Prompt Response Description

IMA YES Enables IMA attendant.

IVMS YES Integrated voice messaging. Creates a
message center from which messages can be
retrieved.

VSID XX Do not enter anyVASID from LD 17.

MAXP XX I ndi cates the maximum number of ACD

agents for this queue.

ALOG YES ACD agents are automatically logged on
when Meridian Mail is powered on.

NCFW 0 The DN to which calls are forwarded. Set to 0
for agent queues.

IVR YES Indicates that the queue can be used with the
Give VR command defined in scripts.

TRDN XXXX Default treatment DN if not specified in the
Call Routing wizard.
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Configuring voice ports

Introduction

Voice ports carry speech to Meridian Mail, the Voice Services card, or an IVR
system. In Symposium Express Call Center, you must configure voice ports
when the ports are Meridian Mail, Voice Services, or third-party 1VR system
ports used to play announcements or voice menus.

Note: Voice Services ports are configured differently than Meridian Mail or
third-party I'VR ports. For information on configuring Voice Services ports, see
“To configure the VR ACD DNS’ on page 266.

You enter Meridian Mail voice ports or third-party 1VR system ports as virtua
agent TNs. The class of service must be IMA and VMA to ensurethey are
virtual agents.

Note: For Meridian Mail voice ports, do the following:

1. Ensurethat the key layout matches the configuration of keysin Meridian
Mail. This matching enables Meridian Mail to answer, disconnect,
originate, transfer, and conference calls.

2. If your Meridian Mail passwords are configured to expire, you must change
the passwords regularly, or voice processing will stop.

To configure Meridian Mail or third-party IVR voice ports with LD 11

To configure voice ports with Overlay 11, use these prompts and responses

Prompt Response Description

REQ aaa NEW, CHG

TYPE SL1 ACD or control DN data blocks
TN [l sccu Enter the TN of the agent.
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Prompt Response Description

Prompt Response Description

CLS VMA, IMA Ensure that Voice Messaging and Integrated
Mailbox Administration are set.

KEY XX aaayyyy Phoneset function key assignments

END Exit from overlay.
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Configuring tones

Introduction

Tones are used to provide call status to phoneset users. Tones are provided in on
and off phases. One or more cycles of on/off phases make up atone's cadence.

You use Overlay 56 to customize the tones provided for international markets.

To configure tones with LD 56

To configure tones with Overlay 56, use these prompts and responses.

Prompt Response Description

REQ NEW, CHG Action request

TYPE FTC Flexible tones and cadences

TABL 1-255 Cadence number in the Master Cadence table

RING XXXX Define specific cadences.

HCCT YES Change hardware-controlled cadence tone
definition.

ILIN <cr> Symposium Express Call Center ending agent
logon tone. It can be configured to change
tone and cadence; otherwise, accept defaults.
Go to the next prompt to configure or accept
default values.

XTON 0-(56)-255 NT8D17 TDS tone code

XCAD 0-(2)-255 NT8D17 cadence code for FCAD
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Prompt Response Description

ILOU <cr> Symposium Express Call Center pending
agent logoff tone. It can be configured to
change tone and cadence; otherwise, accept
defaults. Go to the next prompt to configure or
accept default values.
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Initializing or updating the switch

Introduction

Symposium Express Call Center cannot process callsif the Meridian 1 switch is
not operational. If you need to initialize the Meridian 1 for any reason, you
should always shut down Symposium Express Call Center first.

To initialize the switch
1  Shut down the Symposium Express Call Center server and clients.
2 Perform the upgrade on the switch or reinitialize the switch.
3 Restart the switch.
4

Restart the Symposium Express Call Center server.
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Changing CDNs on the Meridian 1

Introduction

If you need to make changes to CDNs on the Meridian 1 switch, you must
follow specific steps to avoid causing service breaksin Symposium Express Call
Center. For example, if you inadvertently out a CDN that is currently acquired
by Symposium Express Call Center, you can cause some servicesin Symposium
Express Call Center to go down. Thiswould prevent calls from being handled by
Symposium Express Call Center.

To change CDNs on the Meridian 1
To make changes to CDNSs on the switch, ensure that you follow this sequence
1. Deacquirethe CDN from Symposium Express Call Center.

2. Delete, move, add, or makes changes to the CDN as necessary on the
Meridian 1.

3. Reacquirethe CDN on Symposium Express Call Center.

You can acquire and deacquire CDNs on Symposium Express Call Center either
from Advanced Functions or with the Import wizard.
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In this chapter
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Section I: Uninstalling software 199
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Overview

Introduction

This chapter provides the procedures to do the following:

Verify Windows NT Server 4.0 settings.

Install the Symposium Express Call Center server application software.
Install the Symposium Express Call Center client application software.
Upgrade the server and client application software.

Install product enhancement packages (PEPS) on the server and client.
Uninstall the client and server application software.

Uninstall PEPs on the server and client.

Migrate to Symposium Call Center Server 3.0.
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Section A: Pre-installation activities

In this section

Pre-installation checklist 46
Configuration procedures a7
Configuring Windows NT 48
Installing SNMP, RAS, and TCP/IP Printing services 50
Installing WinNT 4.0 Service Pack 5 or higher 54
Configuring the Remote Access Service modem 56
Removing daylight saving time 59
Verifying system settings 60
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Pre-installation checklist

Introduction

Before you begin installation, ensure the following:

Your system is set up according to the requirements listed in “ Customer-
supplied equipment and data checklist” on page 12

The Meridian 1 switch is configured properly for use with Symposium
Express Call Center. The minimum Meridian 1 software releaseis
X11R24.25 for Option 11C and Options 51C to 81C. The Option 11C Mini
requires software version 2.00A, which is based on X11R24.24.

Pre-installation checks

Before you start theinstallation, you should verify the following:

Your system hardware and software meet the requirements for Symposium
Express Call Center.

Note: If you do not have sufficient space on the hard drive, the installation
will fail.

No other application softwareis resident on the PC on which the softwareis
being ingtalled.

The SNMP service and Remote Access Service (RAS) areinstalled and
running.

Any power-saving features are turned off. This eliminates the possibility of
the automated installation being interrupted when a power-saving feature is
turned on.

There are no screen savers enabled. Screen savers use valuable CPU
processing power.
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Configuration procedures

Introduction

This section contains procedures for initial configuration of the server operating
software using the Windows NT Server 4.0 Control Panel. These procedures
include

s changing the network | P addresses in Windows NT
= configuring the RAS service
m  configuring site-specific information, including the local date and time

Note: You must install Windows NT Server 4.0 as a standalone server before
starting this procedure and the RAS service.

What you need

You need the following:
m thelP address of the server
m  theoperating system installation CD

= the emergency repair disk for this server, or ablank disk if the emergency
repair disk is not available

= vendor-supplied operating system CDs and driver disks

m  (optional) the disk containing the driversif a Token Ring network adapter
card has been installed for the CLAN
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Configuring Windows NT

ATTENTION Yo need to configure Windows NT Server 4.0 as astandalone

server before you begin the installation. Ensure that the host
name matches the computer name exactly.

To configure Windows NT

1  Press Ctrl+Alt+Delete.
Result: The logon window appears.
2 Log on to Windows NT using the system administrator password.
3 From the Windows Start menu, choose Settings [1 Control Panel.
Result: The Control Panel appears.
4  Double-click Network.

Result: The Network property sheet appears. The Identification property
page is on top.

5 Click Change.
Result: The Identification Changes dialog box appears.

6  For Computer Name, enter the name for this machine. (Refer to the
information you recorded on the worksheets.)

Note: The computer name cannot contain spaces. It must contain 6 to 15
characters; the first character must be a letter, and all letters must be in
uppercase. Hyphens are allowed.

7  For Workgroup, enter the new workgroup name, if necessary.

Note: The server cannot belong to a domain. Leave Domain blank.
8 Click OK.

Result: You return to the Identification property page.
9  Click the Protocols tab.

Result: The Protocols property page appears.
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10
11

12

13

14

15

16

17

18

19

20
21

22
23

Select TCP/IP Protocol.
Click Properties.

Result: The TCP/IP Properties property sheet appears. The IP address
property page is on top.

Click the DNS tab.
Result: The DNS property page appears.

If necessary, change the host name to match the computer name that you
setin step 6.

Note: The names must match exactly, and must be in all uppercase letters.

Enter the name for the domain supplied by the customer’s network
department.

Configure the DNS Service Search Order and the Domain Suffix Search
Order, as per the customer’s network department’s instructions.

Click the WINS Address tab.
Result: The WINS Address property page appears.

In the Adapter drop-down list, select the adapter that matches your CLAN
network card.

Enter the Primary WINS Server and the Secondary WINS Server as
supplied by the customer’'s network department.

Click OK.
Result: You return to the Protocols property page.
Click the Bindings tab.

Configure the binding order so that the CLAN comes first, followed by the
ELAN card, and then the Virtual Adapters for RAS.

a. Click the plus sign (+) located next to each service to display the
protocols beneath that service.

b. Click the plus sign (+) sign located next to the protocols to display the
adapters.

c. Click the up and down arrow buttons to arrange the binding order.
Click OK.

Choose No when the Network Settings Change dialog box appears.

Planning, Installation, and Administration Guide 49



Installing the software Standard 1.0

Installing SNMP, RAS, and TCP/IP Printing
services

To verify that the necessary services are installed, and to install them

if required
1
2

Log on to Windows NT as Administrator.

In the Control Panel window, double-click the Network icon.
Result: The Network property sheet opens.

Click the Services tab.

Verify that SNMP Service is in the list of services. If it is not, follow these
steps:

a. Insert the Windows NT 4.0 Server Operating System CD in the
CD-ROM drive.

b. Click Add.
c. Select SNMP Service.

Result: A message appears that the set up needs to copy some
WInNT files.

d. Click OK.

e. Select the letter of the CD-ROM drive followed by \I386. For example, if
your CD ROM drive is E, select E:\I386.

Note: Once you restart the server, you may be presented with an SNMP
error. It is safe to click OK. This requires reapplication of the Windows NT
Service Pack. Refer to “Installing WinNT 4.0 Service Pack 5 or higher” on
page 54.

If Remote Access Service is not in the list of services, follow these steps:

a. Insert the Windows NT 4.0 Server Operating System CD in the
CD-ROM drive.

b. Click Add.

c. Select Remote Access Service.
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d. Click OK.
Note: To configure RAS, follow the procedures in“To verify that the RAS
service is set to automatic” on page 53, and “Configuring the Remote
Access Service modem” on page 56.

6  Verify that Microsoft TCP/IP Printing is in the list of services. If it is not,
follow these steps:
a. Insert the Windows NT 4.0 Server Operating System CD in the

CD-ROM drive.

b. Click Add.
c. Select Microsoft TCP/IP Printing.
d. Click OK.

7 Install Service Pack 5. See “Installing WinNT 4.0 Service Pack 5 or higher”

on page 54.

To configure the Windows NT SNMP service to forward traps to an
NMS (optional)

1

In the Control Panel window, double-click the Network icon.
Result: The Network property sheet opens.

Click the Services tab.

In the list of Network Services, select SNMP Service.

Click Properties.

Result: The SNMP Properties property sheet appears.
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5  Click the Traps tab.

Microsoft SHMP Properties EHE
Agent  Traps | Securityl

The SHMP Service provides network. management over TCPAP
and /5P protocols. I traps are required, one or more
community names must be specified. Trap destinations may be host
hames, |P addresses, or IPX addresses.

— Community M ame:
f =
Eemoye |
Trap Destinations:
wad | Ed | | Reme |

QK I Cancel | Lol |

6 If no community name is defined, type public and click Add.

7  Add a trap IP destination by clicking Add and typing the IP address of the
NMS.

8 Click OK.

Result: The SNMP Properties property sheet closes.
9  Click Close.
Result: The Network property sheet closes.
10 In the Control Panel window, double-click the Services icon.
Result: The Services dialog box appears.
11 Selectthe SNMP Trap Service.
12 Click Start.
Result: The SNMP Trap Service starts.
13 Click Close.

Note: You must also configure the NMS to receive and interpret traps.
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To verify that the RAS service is set to automatic

This service must be set to automatic to support dial-in connections from the
client PC or from support personnel.

1
2
3

In the Control Panel window, double-click Services.

Scroll to Remote Access Server.

If Remote Access Server is not set to automatic, then do the following:
a. Select Remote Access Server.

b. Click Startup.

c. Select Automatic.

Click OK.
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Installing WIinNT 4.0 Service Pack 5 or higher

Introduction

A service pack is an update that Microsoft provides for Windows operating
systems. Service packs provide new versions of files and fixes for problems that
have been reported.

Requirements

m  Windows NT 4.0 Service Pack 5 or higher. You can obtain this from a
Service Pack CD provided by Microsoft, or you can download it from the
Microsoft web site.

m  aserver powered up, withWindows NT 4.0 Server installed
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To verify the installation of Service Pack 5 or higher

1 Log on to Windows NT as Administrator.

2 Open the Control Panel (from the Windows Start menu, choose Settings O
Control Panel).

Result: The Control Panel appears.

B3 Control Panel M= 3
File Edit “iew Hel
..... WE ¥ [ ]
6] H s B
Acceszibility  Add/Remove Conzole [rate/Time Devices Dial-Up
Options Programs Monitor
T . oy
=
Dizplay Fonts Internet Keyboard Licenzing Modems
D 52 9 )
Mouze Multimedia M etk FC Card Farts Frinters
[PCHLCIA)
Regional  SCSI Adapters Server Services Sounds System
Settings
&
Tape Devices  Telephony UPs
| Configures network hardware and software i

3 Choose Help 0 About Windows NT.

4 Verify that the Windows NT 4.0 version includes the phrase “Service
Pack X", where X is 5 or higher. If you do not see this phrase, you must
install Windows NT 4.0 Service Pack 5 or higher.

ATTENTION you must install or reinstall any features on Windows

NT (for example, if you must reinstall SNMP, reinstall
RAS, or install a new network card), then you must
reinstall the Service Pack.

To install the service pack

You can find instructions for installing the service pack on the Microsoft web site.
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Configuring the Remote Access Service
modem

Introduction

To allow remote support of the server, you must configure the modem for
Remote Access Service (RAS). You cannot install the Symposium Express Call
Center software unless amodem is installed and configured on the PC.

To add the modem

1 On the Control Panel, double-click Network.

Result: The Network property sheet appears. The Identification property
page is on top.

2  Click the Services tab.

3 If Remote Access Service does not appear in the list, click Add.
Result: The Select Network Service dialog box appears.

4 Inthe Network Service box, select Remote Access Service.

5 To copy the Remote Access Service files onto the server, do one of the
following:

m  Click Have Disk.
or

m  Select the directory in which to search for the files, and then click
Continue.

6  On the Services property page, select Remote Access Server, and then
click Properties.

7  If there is no port/device/type description line for COM1, click Add.
8  Inthe Port window, select COM1.
9 Click OK.

10 Click Cancel to manually select the modem.
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11 Inthe Attached Device box of the Configure Port window, select the
description that corresponds to your modem.

Note: Be sure to install the correct modem driver that matches your modem
(not a generic one). If a generic modem driver is installed, this can result in
incorrect modem behaviors, including reduced throughput.

To configure the modem
1 Onthe Remote Access Setup dialog box, ensure COM1 is selected.
2 Click Configure.
Result: The Configure Port Usage dialog box appears.
3 Click Receive calls only.
4  Click OK.
Result: You return to the Remote Access Setup dialog box.
5  Click Network.
Result: The Network Configuration dialog box appears.
6  Click Configure to configure the TCP/IP settings.
Result: The RAS Server TCP/IP Configuration dialog box appears.
7  Click This Computer only.

8  Modify the static address pool ranges to unused valid TCP/IP ranges. Use
the two RAS IP addresses supplied by the LAN administrator.

9 Select Allow remote clients to request a predetermined IP address.
10 Click OK.
Result: You return to the Network Configuration dialog box.
11 Click OK.
Result: You return to the Remote Access Setup dialog box.
12 Click Continue.
13 Click OK.
Result: You return to the Network property sheet.
14 Click Close.

Result: The program begins binding the network software.
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15 Choose No when the Network Settings Change dialog box appears.

16 Choose File O Close to exit from the Control Panel.
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Removing daylight saving time

Introduction

Daylight saving time must not be set for Symposium Express Call Center.

To remove daylight saving time
1  Onthe Control Panel, double-click Date/Time.
Result: The Date/Time Properties property sheet appears.
2  Click the Time Zone tab.

3 Click Automatically adjust clock for daylight saving changes to deselect
daylight saving time.

4  Click OK.
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Verifying system settings

Introduction

To ensure a successful installation, there are several operating system settingsto
verify before starting the installation. These include verifying the

computer name

workgroup

I P address and subnet mask
host name

configuration of target PC

The following procedures explain in detail how to verify and change these
settings, if necessary.

To check the computer name and workgroup

1
2

From the Windows Start menu, choose Settings [1 Control Panel.
Double-click Network.

Result: The Network property sheet appears.

Click the Identification tab.

Result: The Identification property page appears.

Verify that the Computer Name is correct.

Note: The computer name must match the host name. It should be
between 6 and 15 alphanumeric characters in uppercase. It must begin
with a letter and cannot include spaces.

Verify that the Workgroup is correct.
Click the DNS tab.

Verify that the domain name, the DNS service search order, and the
domain suffix search order are correct. This information is provided by the
customer’s network department.

Click the WINS Address tab.
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9  \Verify that the Primary WINS Server IP address and the Secondary WINS
Server IP address are correct. This information is provided by the
customer’s network department.

10 What do you want to do?

IF you want to THEN

exit click Cancel.

change the computer name or continue with the following
workgroup procedure.

To change the computer name or workgroup
1 On the Identification property page, click Change.
Result: The Identification Changes dialog box appears.
2  Change the Computer Name and Workgroup as required.

3 Click OK to save your changes.

To check the IP address, subnet mask, and host name
1  From the Windows Start menu, choose Settings [1 Control Panel.
2 Double-click Network.
Result: The Network property sheet appears.
3 Click the Protocols tab.
Result: The Protocols property page appears.
4 In the Network Protocols box, select TCP/IP Protocol.
5  Click Properties.
Result: The Microsoft TCP/IP Protocol property sheet appears.

6  Verify that the IP Address and Subnet Mask are correct. Change them if
necessary.

7  Click the DNS tab.
Result: The DNS property page appears.

8  Ensure that the Domain box is blank.
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10

11
12

Verify that the Host Name is the same as the Computer Name. If it is not
the same, change the Host Name to match exactly. It must be in
uppercase.

Click OK to save your changes.
Result: You return to the DNS property page.
Click Close.

If you made any changes, the Restart Windows dialog box appears. Click
Yes to restart the computer.

To check the server PC configuration

Ensure that you have configured static | P addresses for both the server CLAN
and ELAN, and that DHCP is not supported on the server.

1

From the Windows Start menu, choose Programs [ Command Prompt.
Result: An MS-DOS window appears.

At the prompt, type ipconfig, and then press Enter.

Verify the IP address, subnet masks, and default gateways.

Determine if you can ping your own server by typing ping
aaa.bbb.ccc.ddd, where aaa.bbb.ccc.ddd is the IP address of the server.

Determine if you can ping the Meridian 1 switch by typing ping
aaa.bbb.ccc.ddd, where aaa.bbb.ccc.ddd is the IP address of the switch.

Determine if you can ping the client PC by typing ping aaa.bbb.ccc.ddd,
where aaa.bbb.ccc.ddd is the IP address of the client PC.

From the client PC, determine if you can ping the server by typing ping
aaa.bbb.ccc.ddd, where aaa.bbb.ccc.ddd is the IP address of the server.

Type exit, and then press Enter to exit from the MS-DOS window.

Note: If you are unable to communicate successfully over the network, see
“Problems connecting to the server” on page 298.
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Overview

Introduction

With pcAnywhere, you can perform advanced administrative tasks on the server
from aremote PC, and control the server as though you were directly connected
to it.

You should install and configure Symantec pcAnywhere 9.2 before you install
the Symposium Express Call Center software. If you have an older version of
pcAnywhere on your server, you must uninstall it first.

Note: Remote accessisrequired to allow your distributor or Nortel Networks
Customer Support to log on to your server remotely to provide support.
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Uninstalling pcAnywhere 8.0

Introduction

Before you install pcAnywhere 9.2, you must first uninstall any older version of
pcAnywhere that you have installed on your server. If you are upgrading from
Symposium Express Call Center Release 2.0, then you probably have
pcAnywhere 8.0 installed.

To uninstall pcAnywhere 8.0

1

Log on to Windows NT as Administrator (or as another user with
administrator access).

Double-click the pcAnywhere icon, and then click Cancel to cancel the
waiting host.

From the Program Manager, click pcAnywhere.
Click Remove pcAnywhere.

When the message pcAnywhere wi |l be renpved fromthe
foll owi ng directory appears, click Yes to continue.

Follow screen instructions to uninstall pcAnywhere.

If the message The systemindicates that the foll ow ng
shared file is no |l onger used by any prograns appears,
respond in one of the following ways:

m  Forfiles in \Program Files\Common Files\Symantec\Shared\ folder, click
Yes.

m  For files in the WINNT35\System32 folder, click No.
Result: pcAnywhere is now removed.

When the message Uni nstal | conpl eted. Some el ements coul d
not be renoved appears, click OK.

When the message pcAnywher e has been uninstall ed fromyour
conputer. Do you wi sh to reboot now? appears, select Yes to
restart the server.
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Installing pcAnywhere 9.2

Introduction

One licensed copy of pcAnywhere Version 9.2 is provided for the server on the
Symposium Express Call Center Release 3.0 Server Application CD. Beforeyou
install pcAnywhere 9.2, you must uninstall pcAnywhere 8.0 if it isinstalled on
your server. For more information, refer to “ Uninstalling pcAnywhere 8.0” on

page 65.

Note: Toinstall pcAnywhere Version 9.2 on the client PC, you must purchase a
separate license for the client PC.

To install pcAnywhere Version 9.2

1

Log on to the server as Administrator.

Note: If you already have a version of Symposium Express Call Center
installed, shut down all SMon services by choosing Start 0 Programs [
Symposium Express Call Center 0 Shutdown.

Insert the Symposium Express Call Center Release 3.0 Server Application
CD into the CD-ROM drive.

In Windows NT Explorer, browse to
E:\SCCS\Atps\PcA9.2\Cd\Diskl (where E: is your CD-ROM drive).

Double-click Setup.exe.

Result: The Symantec installation wizard window appears.
Click Next.

Result: The License agreement appears.

Select | accept the terms, and then click Next.

Result: The Customer Information window appears.

Enter your User Name and Organization, and then click Next.
Result: The Setup Type window appears.

Select Typical, and then click Next.

Result: The Ready to install the program window appears.
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10

11

12

13

14

15

16

17

Click Install and wait until Setup wizard completes.

Result: The Support Solutions window appears.

Click Next.

Result: The Windows Solutions window appears.

Click Next.

Result: The How to reach Symantec Online Information window appears.
Click Next.

Result: The Some Additional Options window appears.

Clear all check boxes, and then click Next.

Result: The Register Symantec pcAnywhere window appears.
Click Skip.

Result: The program prompts for confirmation.

Click Yes.

Result: The following message appears: The I nstal |l Shiel d Set-up
W zard has successfully installed pcAnywhere.

Click Finish.
Result: The system prompts you to restart the server PC.
Remove the CD from the CD-ROM drive, and click Yes to restart the server.

Result: The server PC restarts. The installation of pcAnywhere 9.2
software is completed.

Note: If the server hangs, restart it manually.
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Configuring pcAnywhere

Introduction

Configuration of pcAnywhere sets up a secure caller account to access the
server. You can add acaller account for each remote PC, including Nortel
Networks. These caller accounts restrict usage of pcAnywhere to appropriate
users.

This section describes how to configure pcAnywhere to accept remote
connections.

Configuring the network settings and remote PC caller accounts

The procedure “ To configure pcAnywhere for Nortel Networks support” on
page 70 defines the NGenDist and NGenDesign user accounts and passwords for
remote users logging on to the server using pcAnywhere. This ensures that only
authorized users can administer the server using pcAnywhere. The procedure
also specifies how to set up the pcAnywhere network properties to enable these
remote PC callers to access the server.

Password recommendations

Plan the passwords you want to use for NGenDist and NGenDesign. Use the
same passwords for the pcAnywhere NGenDist and NGenDesign caller
passwords that you plan to use for the Windows NT NGenDist and NGenDesign
Windows NT accounts. This simplifies the remote logon process.

To maintain remote access security, change the passwords for the NGenDist and
NGenDesign caller accounts regularly. Continue to match the pcAnywhere
caller passwords for NGenDist and NGenDesign to the Windows NT user
account passwords for NGenDist and NGenDesign.

When you change passwords, Nortel Networks recommends that they meet the
following requirements:

m  Each password should be six to ten characters long.
m  Each password should contain at least one number.
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Each password should not contain common words or houns.

Example

The following password example meets all of these recommendations:
Xyd45fst

To start pcAnywhere for the first time

1
2

Log on to Windows NT as Administrator.

From the Windows Start menu, choose Programs [0 Symantec
pcAnywhere.

Note: If you are asked if you want to register pcAnywhere, click Skip. Click
Yes when you are asked to confirm.

Result: The Smart Setup Wizard window appears, and you are prompted
for the modem device.

Choose the entry that matches your modem, and then click Next.
Result: The system prompts you to select the network device.
Ensure that only TCP/IP is selected, and then click Next.

Result: The system prompts you to select a port.

Ensure that Select COML1 is selected, and then click Next.
Unselect Specify a login name and password, and then click Next.
Click Finish.

Result: You are placed into the pcAnywhere main window.

To change WindowsNT user access rights for pcAnywhere files

Use this procedure if, during pcAnywhere configuration, you get a message that
you do not have the right to modify that setting or to create anew caller.

1
2

Close pcAnywhere.

Go to %Systemroot%\Profiles\All Users\Application Data\Symantec.
Note: %Systemroot% is the WinNt directory.

Select the pcAnywhere directory.
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Right-click the directory and, from the Properties menu, choose Security.

Click Permissions and, for Administrators, select Full Control for Type of
Access.

Click OK to save changes.

Click OK to exit the Properties window.

To set the video mode

1

From the Windows Start menu, choose Programs [0 Symantec
pcAnywhere.

From the Tools menu, choose Application Options.
Click the Host Operation tab.

For Video mode, ensure that the selected option in the drop-down list is the
default.

Click Apply to save changes.
Click OK to exit.

To configure pcAnywhere for Nortel Networks support

1

From the Windows Start menu, choose Programs [0 Symantec
pcAnywhere.

Ensure that Be a Host PC is selected.
Right-click the Network icon and select Properties.
Result: The NETWORK Properties dialog box appears.

Ensure that the Connection Info tab is selected.
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5

6
7

Ensure that only TCP/IP is checked, as in the following example:

METWORK Properties

O MetBIOS

[ Barwan VINES
OLem
etz
LT3

Click Apply if you made any changes.
Click the Settings tab.
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8  Ensure that the settings are as shown in the following example:

I METWORK Properties

9 Click Apply to save changes.
10 Click the Callers tab.
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11 Select Use pcAnywhere authentication with pcAnywhere privileges, as
shown below:

| sddcaler  NGenDssion

12 Double-click Add Caller.
Result: The New Caller Properties window appears.
13 Type NGenDist for the Caller Name, and then click Next.

14 For the password, type ntdist. You must enter the password a second time
for confirmation.

CAUTION
& Risk of security breach

To maintain security, it is important that the support administrator
change this password as soon as possible. Advise the support
administrator that this must be done when pcAnywhere is first
used. The new password must be given to Nortel Networks before
you can receive any support.

15 Click Next.
16 Click Finish.
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17 Repeat steps 12 to 16 for the NGenDesign account, using NgenDesign as
the Caller Name and Nortel as the password.

18 Right-click the NGenDesign caller icon and select Properties.
19 Click the Privileges tab.

20 Select Superuser, as shown in the following example:

21 Click Apply to save the changes.
22 Click OK to exit the Properties window.

Result: The NETWORK Properties dialog box appears.
23 Click the Security Options tab.
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24

25

Ensure that the settings are as shown in the following example:

Click the Conference tab.
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26 Ensure that the Enable conferencing and Obtain IP address automatically
options are selected, as shown in the following example:

ATTENTION Do not enter a password in the Protect Item tab. If this

password is necessary, the system administrator should enter
it. If the password is misplaced, pcAnywhere must be
uninstalled and reinstalled to modify the network icon settings.

27 Click OK on the NETWORK Properties dialog box to apply all settings for
the HOST PC.
What's Next?

To start the Symposium Express Call Center installation, refer to* Installing
server software” on page 81.
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Changing pcAnywhere caller passwords

Introduction

During the installation and configuration of pcAnywhere, you specify logon
passwords for the NGenDist and NGenDesign callers. To maintain system
security, change these passwords periodically.

Note: To smplify the remote logon process, use the same passwords for the
pcAnywhere NGenDist and NGenDesign caller passwords that you plan to use
for the Windows NT NGenDist and NGenDesign accounts. Change the
pcAnywhere caller passwords and the Windows NT user account passwords for
NGenDist and NGenDesign at the same time.

To change passwords

1
2

© 00 N O

11
12

Log on to Windows NT as Administrator.

From the Windows Start menu, choose Programs [0 Symantec
pcAnywhere.

Result: pcAnywhere starts.

Select Be a Host PC.

Click Network.

Note: Do not double-click the icon or you begin a pcAnywhere session.
From the File menu, choose Properties.

Result: The NETWORK Properties dialog box appears.

Click the Callers tab.

Select Use pcAnywhere authentication with pcAnywhere privileges.
Right-click the NGenDist icon. Then select Properties.

Click the Identification tab.

In the Password box, type a new NGenDist password.

In the Confirm Password box, type the NGenDist password again.

Click Apply to save the changes.
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13
14
15
16
17

Click OK.

Right-click the NGenDesign icon. Then select Properties.

Repeat steps 9 to 13 to assign a new password to NGenDesign.

Click OK to return to the main pcAnywhere window.

Exit pcAnywhere.
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Uninstalling pcAnywhere 9.2

Introduction

Follow this procedureif you experience problems with pcAnywhere that require
reinstallation of the software.

To uninstall pcAnywhere 9.2

1

10

If there is a pcAnywhere Waiting icon on your desktop, double-click on it,
and then click Cancel.

From the Windows Start menu, choose Settings [0 Control Panel.
Double-click Add/Remove Programs.

Select Symantec pcAnywhere, and then click Add/Remove.
Result: The Symantec pcAnywhere Setup window appears.
Click Next.

Result: The Program Maintenance Options window appears.
Select Remove, and then click Next.

Result: The Remove the Program window appears.

Click Remove.

When the process completes, click Finish.

From the Windows Start menu, choose Shutdown.

Result: The Shut Down Windows dialog box appears.

Select Restart, and then click Yes.

Result: The server shuts down and then begins to start up.

Note: If the system hangs, restart it manually.
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Section C:

Installing server software

In this section

Overview

82

Installing the server software 84
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Overview

Introduction

Things

Before you start the server software installation, you must do the following
tasks:

Install Windows NT Server 4.0, with Service Pack 5 or higher, as a
standalone server on the server PC.

Set up two partitions on the PC: D for the server software and C for the
client software.

Ensure that the client software is not aready installed on the server PC. You
cannot install the server softwareif theclient is already installed.

Ensure that no other database programs are installed on the server PC.

Ensure that the Remote Access Service (RAS) modem isinstalled before
you begin. Theinstalation will fail if RASis not installed.

Ensure that the SNMP serviceisinstalled. Theinstallation will fail if
SNMPis not installed.

Ensure that pcAnywhere 9.2 isinstalled and configured.

Check for the Distributors Technical Reference (DTR) and any Installation
Addendums on your regional Symposium Express Call Center technical
web site. Refer to the web site at www.nortel-sccs.com or your regional
information web site.

to remember

Minimize the Explorer window

If you run setup.exe from awindow (for example, Windows Explorer), the
window can appear on top and hide the installation windows. If this happens,
minimize the Explorer window or click the main installation window to regain
focus. To avoid this problem, the program instructs you to close all windows and
run setup from the Run dialog box.
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Checklist for installing the server software

The following table summarizes the steps involved in installing the server
software. You must complete all of these steps:

Step O

Obtain the current and default administrator passwords.

Perform the required pre-installation activities. See page 45.

Install the DMI. See page 84.

Install the MAS server software. See page 89.

Install the Symposium Express Call Center software on the server.
See page 91.

Install any software PEPs. See page 197.

Install the client software. See page 108.

Complete the required post-installation activities. See page 125.
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Installing the server software

Introduction

Installation of Symposium Express Call Center software on the server PC
involves the following steps:

1. Install the DMI.
2. Install the MAS server software.

3. Install Symposium Express Call Center software.

After each step, you must restart the server PC to allow changes to take effect.

ATTENTION During the installation, there are points where the setup

program performs automatic installation steps between
wizard setup windows. Do not close any windows that
appear during these steps. Wait for the next wizard setup
window before you use the mouse or keyboard.

If you abort theinstallation, you must uninstall all components
and then restart the installation.

Keycoded features

Some Symposium Express Call Center features are optional. The following
procedures include windows that only appear if you have purchased these
optional features, such as Voice Services and Network Skill-Based Routing. If
you did not purchase these features, you do not see these windows during the
installation.

To install the DMI

1 Insert the Nortel Networks Symposium Express Call Center Release 3.0
Server Application CD into the CD-ROM drive.

2 Log on to Windows NT using the system administrator user ID and
password.
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Exit all applications, including screen savers, and close all windows.
From the Windows Start menu, choose Run.

Click Browse, select Setup.exe from the root directory on the CD, and then
click Open.

Click OK.

Result: The program displays the message Set up det er mi nes t hat
DM is not installed on your system Do you want Setup
to install DM ?

Click Yes to install the DMI. (If you click No, the installation stops.)

Result: The DMI installs and the Nortel System Operations welcome dialog
box appears.

Mortel Spstem Operations E

NEIRTEL Wwelcome to Mortel Setup. This program allows pou to install,
MNETWORKS upgrade or uninstall Mortel programs on your computer.

It iz strongly recommended that pou exit all \Windows programs
befare running this Setup progranm.

Select Exit to quit Setup, and then exit any programs vou have
unning. Select Mexst to continue with Setup program.

WARNING
Thiz program iz protected by copyright law and international

SYMPOSIUM treaties.

EXPRESS Unauthaorized reproduction or distribution of thiz program, or any
CALL CENTER portion of it, may result in severe civil and criminal penalties, and
will be progecuted ta the maximum extent possible under law.

< Back Exit
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8  Click Next.
Result: The Setup Choices dialog box appears.

Setup Choices E

NQB.EI-TE\'I\?ORKS WI

Install programs for the first time or upgrade existing programs.

Beinstall |

Fieinztall programs that have been damaged.

SYMPOSIUM

EXPRESS W= |

CALL CENTER Sdditional unetianerelated o mstalation andupgrading af
progransand data;

Exit

Help | < Back

9  Click Install/Upgrade.

Result: The Programs to Install/Upgrade dialog box appears.

Programs to Install/Upgrade

NQRTEL The following programs are available for installation/upgrade.
MNETWORKS Check the box beside all the programs pou wish to
install/upgrade.

PBrogram and Verzion
4 MAS Basze 02.66.30
A Symposium Express Call Centre Suite 03.21.01
EA Spmpozium Exprezs Call Centre Server 03.21.01

SYMPOSIUM
EXPRESS
CALL CENTER

Selectéll | Clearall |

Help | < Back Mest » | Ewit |
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10 Click Select All, and then click Next.

Result: A list of components to install or upgrade appears in a Nortel

System Operations dialog box.

Mortel Spstem Operations E

Based on your request, Setup has decided to install, upgrade, or uninstall the following
components in the given order:

1: Install of "ODBC32" version 3.0 2822"

2 Install of "MAS Platform'* version "02.66.30"

3 Install of "Sybase SOL Server” version "11.03"

4: |nstall of "Sybase SOL Server Patch' version "11.03.7704"

5 Install of "Sybase SOL Server Patch version "11.03.7888"

E: Inztall of "MAS Integrated User 1" version "02.66. 30"

7: Install of "MAS Core'* version "02.66.30"

8: Inztall of "#MAS Backup and Restore" version "'02.66.30"

9: Install of "MAS Access Link Handler' version “02.66.30"

10: Ingtall of "MAS Security Device Driver' version 02,66, 30"

11: Install of "MAS Suite" version ™'

12: Install of "MAS Base' version "02.66.30"

13: Ingtall of "Sympogium Express Call Centre Suite' version "03.21.01"
14: Ingtall of "Sympogium Express Call Centre Server' version "03.21.01"

K|

Do you want getup to continue?

| v

o

11 Click Yes and follow the window instructions.

12 If a warning message appears because a text printer is not found, click OK
to bypass the warning. You can set up printer drivers later. For more
information, see “Setting the default printer” on page 134.
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13 If the message Set up has found out that this drive “D:\"”
has | ess than 64 Mytes of free space. Do you still want
to continue?” appears, then clickYes to continue.

Result: Setup copies files to the server, and then the User Information
dialog box appears.

User Information E

NEIRTEL

Fleaze enter your customer information below.

NETWORKS

Customer Mame:

Company Mame:

SYMPOSIUM
EXPRESS
CALL CENTER

Help | < Back I dEwt I Exit |

14 Enter the customer and company names, and then click Next.

Result: The program installs the software and displays the message
Setup is about to reboot the system Please continue
installation after reboot.

15 Click OK.

Result: The system restarts and logs on again automatically.

Notes:

= If you get any .dll file error messages during the ODBC installation, click
Ignore. At the end of the installation, the following error message
appears:

System Restart Required B

In order to complete the installation of the DDEC software your computer must be restarted. This is required to replace some of the
zyzstem files that are currently in use and can only be repaced while ‘Windows iz starting..

Once the computer has been restarted, please continue the operation by running setup.exe again (it will continue from where it lft
off].
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If the preceding dialog box appears, complete the following steps:

a. Click OK.
Result: The program prompts you to restart.
b. Click OK.

Result: The computer restarts.

To install the MAS server software

1  Exitall applications, including screen savers, and close all windows.
2  From the Windows Start menu, choose Run.

3 Click Browse, select Setup.exe from the root directory on the CD, and then
click Open.

4  Click OK.

Result: The Nortel System Operations welcome dialog box appears.
5  Click Next.

Result: The Setup Choices dialog box appears.
6  Click Install/Upgrade.

Result: Setup examines the system, and the Programs to Install/Upgrade
dialog box appears.

Programs to Install/Upgrade E

NQRTEL The follawing programs are available for installation/upgrade.
MNETWORKS Check the box beside all the programs you wish to
install/upgrade.

PFrogram and Yersion
# i 4 W45 Base 02.66.30

A4 Symposzium Express Call Centre Suite 03.21.01
A Symposzium Express Call Centre Server 03.21.01

SYMPOSIUM
EXPRESS
CALL CENTER

Selectdl | Cearal |

Help | < Back Mest » | Exit |
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7 Click Select All, and then click Next.

Result: The Nortel System Operations dialog box appears and lists all
components in the order in which they will be installed.

Mortel Spstem Operations E

Based on your request, Setup has decided to install, upgrade, or uninstall the following

components in the given order:

Inztall of
Inztall of

Inztall of
Inztall of

Inztall of
Inztall of

00 S T O R L P

K|

"MAS Platform' version "02.66.30"
"Sybase SOL Server" wersion "11.03"
Inztall of "
"Sybase SAL Server Patch' version "11.03.7888"
"MAS Integrated Uszer 1 version "02.66.30"
Inztall of "

Svbase SOL Server Patch” version "11.03.7704"

MAS Core" version "02.66.30"

"MaS Backup and Restore' version "'02.66.30"
"MAS Access Link Handler" version "02.66.30"
Inztall of
10: Install of "MAS Suite' version '

11: Install of "MAS Base' version "02.66.30"

12: Ingtall of "Sympogium Express Call Centre Suite' version "03.27.01"
13: Ingtall of "Sympogium Express Call Centre Server' version "03.21.01"

MAS Security Device Driver' version 02,66, 30"

Do you want getup to continue?

Mo

| v

8 Click Yes.

Notes:

m If a warning message appears because a text printer is not found, click
OK to bypass the warning.You can set up printer drivers later. For more
information, see “Setting the default printer” on page 134.
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m If the following message appears, click Yes to continue:

Setup has found out that this drive “D:\"” has | ess
than 64 Mytes of free space. Do you still want to
conti nue?”

Result: Setup copies files to the server, and then the User Information
dialog box appears. The customer name the company name are entered by

default.

NERTEL
QNETWORKS

Fleaze enter your customer information below.

Customer Mame:

Company Mame:

SYMPOSIUM
EXPRESS
CALL CENTER

Help | < Back I dEwt I Exit

9 Ensure that the customer and company names are correct, and then click
Next.

Result: The program prompts you to restart.

MAS Setup [ %]

e
‘-\]‘-7) Setup is about to reboot the system. Please continue installation after reboot

10 Click OK to restart.

To install Symposium Express Call Center software

1 From the Windows Start menu, choose Run.

2  Click Browse, select Setup.exe from the root directory on the CD, and click
Open.

Planning, Installation, and Administration Guide 91



Installing the software Standard 1.0

3  Click OK to run.

Result: The Nortel System Operations welcome dialog box appears.
4 Click Next.

Result: The Setup Choices dialog box appears.
5  Click Install/Upgrade.

Result: Setup examines the system, and the Programs to Install/Upgrade
dialog box appears.

Programs to Install/Upgrade E

NQRTEL The follawing programs are available for installation/upgrade.
MNETWORKS Check the box beside all the programs you wish to
install/upgrade.

PFrogram and Yersion

i 4 W45 Base 02.66.30
# A4 Symposzium Express Call Centre Suite 03.21.01
A Symposzium Express Call Centre Server 03.21.01

SYMPOSIUM
EXPRESS
CALL CENTER

Selectdl | Cearal |

Help | < Back Mest » | Exit |
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6 Click Select All, and then click Next.

Result: The Nortel System Operations dialog box appears and lists all

components in the order in which they will be installed.

Mortel Spstem Operations

Based on your request, Setup has decided to install, upgrade, or uninstall the following
components in the given order:

1: Ingtall of
2: Inztall of

4: Inztall of
5: Inztall of

7: Inztall of
8: Inztall of

K|

"Sybase SOL Server" wersion "11.03"

"Sybase SOL Server Patch” version "11.03.7704"
3t Ingtall of "
"MAS Integrated Uszer 1 version "02.66.30"
"MAS Core' version "02.66.30"

E: Inztall of
"MAS Access Link Handler" version "02.66.30"
"MAS Security Device Driver' version "02.66. 30"
9: Inztall of "
10: Install of "MAS Base' version "02.66.30"

11: Ingtall of "Sympogium Express Call Centre Suite' version "'03.21.03"
12: Ingtall of "Sympogium Express Call Centre Server' version "03.21.03"

Svbase SOL Server Patch" version '11.03.7888"

MAS Backup and Restore' verszion "'02.66.30"

MAS Suite" version

Do you want getup to continue?

Mo

7 Click Yes.

Result: Sybase server is installed. Do not touch the keyboard or mouse
during the installation.

Note: This process can take about 30 minutes to complete. When the

process is finished, the Validation dialog box appears.

Validation

SYMPOSIUM

Summary:

Setup iz validating the system and the following iz the summary.

All files and registry entries are correct
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10

11
12

13

14

15

Click Next.

Result: The program prompts you to restart.

MAS Setup [ %]

e
‘-\]:’) Setup is about to reboot the system. Please continue installation after reboot

Click OK to restart.

Log on to Windows NT with the username NGenSys and the appropriate
password.

From the Windows Start menu, choose Run.

Click Browse, select Setup.exe from the root directory on the CD, and click
Open.

Click OK to run. This takes about 1 minute.

Result: The Nortel System Operations welcome dialog box appears.
Click Next.

Result: The Setup Choices dialog box appears.

Click Install/Upgrade.

Result: Setup examines the system, and the Programs to Install/Upgrade

dialog box appears.

Programs to Install/Upgrade E

NHRTEL The fallowing programs are available far installationupgrade.
NETWORKS Check the box beside all the programs you wish to
install/upgrade.

rogram and Yersion

A Symposzium Express Call Centre Suite 03.21.01
kA Sprnpozsium Express Call Lentre Server U3.21.070

SYMPOSIUM
EXPRESS
CALL CENTER

Selectdl | Claal |

Help <Back News | gt |
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16 Click Select All, and then click Next.

Result: The Nortel System Operations dialog box appears and lists all
components in the order in which they will be installed.

Mortel System Operations E

Based onvour request. Setup has decided to install. uparade. ar uninstall the following
components in the given order:

1: Inztall of “Symposzium Express Call Centre Suite version '03.21.01" ;I
2: Inztall of "Symposium E xpress Call Centre Server version "03.21.01"

i o

Do you want setup to continue?

Mo

17 Click Yes.

Result: The Keycode Dialog dialog box appears.

Keycode Dialog -
NQRTEL Please enter the serial number and keycode
NETWORKS
Serial Mumber: I‘I 0088331
Keycode: |383L IKW?P IKGNW |HYN3

SYMPOSIUM
EXPRESS
CALL CENTER 2

Kepcode to load from disk,

Help | < Back

18 Enter your keycode in one of the following ways:

= If you have a disk that contains your keycode information, follow these
steps:
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a. Insert the keycode disk into the floppy drive.

b. Click the (...) button to open a browse dialog box.

c. Locate and select the file that contains the keycode information, and
then click Load.

Result: The keycode and serial numbers are entered into the
Keycode Dialog dialog box.

m If your keycode information is stored on a hard disk, follow these steps:

a. Click the (...) button to open a browse dialog box.

b. Locate and select the file that contains the keycode information, and
then click Load.

Result: The keycode and serial number are entered into the
Keycode Dialog dialog box.

m Type your serial and keycode numbers in the appropriate boxes.

19 Click Next.

Result: The Verify Keycode Information dialog box appears.

VYerify Keycode Information E

NERTEL
QNETWORKS

&

SYMPOSIUM
EXPRESS
CALL CENTER

Fleaze verify these settings are comect

Current Settings

Keycode
Keycode : 363L KW7P KGNV HYN8
Serial Number : 10088991

Client Sessions is 100
Number of agents: 100
Switch type: M1

Installed features :

Help |

< Back i Mest»
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20 Check that all keycode information is correct. If it is not correct, then click
Back to change it. Otherwise, click Next.

Result: The M1 Switch Options dialog box appears.

M1 Switch Options E

NEIRTEL Switch Mame I
MNETWORKS

Switch |P Address |

Switch Customer IU
MHumber

SYMPOSIUM
EXPRESS
CALL CENTER

< Back | Mest » I
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21 Enter the appropriate information for your switch. For more information, see
“Required setup data checklist” on page 17.

Note: The following restrictions apply to switch names:

m Valid characters for switch names are A-Z, a-z, 0-9, _ (underscore),
and . (period).

= Switch names must begin with an alphabetic character and cannot
contain spaces.

m The last character must not be an underscore or a period.
= Switch names must not exceed 80 characters in length.

Tip: If you are unsure of the correct information or if you make a mistake,
you can change the switch information after you finish the installation (see
“Server SysOps utilities” on page 287).

22 Click Next.

23 The following dialog boxes appear only if you have purchased the Voice
Services option. If you did not purchase this option, skip to step 26.

Result: The Voice Services Card IP Address dialog box appears.

Yoice Services Card IP Address E

NEIRTEL Please enter the |P address for the Yoice Services card
MNETWORKS

IP Address

SYMPOSIUM
EXPRESS
CALL CENTER

Help | < Back

Exit
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24 Enter the IP Address for the Voice Services Card, and then click Next.

Result: The Voice Services Keycode dialog box appears.

Yoice Services Card Keycode E

NQRTEL Please enter the Keycode for the Voice Services card
MNETWORKS

Kepcode

SYMPOSIUM
EXPRESS
CALL CENTER

Help |

25 Enter the keycode to enable the Voice Services option, and then click Next.
You must enter the keycode without spaces or hyphens.

Result: The ELAN dialog box appears.
ELAN E

NQRTEL Fleaze choose the Embedded Lan IP address
NETWORKS

% 147.147.147.22

© 47.119.161.245

" Other

SYMPOSIUM
EXPRESS
CALL CENTER

< Back

26 Enter the ELAN TCP/IP address for the server in one of the following ways:

m If the address appears in the dialog box, select it and then click Next.
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m [f the ELAN TCP/IP address does not appear in the dialog box, select
Other, enter the correct IP address in the dialog box that appears, and
then click Next.

Result: The CLAN dialog box appears.

CLAN | ]

Flease choose the Customer Lan P address
14714714722

e e

II'& & 47119161245

" Other

SYMPOSIUM
EXPRESS
CALL CENTER

csek |7 |

27 Enter the CLAN TCP/IP address for the server in one of the following ways:

m If the address appears in the dialog box, select it and click Next.
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m [f the CLAN TCP/IP address does not appear in the dialog box, select
Other, enter the correct IP address in the dialog box that appears, and

then click Next.

Result: The Site Name dialog box appears.

Site Name

NEIRTEL Please enter the site name for this server

NETWORKS

Site Mame

SYMPOSIUM
EXPRESS
CALL CENTER

= | pre | ......... s

28 Enter a site name for the server. For more information, see “Required setup

data checklist” on page 17.

Note: The site name must be unique and must be between 6-15
characters long. The only nonalphabetic characters you can use are

hyphens (-) and underscores ().
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29 Click Next.

Result: The Verify Setup Information dialog box appears, similar to the

following example:

Yerify Setup Information E

NERTEL
QNETWORKS

correct

Current Settings

About ta begin file transfer. Please verify these settings are

Customer Name
Nortel

Company Name
Nortel

SYMPOSIUM
EXPRESS MzyEnilz

Keycode : 363L KW7P KGNV HYN8
CALL CENTER Serial Number : 10088991

= | pre |§ ......... s E |

30 Examine the list of current settings. If they are incorrect, click Back to make
the necessary corrections. Otherwise, click Next.

Result: The program begins copying files to the hard disk drive and a
progress bar appears. Dialog boxes appear and are automatically filled in
by the program. When the installation is complete, the Reboot dialog box

appears.

ATTENTION

Do not touch the keyboard or mouse during this

installation process. There is a risk of crashing the

installation.
31 What do you want to do?

IF you want to

THEN

restart the PC

a. select Reboot Now, and then Click
Next.

b.log on to Windows NT with the user
name NGenSys and the appropriate
password.
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IF you want to THEN

install the coresident client  a. click Continue and Install Client, and
software then click Next.

b. continue with “Installing the client
software” on page 108.

What's next?

Install the client software. For information, see “Installing the client software”
on page 108.

Install any software PEPs. For information, see “Installing software PEPS” on
page 197.

Complete the required post-installation activities. For information, see “ Post-
installation” on page 125.
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Section D: Installing client software

In this section

Overview 106

Installing the client software 108
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Overview

Introduction

Follow the procedure in this section to install the Symposium Express Call
Center client software.

Order of installation

The installation of Symposium Express software should be done in the
following order:

1. Install the server software.
2. Install the client software on the coresident PC.

3. Install client software on additional PCs connected to the server by the
customer LAN (CLAN).

Timing

The procedures in this chapter take approximately one hour to compl ete.

Before you begin

s Ensurethat the PC isrunning one of Windows 95A (with Service Pack 1),
Windows 95 4.00.950B or later (OSR2), Windows 98, or Windows NT
Workstation 4.0 with Service Pack 4 or higher. If you are installing the
coresident client, the PC must be running Windows NT 4.0 Server with
Service Pack 5 or higher.

Note: The Symposium Express Call Center Release 3.0 client can be
installed on a PC running Windows 2000 Professional. The client
installation software for Windows 2000 Professional is packaged on a
separate CD. Contact your Nortel Networks distributor for more
information.

To check the Windows version, right-click the My Computer icon and
choose Properties. On the General property page, view the current installed
version of Windows.
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m If theclient will be accessing the server by modem, TCP/IP, or PPP
connection, install Dial-Up Networking. Refer to the customer-supplied
Windows documentation.

m  Ensurethat the client PC is running Microsoft TCP/P. Other types of
TCP/1P do not work with Symposium Express Call Center.

m |If aSoftware Development Kit (SDK) isinstalled on the client PC,
uninstall it following the instructions in “Uninstalling the Software
Development Kit” on page 110.

s If Sybase Open Client isinstalled on the client PC, you must uninstall it
before installing the client software.

Things to remember

Follow the steps in the installation checklist
See “ Checklist for installing Symposium Express Call Center client software’
on page 109.

Update DLL files

During the installation, you may see dialog boxes that offer to update system
DLL files with newer versions. Write down the names of these DLL files. If the
files being installed are newer than the existing versions, click Yes. If they are
older, click No. Provide thelist of replaced DLL s to the system administrator.

Install the Desktop Management Interface

If you are prompted to install the Desktop Management Interface (DMI), click
Yestoinstall it. The DMI is part of theclient software. If the DMI is aready
installed, you are not asked to install it again.

Install Acrobat Reader 3.0 with search plug-in

You need Adobe Acrobat Reader to view the online documentation. Adobe
Acrobat Reader is available on the Symposium Express Call Center Release 3.0
Client Application CD in the MAS directory.
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Installing the client software

Introduction

Follow this procedure to install the Symposium Express Call Center client
software.

Notes:

m  Ontheserver PC, you must install the server software on the D partition,
and the coresident client software on a different partition.

s Youingall thefirst client on the PC on which you installed the server
software.

Logging on to Windows

If you install both the client and server software on the same PC, log on to
Windows NT with the system administrator user name and password provided
by the customer, or log on as user ID NgenSys and the appropriate password
when you install theclient software.

Coresident client installation differences

There are differences between the coresident client software installation and the
standalone client installation. These differences are summarized in the following
table:

Coresident client Standalone client

You must chooseaNortel Log  You do not choose aNortel Log
directory. directory.

You must install theclientona  You can install the client on any drive.
different partition than the server.

The Customer Information The Customer Information window
window does not appear. appears.
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Coresident client Standalone client

The LAN Connectivity (TCP/IP) The LAN Connectivity (TCP/IP)
window does not appear. window appears.

DMI and Sybase are not installed. DMI and Sybase are installed.
ODBC isnot installed. ODBC isingalled.

Any differences in windows are noted in the procedures.

Checklist for installing Symposium Express Call Center client
software

The following table summarizes all of the steps involved in installing the client
software. You must complete all of these steps:

Step O

Obtain the user ID and password that you need to log on to the client
PC. On aWindows NT client PC, you need an account that has local
administrative privileges.

Review the requirements in the checklist on page 15.

Review the limitations on page 110.

Uninstall the Software Development Kit (SDK) if it isinstalled. See
page 110.

Ensure that the temp directory has enough space. See page 111.

Check the “Things to remember” section on page 107.

Install PEPsif a PEP CD was provided. See page 197.

Note: If Sybase Open Client isinstalled on theclient PC, you must uninstall it
before installing the client.
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Limitations

Number of clients

The server keycode determines the number of clients that can simultaneously
connect to the server. The number of installed clients can exceed the number of
licensed clients, although only the licensed number can connect to the server at
any onetime.

Unsupported combinations
The Symposium Express Call Center client application cannot reside on the
same PC as

m  earlier versions of the Symposium Express Call Center client application
m  the Symposium Call Center Server client application

Note: If you must use the same PC for more than one of these applications, you
can use athird-party application to partition the PC hard disk and install multiple
copies of Microsoft Windows. Install a separate application on each partition.
When you want to use an application, start with the appropriate partition.

Coexistence with Sybase Open Client

The Symposium Express Call Center client application usesits own version of
the Sybase Open Client software. It cannot be installed on a PC that already
contains Sybase. (Thisis a Sybase limitation.) Thus, any Sybase-based
applications (such as SQL Server 7) are incompatible with the Symposium
Express Call Center client and cannot coexist on the same PC.

Uninstalling the Software Development Kit

Before you install client software, you must ensure that the Software
Development Kit (SDK) is not installed on the client PC. SDK and Symposium
Express Call Center are not compatible. Use the proceduresin this section to
check whether SDK isinstalled, and then to uninstall it if it is present.

To uninstall SDK
1  Ensure that all applications on the client PC are closed.

2 From the Windows Start menu, choose Settings [1 Control Panel.

3 Double-click Add/Remove Programs.
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4 Scroll through the list, looking for Symposium Express Call Center Runtime.
If this program appeatrs in the list, continue with the following steps to
uninstall it.

5 Click Add/Remove.
Result: A WARNING dialog box appears.
6  Click Yes.

Result: The system prompts: Uni nstal | Fi ni shed. Pl ease reboot
your system

7  Click OK.

8 Restart the computer.

Checking the temp directory size

Use this procedure to ensure that you have at least 500 M bytes of free space on
the hard drive containing your Windows Temp directory. (This directory is
usually located on drive C.) The client software requires 500 Mbytes of free
space.

If you haveinsufficient space, you can delete files from your Windows Temp
directory.

To check the amount of free space in the temp directory

1 Log on to the client PC.

2  From the Windows Start menu, choose Programs [1 MS-DOS Prompt.
3 Atthe prompt, type dir.

Result: The Contents of the current directory appears, along with a
summary of free disk space.

4  Check the amount of free disk space that appears on the last line:

m [f the free disk space summary shows more than 100 Mbytes, then you
can proceed with installing the client software.

m If the free disk space summary shows less than 100 Mbytes of free disk
space, then remove unnecessary data or programs from the PC until
you have at least 100 Mbytes of free disk space.
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To delete temporary files

You should delete temporary files on aregular basis. This avoids potential disk
space problems caused by the accumulation of large temporary files created
from generating reports and from other client activities. To delete temporary
files, follow these steps.

1

From Windows Explorer, navigate to your system’s temporary directory.
Note: The usual path to this directory is C:\Windows\Temp.
Select and then delete all files in the temporary directory.

From Windows Explorer, navigate to the Recycle Bin and choose File [
Empty Recycle Bin.

To start the client installation

ATTENTION

During the installation, there are points where the setup
program performs automatic installation steps between
wizard setup dialog boxes. Do not close any windows that
appear during these steps. Wait for the next wizard setup
dialog box before you use the mouse or keyboard.

If you abort theinstallation at any time, you must uninstall all
of the components before you reinstall.

Log on to the client PC. If you are installing a coresident client, log on with
the username NGenSys and the appropriate password.

Note: If the client PC is running Windows NT Workstation, log on using the
system administrator user ID and password.You must be logged on with
administrative privileges to install, upgrade, or convert Symposium Express
Call Center software.

Exit all applications, including screen savers, and close all windows.
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Insert the Symposium Express Call Center Client Application Product

release 3.0 CD into the CD-ROM drive.

Result: The Setup program starts automatically and loads the installation

wizard. The Select the Log Directory Location window appears.

£¥. Select the Log Directory Location E

SYMPOSIUM
EXPRESS
CALL CENTER

In order to maintain a gite history for Mortel
applications a permanent log file iz required.
Flease select the location for the
MORTEL_LOG directory.

Mote that the directory needs approximately
A0ME of free space.

C:A\Mortel_Log Browse... |

< Back | M

To change the location, click Browse and select the desired location.

Click Next.

Result: The Welcome window appears.

Mortel Spstem Operations E

NERTEL
QNETWORKS

SYMPOSIUM
EXPRESS
CALL CENTER

‘welcome to Mortel Setup. This program allows you to install,
upgrade or uninstall Mortel programs on your computer.

It iz strongly recommended that pou exit all \Windows programs
befare running this Setup progranm.

Select Exit to quit Setup, and then exit any programs vou have
unning. Select Mexst to continue with Setup program.

WARNING
Thiz program iz protected by copyright law and international
treaties.

Unauthaorized reproduction or distribution of thiz program, or any
portion of it, may result in severe civil and criminal penalties, and
will be progecuted ta the maximum extent possible under law.

< Back Exit
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8

Click Next.

Result: If DMI is already installed on the system (as it is with the coresident
client), skip to step 10. If DMI is not already installed on the system, the
following dialog box appears:

Mortel Spstem Operations

—
{\i{} Setup determines that DMI iz not installed on pour spstem. Do you want Setup to install DMI? If no, Setup will quit |

Click Yes to install the DMI.

Result: The DMI directory window appears.

DHMI directory E
Fleaze enter the path that you want DM| to be
inztalled
Mote that DMI will need approximately 3 b of
disk space

SYMPOSIUM
EXPRESS

CALL CENTER c:hdmibwin32 e |

Bk |

To change the location, click Browse and select the desired location.
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9 Click Next.

Result: The DMI installs in approximately 1 minute, and then the Nortel
System Operations window appears.

ATTENTION Do not use the keyboard or mouse while the DMI is being

installed, as they can cause the installation to fail.

Mortel Spstem Operations E

NEIRTEL Wwelcome to Mortel Setup. This program allows pou to install,
MNETWORKS upgrade or uninstall Mortel programs on your computer.

It iz strongly recommended that pou exit all \Windows programs
befare running this Setup progranm.

Select Exit to quit Setup, and then exit any programs vou have
unning. Select Mexst to continue with Setup program.

WARNING
Thiz program iz protected by copyright law and international

SYMPOSIUM treaties.

EXPRESS Unauthaorized reproduction or distribution of thiz program, or any
CALL CENTER portion of it, may result in severe civil and criminal penalties, and
will be progecuted ta the maximum extent possible under law.

< Back Exit

10 Click Next.

Result: The Setup Choices window appears.

Setup Choices E

NQE.EI-TE\"II'-ORKS Inztall # Upgrade |
Install programs for the first time or upgrade existing programs.

Beinstall |

Fieinztall programs that have been damaged.

SYMPOSIUM

EXPRESS W= |

CALL CENTER

Sdditional unetianerelated o mstalation andupgrading af
progransand data;

Exit

Help | < Back
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11 Click Install/Upgrade.

Result: Setup examines the system, and the Programs to Install/Upgrade
window appears.

Programs to Install/Upgrade [ %]

NQRTEL The follawing programs are available for installation/upgrade.
METWORKS Check the box beside all the programs you wish to
inztall/upgrade.

Frogram and Yersion

4 a5 Client Base 02.66.30
A Symposzium Express Call Center Client 03.21.03

SYMPOSIUM
EXPRESS
CALL CENTER

Selectal | Cearan |

Help | < Back | M

12 Click Select All, and then click Next.

Result: The Nortel System Operations window, similar to the following,
appears and lists all of the components in the order in which they will be
installed.

Note: The contents of this window are different for coresident and
standalone installations.

Mortel Spstem Operations E

Based on your request, Setup has decided to install, upgrade, or uninstall the following
components in the given order:

1: Install of "ODBC" version "3.51" ;I
2 Install of "SMI Workbench' version “02.66.30"

3 Inztall of "Sybase Open Client" version 11,03, 7704"

4: |nstall of "Sybase SOL client divers' version "11.01"

5: Install of "MAS Suite” version "'

E: Install of "MAS Client Base" version "02.66.30"

7. Inztall of "Symposzium Express Call Centre Suite" version "03.27.01"

8: Inztall of "Symposzium Express Call Center Client'" version "03.21.01"

i o

Do you want getup to continue?

Mo
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13 Click Yes.

Note: If you are installing the coresident client, at this point all services are
automatically shut down.

Result: The SMI Workbench directory window appears.

SMI Workbench directory E

Fleaze enter the path where you would like the
SMI workbench to be installed.

SYMPOSIUM
EXPRESS

CALL CENTER C:ASMI Warkbench Browse. |

< Back | M

14 To change the location, click Browse, select the desired location, and then
click Next.

Note: For the coresident client, accept the default location.

Result: The setup program checks to see whether the required version of
Adobe Acrobat reader is installed. If it is not installed, the following dialog
box appears:

Mortel Spstem Operations B

Setup has determined that the Adobe Acrobat Reader 3.0 software iz not currently installed on your computer. This
zoftware iz required in order to be able to read Mortel application user guides.

‘wiould you like to continue the installation, and install Adobe Acrobat Reader 3.0 later?

If you select no, the installation will abort and you can install the Adobe Acrobat Reader 3.0 software. The Adobe
Acrobat Reader 3.0 software iz available in the Acrobat directory on the root of the CO-ROM.
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15 Click Yes.

Result: If you are installing a coresident client, skip to step 17. If you are
installing a standalone client, then the Sybase Open Client directory
window appears.

Sybase Open Client directory E

Fleaze enter the path that you want Sybase
Open Client ta be installed

Mote that Sybaze Open Client will need
approximately 20 M of disk space

SYMPOSIUM
EXPRESS
CALL CENTER

chopenclt Browse... |

Bk |

16 To change the location, click Browse and select the desired location.
Result: The User Information window appears.

NERTEL

NETWORKS Fleaze enter your customer information below.

Customer Mame:

Company Mame:

SYMPOSIUM
EXPRESS
CALL CENTER

Help | < Back I dEwt I Exit
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17 Enter the customer name and company name, and then click Next. If you
are installing the coresident client, this information is filled in automatically.

Result: The Symposium Call Center Server (client) directory window
appears.

Symposium Call Center Server [client] directory E

Fleaze enter the path that you want
Sympogium Call Center Server [Client] to be
inztalled

Mote that Symposium Call Center Server [client]
will need approximately 100 ME of dizk space

SYMPOSIUM
EXPRESS

CALL CENTER [ s, |

18 To change the location, click Browse and select the desired location.

Note: For the coresident client, accept the default location.
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19

20

Click Next.

Result: The Networking NCC Reports window appears. If you have
purchased the Network Skill-Based Routing (NSBR) feature, this dialog box
gives you the option to add NCC reporting capabilities.

Metworking NCC Reports E

SYMPOSIUM
EXPRESS
CALL CENTER

If the Symposium Call Center Server iz Metworking enabled, you
can add the Metworking MCC Reports capability to your client.
Do you wish to add the MCC Reports option ?

 Yes Select Yes to install the Metworking
MCC Reports.
& No Select Mo to skip Metworking MCC

Fieports installation.

Choose Yes to install NCC Reports, or No, the default, to not install NCC

Reports.

Note: Installation of NCC Reports capabilities is available only from this
dialog box. If you later elect to install NCC Reports, then you must choose
the reinstall option as described in “Installing NCC Reports” on page 193
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21 Click Next.

Result: The Verification window appears.

VYerification E

NERTEL
Q‘I~IET\'\I'CDRKS

SYMPOSIUM
EXPRESS
CALL CENTER

Fleaze verify the following answers.

Answers:

User Name: -
nortel

Company Name:
nortel

Install to:
C:\Nortel

Switch Type:
Meridian [M1]

NCC Reports Option:

Help |

22 Verify that all of the options showing in the Verification dialog box are

correct. If any errors appear, click Back to make the necessary corrections.
Otherwise, click Next.

Result: Setup installs the listed components. This takes approximately 15
minutes.

ATTENTION

Do not use the keyboard or mouse during the installation
process, as they can cause the installation to fail.
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When the installation has completed, the Nortel System Operations
validation summary appears.

Mortel Spstem Operations E

NQB.EI-TE\NI;ORKS Setup iz validating the system and the following iz the summary.

Information

All files and registry entries are correct ||
SYMPOSIUM
EXPRESS
CALL CENTER
=
Hep | CBRck Eit |

23 Click Next.
Result: The system asks if you want to read the readme file.

24 Choose whether you want to read the readme file. If you clickYes, then
click File 1 Close when you are finished.

Result: The program prompts you to restart.
25 Click Yes to restart the computer.

Result: The computer restarts, and the client installation is complete.

To access Symposium Express Call Center

From the Windows Start menu, choose Programs O SMI Workbench.

Note: In the SMI Workbench folder, you must add an SMI system for each
server before you can connect from the client PC. For information, see “Adding
an SMI system” on page 128.

What'’s next?

If you did not receive a PEP CD, check whether there are any PEPs available for
the version of the software you just installed. If you received a PEP CD, then
install the PEP. For information, see “Ingtalling software PEPS’ on page 197.
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Complete the required post-installation activities. For information, see “ Post-
installation” on page 125. Then, add an SM|I system to connect to the server. For
more information, see “Adding an SMI system” on page 128.

Planning, Installation, and Administration Guide 123



Installing the software Standard 1.0

124 Symposium Express Call Center



June 2001 Installing the software

Section E: Post-installation

In this section

Overview 126
Updating the emergency repair disk 127
Adding an SMI system 128
Connecting to the server 132
Setting the default printer 134
Logging off 135

Planning, Installation, and Administration Guide 125



Installing the software Standard 1.0

Overview

Introduction

After you complete the installation of the server and client on the same PC, there
are anumber of tasks to complete to verify and safeguard your installation.
These include

= updating the emergency repair disk

s adding an SMI system

m  checking the connection to the server
m  setting the default printer

»  logging off the system
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Updating the emergency repair disk

Introduction

You must restart the server and update the emergency repair disk to record the
latest configuration data for the server.

Note: This does not copy the latest NT SAM database (the security database).
Consequently, the new accounts and passwords will not be copied. Y ou should
ensure that any passwords used originally in the installation (for example, the
password for the Administrator account) are noted.

To update the emergency repair disk

1  From the Windows Start menu, choose Programs [ MS-DOS Prompt.
Result: The MS-DOS Prompt window appears.
2 Insert the emergency repair disk into the floppy drive.

Note: If the disk is not available, insert a blank disk. The program formats
the disk before it copies the configuration files.

3 Atthe command line, type rdisk and press Enter.
Result: The Repair Disk Utility window appears.
4  Click Update Repair Info.
Result: A configuration dialog box opens.
5 Click Yes.

Result: The utility copies the latest configuration data to the hard drive and
you see the message Savi ng Configuration.

6  Click Create Repair Disk.
7  Follow the prompts to update the emergency repair disk.

Note: All existing data is erased when the configuration data is saved. If
you are using a blank disk, the program formats it first, and then it copies
the configuration data.

8 Close the MS-DOS window by typing exit and then pressing Enter.

9 Remove the emergency repair disk and store it in a safe place.
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Adding an SMI system

Introduction

Use the SMI Workbench folder to add an SM| system for each server to which
you want to connect from the client PC. When you double-click the system icon,
the SMI Workbench initiates a connection to the server. When the connection is
established, the SMI window opens. The SMI window contains programs for
administering and monitoring the Symposium Express Call Center.

Using a dial-up connection to the server

Client PCsthat are not on the same LAN as the server must use Dial-Up
Networking to establish a network connection. For more information, refer to
the Windows documentation.

Note: You cannot generate reports across adial-up (PPP) connection.
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To add an SMI system

1  From the Windows Start menu, choose Programs [ SMI Workbench.

Result: The SMI Workbench folder appears.

BX Exploring - SMI Workbench - [O] x|
File Edit “iew Tools Help

23 SMI'Workbench =&l s
|AII Folders |C|:|ntents of 'Skl WWorkbench'
(3 SMlvWarkbench | Name

10 Utilities 1 Utilities

Desktop.ini
[&] Falder htt
[# nortelnetworks. bmp

I 2
/4

1 object(s) selected 405 bytes

2  Double-click Add System.
Result: The Add SMI System dialog box appears.

Add SMI System

The Skl System resides on a specific server.

@ Specify the computer name or IP address of

= the server:

|255.155.155.m

It connected:

“Werify address I

A
e="y

Details retrieved from the serer:
Contact name: IJDhn Srnith
Location: IBeslAermnntn\

< Eack I Mext > I Cancel
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6
7
8

Enter the computer name or CLAN IP address of the server you want to
access.

Note: If you are using a dial-up connection to the server, enter the CLAN IP
address and not the computer name.

If the client PC has a network connection established with the server, then
click Verify Address to verify that the computer name or IP address is
correct.

Click Next.
Result: The Add SMI System window appears.

Add SMI System

System name: IEEStAirAir\ines

<5
—
' Optionally, you can specify some addiional notes for this

system. These notes can be edited at a later time by
selecting Systerm Properties in the context menu

Comments:

Created August 22, 1998, for the Toranto branch =

< Back I Finish I Cancel |

Optionally, enter notes or comments that describe this SMI system.
Click Finish.
An SMI system is added to the SMI Workbench folder.

To add a desktop shortcut

1
2

From the Windows Start menu, choose Programs [1 SMI Workbench.

In the SMI window, right-click the icon for the Symposium Express Call
Center site for which you want to create a shortcut.

Drag the cursor to your desktop, release the mouse button, and then
choose Create Shortcut(s) Here from the context-sensitive menu.

Result: The shortcut for the system appears on your desktop.
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Grouping SMI systems by site

Group SMI systems by site if the client PC is administering servers that are
located in different locations.

To group SMI systems
1 Create subfolders in the SMI Workbench folder.
2  Name these subfolders by the site names.

3 Click and drag the SMI systems into the appropriate folders.

What'’s next?

Continue with “Connecting to the server” on page 132.
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Connecting to the server

Introduction
Use this procedure to test the connection to the systems you just configured.

Note: Thefirst timeyou log on to the server, the End User Licence Agreement
window appears. Only the system administrator (Sysadmin) can accept this
agreement. Therefore, sysadmin should be the first user to log on to the server.

Changing passwords

Thefirgt time you connect to the server with a particular user 1D, you must
change the password for that user ID.

To connect to the server for the first time

1  From the Windows Start menu on the client PC, choose Programs [ SMI
Workbench.

Result: The SMI Workbench window appears.

2  Double-click the icon for the Symposium Express Call Center server to
which you want to connect.

Result: The Nortel Networks SMI Logon window appears.
3 Type sysadmin for the user ID.

4  Enter the password. (Contact your Nortel Networks representative for the
password.)

Note: User IDs and passwords are case-sensitive.
5 Click OK.

Result: The End User Licence Agreement window appears.
6  Click Accept.

Result: The Password Expiry dialog box appears.
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7

10
11

Click Change Password.

Result: The Change Password dialog box appears.

Change Password EHE

Change the password for the curent uzer

Old Password:

|

Mew Password:

()€ |
[ |

Cancel

}

Lonfirm MNew Password: ﬂl

For Old Password, enter the password that you used in step 4.

For New Password and Confirm New Password, enter the new password
for the sysadmin user ID, and then click OK.

Result: The Symposium Express Call Center Administration window
appears.

Note: If the IP address is incorrect or the link between the server and client
is not available, you see the following message:

| P address i s unreachabl e. Connection fail ed.
Click OK.

Check the IP address against the information in “Customer-supplied
equipment and data checklist” on page 12.
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Setting the default printer

Introduction

To print ascheduled report, adefault printer must be set on theclient PC on
which the report schedule was created.

To set the default printer

1  From the Windows Start menu, choose Settings [1 Printers.
2 Right-click the printer on which the report is to be printed.

3  Select Set as default.

If the default printer is not set

If adefault printer is not set, the report listener will do the following:

s Display errorsin the background.
m  Spool the print jobs until the printer isavailable.
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Logging off

Introduction

This procedure shows how to log off both Symposium Express Call Center and
the server.

To log off from Symposium Express Call Center

1 In the Administration window, click Close.

2  Click Yes to confirm that you want to log off.

To log the server computer
1  Press Ctrl+Alt+Delete.
Result: The Windows NT Security window appears.
2  Click Log Off.

3 Click OK in the dialog box to indicate that you want to end your Windows
NT session.

Result: You are logged off the server.
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Section F: Upgrading and reinstalling
server software

In this section

Overview 138
Upgrading server software 139
Reinstalling server software 163
Migrating Symposium Express Call Center to a new server platform 173
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Overview

Introduction

At some point, you may want to do the following tasks:

m  Upgrade the server and client from Symposium Express Call Center
Release 2.0 to Release 3.0.

s Add new features with a new keycode.
s Reinstall the same software version due to files being corrupted.
»  Migrate the server to a new hardware platform.

To upgrade the software, you need the server and client application CDs.
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Upgrading server software

Introduction

Follow these procedures to upgrade the server from Symposium Express Call
Center Release 2.0 to Release 3.0.

You can upgrade from Release 1.0 to Release 3.0 only after you first upgrade to
Release 2.0. For instructions, refer to the Nortel Networks Symposium Express
Call Center Release 2.0 Planning, Installation, and Administration Guide.

To reinstall the current version of the server software or add features, see
“Reingtalling server software” on page 163.

You cannot downgrade to a previous version of Symposium Express Call Center
software.

Note: If the upgrade processis not successful, you can restore your 2.0 system
by restoring the software from a backup tape. For more information, refer to the
appropriate Release 2.0 documentation.
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Requirements

Requirements O

Nortel Networks Symposium Express Call Center Release 3.0
Application CD

A blank floppy disk for the creation of an emergency repair disk

Make sure that you have the following documentsavailable:

m Installation Addendums and Readme files (including the
pcAnywhere Readme) from your regional Symposium Express Call
Center technical web site. Refer to the web site at www.nortel-
sccs.com or your reginonal information web site.

» |f you are upgrading from a previous release, Release 2.0 or Release
1.0 backup and restore instructions

m Release 3.0 Call Center Management Guide
m Distributor Technical Reference or Documentation Addendum

If you are upgrading from Release 2.0, keycode and serial number from
Release 2.0 software

Keycode and serid number from the Release 3.0 software

At least 256 Mbytes of free disk spaceon drive D of the server PC

The upgrade utility executable on the coresident client. Thisis
contained in PEP NEO25003P015C or higher.

Checklist for upgrading the server software from Release 2.0 to
Release 3.0

The following table summarizes all steps involved in upgrading from
Symposium Express Call Center Release 2.0 to Release 3.0. This process takes
from 1 to 2 hours to complete, depending on the size of your system. Y ou must
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complete all of the following steps:

Step O

Use the upgrade utility to download the Symposium Express Call
Center Release 2.0 scripts. See page 142.

Timeto complete: approximately 5 minutes

Perform the preupgrade. See page 144.
Timeto complete: approximately 5 minutes

Install the DMI. See page 146.
Timeto complete: approximately 5 minutes

Install the MAS server software. See page 146.
Timeto complete: approximately 25 minutes

Run the Symposium Express Call Center software upgrade. See page
146.

Timeto complete: approximately 35 minutes

Use the upgrade utility to upload the Release 2.0 scripts to Release 3.0.
See page 157.

Timeto complete: approximately 10 minutes

Ensure the Meridian 1 initializes after the server upgrade. See page
161.

Before you begin

Before you upgrade the server software, you must do the following:

m  Perform afull backup of the server. The server will be offlinefor
approximately 4 hours during the full backup operation. For more
information, refer to the Symposium Express Call Center Release 2.0
documentation.

m  Copy any user-defined reports to a separate |ocation before the upgrade.

s  Check for the Distributor’s Technical Reference (DTR) and any Installation
Addendums on your regional Symposium Express Call Center technical
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web site. Refer to the web site at www.nortel-sccs.com or your regional
information web site.

Configure the Meridian 1 switch to initialize after aserver upgrade. To do
this, load Overlay 48 and type DIS ELAN TEST, and then press Enter.
Next, type DISELAN X TEST (where X isthe Application Module Link),
and then press Enter.

Perform a database migration if you are changing server platforms. For
moreinformation, see “Migrating Symposium Express Call Center to anew
server platform” on page 173.

To use the upgrade utility to download the Symposium Express Call
Center Release 2.0 scripts

This utility enables you to save all the Symposium Express Call Center Release
2.0 scriptsto a.upg file prior to the upgrade to Release 3.0. After you complete
the upgrade, you can retrieve and reinstall the scripts.

Note: You must have PEP NEO25003P015C installed on your Release 2.0
coresident client before performing this procedure.

1
2

In the Release 2.0 coresident client, navigate to ..\Nortel\Client\en\bin.
Double-click nicgcsupgr.exe.

Result: The Login- Nortel Networks Symposium Express dialog box
appears.

B 1 njir - Mened Met npnzin Fsreass

NRTEL Lo o Sriol Upgrade
 METWORKS

Server [P Addess I‘W-%-QB-200

Uszcr narre: Is‘_\ls'admin

Masaword: I

Select which stage of the ¢cripl upgrade process you with k2 init ate.

SYMPOSIUM

EXPRESS % Login bo 2 U Symposium kxpress server bor sonpt dzta download
CALL CEMNTER 0 s L 2T A 1 i s s el s s L 30

Ok I Cance
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3  Enter the Server IP Address, the User name, and the Password, and then
click OK.

Result: The Script Upgrade Utility dialog box appears.

Thiz utility iz for upgrading call treatment and call routing scripts from 2.0 format to

3.0 format.

Liownload 2.0 Script Data i

— Statu
[

The following iz the current status of the utility
[

Histary

Cancel |
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To perform
1

Click Download 2.0 Script Data.

Result: The directory D:\ExpressCN is created (if it does not already exist),
and a storage file called ScriptUpgradeData.upg is put in there. All the call
routing and call treatment scripts are stored in this file. When all the data
has been saved to the file, the Script Upgrade Utility dialog box looks as
follows:

Script Upgrade Utility

Thiz utility iz for upgrading call treatment and call routing scripts from 2.0 format to
3.0 format.

| Download 2.0 Scrpt Data i

The following is the current status of the utility

|D0wnload of gcript data and writing of file complete.

Hiztory

Launching Y 24pps. exe ﬂ
Wiriting to script data file

Downloading emergency treatment settings.

Wiriting to script data file

D ownloading call treatments... LI

0K |

The V2Apps automatically launches and you must accept the values in the
column as the list of CDNs in the database. The utility then writes out the
data to a file.

Click OK to close the dialog box.

the preupgrade

Install SNMP service. Refer to “Installing SNMP, RAS, and TCP/IP Printing
services” on page 50.

Install Windows NT 4.0 Service Pack 5 or higher. If you had already
installed it, you must reinstall it. Refer to the Microsoft web site for
instructions.

Ensure that the server is fully functional and that all services are up and
running.
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Insert the Symposium Express Call Center Release 3.0 Server Application
CD into the CD-ROM drive.

Exit all applications, including screen savers, and close all windows.
From the Windows Start menu, choose Run.

Click Browse, select Setup.exe from the root directory on the CD, and click
OK.

Result: The Upgrade window appears.

Click Begin Upgrade.

ATTENTION Watson displays Error code 87 during

preconversion, click OK and ignore these error
messages. They do not impact the preconversion.

Result: A window appears to remind you that no other applications can be
running.

Close any active applications running on the server, including screen
savers, and then click Yes to begin the conversion.

CAUTION

Risk of data loss

Although the message displayed by the program
indicates that the conversion can take 45 minutes to an
hour, it can actually take much longer—depending on
your PC specification and speed. Do not stop the
conversion manually. If you stop the conversion, restore
Symposium Express Call Center Release 2.0 and begin
the conversion again. For more information on restoring,
refer to the Release 2.0 backup and restore instructions.

Result: The following message appears: Pr e- Conversion wi || take
at least 45 mnutes to 1 hour to conplete. Please wait
whil e Pre-Conversion is running. Click OK to start.

Planning, Installation, and Administration Guide 145



Installing the software Standard 1.0

10

11

Click OK.

Result: The preconversion begins, and a progress bar appears. All
services are automatically shut down at this point. The preconversion
process takes at least 45 minutes to complete. MS- DOS windows appear
during the process, and text scrolls within the windows. Some windows may
remain unchanged for long periods.You may get information dialog boxes
saying that certain registry keys were not deleted because they did not exist
to begin with. If you get any of these dialog boxes, click OK.

When the message Upgr ade Conpl et e appears, click OK. Continue with
“To install DMI” below.

To install DMI

Follow “To install the DMI” on page 84, starting with step 7.

To install the MAS server software

Follow “To install the MAS server software” on page 89.

To upgrade server software

ATTENTION During the upgrade, there are points where the setup
program performs automatic installation steps in between
wizard setup windows. Do not close any windows that
appear during these steps. Wait for the next wizard setup
window before you use the mouse or keyboard.

1 Insert the server application CD into the CD-ROM drive.

2  Exitall applications, including screen savers, and close all windows.

3 From the Windows Start menu, choose Run.

4  Click Browse, select Setup.exe from the root directory on the CD, and click

Open.
Click OK to run.

Result: The Nortel System Operations welcome dialog box appears.
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6 Click Next.

Result: The Setup Choices dialog box appears.
7  Click Install/Upgrade.

Result: Setup examines the system, and the Programs to Install/Upgrade
dialog box appears.

Programs to Install/Upgrade E

NQRTEL The follawing programs are available for installation/upgrade.
MNETWORKS Check the box beside all the programs you wish to
install/upgrade.

PFrogram and Yersion
4 W45 Base 02.66.30

A4 Symposzium Express Call Centre Suite 03.21.01
A Symposzium Express Call Centre Server 03.21.01

SYMPOSIUM
EXPRESS
CALL CENTER

Selectdl | Cearal |

Help | <Back | Mews | Eit |

8 Click Select All, and then click Next.

Result: The Nortel System Operations dialog box appears and lists all
components in the order in which they will be installed.

Mortel Spstem Operations E

Based on your request, Setup has decided to install, upgrade, or uninstall the following
components in the given order:

Install of "Sybasze SOL Server version "11.03" ;I
Install of "Sybaze SOL Server Patch' version '11.03.7704"

Install of "Sybaze SOL Server Patch' version '11.03.7888"

Install of "MAS Integrated User 1" version "02.66. 30"

Install of "MAS Core' version "02.66.30"

Install of "MAS Backup and Restore version "02.66. 30"

Install of "MAS Access Link Handler' wersion “02.66.30"

Install of "MAS Security Device Driver' version "'02.66.30"

Install of "MAS Suite” version "'

10: Install of "MAS Base' version "02.66.30"

11: Ingtall of "Sympogium Express Call Centre Suite' version "'03.21.03"
12: Ingtall of "Sympogium Express Call Centre Server' version "03.21.03"

i o

Do you want getup to continue?

00 S T O R L P

Mo
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10

11
12

13
14

15

Click Yes.

Result: Sybase server is installed. Do not touch the keyboard or mouse
during the installation.

Note: This process can take about 30 minutes to complete. When the
process is finished, the validation dialog box appears.

NQB.EI-TE\NI;ORKS Setup iz validating the system and the following iz the summary.
Summary:
# 3 All files and registry entries are correct ||
SYMPOSIUM
EXPRESS
CALL CENTER
=
Help | cBack |FHETT Bt |
Click Next.
Result: The program prompts you to restart.

L\‘]f) Setup is about to reboot the system. Please continue installation after reboot

Click OK to restart.

Log on to Windows NT with the username NGenSys and the appropriate
password.

From the Windows Start menu, choose Run.

Click Browse, select Setup.exe from the root directory on the CD, and click
Open.

Click OK to run. This takes about 1 minute.

Result: The Nortel System Operations welcome dialog box appears.
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16 Click Next.
Result: The Setup Choices dialog box appears.

17 Click Install/Upgrade.
Result: Setup examines the system, and the Programs to Install/Upgrade
dialog box appears.

Programs to Install/Upgrade E

NHRTEL The fallowing programs are available far installationupgrade.
NETWORKS Check the box beside all the programs you wish to
install/upgrade.

rogram and Yersion

A Symposzium Express Call Centre Suite 03.21.01
kA Sprnpozsium Express Call Lentre Server U3.21.070

SYMPOSIUM
EXPRESS
CALL CENTER
Selectdl | Claal |
Help <Back | Mew> | gt |

18 Click Select All, and then click Next.
Result: The Nortel System Operations dialog box appears and lists all
components in the order in which they will be installed.

Mortel System Operations E

Based onvour request. Setup has decided to install. uparade. ar uninstall the following
components in the given order:

1: Inztall of “Symposzium Express Call Centre Suite version '03.21.01" ;I
2: Inztall of "Symposium E xpress Call Centre Server version "03.21.01"

i o

Do you want setup to continue?

Mo
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19 Click Yes.

Result: The Keycode Dialog dialog box appears.

Keycode Dialog E

NEIRTEL Please enter the serial number and keycode
MNETWORKS

Serial Mumber: I‘I 0088331

WA Keycade: |353L |KW?F' IKGNW IHYNS

SY?;((E%ESS“S”“ Kepcode to load from disk,
CALL CENTER e

Help | < Back

20 Enter your keycode in one of the following ways:

= If you have a disk that contains your keycode information, follow these

steps:
a. Insert the keycode disk into the floppy drive.
b. Click the (...) button to open a browse dialog box.

c. Locate and select the file that contains the keycode information, and

then click Load.

Result: The keycode and serial numbers are entered into the

Keycode Dialog dialog box.

m If your keycode information is stored on a hard disk, follow these steps:

a. Click the (...) button to open a browse dialog box.

b. Locate and select the file that contains the keycode information, and

then click Load.

Result: The keycode and serial number are entered into the

Keycode Dialog dialog box.

m Type your serial and keycode numbers in the appropriate boxes.
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21 Click Next.

Result: The Verify Keycode Information dialog box appears.

NERTEL

NETWORKS Fleaze verify these settings are comect

Current Settings

Keycode -
Keycode : 363L KW7P KGNV HYN8
Serial Number : 10088991

Client Sessions is 100

SYMPOSIUM Number of agents: 100
EXPRESS Switch type: M1

CALL CENTER

Installed features :

Help | <Back |

22 Check that all keycode information is correct. If it is not correct, then click
Back to change it. Otherwise, click Next.

Result: The M1 Switch Options dialog box appears.

M1 Switch Options E

NEIRTEL Switch Mame I
MNETWORKS

Switch |P Address |

Switch Customer IU
MHumber

SYMPOSIUM
EXPRESS
CALL CENTER

< Back | Mest » I
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23 Enter the appropriate information for your switch. For more information, see
“Required setup data checklist” on page 17.

Note: The following restrictions apply to switch names:

m Valid characters for switch names are A-Z, a-z, 0-9, _ (underscore),
and . (period).

= Switch names must begin with an alphabetic character and cannot
contain spaces.

m The last character must not be an underscore or a period.
= Switch names must not exceed 80 characters in length.

Tip: If you are unsure of the correct information or if you make a mistake,
you can change the switch information after you finish the installation (see
“Server SysOps utilities” on page 287).

24 Click Next.

25 The following dialog boxes appear only if you have purchased the Voice
Services option. If you did not purchase this option, skip to step 28.

Result: The Voice Services Card IP Address dialog box appears.

Yoice Services Card IP Address E

NEIRTEL Please enter the |P address for the Yoice Services card
MNETWORKS

IP Address

SYMPOSIUM
EXPRESS
CALL CENTER

Help | < Back

Exit
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26 Enter the IP Address for the Voice Services Card, and then click Next.

Result: The Voice Services Card Keycode dialog box appears.

Yoice Services Card Keycode E

NQRTEL Please enter the Keycode for the Voice Services card
MNETWORKS

Kepcode

SYMPOSIUM
EXPRESS
CALL CENTER

Help |

27 Enter the keycode to enable the Voice Services option, and then click Next.
You must enter the keycode without spaces or hyphens.

Result: The ELAN dialog box appears.

ELAN | ]

Please choose the Embedded Lan [P address

% 147.147.147.22

© 47.119.161.245

" Other

SYMPOSIUM
EXPRESS
CALL CENTER

< Back

28 Enter the ELAN TCP/IP address for the server in one of the following ways:

m If the address appears in the dialog box, select it and click Next.
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m [f the ELAN TCP/IP address does not appear in the dialog box, select
Other, enter the correct IP address in the dialog box that appears, and
then click Next.

Result: The CLAN dialog box appears.

CLAN | ]

Flease choose the Customer Lan P address
14714714722

e e

Il'& & 47119161245

" Other

SYMPOSIUM
EXPRESS
CALL CENTER

csek |7 |

29 Enter the CLAN TCP/IP address for the server in one of the following ways:

m If the address appears in the dialog box, select it and click Next.
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m [f the CLAN TCP/IP address does not appear in the dialog box, select
Other, enter the correct IP address in the dialog box that appears, and

then click Next.

Result: The Site Name dialog box appears.

Site Name

NEIRTEL Please enter the site name for this server

NETWORKS

Site Mame

SYMPOSIUM
EXPRESS
CALL CENTER

Help | P | ......... s

30 Enter a site name for the server. For more information, see “Required setup

data checklist” on page 17.

Note: The site name must be unique and between 6-15 characters long.

The only non-alphabetic characters you can use are hyphens (-) and

underscores ().
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31 Click Next.

Result: The Verify Setup Information dialog box appears, similar to the

following example:

Yerify Setup Information E

NERTEL
QNETWORKS

correct

Current Settings

About ta begin file transfer. Please verify these settings are

Customer Name
Nortel

Company Name
Nortel

SYMPOSIUM
EXPRESS MzyEnilz

Keycode : 363L KW7P KGNV HYN8
CALL CENTER Serial Number : 10088991

= | pre |§ ......... s E |

32 Examine the list of current settings. If they are incorrect, click Back to make
the necessary corrections. Otherwise, click Next.

Result: The program begins copying files to the hard disk drive and a
progress bar appears. Dialog boxes appear and are automatically filled in
by the program. When the installation is complete, the Reboot dialog box

appears.

ATTENTION

Do not touch the keyboard or mouse during this

installation process. There is a risk of crashing the

installation.
33 What do you want to do?

IF you want to

THEN

restart the PC

a. select Reboot Now, and then click
Next.

b.log on to Windows NT with the user
name NGenSys and the appropriate
password.
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IF you want to THEN

upgrade the coresident client a. click Continue and Install Client, and
software then click Next.

b. continue with “Upgrading client
software to a newer version of Release
3.0” on page 181.

To use the upgrade utility to upload the Symposium Express Call
Center Release 2.0 scripts to Release 3.0

In this procedure, you replace the scripts that you had in Release 2.0 to the
newly upgraded Release 3.0 system.

Before you run the utility

= you must launch aclient session and log on as sysadmin to accept the end
user licence agreement. When you log on for thefirst time, you are
prompted to change the password. That new password is the one you useto
run the upgrade utility.

= you must install PEP NE032105P001C.Y ou can only do this if you have
aready launched your first client session (see the above point).
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1 Inthe Release 3.0 coresident client, navigate to ..\Nortel\Client\en\bin.
2 Double-click nicgsupr.exe.

Result: The Login - Nortel Networks Symposium Express dialog box
appears.

& Login - Hortel Networks Symposium Express

Nﬁ"RTEL i~ Login for Scrpt Upgrade
METWORKS
Server [P Addiess: I“?-SE- 36.202
Uzer name: IS}ISadmin
. # P azsword: I ****** 1

Select which stage of the script upgrade process you wish to initiate.

SYMPOSIUM _ _ .
EXPRESS ! Logit o 205 pmposiim Express serven fon scist data dovrizad

CALL CENTER & Login ta 2.0 Spmpogium Express server for upgrade of seripts ta 2.0 format

0K I Cancel |

3  Enter the Server IP Address, the User name, and the Password, and then
click OK.

Result: The Open dialog box appears.
Open 21
Look jn: Ia ExpressCOM j gl iRt EEE

Scriptl)pgradeD ata.upg

File name: || Open I
Files of twpe: ISEEE Upgrade Files [*.upg) j Cancel |

¥ Open as read-only

4  Navigate to D:\Express\CDN and open ScriptUpgradeData.upg. This is the
file that you saved when you downloaded the scripts from Release 2.0.
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Refer to “To use the upgrade utility to download the Symposium Express
Call Center Release 2.0 scripts” on page 142.

Note: If you choose an invalid file or if the file has been corrupted, then the
upload is discontinued and a message box appears. The failure is logged in
D:\ExpressCN\s2tos3upgrade.log.

Result: All the Release 2.0 skillsets, music\RAN routes, and treatments are
added to the Release 3.0 server. The progress of each addition and any
problems encountered are shown in the progress bar, and they are
recorded in D:\ExpressCDN\s2tos3upgrade.log. Once all the upload is
complete, a simplified Call Routing dialog box appears.

Call Routing - Incoming Call Priority - CLID

NQ—RTEL How do you want to route the calls arriving at pour call center?
" METWORKS Call Routing
. y ) . Add phone rumber.
CLID Routing | (ueue your customers' phone number to skillzets (Calling Line (D]
y DHIS Hnutingl Queve your call centers' phone numbers to skilzets [DNIS) Delete phare AUt |

COM Fouting | (ueue the controlled call center number to skillzets [COM] Print call routing matrs |
Call Celling
’7 Pleaze enter a global ceiling level after which calls will get a busy announcement : 300 ‘

Flease enter a priority level for each COMACLIDADNIS in the matrix below. Mate : Each row must have at least

SYMPOSIUM ane high priarity skillset assigned.
EXPRESS i~ Incoming call priarity
CALL CENTER s

Skillzet Selection
o~

Treatﬁnl ICeﬂng s‘ias I supports I Sk@am | Sk%et‘l I Skillﬁ
T [100 1 =] | [ [ 2 ~|

ki

In Symposium Express Call Center Release 2.0, you can only choose
priorities of 1 and 2 (1 being high priority and 2 being low priority). In
Symposium Express Call Center Release 3.0, you can choose between
three high priority skillsets and three low priority skillsets. In this upgrade
utility, the priorities are converted as follows:

Release 2.0 Release 3.0
1 2 (high priority)
2 2 (low priority)

Planning, Installation, and Administration Guide 159



Installing the software Standard 1.0

7

If necessary, change the priorities assigned, change the treatments
assigned, and add a global call ceiling and call ceilings for CLIDs, DNISs,
or CDNs. For more information on adding or changing these properties,
refer to the Call Center Management Guide. However, in this dialog box

= networking has been disabled. You must do that through Call Routing in
the Administration window.

= you cannot add CLIDs, DNISs, or CDNs. You must do this through Call
Routing in the Administration window.

= you cannot delete CLIDs, DNISs, or CDNs. You must do this through
Call Routing in the Administration window.

Click OK.

Result: All the scripts are written to the Symposium Express Call Center
Release 3.0 server. A progress bar appears that informs you of the
progress. When this is complete, the V3SYNC.exe application is
automatically run to synchronize all application IDs. If the server is unable
to run this executable, the following dialog box appears:

nicgcugup - spstem - site [ %]

& Unable ta launch Y 35ync. exe application. This must be run manually in order to complete the upgrade.

If you get this dialog box, click OK, and run V3SYNC.exe manually.

Logging information

All operations when you run the upgrade utility are logged to afile residing in
S2tos3upgrade.log file that resides in the D:\EXPRESSCDN directory. If any
errors occur while running the upgrade utility, check this log file for more
details.

Limitations to the upgrade utility

If the treatment already exists in Release 3.0, then the one from Release 2.0
will not be added.

Release 2.0 RAN/Music Routes’'Emergency RANs with routes 0 or 999
will fail to activate because these numbers are not allowed in Release 3.0.
Thisis shown in both the progress bar and in thelogfile. If thisoccurs, you
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must modify the call treatment in Release 3.0 so that it usesavaid music/
RAN route. Thisis done as follows:

a. Hit Cancel on the Call Routing dialog box part of the upgrade utiity.

b. Gointo the treatment properties through the Call Treatments icon in the
Administration window. For more information, refer to the Call Center
Management Guide.

c. Open any treatment that has failed to activate.
d. Assign a correct route between 1 and 511.
e. Click OK.

Result: The treatment validates.

f.  Rerun the upgrade utility. The newly saved treatments are not
overwritten.

g. To ensure that all scripts are activated correctly, do the following:
m From the Administration window, click Advanced Functions.
m Click Call Flow Administration.
m  Double-click Scripts.

m Ensure that the Status of each script is Active.

To ensure that the Meridian 1 switch initializes after a server upgrade

1 Load Overlay 48.
2  Type ENL ELAN, and then press Enter.

If you must restore the Release 1.0 or Release 2.0 server

You can restore your Release 1.0 or 2.0 system if the conversion processis hot
successful. For instructions, refer to the backup and restore instructions for
Release 1.0 or Release 2.0.

What'’s next?

Install any software PEPs. For information, see “Installing software PEPS’ on
page 197.
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Upgrade the client software. For information, see“Installing the client software”
on page 108.

Complete the required post-installation activities. For information, see “ Post-
installation” on page 125.
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Reinstalling server software

When to use

Use this procedure

s toadd additional features with a new keycode for the same server version

m toreinstall the same server software version (for example, when the
Symposium Express Call Center application is damaged)

You can only perform areinstallation on aserver that has already been installed
properly. For example, if you have aworking server that suddenly has problems
in the application software, you can try to reinstall the application software.

Note: You cannot remove features or reduce the number of purchased agents
with this procedure.

If you encounter a problem during anew installation, you must uninstall and
then do the installation again.

Thereinstallation does not repair data files or the database. If the hard drive or
database has become corrupted or has failed, you must perform either a database
backup or afull backup of the server. For more information, see“Restoring
data’ on page 329.

Before you begin

Make sure you have a current database backup

Before reinstalling software, create a database backup of the server. For more
information, refer to the Symposium Express Call Center Call Center
Management Guide.

Shut down SMONW
Ensure SMONW is not already running on the server. If it is running, shut down
SMONW.
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To reinstall server software

ATTENTION

During the reinstallation, there are points where the setup
program performs automatic installation stepsin between
wizard setup windows. Do not close any windows that
appear during these steps. Wait for the next wizard setup
window before you use the mouse or keyboard.

If you are not logged on, log on to Windows NT with the username
NGenSys and the appropriate password.

Note: If you do not log on using the NGenSys password, the install
program in the following procedure prompts you to log on again using
NGenSys.

Insert the Symposium Express Call Center Release 3.0 Server Application
CD into the CD-ROM drive.

Exit all applications, including screen savers, and close all windows.
From the Windows Start menu, choose Run.

Click Browse, select Setup.exe from the root directory on the CD, and then
click Open.

Click OK to run.
Result: The Nortel System Operations welcome dialog box appears.

Mortel Spstem Operations E

NEIRTEL Wwelcome to Mortel Setup. This program allows pou to install,
MNETWORKS upgrade or uninstall Mortel programs on your computer.

It iz strongly recommended that pou exit all \Windows programs
befare running this Setup progranm.

Select Exit to quit Setup, and then exit any programs vou have
unning. Select Mexst to continue with Setup program.

WARNING
Thiz program iz protected by copyright law and international

SYMPOSIUM treaties.

EXPRESS Unauthaorized reproduction or distribution of thiz program, or any
CALL CENTER portion of it, may result in severe civil and criminal penalties, and
will be progecuted ta the maximum extent possible under law.

Exit
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7 Click Next.

Result: The Setup Choices dialog box appears.

Setup Choices E

NQB.EI-TE\'I\?ORKS WI

Install programs for the first time or upgrade existing programs.

Beinstall |

Fieinztall programs that have been damaged.

SYMPOSIUM

EXPRESS W= |

CALL CENTER Sdditional unetianerelated o mstalation andupgrading af
progransand data;

Exit

Help | < Back

8 Click Reinstall.

Result: Setup examines the system, and the Programs to Install/Upgrade

dialog box appears.

Programs to Install/Upgrade E

NQRTEL The follawing programs are available for installation/upgrade.
MNETWORKS Check the box beside all the programs you wish to
install/upgrade.

PFrogram and Yersion
4 W45 Base 02.66.30
A4 Symposzium Express Call Centre Suite 03.21.01
A Symposzium Express Call Centre Server 03.21.01

SYMPOSIUM
EXPRESS
CALL CENTER

Selectdl | Cearal |

Help | < Back Mest » | Exit |
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9  Click Select All, and then click Next.
Result: The Nortel System Operations dialog box appears and lists all
components in the order in which they will be reinstalled.

Mortel Spstem Operations E

Based on your request, Setup has decided to install, upgrade, or uninstall the following
components in the given order:

1: Install of "ODBC32" version 3.0 2822"

2 Install of "MAS Platform'* version "02.66.30"

3 Install of "Sybase SOL Server” version "11.03"

4: |nstall of "Sybase SOL Server Patch' version "11.03.7704"

5 Install of "Sybase SOL Server Patch version "11.03.7888"

E: Inztall of "MAS Integrated User 1" version "02.66. 30"

7: Install of "MAS Core'* version "02.66.30"

8: Inztall of "#MAS Backup and Restore" version "'02.66.30"

9: Install of "MAS Access Link Handler' version “02.66.30"

10: Ingtall of "MAS Security Device Driver' version 02,66, 30"

11: Install of "MAS Suite" version ™'

12: Install of "MAS Base' version "02.66.30"

13: Ingtall of "Sympogium Express Call Centre Suite' version "03.21.01"

14: Ingtall of "Sympogium Express Call Centre Server' version "03.21.01" _ILI
L

K|

Do you want getup to continue?

| v

Mo

10 Click Yes.
Notes:

m If a warning message appears because a text printer is not found, click
OK to bypass the warning.You can set up printer drivers later. For more
information, see “Setting the default printer” on page 134.
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= You might get the following message box:

Setup has found out that this drive “D:\"” has | ess
than 64 Mytes of free space. Do you still want to
conti nue?”

ATTENTION Nortel Networks recommends that you have 64 Mbytes of

free space. You can click Yes to continue, but you do so at
your own risk.

Result: Setup copies files to the server, and then the User Information
dialog box appears. The boxes are automatically filled in based on your
prior installation.

NERTEL

NETWORKS Fleaze enter your customer information below.

Customer Mame:

Company Mame:

SYMPOSIUM
EXPRESS
CALL CENTER

Help | < Back I dEwt I Exit
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11 Click Next.

Result: The Keycode Dialog dialog box appears. The serial number and
keycode are automatically entered based on your prior installation.

Keycode Dialog E

NEIRTEL Please enter the serial number and keycode
MNETWORKS

Serial Mumber: I‘I 0088331

R Keycade: |353L |KW?F' IKGNW IHYNS

SYMPOSIUM
EXPRESS
CALL CENTER 2

Kepcode to load from disk,

Help | < Back

12 Click Next.

Result: The Verify Keycode Information window appears.

13 Check that all keycode information is correct. If it is not correct, then click
back to change it. Otherwise, click Next.

Result: The M1 Switch Options dialog box appears. The information is
already filled in based on your prior installation.

M1 Switch Options

NEIRTEL Switch Name ——
NETWORKS
Switch P Address l—
Switch Customer ID—
Murnber

SYMPOSIUM
EXPRESS
CALL CENTER

¢ Back | Next > I

14 Click Next.
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15 The following screens appear only if you have purchased the Voice
Services option. If you did not purchase this option, skip to step 26.

Result: The Voice Services Card IP Address dialog box appears. The

information is automatically entered.

Yoice Services Card IP Address E

NEIRTEL Please enter the |P address for the Yoice Services card
MNETWORKS

IP Address

SYMPOSIUM
EXPRESS
CALL CENTER

Help | < Back

Exit

16 Click Next.

Result: The Voice Services Card Keycode dialog box appears. The

information is automatically entered.

Yoice Services Card Keycode E

NQRTEL Please enter the Keycode for the Voice Services card
MNETWORKS

Kepcode

SYMPOSIUM
EXPRESS
CALL CENTER

Help | < Back S TE Exit
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17 Click Next
Result: The ELAN dialog box appears.

ELAN | ]

Please choose the Embedded Lan [P address

% 147.147.147.22

© 47.119.161.245

" Other

SYMPOSIUM
EXPRESS
CALL CENTER

< Back

18 Enter the ELAN TCP/IP address for the server in one of the following ways:
m [f the address appears in the dialog box, select it and click Next.

= [f the ELAN TCP/IP address does not appear in the dialog box, select
Other, enter the correct IP address in the dialog box that appears, and
then click Next.

Result: The CLAN IP Address dialog box appears.

CLAN | ]

NQRTEL Fleaze choose the Customer Lan |P address
NETWORKS

© 147.147.147.22

* 47.119.161.245

" Other

SYMPOSIUM
EXPRESS
CALL CENTER

csek |7 |

19 Enter the CLAN TCP/IP address for the server in one of the following ways:
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m [f the address appears in the dialog box, select it and click Next.

m [f the CLAN TCP/IP address does not appear in the dialog box, enter
the correct IP address, and then click Next.

Result: The Site Name dialog box appears. The information is entered
automatically.

Site Hame E

NEIRTEL Please enter the site name for this server
MNETWORKS

# > Site Mame

SYMPOSIUM
EXPRESS
CALL CENTER

Help | < Back S TE Exit

20 Click Next.

Result: The Verify Setup Information dialog box appears, similar to the
following example:

VYerification E

Fleaze verify the following answers.

Answers:

User Name: -
nortel
Company Name:
nortel
Install to:
SYMPOSIUM C:ANortel
EXPRESS Switch Type:

Meridian [M1]
CALL CENTER NCC Reports Option:

Help |
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21 Examine the list of current settings. If they are incorrect, click Back to make
the necessary corrections. Otherwise, click Next.

22 Click Next.

Result: The program begins copying files to the hard disk drive and a
progress bar appears. Dialog boxes appear and are automatically filled in
by the program. When the installation is complete, the Reboot dialog box
appears.

ATTENTION Do not touch the keyboard or mouse during this

installation process. There is a risk of crashing the
installation.

23 What do you want to do?

IF you want to THEN

restart the PC select Reboot Now, and then click Next.
reinstall the coresident client a. click Continue and Install Client, and
software then click Next.

b. continue with “Reinstalling client
software” on page 192.

What'’s next?

Install any software PEPs. For information, see “Installing software PEPS” on
page 197.

Reinstall the client software. For information, see “Reinstalling client software”
on page 192.

Complete the required post-installation activities. For information, see “ Post-
installation” on page 125.
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Migrating Symposium Express Call Center to
a new server platform

Introduction

If you are installing the server software on anew hardware platform, you must
perform adatabase migration. This ensuresthat all the configuration information
for your call center is copied onto the new server platform.

Note: Perform a database migration only if you are reinstalling or upgrading
Symposium Express Call Center on anew hardware platform.
Checklist for performing a database migration

The following table summarizes the steps involved in performing a database
migration. You must complete all of these steps:

Step 0

Verify system settings on the original server PC. See page 174.

Configure Windows NT on the new server PC. See page 175.

Ingtall RAS on the new server PC. See page 175.

Install the Symposium Express Call Center server software on the new
server PC. See page 176.

Shut down any services running on the original server PC.
See page 176.

Preserve the NBSystemRecord on the original server PC. See page 176.

Perform a database restore on the new server PC. See page 177.

Restore the NBSystemRecord on the new server PC. See page 177.

Disconnect the original server PC from the ELAN and CLAN. See
page 177.
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Step 0

Connect the new server PC to the ELAN and CLAN. See page 177.

Perform a sanity test on the new server PC. See page 177.

Verify systems settings on the original server

Record the following information from the original Symposium Express Call
Center server PC:

computer name

site name

CLAN and ELAN TCP/IP addresses

gateway, and subnet mask of both the CLAN and ELAN adapter cards

To determine the computer name
1  From the Start menu, choose Run.
2 Type regedit and click OK.
Result: The Registry Editor appears.

3 Open the key
\HKEY_LOCAL_MACHINE\SOFTWARE\Norte\Setup\InstallCompName,
and record the computer name.

To determine the site name, and ELAN and CLAN IP address

1  From the Start menu, choose Programs [1 Nortel Networks [ Symposium
Express Call Center [1 SysOps Utilities [1 Configuration.

2 Record the information displayed in the Configuration dialog box.
To determine the gateway and subnet mask of the ELAN and CLAN
network interface cards
1  From the Start menu, choose Settings [1 Control Panel.
Result: The Control Panel appears.

2  Double-click the Network icon.
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3  Select Installed Network S/W and TCP/IP Protocol, and then click
properties.

4 Record the information for each adapter card.

To determine the switch name and type, IP address, and the
customer number

1  From the Start menu, choose Programs [1 Nortel Networks [1 Symposium
Express Call Center [1 SysOps Utilities [1 Feature report.

2 Click the Switch tab and record the information displayed on the property
page.

To determine the serial number of the switch name and any
keycoded options

1  From the Start menu, choose Programs [1 Nortel Networks [1 Symposium
Express Call Center [1 SysOps Utilities [1 Feature report.

2  Click the Features tab and record the information displayed on the property
page (especially the keycode).

Configure Windows NT on the new server PC

Install Windows NT Server 4.0 (as a standalone server) onto a new server PC.
Use the same computer name and TCP/IP properties you recorded from the
original server PC. Do not connect the new server PC to the ELAN or CLAN at
thistime.

For more information on how to configure WindowsNT, see “Configuring
Windows NT” on page 48.
Install RAS on the new server PC

For information on how to install RAS on the new Symposium Express Call
Center server PC, see “Configuring the Remote Access Service modem” on

page 56.
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Install the Symposium Express Call Center server software on the
new server PC

For information on how to ingtall the Symposium Express Call Center server
software, see “Installing the server software” on page 84.

During ingtallation, you are prompted to enter the information you recorded
from the original server PC. Ensure that you enter this information exactly asit
appeared on the original server PC. Once theinstallation is complete, you do not
need to reconfigure resources such as agents or supervisors. These resources are
automatically configured once you restore the Symposium Express Call Center
database.

To shut down any services running on the original server PC

1  From the Start menu, choose Programs [1 Nortel Networks [1 Symposium
Express Call Center [ SysOps Utilities 1 Shutdown.

2  Whenthe message Your system has been shut down appears, click
OK.

3 Check the log file (C:\Sysops\nsccsd.log) to ensure that all services were
shut down successfully.

To preserve the NBSystemRecord on the original server PC

1  From the Start menu, choose Programs [1 MS-DOS Prompt.
2 Atthe prompt, type sybping, and then press Enter.

3 Record the name of the SQL Server Service. It appears in the format
Computername_SQLSRV.

4 Insert a blank disk into drive A.
5 Navigate to the D:\NorteNICCM\bin directory.

6  Atthe prompt, type perl bcpio.plin A: <servername> (where
<servername> is the name assigned to the Symposium Express Call
Center server PC), and then press Enter.

Note: This command is case-sensitive.

7  Remove the disk from drive A. Use the disk to restore the
NBSystemRecord on the new server PC.
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Perform a database restore on the new server PC

For information on how to restore the database on the new Symposium Express
Call Center server PC, see“Restoring data from apartial backup” on page 339.

To restore the NBSystemRecord on the new server PC
1  From the Start menu, choose Programs [1 MS-DOS Prompt.
2  Atthe prompt, type sybping, and then press Enter.

3 Record the name of the SQL Server Service. It appears in the format
Computername_SQLSRV.

4  Insert the disk you used to preserve the NBSystemRecord from the original
server PC into drive A.

5 Navigate to the D:\NorteNICCM\bin directory.

6  Atthe prompt, type perl bcpio.pl out A: <servername> (where
<servername> is the name assigned to the Symposium Express Call
Center server PC), and then press Enter.

Note: This command is case-sensitive.
7 Remove the disk from drive A.

To disconnect the original server PC from the ELAN and CLAN
1  Shut down Windows NT and turn the power supply off.

2 Disconnect the original Symposium Express Call Center server PC from
the ELAN and CLAN.

To connect the new server PC to the ELAN and CLAN

1  Connect the new Symposium Express Call Center server PC to the ELAN
and CLAN.

2  Connect the switch to the ELAN.

To perform a sanity test on the new server PC

For information on how to perform a sanity test, see “ To check the server PC
configuration” on page 62.
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Section G: Upgrading and reinstalling
client software

In this section

Overview 180
Upgrading client software to a newer version of Release 3.0 181
Reinstalling client software 192
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Overview

Introduction

This section describes

= how to upgrade client software from within Symposium Express Call
Center Release 3.0

= how to convert Symposium Express Call Center client software from
Release 1.0 or Release 2.0 to Release 3.0. This process requires the
additional step of preconversion.

= how toreinstall client software

Note: You must upgrade the client software after you upgrade your Symposium
Express Call Center server from Release 2.0 to Release 3.0.Y ou cannot connect
to aRelease 3.0 Symposium Express Call Center server using a Release 2.0
client.
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Upgrading client software to a newer version
of Release 3.0

Introduction

Follow this procedure to upgrade to anewer version of Symposium Express Call
Center Release 3.0, or to upgrade from Symposium Express Call Center Release
2.0.

To upgrade from Release 1.0 to Release 3.0, you must first upgrade to Release
2.0. Refer to the Nortel Networks Symposium Express Call Center Release 2.0
Planning, Installation, and Administration Guide.

To reinstall the current version of the client software or add features, see
“Reingalling client software” on page 192.

You cannot downgrade to a previous version of Symposium Express Call Center
software.

Before you begin

Make a copy of al of your user-defined or user-created reports in a separate
directory as a safeguard.

Things to remember

Update DLLs

During the upgrade, you may see dialog boxes that offer to update system DLL
files with newer versions. Write down the names of these DLL files. If thefiles
being ingtalled are newer than the existing versions, clickY es. If they are older,
click No. Provide thelist of replaced DLLs to the system administrator.
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Select all Performance Enhancement Packages to uninstall

During the upgrade, Performance Enhancement Packages (PEPs) are listed as
components to uninstall in the Programs to Install/Upgrade window. PEPs must
be uninstalled as part of the upgrade. Ensure that al items in the window are
selected so that the PEPs are uninstalled.

Check whether you have Acrobat Reader 3.0 with search plug-in
When you install the client software, the installation procedure instructs you to
install Acrobat Reader 3.0 from the client CD. The Acrobat Reader 3.0 version
on the client CD includes the search plug-in. Thisis an enhancement to Acrobat
Reader, that provides the capability to search for keywords across the suite of
online documentation. If Acrobat Reader 3.0 isnot already installed on theclient
PC, then the upgrade program notifies you.

The client upgrade program does not automatically install Acrobat Reader 3.0.
However, a copy of this softwareis available on the client CD in the MAS
folder. During the upgrade, you are asked if you want to install Acrobat Reader
from the client CD.

Therefore, you should check to see if Acrobat Reader 3.0 or higher is aready
installed on the client PC. If it isinstalled and you do not want to replace it with
the version on the client CD, make sure that you also have the search plug-in
(Asrch32.api) installed.

To upgrade the client software

ATTENTION During the upgrade installation, there are points where

the setup program performs automatic installation steps
in between wizard setup windows. Do not close any
windows that appear during these steps. Wait for the next
wizard setup window before you use the mouse or
keyboard.

1 Log on to the client PC. If you are upgrading the coresident client, log on as
NGenSys with the appropriate password.
2  Exitall applications and close all windows.

3 Insert the upgrade client CD into the CD-ROM drive.
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From the Windows Start menu, choose Run.
Click Browse, and then select Setup.exe from the root directory on the CD.
Click OK to run.

N o o b

If the message Setup determines that DM is not installed
appears, click Yes. This appears only if you are upgrading a noncoresident
client upgrading from Release 2.0.

Result: The Select the Log Directory Location window appears.

£¥. Select the Log Directory Location E

In order to maintain a gite history for Mortel
applications a permanent log file iz required.
Flease select the location for the
MORTEL_LOG directory.

Mote that the directory needs approximately
A0ME of free space.

SYMPOSIUM
EXPRESS

CALL CENTER [P s, |

< Back
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8  To change the location, click Browse, select the desired location, and then
click Next.

Result: The Nortel System Operations welcome dialog box appears.

Mortel Spstem Operations E

NEIRTEL Wwelcome to Mortel Setup. This program allows pou to install,
MNETWORKS upgrade or uninstall Mortel programs on your computer.

It iz strongly recommended that pou exit all \Windows programs
befare running this Setup progranm.

Select Exit to quit Setup, and then exit any programs vou have
unning. Select Mexst to continue with Setup program.

WARNING
Thiz program iz protected by copyright law and international

SYMPOSIUM treaties.

EXPRESS Unauthaorized reproduction or distribution of thiz program, or any
CALL CENTER portion of it, may result in severe civil and criminal penalties, and
will be progecuted ta the maximum extent possible under law.

< Back Exit

9 Click Next.

Result: If you are installing the client coresident with the server software,
you see messages that state that services are shutting down. Then, the
Setup Choices window appears.

Setup Choices E

NQE.EI-TE\"II'-ORKS Inztall # Upgrade |
Install programs for the first time or upgrade existing programs.

Beinstall |

Fieinztall programs that have been damaged.

SYMPOSIUM

EXPRESS W= |

CALL CENTER

Sdditional unetianerelated o mstalation andupgrading af
progransand data;

Exit

Help | < Back
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10 Click Install/Upgrade.

Result: Setup examines the system, and the Programs to Install/Upgrade
dialog box appears.

Programs to Install/Upgrade E

NQRTEL The follawing programs are available for installation/upgrade.
MNETWORKS Check the box beside all the programs you wish to
install/upgrade.

PFrogram and Yersion

4 a5 Client Base 02.66.30
A Symposzium Express Call Center Client 03.21.01

SYMPOSIUM
EXPRESS
CALL CENTER

Selectdl | Cearal |

Help | < Back | M

11 Click Select All, and then click Next.

Result: The Nortel System Operations dialog box appears and lists all
components in the order in which they will be installed.

Mortel Spstem Operations E

Based on your request, Setup has decided to install, upgrade, or uninstall the following
components in the given order:

1: Install of "ODBC" version "3.51" ;I
2 Install of "SMI Workbench' version “02.66.30"

3 Inztall of "Sybase Open Client" version 11,03, 7704"

4: |nstall of "Sybase SOL client divers' version "11.01"

5: Install of "MAS Suite” version "'

E: Install of "MAS Client Base" version "02.66.30"

7. Inztall of "Symposzium Express Call Centre Suite" version "03.27.01"

8: Inztall of "Symposzium Express Call Center Client'" version "03.21.01"

i o

Do you want getup to continue?

Mo |

Note: Information on this window varies, depending on the components
that are being upgraded and the client PC configuration.
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12

13

14

Click Yes.

Note: If the message Set up has determ ned that the SM

Wor kbench cannot integrate with the version of MAT on
your system Wuld you like to continue with the

i nstal |l ati on? appears, click Yes to continue.

Result: Setup copies files to the client, and the SMI Workbench directory
dialog box appears.

SMI Workbench directory E

Fleaze enter the path where you would like the
SMI workbench to be installed.

SYMPOSIUM
EXPRESS

CALL CENTER C:ASMI Warkbench Browse. |

< Back | M

To change the location, click Browse and select the desired location.

Note: For the coresident client, accept the default location.
Click Next.

Result: The setup program checks to see whether the required version of
Adobe Acrobat Reader is installed. If it is not installed, the following dialog
box appears:

Mortel Spstem Operations B

Setup has determined that the Adobe Acrobat Reader 3.0 software iz not currently installed on your computer. This
zoftware iz required in order to be able to read Mortel application user guides.

‘wiould you like to continue the installation, and install Adobe Acrobat Reader 3.0 later?

If you select no, the installation will abort and you can install the Adobe Acrobat Reader 3.0 software. The Adobe
Acrobat Reader 3.0 software iz available in the Acrobat directory on the root of the CO-ROM.
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15 Click Yes.
Result: The User Information dialog box appears. If you are installing the
coresident client, this information is already filled in.

User Information E

NQB.EI-TE\NI;ORKS Fleaze enter your customer information below.

Customer Mame:

Company Mame:

SYMPOSIUM
EXPRESS
CALL CENTER

Help | < Back I dEwt I Exit |

16 Enter the customer name and company name, and then click Next.

Result: The Symposium Call Center Server (client) directory window
appears.

Symposium Call Center Server [client] directory E

NERTEL
MNETWORKS Please enter the path that you want
Sympogium Call Center Server [Client] to be

inztalled

Mote that Symposium Call Center Server [client]
will need approximately 100 ME of dizk space

SYMPOSIUM
EXPRESS

CALL CENTER [ s, |

<Back |

17 To change the location, click Browse and select the desired location.

Note: For the coresident client, accept the default location.
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18

19

Click Next.

Result: The Networking NCC Reports window appears. If you have
purchased the Network Skill-Based Routing (NSBR) feature, this dialog box
gives you the option to add NCC reporting capabilities.

Metworking NCC Reports E

SYMPOSIUM
EXPRESS
CALL CENTER

If the Symposium Call Center Server iz Metworking enabled, you
can add the Metworking MCC Reports capability to your client.
Do you wish to add the MCC Reports option ?

 Yes Select Yes to install the Metworking
MCC Reports.
& No Select Mo to skip Metworking MCC

Fieports installation.

Choose Yes to install NCC Reports, or No, the default, to not install NCC

Reports.

Note: Installation of NCC Reports capabilities is available only from this
dialog box. If you later elect to install NCC Reports, then you must choose
the reinstall option as described in “Installing NCC Reports” on page 193
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20 Click Next.

Result: The Verification window appears.

VYerification E

NERTEL i i
NETWORKS Fleaze verify the following answers.

Answers:

User Name: -
nortel
Company Name:
nortel
Install to:
SYMPOSIUM [N
EXPRESS Switch Type:

Meridian [M1]
CALL CENTER NCC Reports Option:

Help |
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21 Verify that all options showing in the Verification dialog box are correct. If

22

23

24

any errors appear, click Back to make the necessary corrections.
Otherwise, click Next.

Result: Setup installs the listed components. This takes approximately 15
minutes.

ATTENTION b4 not use the keyboard or mouse during the installation

process, as they can cause the installation to fail.

When the installation has completed, the Nortel System Operations
validation summary appears.

Mortel Spstem Operations E

NQB.EI-TE\NI;ORKS Setup iz validating the system and the following iz the summary.

Informatiorn

All files and registry entries are correct ||
SYMPOSIUM
EXPRESS
CALL CENTER
]
o | P = |

Click Next.
Result: The system asks whether you want to read the readme file.

Choose whether you want to read the readme file. If you clickYes, then
click File 0 Close when you are finished.

Result: The program prompts you to restart.
Click Yes to restart the computer.

Result: The computer restarts, and the client upgrade is complete.
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What'’s next?

Install any software PEPs. For information, see “Installing software PEPS’ on
page 197.

If you do not have a PEP CD, or after you install the PEPs, you must add an SM1
system. For more information, see “Adding an SMI system” on page 128.

Complete the required post-installation activities. For information, see “ Post-
installation” on page 125.

Upgrade other client computers.

Run the configuration report.
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Reinstalling client software

When to use

Use this procedure

m toreinstall the Symposium Express Call Center client application whenitis
damaged

= to add features (such as the NCC Reports option)

You can only perform areinstallation on aclient that has already been installed
properly. For example, if you have aworking client that suddenly has problems
in the application software, you can try to reinstall the application software.

If you encounter a problem during a new installation, then you must uninstall
and do the installation again.

The reinstallation does not repair data files.
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To reinstall client software

Installing NCC Reports

1  Follow the instructions for a client installation on page 112. However,
instead of clicking Install/Upgrade in step 11 on page 116, click Reinstall.
Setup Choices E
NQE.EI-TE\"II'-ORKS Inztall # Upgrade |
Install programs for the first time or upgrade existing programs.
‘ﬁ# 3 Reinstall |
Fe 3t have been damaged.
SYMPOSIUM
EXPRESS Wilties |
CALL CENTER Sdditional unetianerelated o mstalation andupgrading af
progransand data;
b | = FE [ &
Result: The following message appears: You al ready have the
current version of these prograns. You do not need to
reinstall these unless they are damaged. Cick the box
besi de any program you wi sh to reinstall.
2  Click Next.

If you select the NCC Reports option during installation, then NCC Reports
appears as acomponent to be reinstalled. During the reinstallation, all NCC

report templates are copied to the client PC.

To reinstall NCC Reports during a software upgrade or conversion, follow the
instructions for aclient installation as described in “Installing the client
software” on page 108. However, click Reinstall in the Setup Choices window.
Then, from the Setup Choices window, select the NCC Reports option.

The only method of adding NCC Reports functionality during an upgrade or
conversion is to use the Reinstall option. You cannot use this method to remove

previously installed NCC Reports.
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What'’s next?

Reinstall any software PEPs. For information, see “Installing software PEPS’ on
page 197.

If you do not have a PEP CD, or after you install the PEPs, you must add an SMI
system. For more information, see “Adding an SMI system” on page 128.

Complete the required post-installation activities. For information, see “ Post-
installation” on page 125.

Run the configuration report.
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Section H: Installing software PEPs

In this section

Overview 196

Installing software PEPs 197
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Overview

Introduction

Product Enhancement Packages (PEPs) are small software updates that are
installed on the Symposium Express Call Center server or client.

This section contains procedures to install PEPs on the server and client
application software. PEPs contain product enhancements and bug fixes, and are
required to ensure the smooth operation of your system.

PEPs and Service Updates are available on the PEP CD shipped with your
software and from your Nortel Networks Customer Support representative.

Periodically, individual PEPs are consolidated into Service Update packs or
“super PEPs.” Service Update packs are ingtalled in the same way as PEPs,
although they can take longer to download because they are larger. There are
normally two Service Update packs—one for the client and one for the server.

When you install the software (or upgrade to a new version), you should install
the latest Service Update pack on the server and on the client. If no Service
Update pack is available, check with your Nortel Networks Customer Support
representative.
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Installing software PEPs

Before you begin

PEPs and Service Update packs are available from a CD, or you can download
them from your regional Symposium Express Call Center PEP web site. Refer to
the web site at www.nortel-sccs.com or your regional information web site.

If you receive a Supplementary CD or disk with your Symposium Express Call
Center application software, you should perform these procedures after you
finish installing the server and client software.

You may aso receive Supplementary CDs periodically; you should install these
upon receipt. Check with Nortel Networks to determine whether new PEPs are
available for your software.

To install PEPs or Service Update packs on the server or client PC

1

Log on to the Windows NT Server PC as NGenSys. If you are logging on to
a standalone client PC, log on using the Administrator ID and password.

Shut down all applications, including screen savers.

If you are installing PEPs from a CD, insert the PEP CD into the CD-ROM
drive.

Locate the PEP directory on the CD, or the directory into which you
downloaded the PEPs.

Example: For the PEP named NS030121G001S, the path may be
E:\03.01.21\PEPs\NS030121G001S, where

Code Meaning

NS Nortel Networks Symposium Express Call Center
030121  build number of Symposium Express Call Center software

G General Release (Other options include SU=Service Update,
L=Limited, and R=Restricted.)

001 the PEP number
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Code Meaning

S a server PC PEP (Other options include C=Client.)

Check the readme file in the PEP directory for any special instructions or
dependencies before installing the PEP.

Double-click the file runme.exe, and then follow the window instructions.

Result: The PEP installer wizard verifies that the PEP can be installed
successfully. The PEP installer then shuts down and restarts the server. For
PEPs installed on the client PC, the PEP installer checks that no
Symposium Express Call Center services are currently running. This
process takes several minutes. The client PC is not shut down. The PEP is
installed on the PC and all updated files are backed up.

Note: If the PEP installer detects that the PEP cannot be installed
successfully, contact your Nortel Networks Customer Support
representative for assistance.
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Section I:  Uninstalling software

In this section

Overview 200
Uninstalling the server application software 201
Uninstalling the client software 204
Uninstalling software PEPs 209
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Overview

Introduction

Follow the procedures in this section if you want to uninstall the server or client
software for Symposium Express Call Center from a customer-supplied PC.
This process removes any registry entries and other Symposium Express Call
Center application software from the PC.

There are separate processes for uninstalling the client and server application
software.

Note: On the coresident PC, you should always uningtall the client software
first.
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Uninstalling the server application software

Introduction
Follow this procedure to completely uninstall the server application software.

Note: You must remove the client software before you uninstall the server
software.

Checklist for uninstalling server software

Steps O

Obtain the current password for the NGenSys account.

Uninstall the server software. See page 201.

Uninstall the Desktop Management Interface (DMI). See page 202.

Before you begin

Ensurethat you have shut down the SMONW and NETSMONW services before
uninstalling the server software.

To uninstall server software
1 Log on to Windows NT as NGenSys.

2 From the Windows Start menu, choose Programs [1 Symposium Express
Call Center [ Uninstall.

Result: Setup examines the system, and the Uninstall Programs dialog box
appears. This dialog box lists all programs available to be uninstalled.

Note: The list contains all Performance Enhancement Packages (PEPS)
installed on the server. Ensure that all PEPs are selected for uninstallation.

3  Click Select All, and then click Next.

Result: The Nortel System Operations dialog box appears and lists all of
the components in the order in which they will be uninstalled.
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Click Yes.

Result: The Nortel System Operations uninstall summary dialog box
appears.

Click OK.

Result: A confirmation prompt appears.
Click Yes.

Result: The system prompts you to restart.

If the uninstall has completed successfully, click No (do not restart the
server at this time). You can now uninstall DMI. Continue with the following
procedure.

Note: If you encounter a problem during the uninstall, then do not uninstall
the DMI. The DMI is not automatically uninstalled during the uninstallation
process because all logs that can be used by CustomerTechnical Support
to troubleshoot problems are deleted when the DMI is uninstalled.

To uninstall the DMI

1

From the Windows Start menu, choose Programs [1 Symposium Express
Call Center [ Uninstall.

Result: The following prompt appears:

Mortel Spstem Operations B

\?,) Mo application is found to uninstall. Do you want Setup to uninstall DRI and Mortel log

directory?
Mo

Click Yes.

Result: The Nortel System Operations uninstall summary dialog box
appears.

Click OK.
Result: The setup program prompts you to restart.
Click OK to restart.
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5  The server software is now completely uninstalled.

ATTENTION Make sure that all the folders named Nortel and their

subfolders in each of the local drives are removed.
Remove them manually if they still exist.
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Uninstalling the client software

Introduction

Uninstall the client software when you want to use the client PC for another
purpose. If you must reinstall the client software, uninstall the client software
first.

ATTENTION 56 1ot uninstall the client software before upgrading

software.

This uninstall program removes the Sybase Open Client
software from your computer. Applications that use the
Sybase Open Client or Symposium Express Call Center shared
registries may not be functional after this uninstall.

Before you begin

Ensure that the PC is not logged on to the server and there are no other
applications running on the client computer.

Note: The uninstall (standalone client) procedure may not remove al files
associated with Sybase, MAT Common Services, or the Nortel folder. Remnant
disk files should not adversely affect subsequent installations of the client
software. However, to ensure that all files are removed, reboot the client PC
before uninstalling the client software to ensure that no processes are running on
the client PC. If you experience problems uninstalling or reinstalling client
software, see “Uningtall (standalone client) does not completely clean the
registry” on page 300.
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Uninstallation checklist

Steps O

Obtain the user ID and password required to log onto theclient. Ona
Windows NT client PC, you need an account that has local
administrative privileges.

Uninstall the client software. See page 206.

Uninstall the DMI. See page 202.

Uninstall PEPs

During the uninstallation, PEPs are listed as components to uninstall in the
Uninstall Programs dialog box. Ensure that al itemsin the dialog box are
selected so that the PEPs are uninstalled.
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To uninstall the client software

1 Log on to the client PC.

Note: If the client PC is running Windows NT Workstation, log on as
Administrator. You must be logged on with administrative privileges to

uninstall Symposium Express Call Center software.

2 From the Windows Start menu, choose Programs [ Symposium Express

Call Center O Uninstall.

Result: Setup examines the system, and the Uninstall Programs dialog box

appears.

NERTEL
QNETWORKS

SYMPOSIUM
EXPRESS
CALL CENTER

Fleaze zelect the programs you wish ta uninstall, then click
Mext.

Programs:

4 ODEC 3.51

4 Sl Workbench 02.66.30

4 Sybase Open Client 11.03.7704

4 Sybase SOL client drivers 11.07

4 MaS Client Base 02.66.30

A4 Symposzium Express Call Centre Suite 03.21.01
A Symposzium Express Call Center Client 03.21.01

Selectdll | Clearal

Help |
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3 Click Select All, and then click Next.
Result: The Nortel System Operations dialog box appears and lists all of
the components in the order in which they will be uninstalled.

Mortel Spstem Operations E

Based on your request, Setup has decided to install, upgrade, or uninstall the following
components in the given order:

1: Uninstall of "Symposium Express Call Center Client" version "03.21.01" ;I
2 Uninstall of "MAS Client Base' version "02.66.30"

3: Uninstall of Skl wWaorkbench' version “02.66.30"

4: Uninstall of "Sybase SOL client drivers” version "11.01"

5: Uninstall of "Sybaze Open Client'" version *11.03.7704"

B: Uninstall of "ODBC" wersion "3.51"

7. Uninstall of "Symposium Express Call Centre Suite version "03.21.01"

i o

Do you want getup to continue?

Mo

4 Click Yes.

Result: A confirmation dialog box appears.

Mortel System Operations =]

Setup iz abot to uninztall the component(z] you have chosen. Be sure to close all applications first. Are you sure you
want ta procesed?

5 Click Yes.

Result: The Nortel System Operations uninstall summary dialog box
appears.

Note: If any window obscures the uninstallation summary, minimize the
window.

6 Click OK.

Result: The system asks if you want to uninstall DMI and the Nortel Log
directory.
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Click Yes.

Result: The Nortel System Operations uninstall summary dialog box
appears.

Mortel Spstem Operations E

@ Mo application is found to uninstall. Setup will now uninstall DM and the Mortel log directory.

Click OK twice to exit and restart.
Result: The system restarts and the client uninstallation is complete.

Note: If an error message regarding the uninstalling of all Symposium
Express Call Center features appears, click OK.

To uninstall NCC reports

If you have purchased the Network Skill-Based Routing feature (NSBR), and
you chose to install Networking NCC Reports during client installation, you can
remove the NCC report templ ates.

1

Log on to the client PC.

Note: If the client PC is running Windows NT Workstation, log on as
Administrator. You must be logged on with administrative privileges to
install, upgrade, or convert Symposium Express Call Center software.

Close down all applications, including screen savers.

From the Windows Start menu, choose Programs [1 Symposium Express
Call Center [1 NCC reports removal.

Result: NCC reports are uninstalled and you are advised that NCC reports
removal has been successful.

Note: NCC report templates can also be uninstalled during a regular
uninstall, as described in “To uninstall the client software” on page 206.
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Uninstalling software PEPs

To uninstall PEPs from the server or client

1 Log on to Windows as NGenSys.

2  Start the DMI View utility by choosing, from the Windows Start menu,
Programs [0 Symposium Express Call Center [1 DMI View.

Result: The DMI Viewer window appears.

£ DMI Viewer

Root component "Symposium Call Centre Suite’

[ MAS Base
ymposium Call Centre Server

3  Click Show PEPs.

— DI component
Manufacturer:

INortel

Product Marme:
IMAS Base

Wersion:
|02.55.3n

Last Operation Time:
[Nov12. 93 00:18:23

EFEE EE:

This component iz a software package

This component is part of the root
component

Thiz component iz present

Show Suites |

4  Select the PEP you want to uninstall.

5 Click Remove.

Result: The utility removes the PEP and prompts you to restart.

6 Click OK to restart the server or client PC.

; = | Eemove | Heag|

Planning, Installation, and Administration Guide

209



Installing the software Standard 1.0

210 Symposium Express Call Center



Chapter 4

Using the configuration utilities

In this chapter

Overview 212
Section A: Accessing the system 213
Section B: Switch resource configuration 221
Section C: Configuring and importing data 241
Section D: Configuration report 251

Planning, Installation, and Administration Guide 211



Using the configuration utilities Standard 1.0

Overview

Introduction

In addition to providing descriptions of the types of usersin Symposium Express
Call Center, this chapter provides the procedures to do the following tasks:

Log on and log off the system.

Use the Meridian 1 switch configuration parser to automatically configure
Symposium Express Call Center with datafrom the switch.

Import switch datato Symposium Express Call Center using the Import
wizard.

Run the Voice Services Configuration utility to import Voice Services card
information into Symposium Express Call Center.

Configure call center users, skillsets, agent assignments, and call
presentation classes while offsite using offline mode.

Import configuration data using the Import wizard.
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Section A: Accessing the system

In this section

User types in Symposium Express Call Center 214
User access model 215
Logging on to Symposium Express Call Center 218
Logging off Symposium Express Call Center 220
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User types in Symposium Express Call Center

Introduction

This section describes the types of users in the system and their access levels.
Symposium Express Call Center requiresthat users log on by supplying their
user ID and password. Each type of user has different system access levels.
These access levels are set and cannot be changed.
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User access model

Overview

There are four types of users on Symposium Express Call Center:

system administrator (user 1D sysadmin)
customer administrator (user ID custadmin)

supervisors
senior supervisors

Note: Agents do not have PC user IDs. They can only log on to their phonesets.

When you install Symposium Express Call Center, the system administrator and
customer administrator are created automatically. You must add supervisors and
senior supervisorsindividually.

The following illustration shows the functions that are availableto each of these

types of users:
"w* Administration - Nortel Networks Symposium Express Call Center [_[C]x]
=] Reaktime Displays Reports ng:’g‘;ﬁ:m:e‘
@ Lit::igljsidagn: ﬁg:nr;:l.::‘:l;?"r:ism Call Presentation
E Call Treatments Call Routing @ Activity Codes
%55‘; CDNs #& DHss @ Phonesets
@ Notwork a Voice Services @ Backup
Administration = Administration

Funcions Import

[ Baswwod I Print | @ Help Close

All users

Customer administrator
and
system administrator

System administrator
only
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System administrator

When you install the Symposium Express Call Center, only the system
administrator (sysadmin) can log on. Thislogon ID isintended for the
distributor only.

The system administrator has access to every part of the Symposium Express
Call Center system, including the Import wizard and Advanced Functions. The
Advanced Functions icon on the Administration window accessesthe system
tree from the Symposium Call Center Server Release 3.0.

Customer administrator

The customer administrator (custadmin) has access to all functions associated
with the Administration window of Symposium Express Call Center except for
the Import and Advanced Functions icons. Therefore, the customer
administrator cannot update the switch resources of Symposium Express Call
Center.

Supervisors

Supervisors on Symposium Express Call Center can do the following tasks:

= Runany report.

m  Usereal-time displays to view agents assigned to them.

s View and edit agent to skillset assignments for agents assigned to them.
s View al onlinetutorias.

Supervisors cannot see or access the following icons on the main window:
s Call Presentation

s Call Treatment

= Call Routing

s Activity Codes

n CDNs
s DNISs
s Phonesets
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m  Network Administration
= Backup

= Voice Services

= Import

s Advanced Functions

Supervisors cannot perform the following tasks:

= Add or remove either the agent or the supervisor attribute for any users.
s View the Alarm Monitor window.

= View Stop.

Senior supervisors
Senior supervisors can perform all tasks associated with a supervisor, as well as
the following tasks:

s View all cal center operations under the control of a specific supervisor.

m  View the configuration properties of all agents in the call center, not only
the agents assigned to them.
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Logging on to Symposium Express Call

Center

Introduction

You must have auser ID and password to log on to Symposium Express Call
Center. To perform the tasks outlined in this guide, you must use the system
administrator user ID and password.

Thefirgt time you log on to Symposium Express Call Center using a particular
user ID, you must change the password for that user ID.

To log on to Symposium Express Call Center

1

From the Start menu, choose Programs [0 SMI Workbench, and then
double-click the server icon in the SMI Workbench folder (or double-click
the desktop shortcut, if one is available).

Note: If you do not have a desktop shortcut icon, refer to “Switch resource
configuration” on page 221.

In the User ID box, type the user ID assigned to you.

Note: Your user ID must correspond to the level of configuration you want
to perform.

In the Password box, type the password assigned to you.
Click OK.

Result: If this is the first time you have used this user D, the Password
Expiry dialog box appears. Otherwise, the Administration window appears.

218

Symposium Express Call Center



June 2001 Using the configuration utilities

5 Click Change Password,
Result: The Change Password dialog box appears.

Change Password EHE

Change the password for the curent uzer

Old Password:

I h |
Mew Password:

I; Cancel |
Lonfirm MNew Password: ﬂl

6  For Old Password, enter the password that you used in step 3.

7  For New Password and Confirm New Password, enter the new password for
the user ID, and then click OK.

Result: The Symposium Express Call Center Administration window
appears.
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Logging off Symposium Express Call Center

To log off Symposium Express Call Center

In the Administration window, click Close, and then click Yes.

Result: The window and all open real-time displays close.
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Section B: Switch resource
configuration

In this section

Overview 222
Using the Import wizard to import switch data 223
Connecting to the Meridian 1 switch and parsing the data 225
Importing switch resource data 234
Deleting switch resource data 237
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Overview

Introduction

You must configure resources that are defined on the Meridian 1 switch for
Symposium Express Call Center. These resources include:

m  Voiceports
= phonesets

= Voice Services voice ports (optional, if you have purchased the Voice
Services feature)

u CDNs

= Network CDNs (optional, if you have purchased the NSBR feature)
=  |IVRACD-DNs

n routes

Resource acquisition

Some resources—Voice ports, phonesets, CDNs, IVR ACD-DNs, and routes—

must be acquired from the switch so that the switch sends Symposium Express
Call Center information about their status. In addition to adding these resources,
you must then acquire them.

Ways to configure and acquire switch resources

There are two ways you can configure and acquire switch resources:

s UsetheMeridian 1 DataParser and Import wizard provided with
Symposium Express Call Center.

= Manualy configure and acquire switch resources as in Nortel Networks
Symposium Call Center Server Release 3.0. For more information, refer to
the Symposium Call Center Server Release 3.0 documentation.
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Using the Import wizard to import switch data

Introduction

Symposium Express Call Center automates the process of configuring and
acquiring switch resources on the call center system. Rather than manually
entering configuration datafor the phonesets, CDNs, IVR ACD-DNs, voice
ports, Voice Services ports, and routes on the server, you can use the Meridian 1
overlay programs to capture information about resources defined on the switch,
and then use the Import wizard to copy this information to the server.

Note: The system administrator can also configure and acquire switch resources
manually using the Advanced Functions. For information on using Advanced
Functions, refer to the documentation for Nortel Networks Symposium Call
Center Server Release 3.0 or the online Help.

Who can use the Import wizard

Only users with the system administrator password can access the Import
wizard.

The process

To import switch resource data to the Symposium Express Call Center, you must
do the following tasks:

m  Configurethe Meridian 1 switch for your Symposium Express Call Center
installation.

m  UsetheMeridian 1 Data Parser to determine switch settings. The Meridian
1 Data Parser uses three overlay programs (LD 81, LD 21, LD 23) to
download and save the switch data information to afile.

m  Usethelmport wizard from the Administration window of the Symposium
Express Call Center to set up and acquire the switch resources.
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Rerunning the Import wizard

To modify switch resource data after it has been imported, run the Meridian 1
Data Parser utility and Import wizard again. New changes are added to the
Symposium Express Call Center. You can omit data by simply not choosing the
options when running the Import wizard.
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Connecting to the Meridian 1 switch and
parsing the data

Introduction

Follow this procedure to log on to the Meridian 1 switch and use overlay
programs to download the Meridian 1 switch resource configuration data. Three
overlay programs are used:

s LD 81, which providesinformation about the phonesets (TNs) configured

on the switch

m LD 21, which providesinformation on all routes and trunk types configured
on the switch

m LD 23, which providesinformation about each CDN and ACD configured
on the switch

For more information about the overlays, refer to the X11 documentation.

Who can use the overlay programs

A technician with access to the Meridian 1 switch who knows the user 1D and
password to the Meridian 1 can use the overlay programs to download the switch
data

Potential interference

The switch can be set up to send out intermittent maintenance messages. If any
of these messages are transmitted during the data capture process, the import
fails. To prevent interference from these messages, disable maintenance
messages before you begin downloading resource data from the switch.
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Before you begin

Before you begin to download configuration data from the switch

= ensureyour PC is connected to the Meridian 1 switch using terminal
emulation software. The following table shows the required settings:

Emulation terminal and

connection setup Value
Baud rate 9600 kbits
Terminal type VT100
Parity 8: 6 hits
None: no parity
Stop bits 1
Flow control None
Serial port Com 1 or Com2

m theMeridian 1 switch should already be configured for Symposium
Express Call Center

What you need

You need a disk on which to store the data from the switch. Alternatively, you
can store the switch data locally and then copy it to the network.

To disable maintenance messages

1 Logonto aPC that has Meridian 1 terminal emulation software (such as
Reflections or HyperTerminal) installed, and that is connected to the switch.

2  Launch the terminal emulation software and establish a session with the
switch.

3 Load Overlay 22 by typing LD22 at the prompt.
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4  Respond to the prompts as shown in the table. If a prompt appears that is
not in the table, press Return to accept the default value.
Prompt Response | Description
REQ prt
TYPE adan tty x where x is the tty number from logon
Result: A list of parameters appears.

5 Make a note of all maintenance messages on the User parameter line. You
must reenable them after printing the switch resources to a file.

6  Type ****to exit from the overlay.

7  Load Overlay 17 by typing LD17 at the prompt.

8 Respond to the prompts as shown in the table. If a prompt appears that is

9

not in the table, press Enter to accept the default value.

Prompt Response |Description
REQ chg
TYPE adan
ADAN chg tty x where X is the tty number from logon
USER type anx in | Example: xmtc xtrf sbug
front of all
messages

Note: Always leave at least one message enabled. Nortel Networks
suggests that this message be the sch message, as it will not affect the
parsing process.

Type **** to exit from the overlay, and then press Enter.

10 Log off the switch so that your changes take effect.

Planning, Installation, and Administration Guide 227



Using the configuration utilities Standard 1.0

To get phoneset information

1

7

Create the text file in which the captured data will be stored.
Note: You can give the file any name, as long as it has a .txt extension.

Log on to a PC that has the Meridian 1 terminal emulation software
installed and is connected to the switch.

Launch the terminal emulation software, and establish a session with the
switch.

Set the Capture to file feature on the terminal emulation application you are
using, and select the name of the text file you created i n step1l.

Load Overlay 81 by typing LD81 at the prompt.

To capture the TNs (phonesets) that are configured as agents (AGN) and
supervisors (SPV), respond to the prompts as shown in the table. If a
prompt appears that is not in the table, press Enter to accept the default
value.

Prompt Response |Description
REQ Ist List the phonesets
CUST nn Customer number
DATE Current date
PAGE

DES

FEAT agn Agents

FEAT spv Supervisors

FEAT

Type **** to exit from the overlay.
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To get Voice Services voice port information

Note: Voice Servicesis akeycoded feature. Follow this procedure only if you
have purchased the Voice Services option and have installed and configured a

Voice Services card on the switch.

1 Load Overlay 11 by typing LD11 at the prompt.

2 Respond to the prompts as shown in the following table. If a prompt

appears that is not in the table, press Enter to accept the default value:

Prompt Response |Description

REQ prt

TYPE 2616

TN If your switch is an Option 11, enter the TN

of the card.

If you use any other type of switch, enter
the loop/shelf/unit number of the card.

3 Type ****to exit from the overlay.
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To get voice port information

1
2

Load Overlay 81 by typing LD81 at the prompt.

To capture the voice ports that are configured on the switch, respond to the
prompts as shown in the table. If a prompt appears that is not in the table,
press Enter to accept the default value.

Prompt Response |Description

REQ Ist

CUST nn Customer number
DATE Current date
PAGE

DES

FEAT vma Voice Messaging
FEAT

Note: This overlay program only recognizes voice ports configured as TNs
on the switch. These may be required for either Meridian Mail or Meridian
Mail ACCESS. When you use the Import wizard, you can exclude those
voice ports.

Type **** to exit from the overlay .

To get CDN information

1
2

Load Overlay 23 by typing LD23.

To capture CDNs that are configured on the switch, respond to the prompts
as shown in the table. If a prompt appears that is not in the table, press
Enter to accept the default value.

Prompt Response Description
REQ prt

TYPE cdn

CUST nn Customer number
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Prompt Response Description
ACD
3 Type ****to exit from the overlay.

To get IVR ACD-DN information

1
2

3

Load Overlay 23 by typing LD23.
To capture the IVR ACD-DNs that are configured on the switch, respond to

the prompts as shown in the table. If a prompt appears that is not in the

table, press Enter to accept the default value.

Prompt Response Description
REQ prt

TYPE acd

CUST nn Customer number
ACD

Type **** to exit from the overlay.

To get route information

1
2

Load Overlay 21 by typing LD21.

To capture routes that are configured on the switch, respond to the prompts
shown in the table. If a prompt appears that is not in the table, press Enter
to accept the default value.

Prompt Response Description
REQ prt

TYPE rdb

CUST nn Customer number
ROUT Route number
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Prompt Response Description

ACOD

3 Type ****to exit from the overlay.

To save the switch information

1  Stop the Capture to file feature.

2  Copy the text file to a disk or a location that is accessible from the server.

To reenable maintenance messages

1 Load Overlay 17 by typing LD17 at the prompt.

2  Respond to the prompts as shown in the table.

Prompt Response Description
REQ chg
TYPE adan
ADAN chg tty x where x is the tty number from
logon
USER Remove x from Example: USER mtc xtrf bug
messages

3 Type **** to exit from the overlay.
4 Load Overlay 22 by typing LD22 at the prompt.

5 Respond to the prompts as shown in the table. If a prompt appears that is
not in the table, press Enter to accept the default value.

Prompt Response Description

REQ prt

TYPE adan tty x where X is the tty number from
logon

Result: A list of parameters appears.

232 Symposium Express Call Center



June 2001 Using the configuration utilities

6  Verify that the USER parameter appears with the correct messages listed.
If not, rerun Overlay 17 and fix the messages.

7  Log off the switch.
What's next?

Import the switch datato Symposium Express Call Center. For more
information, see “Importing switch resource data” on page 234.
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Importing switch resource data

When to use the Import wizard

Use the Import wizard to either add or update switch resource information on
Symposium Express Call Center. You must be in online mode to use the Import
wizard.

Who can use the Import wizard
To access the Import wizard, you must log on with the system administrator ID
and password.

What you need

You need the disk or network location containing the text file into which you
saved the switch information.

ATTENTION  \yhen you run the Import wizard, it automatically

configures and acquires all switch resources. This affects
existing calls that are using those resources.

To import switch data

1 Log onto Symposium Express Call Center using the system administrator
ID and password.

Note: Only the system administrator has access to the Import wizard.
2 Insert the disk containing the switch configuration data into the floppy drive.
3 From the Administration window, double-click the Import icon.

Result: The Open dialog box appears.

4  Select the file containing the switch configuration data, <username>.txt,
and click Open.

Result: The Symposium Express Call Center Welcome window appears.
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10

11

12
13

14
15

16

Click Next.
Result: The Terminal Number Configuration window appears.

Note: If no configuration data for phonesets (TNs), CDNSs, or routes exists
in the switch resource data file, the Import wizard aborts.

Select the TNs to add by clicking the TN number in the Exclude list, and
then click the > button to move it to the Include list.

Tip: To add all items in the list, click the >> button.

Note: If you do not want to include a specific TN, leave it in the Exclude list.
Click Next.

Result: The Voice Port Configuration window appears.

Select the Meridian Mail or third-party Voice Ports to add to the Include list,
and then click the > button.

Select the Voice Services Voice Ports to add to the Include list, and then
click the > button.

Tip: You can click Back at any time to update choices made on previous
windows.

Click Next.
Result: The Controlled Directory Number Configuration window appears.
Select the CDNs to add to the Local list, and then click the > button.

Attention: Do not add a CDN if its number is zero (0). Symposium Express
Call Center cannot use a CDN numbered 0.

Select the CDNSs to add to the Network list, and then click the > button.
Click Next.

Result: If the configuration file contains IVR ACD-DNs, the IVR ACD-DN
Configuration window appears. Continue with the following step.

If the configuration file does not contain IVR ACD-DNSs, the Route
Configuration window appears. Skip to step 16.

Select the IVR ACD-DNs to add to the Include list and click the > button.
Click Next.
Result: The Route Configuration window appears.

Select the routes to add to the Include list, and then click the > button.
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17

18

19
20

Click Next.
Result: The Open Log File Automatically dialog box appears.
Click Yes or No, and then click Finish.

Result: A progress bar provides information on the process. When the
import is complete, the log file opens in a Notepad window (if you clicked
Yes in step 18).

View the session results in the log file.

Choose File [0 Exit to close the Notepad window, and then click OK to
close the Configuration Manager window.

To check your setup

1
2

Run a configuration report from the Administration window.

Double-click the Advanced Functions icon, and open the switch resources
to check that all resources are added and acquired.

In the System window, open Switch Resources and verify that all resources
have been added and acquired.

What'’s next?

You can configure call presentation classes, users, and skillsets with the offline
dataimporter. For more information, see “ Configuring datain offline mode” on
page 243, and the Call Center Management Guide.

After you configure call presentation classes, users, and skillsets, you should

create call treatments, and then run the Call Routing wizard to define how cals
are routed.

Run the Import wizard again if you need to make changes to the system.
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Deleting switch resource data

Introduction

Follow this procedure to delete switch resource datafrom Symposium Express
Call Center. This process also deacquires the resources that are removed, but it
does not modify the Meridian 1 Data Parser file or remove resources from the
switch.

When to use the Import wizard

Use the Import wizard to remove (by updating) switch resource information on
Symposium Express Call Center.

Who can use the Import wizard

To access the Import wizard, you must log on with the system administrator ID
and password.

What you need

You need the disk that contains the text fileinto which you saved the switch
resource data.

To delete switch data

1 Log on to Symposium Express Call Center using the system administrator
ID and password.

Note: Only the system administrator has access to the Import wizard.
2  Putthe disk containing the switch configuration data into the floppy drive.
3 Inthe Administration window, double-click the Import icon.

Result: The Open dialog box appears.

4 Select the file containing the switch configuration data, <username>.txt,
and click Open.
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10

11

12

13

14

15

Select the file containing the switch configuration data, <username>.txt,
and click Open.

Result: The Symposium Express Call Center Welcome window appears.
Click Next.
Result: The Terminal Number Configuration window appears.

Note: If no configuration data for phonesets (TNs), CDNSs, or routes exists
in the switch resource data file, the Import wizard aborts.

Select the TNs to remove by clicking the TN number in the Include list, and
then click the < button to move it to the Exclude list.

Tip: To remove all items in the list, click the << button.
Click Next.
Result: The Voice Port Configuration window appears.

Select the Meridian Mail or third-party voice ports to remove from the
Include list, and then click the < button.

Select the Voice Services voice ports to remove from the Include list, and
then click the < button.

Tip: You can click Back at any time to update choices made on previous
windows.

Click Next.
Result: The Controlled Directory Number Configuration window appears.

Select the CDNSs to remove from the Local list, and then click the < button to
move them to the Exclude list.

Select the Network CDNs to remove from the Network list, and then click
the << button to move them to the Exclude list.

Click Next.

Result: If the configuration file contains IVR ACD-DNs, the IVR ACD-DN
Configuration window appears. Continue with the following step.

If the configuration file does not contain IVR ACD-DNSs, the Route
Configuration window appears. Skip to step 17.

Select the IVR ACD-DNs to remove from the Include list, and then click the
< button.
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16 Click Next.
Result: The Route Configuration window appears.

17 Select the Routes to remove from the Include list, and then click the
< button.

18 Click Next.
Result: The Open Log File Automatically dialog box appears.
19 Click Yes or No, and then click Finish.

Result: A progress bar provides information on the process. When the
import is complete, the log file opens in a Notepad window (if you clicked
Yes in step 19).

20 Choose File [ Exit to close the Notepad window, and then click OK to
close the Configuration Manager window.

21 Run the Call Routing wizard to redefine how calls are routed.

22 Run the Import wizard again if you need to make changes to the system.
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Section C: Configuring and importing
data

In this section

The offline data importer 242
Configuring data in offline mode 243
Importing configuration data 246
Configuring phoneset displays 248
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The offline data importer

Introduction

Symposium Express Call Center includes an offline dataimporter utility that
alows you to work in offline mode on aclient PC to configure users, skillsets,
agent assignments, and call presentation classes. Data is then imported to the
customer’s system using the Import wizard.

This feature allows distributors to set up and test customer systems before going
on-site, which reduces setup costs and time required to configure a system. You
do not connect to aserver while in offline mode.

The process

To configure Symposium Express Call Center using the offline dataimporter
and Import wizard, you must perform the following tasks:

1. Accessthe Symposium Express Call Center client application in offline
mode.

2. Set up call presentation classes, supervisors and senior supervisors, agents,
and skillsets on the system.

3. Assign agentsto skillsets.
4. Exit from Symposium Express Call Center, and save the information.

5. Log on to the customer system using the system administrator ID and
password, and use the Import wizard to load the data.

You can use the Import wizard on a Symposium Express Call Center that already
has data |oaded. The Import wizard will not modify or overwrite existing data.
The Import wizard only adds new information.
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Configuring data in offline mode

Introduction

As part of the process of configuring the Symposium Express Call Center, you
must do the following:

Define ways that calls are presented to agents.
Add supervisors and agents.

Create skillsets.

Define agent to skillset assignments.

To configure data in offline mode

1  From the Windows Start menu, choose Programs [ SMI Workbench.
Result: The SMI Workbench folder appears.

BX Exploring - SMI Workbench - [O] x|
File Edit “iew Tools Help

23 SMI'Workbench =&l s
|AII Folders |C|:|ntents of 'Skl WWorkbench'
(3 SMlvWarkbench | Name

10 Utilities 1 Utilities

Desktop.ini

[&] Folder htt

nu:urtelnehﬁmrks.bmp

KN 2
1 object(s) selected 405 bytes Y
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2

Double-click Add System.
Result: The Add SMI System dialog box appears.

Add SMI Spstem E

The Skl System resides on a specific server.

Specify the computer name or IP address
@ ) of the server:
||
If connected:

ety addiess | I

Details retrieved from the server:

LContact name: I
Location: I

e

< Back I Mest » I Cancel |

For the computer name or CLAN IP address, type 0.0.0.0, and then click
Next.

Result: The Add SMI System window appears.

Enter the system name.

Optionally, enter notes or comments that describe this SMI system.
Click Finish.

Result: An SMI system is added to the SMI Workbench folder.

Run Symposium Express Call Center in offline mode by double-clicking the
new icon.

Result: The Symposium Express Call Center Administration window
appears with the following icons visible:

m  Agent/Supervisor Administration
m Agent/Skillset Assignments

m Call Presentation

244

Symposium Express Call Center



June 2001 Using the configuration utilities

8  From the Symposium Express Call Center Administration window, double-
click the icon for the data you want to configure.

Result: A message stating that a new offiline session is beginning appears,
and then the appropriate window appears.

9 Setup the call presentation classes, supervisors, agents, and skillsets as
required.

10 Click Close, and then click Yes.

Result: Your additions are automatically saved in a text file, gnortel.txt, in
the directory c:\nortel\en\client\data\ (where c: is the drive on which the
client is installed).

ATTENTION Do not modify the gnortel.txt file. A specific format is

required for the Import wizard.
What's next?

Import the data to the customer’s system. For more information, see“ Importing
configuration data” on page 246.
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Importing configuration data

Introduction

Follow this procedure to import the user, skillset, agent to skillset assignment,
and call presentation classes configuration datato Symposium Express Call
Center.

When to use the Import wizard

You use the Import wizard to add data to the Symposium Express Call Center
database.

Who can use the Import wizard

You must log on with the system administrator D and password to access the
Import wizard.

To import switch data

1 Log on to Symposium Express Call Center using the system administrator
ID and password.

Note: Only the system administrator has access to the Import wizard.
2 In the Administration window, double-click the Import icon.

Result: The Open dialog box appears.
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3 Select the file containing the configuration data, gnortel.txt, and then click
Open.

ATTENTION Do not modify the gnortel.txt file. A specific format is

required for the Import wizard.

Result: The Configuration Manager window opens and adds the data to
the Symposium Express Call Center database. A progress bar provides
information on the process.

Note: Users are added in the following order: supervisor-only users
(including senior supervisors), supervisors who are also agents, and then
agent-only users. Any agent/supervisor relationships are maintained.

4  Optional. View the log file to see what changes have been made.

You can find the log file in the directory c:\nortel\client\en\data\gnortel.log
(where c: is the drive on which the client is installed).

5 Choose File I Exit to close the Notepad window.

What'’s next?

Check your configuration by printing a configuration report. See “Printing a
configuration report” on page 253.
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Configuring phoneset displays

Introduction

Phoneset displays alow you to configure the field |abels as they appear on the
phoneset LCD display. You must configure phoneset displays from the
Advanced Functions feature of the Administration window. Thisicon is not
available to customer administrators.

Note: The configuration applies to all phoneset displays of the phoneset type.
For example, if you configure a 1x16 alphanumeric phoneset, the configuration
appliesto al phonesets of that type.

Before you begin

Before you configure the phoneset display, ensure that the phoneset type is
configured on the Meridian 1.

For more information, refer to the Nortel Networks Symposium Call Center
Server Symposium, M1, and Voice Processing Guide, Release 3.0.

To configure a phoneset display

1 Log onto Symposium Express Call Center as the system administrator.
2 From the Administration window, double-click the Advanced Features icon.

3 From the SMI Workbench, choose Switch Administration O Phoneset
Displays.

Result: The Phoneset Displays window appears.

£¥ Phoneset Digplays - BestAir - Toronto

File “iew Help

Telephone Set Type lstatus i

1 3 40 Alphanumeric Configured
15 24 and 1 % 18 Alphanumeric Configured
1 % 18 Alphanumeric Mot Configured
1 512 Mumeric Mot Configured

Faor Help, press F1
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4  Select the phoneset display type you want to change.

Note: This phoneset display type must be configured on the Meridian 1.

5 Choose File O Properties.

Result: The Phone Set Display Properties dialog box appears.

1 X 24 and 1 X 18 Alphanumeric - Phone Set Display Prop... JE [E3

Row 1 iﬂowzi

Add a field: ! | fidd |

Dizplay fields as they appear on Phoneset

Skillset Name | CLID Number |

Move Left !

Move Eight! Femove

 Selected Display Field

|

| Field: jSkiusetName

|

|
i Field Label: ;Skillset
|
|
|
L.

Field \width: i 1 B...;.J [humber of characters]
Tatal i 20 I awirnum ! 24
QK ’ Cancel i Help i

6  If the display has more than one row, click the property page tab of the row

you want to change.

7  From the Add a field drop-down list, select the field to be added to the

display.
8  Click Add.

Result: This adds the field to the Display fields as they appear on the

Phoneset box.

9 Do you want to change any of the settings assigned to the field?

IF you

THEN

want to change the label
assigned to the field

a. from the Display fields as they
appear on Phoneset box, select the
field for which you want to change
the label.

b.in the Field Label box, enter the
new label.
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IF you THEN

want to change the field a. from the Display fields as they
width appear on Phoneset box, select the
field you want to resize.

b.in the Field Width box, enter or
select the new size.

want to change the order |a. from the Display fields as they
of fields as they appear on | appear on Phoneset box, select the
the display field you want to move.

b. position the field using the Move

buttons.

do not want to change any |go to step 12.

of the settings

10 Repeat steps 7 to 9 for each field that you want to add to this row for this

11

12

phoneset display type.

Repeat steps 6 to 8 for each row that you want to configure for this

phoneset display type.

Click OK to complete the procedure.

Result: The status of the display type in the Phoneset Displays window

changes to Configured.
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Section D: Configuration report

In this section

Overview 252

Printing a configuration report 253
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Overview

Introduction

You can create a configuration report that lists all configuration data. The

configuration report supplies data on

supervisor properties
senior supervisors
agent properties
agent skillsets
skillset properties

CDN properties (including network CDNs if you purchased the Network

Skill-Based Routing feature)
route properties

IVR ACD-DN properties
voice port properties

You can preview, print, or export this report to another application.
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Printing a configuration report

Introduction

When you finish configuring a customer’s system, you can run a configuration
report to confirm your settings and to keep as a record for future reference.Y ou
can also save the report to afile such asHTML or export it to another program
such as Excel.

Who can use the configuration report

Any Symposium Express Call Center user can use this report.

To print the configuration report
1 Log onto Symposium Express Call Center.
2 In the Administration window, click Print.
Result: The Configuration report appears.
3 Click the printer icon.
Result: The Windows Print dialog box appears.

4  Setthe print options and click OK.
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Overview

Introduction

A Voice Services card installed in the Meridian 1 switch provides front-end
voice processing capability to Symposium Express Call Center. It also enables
you to provide comfort messages and voice menu capabilitiesto a call center.
The Voice Services card provides similar functionality to Meridian Mail and
MIRAN; however, the Voice Services card enables you to play recorded
announcements and voi ce menu options so that you can collect customer-entered
data. Aswith Meridian Mail and MIRAN, you can also use Voice Services to
determine a caller’s position in queue and the expected wait time before the call
is answered. You can then use that information to determinehow the cal is
treated. Additonally, you can collect customer-entered datain the form of digits
entered through phoneset keys.Y ou can also use that data to determine how the
cal istreated.

Optional features

All features described in this section are optional, keycoded features. Voice
Services, Digit collection, Position in Queue, and Expected Wait Time are
available only if you have purchased these options.

Before you begin

1. Ensurethat the Symposium Express Call Center server and coresident
client server are installed and operational. For more information, refer to
Chapter 3, “Installing the software.”

2. Ensurethat you have already run the Symposium Express Call Center
Import wizard. For more information, refer to Chapter 4, “Using the
configuration utilities.”

Overview of the steps to install the Voice Services card

To install aVoice Services card in the Meridian 1 switch, you must complete the
following tasks:
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1. Install the Voice Services card in the Meridian 1 switch and connect the
necessary cables. See “To ingtall a Voice Services card in the Meridian 1
switch” on page 262.

2. Configure amaintenance terminal and assign a network address to the
Voice Services card. See* To assign anetwork address to the Voice Services
card” on page 264.

3. Configurethe VR ACD DNs. See “To configure the VR ACD DNS’ on
page 266.

4. Configure the Auxiliary Data System (ADS) block. See “To configure the
Auxiliary Data System data block” on page 266.

5. Configure Voice Services portson the Meridian 1 switch. See“To configure
Voice Services ports’ on page 267.

6. Configurethe night call forward DN. See “To configure night call forward”

on page 269.

After you install the Voice Services card

After you install the Voice Services card on the switch, you must perform the
following tasks to configure the card on the server, and to play messages

1

Add the Voice Services voice ports to Symposium Express Call Center.
Refer to “Adding Voice Services voice ports to Symposium Express Call
Center” on page 270.

Save the Voice Services card configuration information from the Meridian
1into atext file, and then run the Voice Services Configuration Utility to
import the information into Symposium Express Call Center. Refer to
Section B: “Running the Voice Services configuration utility” on page 275.

Use the Symposium Express Call Center client to record comfort messages,
voice menus, and voice segments, if required. Refer to the Call Center
Management Guide.

Create call treatments. When you create call treatments, you specify which
announcements and voice segments to play, and when to play them.

For more information about configuring voice segments and creating call
treatments, refer to the Call Center Management Guide.
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Section A: Installing and configuring the
Voice Services card on the

Meridian 1

In this section

Features of the Voice Services card 260
Configuring the Voice Services card on the switch 262
Adding Voice Services voice ports to Symposium Express Call Center 270

Migrating the Voice Services card to a new switch 274
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Features of the Voice Services card

Base pack

The Voice Services card includes several standard features.Y ou can also
upgrade the hardware and software of the card to expand its functionality. The
Voice Services base pack includes the following features:

m  call recording application software pre-installed on the card. Y ou can
upgrade the software at any time. For more information about upgrading
software, see “To upgrade the loadware on theV oice Services card” on
page 265.

s 8on-board Digital Signal Processor (DSP) ports. You can add an additional
2 DSP cards for atotal of 24 DSP ports.

m 48 Mbytes of voice prompt storage. You can increase the capacity to 96
Mbytes by buying an additional PCMCIA card.

s 16 Mbytes of RAM. You can increase the RAM capacity to 32 Mbytes by
purchasing an additional memory card.

The following diagram shows the Voice Services card. Refer to this diagram
when performing any of the procedures outlined in this section:

SiMM Expansion Shortened Lock Latch
4-32Mpytes

Status LED
Reset Switch

DEP Card SlotD2

Type Il PCMCIA Slot

RE732 (Dirive A

Forts

LED Hex Display
RS5232 Port

DSP Card SlotD1

- Type lIl PCMCIA Slat
On-board DSF - J dard - Dive B)
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Hardware upgrades

You can expand the capacity of aVoice Services card by adding expansion cards.
You can ingtall up to two additional DSP cards with 8 channels each, and up to
two addition ATA HD cards with 48 Mbytes of RAM per card.

Meridiam o
€52 DSP Module

ATA Flask Camd

ATA Flask Card
400 Bytes

For detailed instructions on how to install expansion cards, refer to the
documentation that came with the hardware.
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Configuring the Voice Services card on the

switch

Introduction

Before the Voice Services card can be configured, it must be be installed
properly on the switch.

To install a Voice Services card in the Meridian 1 switch

1

Determine the cabinet, shelf, and slot location where the Voice Services
card is to be installed.

Unpack and inspect the circuit card. Handle the circuit card using the
following guidelines:

Module covers are not hinged. When removing them, do not let go of the
covers. Lift covers away from the module and set them out of your work
area.

Circuit cards may contain a lithium battery. There is a danger of
explosion if the battery is incorrectly replaced. Do not replace
components on any circuit card. You must replace the entire card.

Wear a properly connected antistatic wrist strap when you work with
switching equimpment. If a wrist strap is not available, regularly touch
one of the bare metal strips in a module to discharge static.

Unpack or handle the card away from electric motors, transformers, or
similar machinery.

Handle the card by the edges only. Do not touch the contacts or the
components.

Set the card on a protective antistatic bag.

Insert a PCMCIA card into drive A or drive B on the Voice Services card. An
additional card can be added into the other drive to increase the storage
capacity.

Insert a dongle into the provided socket on the Voice Services card, if it is
not already present.
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Insert the Voice Services card into an available IPE dlot in the Meridian 1
switch. Do not lock the latches until the card is cabled.

If required, insert additional DSP cards into the D1 and D2 slots.

Connect the Voice Services card cables as shown below (the diagram
applies to non-Option 11 systems only):

Note: You may have to remove existing cables that are not in use to be able
to cable the Voice Services card.

IPE Shelf Backplane 110
Connector

i|| RJ45 Cable
Backplane Cable

If you are using a large switch (non-Option 11), use the backplane
cable (part number NT8D81AA) to conncect the IPE shelf backplane to
the corresponding port on the I/O panel.

Note: You do not need to do this if you have an Option 11 switch.

If you are using a large switch, connect the Ethernet/serial port cable
(part number NTMF94BA) to the same port on the I/O panel. If you are
using an Option 11 switch, connect the Ethernet/serial port cable to the
IPE shelf backplane slot corresponding to the slot that the Voice
Services card is plugged into.

Connect the RJ45 cable of the Ethernet/serial port cable to the ELAN.

To carry out terminal sessions with the Voice Services card, connect
the faceplate cable from the RS-232 port (the round serial connector at
the bottom of the faceplate—DN8 connector) on the Voice Services
card to a COM port on a PC that has terminal emulation software, such
as Hyperterminal, installed.

Ensure the Voice Services card is fully inserted in its assigned slot and lock
the latches.
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To assign a network address to the Voice Services card

1

Initiate a HypefTerminal session with the Voice Services card, using the
following settings:

m Bits per second: 9600

m Data bits: 8

= Parity: None

m  Stop bits: 1

=  Flow control: None

Result: The Login: prompt appears.

Log on as user vpsdseuser with the appropriate password.

Note: Whenever you enter a successful command, you will get a response
ofvalue = 0 = 0 x 0.

At the > prompt, type mai nt ModeOn, and then press Enter.
Result: The Voice Services card is in maintenance mode.
Assign a static IP address by doing the following:

a. Typel nl sal PMet hodSet 2, and then press Enter.

Note: The first letter of the command is| (as in lost) and the third letter
is| (asin Ice).

b. Typelnlsa_witelP “aaa. bbb. ccc.ddd”, and then press Enter.

Note: aaa. bbb. ccc. ddd is the IP address of the Voice Services
card. The double quotes are mandatory.

To specify a subnet mask, at the > prompt, type
I nl sa_writeSubnet Mask “aaa. bbb. ccc. ddd”, and then press
Enter.

To specify a default gateway (optional), at the > prompt, type
I nlsa_writeGW “aaa. bbb. ccc. ddd”, and then press Enter.

To turn off maintenance mode, at the > prompt, type nmai nt MbdeOf f .
To make the changes take effect, at the > prompt, type sysReboot .

Note: You know that the card has completed rebooting when you receive
the message, Waiting for DSPM to initialise.Atthis point, press
Enter to get the logon prompt.
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9

Choose Call 0 Disconnect to end the HyperTerminal session.

To upgrade the loadware on the Voice Services card

At some point, you may need to upgrade the loadware on the Voice Services
card. To do so, you must perform the following stepson the server:

1

10
11

12

From the Windows Start menu, choose Programs [1 MS-DOS Prompt.
Result: The MS-DOS Prompt window appears.

Type ftp, and then press Enter.

Type open aaa.bbb.ccc.ddd, and then press Enter.

Note: aaa.bbb.ccc.ddd is the IP address of the Voice Services card.
Type vpsdseuser, and then press Enter.

Result: The passwor d> prompt appears.

Enter the appropriate password, and then press Enter.

Initiate a HyperTerminal session with the Voice Services card.

To check the current directory, at the [1 prompt, type pwd, and then press
Enter. This checks the present working directory. The directory should be
the drive in which you inserted the PCMCIA card. If it is not, type cd “/X:",
(where Xis the proper directory), and then press Enter.

Note: You must type the double quotes.

In the MS-DOS window, at the f t p> prompt, type put <filename.mms>,
and then press Enter.

In the HyperTerminal session, at thell prompt, type

upgradePCMCIA “/A:<filename.mms>" (where A is the drive where you
inserted the PCMCIA card, and filename.mms is the new loadware image
file), and then press Enter. This ftp’s the file to the drive with the PCMCIA
card. An example of the flename might be acd_login_1.08.mms.

Note: If you want to check the current loadware file you have installed, at
the [J prompt, type Il to see a list of files in the directory.

In the MS-DOS window, type bye to end the ftp session.

In the HyperTerminal session, at the [1 prompt, type sysReboot to restart
the card.

Choose Call 0 Disconnect to end the HyperTerminal session.
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To configure the IVR ACD DNs

1
2
3

4
5

Log on to the Meridian 1.

Load Overlay 23 by typing LD 23 at the prompt.

Respond to the prompts as shown in the following table. If a prompt
appears that is not in the table, press Enter to accept the default value:

Prompt Response |Description

REQ new

TYPE ACD

CUST 0

ACD XXXX where xxxx is the ACD number
MWC YES

IMA NO

MAXP 24

IVR YES

ALOG No

Type **** to exit from the overlay.

Continue with “To configure Voice Services ports” on page 267 to configure
each Voice Services port associated with the ACD.

To configure the Auxiliary Data System data block

You need to configure the Auxiliary Data System (ADS) data block so that the
Voice Services ports are able to log on.

1
2

Log on to the Meridian 1.

Load Overlay 23 by typing LD 23 at the prompt.
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3 Respond to the prompts as shown in the following table. If a prompt
appears that is not in the table, press Enter to accept the default value:

Prompt Response |Description
REQ NEW

TYPE ADS

CUST 0

AID YES enables agent ID

4 Type **** to exit from the overlay.

5 Log off the Meridian 1.

To configure Voice Services ports
Note: The number of Voice Services ports configured must exactly match the
number of keycoded Voice Services ports.
1 Log on to the Meridian 1.
2  Load Overlay 11 by typing LD 11 at the prompt.

3 Respond to the prompts as shown in the following table. If a prompt
appears that is not in the table, press Enter to accept the default value:

Prompt Response |Description

REQ new

TYPE 2616

KEY 00 ACD xxxx 0 |where xxxxis the ACD queue and yyyy is
yyyy the Agent Position ID

KEY 01 SCR zzzz where zzzzis the DN

KEY 02 TRN transfer

KEY 03 MSB make set busy

4  Type ****to exit from the overlay.
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5 Repeat this procedure for each Voice Services port that corresponds to the
ACD.

6 Load Overlay 43 by typing LD 43.
7  Type EDD to execute a data dump to back up the data you entered.
8 Log off the Meridian 1.

To enable or disable Voice Services ports
Note: Perform this procedure only if the Voice Services card is not functioning
properly or if calls are not routed as intended.
1 Log on to the Meridian 1.
2  Load Overlay 32 by typing LD 32 at the prompt.

3 Respond to the prompts as shown in the following table. If a prompt
appears that is not in the table, press Enter to accept the default value:

Command Description

ENLClIsc enables the Voice Services card

ENLU Iscu |enables a unit (Voice Services port)

DISClsc disables the Voice Services card

DISUIscu |disables a unit (Voice Services port)

STATIsc displays the status of the card and a brief
status of all units

STATIscu displays the status of one unit (Voice
Services port)

4  Type ****to exit from the overlay.
5 Log off the Meridian 1.
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To configure night call forward

Note: To increase stability, configure night call forward (NCFW) on the Voice

Services IVR ACD DN. Calls from theassociated IVR ACD DN will be

automatically transferred to the NCFW DN if all Voice Services ports are logged

off.

1 Log on to the Meridian 1.

2  Load Overlay 23 by typing LD 23 at the prompt.

3 Respond to the prompts as shown in the following table. If a prompt
appears that is not in the table, press Enter to accept the default value:

Prompt Response |Description

REQ CHG

TYPE ACD

CUST 0

ACD XXXX where xxxx is the ACD
NCFW yyyy where yyyyis the DN

4 Type **** to exit from the overlay.

5 Log off the Meridian 1.
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Adding Voice Services voice ports to
Symposium Express Call Center

Introduction

Each Voice Services port available on the Voice Services card that you use to
provide functionality to Symposium Express Call Center must be added and
acquired in Sympoisum Express Call Center.

Note: Voice Services ports are not added automatically as voice ports by the
Symposium Express Call Center import utility, as are other voice ports (for
example Meridian Mail voice ports). You can use theV oice Services
configuration utility to get the VVoice Services port information into Symposium
Express Call Center. However, the Voice Services ports will not be added as
Voice Ports; you must do this manually.

Once Voice Services ports are added or changed, it may be necesary to add or
change the matching voice port configuration information in Symposium
Express Call Center.

To add a Voice Services voice port

Perform this procedure if you are going to use the Voice Services card to play
Symposium Express Call Center-controlled announcements. If you are using the
Voice Services card only to front-end the call center, you do not need to perform
this procedure.
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1 In the Administration window, click Phonesets.

Result: The Phonesets window appears.

1% Phonesets - 47.166.213.32 - D:\WINNT\Profiles\NGenSys\Desktop
File View Help
T 8 | & | @™ | X B 1R © | W
Add Print Print Preview Refresh [IElEte Eiopertics: [VEaCauE! Lequie: Help What's This?
Terminal Mame Telephony/Port A, |Terminal Tupe |Status |
TH 1-0-0-1 1-0-0-1 Agent Acquired
TH 1-0-0-2 1-0-0-2 Agent Aecquired
TH 1-0-0-6 1-0-0-6 Erar Mot dcquired
PS 5-0-0-0 5-0-0:0 Woice Port Aecquired
PS 5-0-0-1 5-0-0-1 Woice Port Aecquired
PS 5-0-0-2 5-0-0-2 Woice Port Aecquired
PS 5-0-0-3 5-0-0-3 Woice Port Aecquired
PS 5-0-0-4 5-0-0-4 Woice Port Aecquired
PS 5-0-05 5-0-0-5 Woice Port Aecquired
PS 5-0-0-6 5-0-0-6 Woice Port Aecquired
PS 5-0-0-7 5-0-0-7 Woice Port Aecquired
For Help, press F1 MUk i
2  Click Add.

Result: The Phoneset Properties dialog box appears.

Phoneset Properties EHE

General |

Terminal M ame: ||

Telephory/Port Address: I

[ Add Yoice Port

Status: Mot Acquired

Save I Lancel | Help |

Enter the Terminal Name and Telephony/Port Address of the voice port.
Select Add Voice Port.
Click Save.

o o1 A~ W

In the Administration window, click Advanced Functions.

Note: You must have sysadmin access privileges to do this.
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To acquire the port as a voice port

Each voice port that you add in the previous procedure must be acquired in
Symposium Express Call Center.

1 Click Switch Administration.

2  Double-click Voice Ports.

Result: The Voice Ports dialog box appears.

1 Voice Ports - 47.166.213.32 - D:AWINNT\Profiles\NGenSys\Desktop  [HI[=] [E3

File “iew Help

sl = 25| 9|

$4nice Port Mame |V0ice Fort Channel I Statuz
FS 5-0-0-0 Acquired Login
PS5 5-0-0-1 Acquired Login
PS5 5-0-0-2 Acquired Login
FS 5-0-0-3 Acquired Login
PS5 5-0-0-4 Acquired Login
FS 5-0-0-5 Acquired Login
FS 5-0-0-6 Acquired Login
PS5 5-0-0-7 Acquired Login

Faor Help, press F1.

[ WM

3 Select the Voice Port that you just added, and then click Acquire (the third

icon from the right).
4  Click Refresh (the fourth icon).

Result: The Status changes to Acquired Login or Acquired Logout.

What's next?

To use Voice Services, you must also run the Voice Services configuration
utility. Refer to “ Running the Voice Services configuration utility” on page 275.
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The next step is to record and configure the voice segments in Symposium
Express Call Center. To do this, you must use the Symposium Express Call
Center client (double-click the Voice Services Administration icon in the main
Administration window). Finally, you create call treatments. When you create
call treatments, you specify which announcements and voi ce segmentsto play,
and when to play them.

For more information on recording voice segments and setting up call
treatments, refer to the Call Center Management Guide.
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Migrating the Voice Services card to a new
switch

Introduction

Follow this procedure after you have completed moving the Symposium Express
Call Center to the new switch.

To migrate the Voice Services card to a new switch

1 Reseat the Voice Services card in the new switch. For instructions, refer to
“To install a Voice Services card in the Meridian 1 switch” on page 262.

2  Configure the new Voice Services ports. For instructions, refer to “To
configure Voice Services ports” on page 267.

3 Import the Voice Services card information from the switch. For
instructions, refer to “To collect Voice Services card information from the
switch” on page 278.

4  Run the Voice Services Configuration Utility to change the Voice Services
card properties. For instructions, refer to “To run the Voice Services
Configuration Utility” on page 279.
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Section B: Running the Voice Services
configuration utility

In this section

Overview 276

Importing Voice Services card information 278
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Overview

When to use

Run the Voice Services Configuration utility to importV oice Services
configuration datainto Symposium Express Call Center. Run the utility
whenever you add, make a change to, or remove acard.

If you did not purchase the V oi ce Services option, you do not need to perform
the procedures in this section.

Before you begin

Before you run the Voice Services Configuration utility, you must ensure that

m  the Voice Services card isinstalled and configured on the switch
m  the Symposium Express Call Center server and client software areinstaled

= you have run the import utility from the client with sysadmin access
privileges to import switch resource information (TNs, voice ports, CDNS,
IVR ACD-DNSs, and routes) into Symposium Express Call Center
Note: By using the Import wizard, Voice Services voice ports are added as
agent sets, not as voice ports. For this reason, it is best to run the Import
wizard before configuring theV oice Services resources, and then add the
Voi ce Services voice ports manually. However, if you ran the Import wizard
before configuring the Voice Services resources, you must manually delete
the Voice Services voice ports (added as agent sets), and then add them
again as voice ports. For more information, refer to “Adding Voice Services
voice ports to Symposium Express Call Center” on page 270.

Information you need

To add a card, you must know the following information:

m card name
m |Paddress of the card
m  keycodeinformation
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s thedefault DN
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Importing Voice Services card information

To collect Voice Services card information from the switch

1

6
7

Log on to the Meridian 1 from a PC with terminal emulation software (such
as Reflections or HyperTerminal) installed, and that is connected to the
switch.

Launch the terminal emulation software, and establish a session with the
switch.

Start the Capture to file feature. (For example, if you use HyperTerminal,
choose Transfer 0 Capture Text, create the text file, and then click Start.)

Load Overlay 11 by typing LD 11 at the prompt.

Respond to the prompts as shown in the table. If a prompt appears that is
not in the table, press Enter to accept the default value:

Prompt Response |Description

REQ PRT
TYPE 2616
TN XX XX XX If your switch is an Option 11, enter the slot

number of the card.

If you use any other type of switch, enter
the loop/shelf/card number of the card.

Stop the Capture to file feature after LD11 has finished its print to screen.

Copy the text file to a disk or a location that is accessible from the server.
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To run the Voice Services Configuration Utility

1 Log on to the Symposium Express Call Center server using the system
administrator user ID.

2 From the Windows Start menu, choose Programs [0 Symposium Express
Call Center 0 Voice Services 00 Configuration.

Result: The Voice Services Configuration dialog box appears.

Yoice Services Configuration E

NERTEL
QNETWORKS

‘Welcome to the Woice Services Configuration Litiliby.

» |P address change

» Card details change

> |mport utility

» Hardware modifications

ME: * Theze selections will require you to have
the M1 printout az specified in readme. txt

YETIRORIIOIN 11 i is the firsttime the Canfiguration Uity has
EXPRESS been run, you MUST cary out a Data Impart.

CALL CENTER
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3  Click Next.
Result: The VS Card Configuration dialog box appears.
Card TH IP Address Card Mame
00s-0-00 4785963 DevTest
Data Import |
Add |
Lhange |
Delete |
Ok |
Cancel |

4  What do you want to do?

If you want to refer to

view or change the properties fora “To view or change the properties for
Voice Services card a Voice Services card” on page 281.

import TN (virtual phoneset) data  “To import data” on page 281.

add a Voice Services card to the  “To add a Voice Services card to the

system system” on page 282.
change Voice Services card “To change Voice Services cards” on
properties page 283.

remove a Voice Services card from “To remove a Voice Services card
the system from the system” on page 283.
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What'’s next?

After you import theV oice Services configuration data, use the Symposium
Express Call Center client to record and configure voice segments. Then, create
call treatments. For more information, see the Call Center Management Guide.

To view or change the properties for a Voice Services card

1  Continue from step 3 in “To run the Voice Services Configuration Utility” on
page 279 by selecting the card, and then clicking Properties.

Result: The VS Card Properties dialog box appears.

¥5 Card Properties
Card Mame: 2
IP Address: Cancel
Kepcode: | Advanced

TAPI Server IP Address:
TAP! Paort Address:

Default DM
" Mone
~ DN

2  Change the card name, IP address, or keycode number as necessary. The
keycode number must be entered in three groups of 8 digits with a space
separating each group (for example 11111111 22222222 33333333). If you
have the Prompt/collect digits option, enter the TAPI Server IP Address and
the TAPI Port Address.

Note: The Advanced button is for Nortel Networks Product Support use
only.

3  Click OK.

To import data

1 Contine from step 3 in “To run the Voice Services Configuration Utility” on
page 279 by clicking Data Import.

Result: The Open dialog box appears.
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2 Navigate to the text file that contains the phoneset information you
downloaded in “To collect Voice Services card information from the switch”
on page 278, and then click Open.

Result: The VS Card Numbers dialog box appears.

Card Mame: Card Mumber ()8

|Inconfigured Carcsl |

Card Mumber: I Unconfigured - l

3 Select the card and pick the card number from the Card Number drop-down
list.

4  Click OK.

Result: The card number is updated, and the database is populated with
ACD/TN information for the card.

To add a Voice Services card to the system

1 Continue from step 3 in “To run the Voice Services Configuration Utility” on
page 279 by clicking Add.

Result: The VSConfig - Add Card dialog box appears.

¥5Conlfig - Add Card E
Card Mame: I
C | |
IP Address: l— anee

Keycode: I

2  Enter the card name, IP address, or keycode number as necessary.
3 Click OK.

Result: The new card appears in the list.
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To change Voice Services cards

1

Continuing from step 3 in “To run the Voice Services Configuration Utility”
on page 279 by clicking Change.

Result: The Open dialog box appears.

Navigate to the text file that contains the phoneset information you
downloaded in “To collect Voice Services card information from the switch”
on page 278, and then click Open.

Result: The VS Card Numbers dialog box appears.

¥5 Card Humbers E
Card Mame: Card Mumber ()8

|Inconfigured Carcsl |

Card Mumber: I Unconfigured - l
|.00E-0-00 |

Select the card and pick the card number from the Card Number drop-down
list.

Click OK.

Result: The card number is updated, and the database is populated with
ACD/TN information for the card.

To remove a Voice Services card from the system

1

Continue from step 3 in “To run the Voice Services Configuration Utility” on
page 279 by selecting the card you want to remove, and then click Delete.

Click Yes to confirm that you want to remove the card.
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Overview

Introduction

This chapter contains

m  adescription of the server and client utilities
= some guidelines on how to troubleshoot your installation
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Server SysOps utilities

Introduction

Nortel Networks provides Server SysOps utilities to assist with various
procedures on the Symposium Express Call Center. You can find these utilities
on the server.

Server SysOps utilities

The following Server SysOps utilities are avail able from the Start menu under
Programs 0 Symposium Express Call Center:

= CDN Utility

m  Client DMI_VIEW

s Client Uninstall

s Computer Name Synch
s Configuration

s Database Restore

= DMI_VIEW

= Feature Report

s NCC Reports Removal
»  Registry Maintenance
s Server Uningall

= Shutdown

m  StartupSystem Information

SysOps functions

CDN Utility

Use this utility to assign meaningful namesto CDNs. The hame you assign
appears on reports. For more information, see the Call Center Management
Guide.
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Client DMI_VIEW
Displays the PEPs installed on the client.

Client Uninstall
Uninstalls the Symposium Express Call Center client.

Computer Name Sync

Synchronizes the Symposium Express Call Center and the current computer
nameif the computer name changes after the install ation of Symposium Express
Call Center. The new computer name must be a single word without spaces
between the characters. To usethis utility, first change the new computer name
in Windows NT using Control Panel [ Networks, and restart the server. Run
this utility to change the name for Symposium Express Call Center. The utility
adjusts the sql.ini file used by other Symposium Express Call Center
components. Restart the server after using this utility.

Configuration

Displays configuration information with tabs for the following:

s Local Machine Settings Local site name and network card | P addresses.
m  Address Table A list of | P addresses for the server.

m  SiteTable A list of site names and |P addresses.

Use this window to make changes to the | P addresses for the CLAN and ELAN
adapter cards if you made an error during installation.

Note: You must shut down services to change the | P addresses.

Database Restore

Restores a corrupted database. This utility restores the backed-up version of the
database created using the backup utility with the database option.

DMI_VIEW
Shows the list of PEPs installed on your server.

Feature Report
Displays system information and alist of installed features. Tabs provide
information for the following:
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s System Information entered at installation, including computer name, |P
addresses, and site name. This tab contains read-only information. Use the
Configuration utility to make changes.

= Switch Information Name, |P address, customer number, and switch type.
From this page, you can change any switch parameter at any time. All
changes are updated in the registries as well asin the database.

m  Features Keycode, serial number, list of features and values (YES =
installed).

s Display Languages Number of languages allowed.
= Voice Prompt Languages Number of languages allowed.

NCC Reports Removal
Uninstalls the NCC reports from your client PC.

Registry Maintenance
Performs aregistry comparison between two remote machines, a remote and a
local machine, or two subkeys on the local machine.

The comparison picks up any difference between the two registry entries, such
as values with the same name but different data, and values/subkeysthat exist on
one registry but not on the other. The following filtering options are available:

m  Registry Error Detection This option compares the structure of the registry
with the structure in an input file. Any differences between the two are
noted, including different dataand missing/extrakeys/values. Theinput file
can be edited and customized to have arange of accepted values for certain
keysinstead of fixed values.

s Registry Dump This option recursively dumpsthe structure of the registry
starting from a given subkey. This option is an easy way to generate an
initia input file for the detection option.

This utility also has backup and restore capabilities

Server Uninstall
Removes the Symposium Express Call Center server software.
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Shutdown

Shuts down Symposium Express Call Center services. This utility informs the
user about the state of each service and describes each action taken by the utility.
At the end, the utility provides general information on whether the systemiis
completely shut down and provides appropriate messagesif there are services
that cannot be shut down for some reason. The utility also reports any errors
encountered during execution of the shutdown.

Startup
Starts up the Symposium Express Call Center services again after services have
been stopped. Startup can be used whenever need.

System information
Use this utility to view detailed Symposium Express Call Center system and
network adapter information.

£¥. Symposium Call Center Server E
Sympogium Call Center Server Information:
NERTEL

MNETWORKS Releaze Mumber: 03.21.03 Site Mame: Taoronta
Current Computer Mame: MTORIE3S Woice Connectivity: YES
Installed Computer Mame: MTORIE3S Switch Mame: Hank
ELAM IP Address: 4723512116 Switch Customer Mumber: ]
CLAN IP Address: 47238512116 Switch Type: Meridiat
TCP/IP Hostname: MTORIE3S Switch P Address: 0.0.0.0
Company Mame: Besthir Ailines
Customer Mame: Bestair Airlines
Keycode: O-4E DHU3 FEF2 3FTJ
Serial Mumber: WORTEL

SYMPOSIUM
EXPRESS Save Information ta file:

CALL CENTER

File name: | C:\Miglnfo.tat

Metwark Adapters [nformation Cloze
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Troubleshooting installation problems

Introduction

Use this section to determine why errors occur during installation and how to
resolve them.

Server will not install
Ensure that the client software is not aready installed on the server PC.

Client will not install

The client software installation failsif an application using a different version of
the ODBC driversis already installed on the client PC. Uninstall the application.

Keycode is not accepted

If the keycode contains a string of wide characters (such as “www"), you may
not be able to enter the fourth character in the keycode. To resolve this problem,
create a keycode file on aremovable disk, and load this file during installation.

To create and load a keycode file

1 Log onto Windows NT.

2  From the Start menu, choose Programs [J Accessories [1 Notepad.
3 Enter the following information in the new file:

key1 key2 key3 key4
nnnnnn

where key1 to key4 are components of the keycode (separated by spaces)
and nnnnnnis your Meridian 1 system ID.

Note: To determine the switch serial number, use the REQ TID command
in LD 22. On the Options 51C, 61C, 71C, and 81C, the keycode is
generated against the System ID, but on the Option 11C, the keycode is
generated against the Auxiliary ID.

4  Insert a disk in your floppy disk drive.
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5 Choose File [1 Save.
6  Save the file as keycode.ntk on the disk.

7  Run the Setup program again to install the server software. (Refer to
Chapter 3, “Installing the software,” for detailed instructions.)

8  When you are prompted for a keycode, in the Load from disk section, enter
the path to the keycode file (for example, a:\keycode.ntk).

9 Click Load.
10 Click Next to continue the installation.

11 When the installation is complete, store the keycode disk in a secure place.

No shortcuts were created in the Start menu

Application shortcuts may not appear in the Start menu if the installation process
isinterrupted and the user isforced to log on as NgenSys more than once during
the installation process.

The applicable shortcuts are

m  Sybasefor Windows NT

s SysOps Utilities

To add shortcuts to the Start menu
To add shortcuts to the Start menu, enter the following command in an
MS-DOS window:

Copy WWINDIR\Profiles\NGENDIR\StartMenu\Programs
to WWINDIR\Profiles\Administrator\StartMenu\Programs

where NGENDIR is the most recent NGenSys fol der.
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Errors during the upgrade

If any server component cannot be upgraded due to an error, then the upgrade
program terminates. For example, if the Computer Name, Host Name, or Switch
Name have been changed since installation, then the upgrade terminates. In this
case, you must change hames to the original name given at install ation. For
assistance with changing names, see “Required setup data checklist” on page
17.

If you experience problems during the upgrade that you are unable to resolve,
contact your Nortel Networks Customer Support representative.

Application fails to initialize

If the error message The application failed to initialize
because the wi ndow station is shutting down appearsduring
the restart of the MAS server upgrade, click OK to restart the server.

SNMP.EXE - Application error

If during a server upgrade the error message snnp. exe - Application
Er r or appears, click OK. This message must be acknowledged immediately.

The installation is interrupted

Disable any screen saver, wallpaper, or anti-virus software on the server, and
then reinstall.

Reapply patches message

A message may appear during upgrade to “reapply patches manually.” Y ou can
ignore this message.

Gremlin DLL installation problems

The Gremlin DLL initialization message may appear after an installation. You
can ignore this message.
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Dr. Watson error

If the following Dr. Watson error occurs during a server upgrade from Release
2.0 to Release 3.0, click OK to ignore the message:

Dr. Watson error in SERVICES. exe

Exception: access violation (0xc0000005),

Addr ess: 0x7800f 5c3

Setup is not able to open service nmanager in order to
start up "nbss" please do the foll owi ng workaround:
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Troubleshooting server problems

Introduction

Use this section to determine why errors occur during server operation and how
to resolve them.

Services do not start

Services will not start under the following conditions:

m if thesite name and server name are the same (change the site name using
the following procedure)

m if the server does not have a connection to the switch (see “Problems with
connection to server” on page 299)

To verify that services are running, use the SMONW utility, or use the Services
control panel.

Site name syntax

The name should contain from 6 to 15 a phanumeric characters, of which the
first character is aletter. Hyphens and underscores are allowed, but spaces are
not allowed.

To change the site name

1  From the Start menu, choose Programs [1 Symposium Express Call
Center 1 Shutdown.

2  Click OK to shut down all services.

3 After all the services are shut down, from the Start menu, choose Programs
J Symposium Express Call Center J Configuration.

4  Onthe Local Machines Settings property page, in the Site Name box,
change the site name.

5 Click OK to save your changes.

6 Restart the server to restart all services.
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Services cannot be restarted

The site nameis used in part to define the channels in which tasks communi cate
with each other. If the site name is too short, you may experience problems
restarting services in Symposium Express Call Center. Change the site name
following the procedure in the previous section.

Data import fails

The switch can be set up to send out intermittent maintenance messages. If any
of these messages are transmitted during the data capture process, the data
import fails. Disable the maintenance messages, and perform the data capture
again.

Target not NTFS error
If your hard driveis larger than 4 Ghytes, then you may see the error TARGET
I'S NOT NTFS. Ignore thiswarning.

Poor server performance

If you are using database applications with 16-bit ODBC drivers, server
performanceissignificantly degraded. Nortel Networks does not recommend the
use of these applications.

Agents automatically logged off

If you have a modem configured on your server, you should keep it turned on. If
the modem is not turned on, CPU usage increases and, when your call center is
near capacity, agents may be automatically logged off.

If you do not have a modem connected to your server, do not configureit.
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Troubleshooting client problems

Introduction

Use this section to determine why errors occur during client operation and how
to resolve them.

Client will not start

If you install an application that uses a different version of the ODBC drivers on
the client PC, the client will not start. Nortel Networks does not recommend the
use of applications with different versions of the ODBC drivers.

Symposium Express Call Center requires ODBC driver pack V3.5 and ODBC
DLL version 3.51.171300. You can view the current version number by viewing
the properties of the ODBC DLL file, or by running ODBCAD32.EXE from the
system32 directory, and then selecting the Driverstab. If you do not have the
correct version, download it from the Microsoft web site.

ODBC database fails to open
If themessage Can't open a database created with a previous
version of your application appears, thenfollow these steps:

1  From the Start menu, choose Settings [1 Control Panel, and then double-
click the 32-bit ODBC (ODBC Administrator) icon.

2  Select either User Data Source or the System Data Source (for example,
the System DSN called Translator_EN).

Click Setup.
Click Advanced.
Delete the Logon name displayed in the Default Authorization edit box.

Click OK to close the Setup dialog box.

N o 0o~ W

Close any open Data Source dialog boxes.
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Problems connecting to the server

Inability to connect to the server can be caused by the following problems:

The | P address in the shortcut is incorrect.
The customer LAN is unavailable.
The server is down.

To troubleshoot inability to connect to the server

1
2
3

Verify that the server is up and running.
Verify that TCP/IP is installed by typing ipconfig in an MS-DOS window.

At the client PC, check the IP address in the shortcut by following these
steps:

a. Right-click the icon on the desktop.
b. Click the Shortcut tab.

c. Check the IP address at the end of the Target box. If it is incorrect,
correct it and click OK.

On the client PC, check the Protocols tab in the Network control panel to
verify that the TCP/IP protocol is installed. Display the properties of the
TCP/IP protocol to find the client’s IP address.

On the client PC, ping the client PC by entering the following command in
an MS-DOS window:

ping aaa.bbb.ccc.ddd

where aaa.bbb.ccc.ddd is the IP address for the client PC. If the ping fails,
the network card drivers may be incorrect. Check the Network control panel
to make sure that the network card, cable, and network drivers are installed
correctly. Test the network card with the test utility provided by the
manufacturer (if any).

Repeat step 5 on the server PC.

On the client PC, ping the server by entering the following command in an
MS-DOS window:

ping aaa.bbb.ccc.ddd
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where aaa.bbb.ccc.ddd is the IP address for the server PC. If the ping fails,
check the network hardware, and make sure any hubs are configured
correctly. Also, make sure IP addresses are unique, and that all resources
are within the same subnet mask.

8  On the server PC, ping the client by entering the following command in an
MS-DOS window:
ping aaa.bbb.ccc.ddd
where aaa.bbb.ccc.ddd is the IP address for the client PC. If the ping fails,
check the network hardware, and make sure any hubs are configured
correctly. Also, make sure IP addresses are unique, and that all resources
are within the same subnet mask.

9 Determine if you can ping your own server by entering the following

command in an MS-DOS window:
ping aaa.bbb.ccc.ddd

where aaa.bbb.ccc.ddd is the IP address of the server. If you cannot ping
your own server, it usually indicates that the TCP/IP protocol could not be
bound to the network interface card. Check to see if you are using the
correct network interface card driver.

Problems with connection to server

If the client I1P address was entered incorrectly during the client install, errors
will occur while you are logged on to the server. To solve this problem, follow
these steps on the client PC.

1

In the Network control panel, display the properties of the TCP/IP protocol
to find the client's IP address.

Use the Configuration utility to display the client IP address. Ensure that the
IP address matches the address in the TCP/IP protocol properties.

Call Routing wizard not supported

If you are using Windows 95 and you see the message Thi s command i s
not support ed on either screen number 3 or screen number 4 of the Call
Routing wizard, the Windows 95 kernel and some system DLLs are not
up-to-date. To update them, install Microsoft Internet Explorer 4.0.
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Call Routing wizard or the Agent/Skillset assignment application fails

to start

Thefollowing errors may occur after installing the client software on a Windows

95 PC. Themessage An unsupported operation was attenpted

appears when attempting to start the Agent/Skillset Assignment application, or

the Call Routing wizard fails to start. If either of these errors occur, follow these

steps.

1 Download the file named shared42.zip from http://www.protoview.co.uk/
fags/axgfaga.htm.

2 Unzip the file and copy the extracted files (MFC42.DLL, MSVCRT.DLL,
OLEPRO32.DLL, MSDATSRC.TLB) to the Windows\system directory. If
prompted, do not overwrite newer files.

3 From the Start menu, choose Programs [ MS-DOS Prompt.

4  Navigate to the Windows\system directory. Type regsvr32.exe pvdt60.0cx,
and then press Enter.

Note: To register the controls, you may need to copy pvdt60.ocx to the
same directory as regsvr32.exe.

Uninstall GRTD causes client to function incorrectly

If the client software coresides with any Rea-Time Interface (RTI) applications
(such as GRTD or a customer-supplied RTI application), and either application
is uninstalled, the remaining application may fail to operate properly.
Symposium Express Call Center and RTI applications share common files and
communication regigtries. If this problem occurs, you may need to reinstall the
application.

Uninstall (standalone client) does not completely clean the registry

In some instances, the uninstall process may not remove al files associated with
either Sybase or MAT Common Services, or the Nortel folder. Remnant disk
files should not adversely affect subsequent installations of the client software.
However, to ensure that all files are removed, reboot the client PC before
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uninstalling the client software to ensure that no processes are running on the
client PC. If you experience problems uningtalling or reingtalling client software,
remove the following folders manually (only if thereis no other Nortel
Networks-supplied software installed):

= C:nortel_log
= C\nortel

You must also remove the following registry keys:
s  HKEY_LOCAL_MACHINE\SOFTWARE\NORTEL
s  HKEY_CURRENT_USER\SOFTWARE\NORTEL

Unsuccessful coresident client installation

If the coresident client installation fails when you try to uninstall from Start O
Programs 00 Symposium Express Call Center 0 Client Uninstall, ensure that
the server has been shut down completely and that the only programs running in
the taskbar are the Explorer and systray applications. Attempt to uninstall the
client again. If thisfails, delete the Nortel and Nortel_L og folders from drive C.

Note: Do not delete the registry entries from the coresident server
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Troubleshooting problems with Symposium
Express Call Center services

The System Monitor window

The System Monitor Window (SMonW) displays automatically on the server PC
as the software loads. This window shows the status of services. Some services

take afew minutes to become active. When all services are running properly on
Symposium Express Call Center, the SMonW window shows the status of server
services as UP. The NCCOAM service will aways be in an unknown state.

¥ SMonw M= B

QM | [0ah_0P TFE | [FEP
AuDIT | [AUDIT_OP spca |[SDMCa_ P
NDLOAM ”NDLDAM_UP EB ||EB_UF'
necoaM | [ORKNDWN HoM | [HDM_UP
TSM ”TSM_UP HDC ”HDE_UP :
Fiefrezh All
YSM ”VSM_UF‘ RDC ”HDE_UF' [ Rl |

ASM ”ASM_UP SDP ||SDP_UP

MLS M ”MLSM_UP 15 ||IS_UF'

TFA ||TFA_UF' ES | IUNKNDWN
ATTENTION

Only one SMonW window should ever be open at any given
time. More than one open SMonW window causes services to
shut down.

If aservice must be reactivated or refreshed, click Refresh All. To refresh
individual services, click the appropriate button.
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Symposium Express Call Center services

All of the Symposium Express Call Center functions are Windows NT services.
Each service, as described in the following table, is started automaticaly by the
Services manager when the server starts up. If networking is enabled, then the
NDLOAM appears in the UP state.

Server service Shown as Purpose

Operations, Administration | OAM System operation, administration, and

and Management management

Auditing AUDIT Monitor function that manages all services

Network services (M1 NDLOAM | Nodal system operation, administration, and

only) management

Telephony Service TSM Telephony interface between switch and

Manager server

Voice Services Manager |VSM Interface to Meridian Mail via ACCESS
VOICE processing interface

Agent Skillset Manager ASM Agent and skillset handling

Meridian Link Services MLSM Allows third-party applicationsto interface

Manager with Symposium Call Center Server

Task Flow Access TFA Allows third-party access via scripting
commands (Data Exchange server)

Task Flow Executor TFE Executes all scripts and handles all calls

Statistical DataManager | SDMCA Manages al of the other statistical collection

Configuration services

Historical DataManager |HDM Manages all of the historical data collected by
HDC

Historical Data Collection |HDC Collects all of the higtorical data

Real Time Data Collector |RDC Collects and generates rea-time statistics for
displays

Statistical Data Propagator | SDP Distributesincoming statistical datato the

appropriate service
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Server service Shown as Purpose
Intrinsic Services IS Manages skillset intrinsic data
Event Server ES Manages events

TFE does not come up after an upgrade or conversion

If the Task Flow Executor (TFE) does not appear in the UP state after an
upgrade, then you must validate all scripts to correct the problem.

Other services do not come up

This problem can occur if you have more than one System Monitor Window

open.
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Troubleshooting Voice Services problems

Introduction

Use this section to determine how to resolve problemswith the Voice Services
card. This section also explains the default call behaviour when different errors
occur.

Voice Services monitor

The Voice Services monitor provides a status of the link between theVoice
Services card and the Symposium Express Call Center server. Whenever Voice
Services does not appear to be functioning properly, you should check the Voice
Services monitor to identify any connection problems. If the ELAN goes down
or the Voice Services card crashes, the VPS monitor displays “Link down.” If it
is searching for the status of the card, it will display “Link unknown.”

Channels cannot be acquired by the VS service and the status of the
Voice Services card is “logged in”

If you execute a dataimport in Sympaosium Express Call Center after Voice
Services have been configured, Voice Services ports may be acquired as agents
instead of voice ports. Add each Voice Services port as a voice port and reagquire
it. For more information, refer to Chapter 5, “Installing and configuring a Voice
Services card.”

Channels cannot be acquired by the Voice Services RPC service and
the Voice Service link is in “Link up” state

Ensure that theV oice Services keycodeis correct and that it has been added
using the Voice Services configuration utility. For more information, refer to
Chapter 4, “Using the configuration utilities.”
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All calls are defaulted to the Voice Services default DN

When this occurs, communication with the Voice Services card has been lost. If
this happens, ensure that

the network connection to the Voice Services card is available
the Voice Services card is enabled (in active state)
the VS serviceis running

the correct IP address is entered in the Voice Services configuration utility.
For more information, refer to Chapter 4, “Using the configuration
utilities.”

the correct card location is specified in the Voice Services configuration

utility. For more information, refer to Chapter 4, “Using the configuration
utilities.”

For more information onVoice Services default behaviour, refer to “Voice
Services default behaviour” on page 309.

Symposium Express Call Center greeting or wait announcements are
not played by Voice Services card

Ensure that Symposium Express Call Treatments are correctly configured. For
instructions on configuring call treatements, refer to the Call Center
Management Guide. In particular, ensure that

you select “Meridian Mail or IVR” as the announcement type

you enter the correct IVR ACD DN for callsto betransferred to hear
announcements

you select to play an announcement |D and that avalid announcement ID is
entered

306

Symposium Express Call Center



June 2001 Tools and troubleshooting

A specific Symposium Express Call Center greeting or wait
announcement is not played

If aparticular announcement is skipped and the caller continues to hear ring-
back or the next appropriate greeting, theV oice Services announcement may
have been deleted, renamed, or restored out of synchronization.

IF the announcement file (.sbc
file) is THEN you must

renamed update the new name in the treatment
properties. In the properties dial og box,
click Browse and find the new name.
For more information, refer to the Call
Center Management Guide.

deleted either add it again or restoreit from a
previous backup. For more information
on Voice Services restores, refer to
Chapter 7, “Backing up and restoring
data.”

restored out of synchronization redo the restore ensuring that theV oice
Services PCMCIA card backup file and
the Voice Services database backup file
are from the same date. For more
information onV oice Services restores,
refer to Chapter 7, “Backing up and
restoring data.”

Incorrect Symposium Express Call Center controlled announcements
are played

If incorrect announcements are played, check the following items:

m  Check that the call treatment is configured properly. For more information,
refer to the Call Center Management Guide.

m  Check that the switch map entries in theV oice Services Administration
window are correct for each IVR ACD Queue.
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m  Check the position IDs for each port/channel.Y ou can check this as

follows:

a. Log on to the Meridian 1.

b. Load Overlay 11 by typing LD 11 at the prompt.

c. Respond to the prompts as shown in the table. If a prompt appears that
is not in the table, press Enter to accept the default value:

Prompt Response |Description

REQ PRT

TYPE 2616

TN XX XX XX If your switch is an Option 11, enter the slot

number of the card.

If you use any other type of switch, enter
the loop/shelf/card number of the card.

Configuration changes made using the Voice Services configuration
utility do not take effect

Changes made with the Voice Services configuration utility do not take effect
until you restart the VS service. Thisis doneby clicking Stop in the VS service
monitor, waiting until the serviceis down (the link state changesto Link Down),
and then clicking start to restart the VS service.

Digits collected from a Prompt/Collect digits treatment are not being

sent to TAPI

Ensure that the following entries are correctly set in the main window of the VS
Configuration application:

TAPI Server |P Address: aaa.bbb.ccc.ddd (address of TAPI server)
TAPI Port Address: (default is 5000)

After you make changes, you must restart the V'S service.
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Digits button is disabled in the Voice Services Administration window

Prompt/Collect digits is a keycode-enabled feature. Ensure that the correct
keycode has been entered in the Voice Services configuration utility.

Prompt/Collect digits treatment does not verify the digits entered

Select the treatment from theV oi ce Services Administration window and click
Properties. Ensure that theV erify option has been selected. For more
information, refer to the Call Center Management Guide.

Voice Services default behaviour

Use the following table to determine what default behaviour occurs after several

error conditions.

System Voice Services
state monitor status Call behaviour Service behaviour
Ethernet link  Service After pollingtimesout  The Voice Services RPC
goes down Restarting: Link  (approximately 15 service restarts and
Down seconds), al callsinthe  continually attemptsto
system arerouted to the  connect until successful.
default DN. At this point, calls are

treated normally.
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System
state

Voice Services

monitor status Call behaviour

Service behaviour

Voice Services Service Running: Calls currently receiving

card crashesor
is rebooted

Server crashes

Cardis

Link Unknown

Service Running:

treatment are
disconnected. Calls
waiting in the IVR ACD
gueue for an available
Voice Services agent will
continue to ring until the
card restarts. Then the call
istransferred to the night
call forward DN set up for
the ACD queue.

After polling times out
(approximately 15
seconds), al calls are
routed to the default DN
as specified in theVoice
Services configuration
utility.

Voice Services agents are

The Voice Services RPC
service restarts and
continually attemptsto
connect until successful.
When the service
reconnects, it logs off all
Voice Services agents,
and al callsareforwarded
to the night call forward
DN. When the problem is
resolved, Voice Services
agents are then logged on
again, and cals are
accepted normally.

When the problem is
resolved, the VS service
starts up automatically
and reconnects to the
Voice Services Card, and
calls are accepted
normally.

disabled Link Up logged off. All calls are
routed to the night call
forward DN on the IVR
ACD DN used for Voice
Services.
Cardis Service Running: Voice Service agentsare  Serviceis normal.
enabled Link Up logged on. All callswill
receive regular treatment.
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System Voice Services
state monitor status Call behaviour

Service behaviour

Voicemenu  ServiceRunning: If VoiceMenu repeatsis

times out Link Up set to greater than zero in
before digit is the Voice Services
entered configuration utility, the

menu repeats, depending
on how many times the
timeout has occurred.
Otherwise, if adefault DN
has been specified, the
call is routed to that DN.
If no default DN is
specified, thecal is

disconnected.
Treatment ID  Service Running: |If Voice Servicesis being
not available Link Up used through Symposium
from the Express Call Center to
protocol play announcements, and
handler thereis an error whereby

the protocol handler
(vps_prot.dil) cannot hand
back atreatment 1D, the
call is disconnected.
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System Voice Services

state monitor status Call behaviour Service behaviour
SBCfile Service Running: If the SBC fileis missing

missing LineUp inafront-ending scenario,

the call istransferred to
the default DN as
configured in the Voice
Services configuration
utility.

If the SBC fileis missing
from atreatment
configured in the Call
Treatment wizard, then
the caller does not hear
the announcement, but
continues to queue and
hear ringback or music,
depending on what is
configured in the
treatment.

312 Symposium Express Call Center



June 2001 Tools and troubleshooting

Troubleshooting other problems

Introduction

Use this section to troubleshoot other errors that occur during system operation.

Problems connecting to the switch

Inability to connect to the switch can be caused by the following problems:

m  ThelP address of the switch is not unique or correct.
m  Theseria number of the switch is not correctly configured.
s Theembedded LAN is unavailable.

To troubleshoot this problem, follow these steps.
1  Verify that the switch is up and running.

2 Verify that the switch IP address is not the default installed with the switch.
Network conflicts can result if you use the default address.

Note: To find the switch IP address, use the STAT ELNK command in LD
137.

3 Onthe server PC, ping the switch by entering the following command in an
MS-DOS window:

ping nnn.nnn.nnn.nnn
where nnn.nnn.nnn.nnn is the IP address for the switch.

4  Use the Feature Report utility to verify that the switch IP address and serial
number are correctly configured on the server. If the IP address is
incorrectly configured, you can modify it with this utility. If the serial number
is incorrect, contact your distributor for a new keycode; you must reinstall
the server.
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Phantom calls and problems with recorded announcements

Meridian Mail ports used by Symposium Express Call Center and Symposium
Link must not be shared with any other applications (for example, voice mail).
Port sharing can cause phantom calls or affect recorded announcements. To
dedicate ports, follow these steps.

1 Onthe Meridian 1, define a uniqgue ACD-DNfor Symposium Express Call
Center.

2  Determine the number of voice ports needed to support IVR in Symposium
Express Call Center.

3 Assign the appropriate number of voice ports to the new ACD-DN.

4 On the Symposium Express Call Center, ensure that the voice ports and
IVR ACD-DNS configured match those configured on the switch.

5 Repeat steps 1 to 3 to define ACD-DNSs for Symposium Link.

Acquire of music and RAN routes fails

The Symposium Express Call Center does not need to acquire music and RAN
routes. It uses music and RAN route information only for reporting purposes. If
you see an Acquire failed message, ignoreit.

Voice processing stops

You can configure password expiry for Meridian Mail mailboxes. If this option
is set, you must change Meridian Mail passwords regularly. If you fail to do so,
voice processing stops when the password for the mailbox expires.

Switch name and server name must not be the same

The switch name and the server name must be different so that thereis no
duplicate WINS name on the ELAN.
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Meridian 1 switch problems

Do not use the default switch IP address
Do not use the default | P address that comes with the Meridian 1 switch or you
may experience network conflicts.

Meridian Mail uses dedicated voice ports

Meridian Mail voice ports used by Symposium Express Call Center must not be
shared with any other application (for example, general voice mail). Otherwise,
you may encounter phantom calls in the real-time displays, or configured
announcements may not play.

Message indicates that Music and RAN routes fail to be acquired
Music and RAN routes are not acquired by Symposium Express Call Center, but
they are saved to the database. If you receive an acquired failed message, music
and RAN announcements should still function properly.

All callers receive default treatment

If, after restarting the server PC, CDNs are acquired, the TF L oader window
indicates everything is functioning correctly, and SMONW indicates all services
arerunning, yet all calls entering the call center receive the default treatment
(that is, the agent status shows ACD Active), then ensure that you are running
the minimum required software release for the Meridian 1. If you are running the
correct software and the problem persists, perform either of the following steps:

s Ensurethat the Meridian 1 PEP MPLR11129 isinstalled on the switch.

m  Shut down the server PC, and then shut down the Meridian 1 switch. Then
restart the switch followed by the server PC.
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Backing up and restoring data

In this chapter

Section A: Backups 319
Section B: Restoring data 329
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Section A: Backups

In this section

Types of backups in Symposium Express Call Center 320
When to perform each type of backup 322
Performing full backups 323
Backup tapes 324
Declaring a tape drive 326
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Types of backups in Symposium Express Call
Center

Introduction

There are three types of backups in Symposium Express Call Center:

m  full backups
m  unscheduled and scheduled partial backups
m  Voice Services backups

There aretwo levels of Symposium Express Call Center administration:
customer and system. The recommended access levels for backups are as
follows:

n  full backups —Windows NT administrator user

m  unscheduled partial backups — customer administrator (custadmin user)
m  scheduled partia backups — system administrator (sysadmin user)

m  Voice Services backups — Windows NT administrator user

Partial backups and Voice Services backups can be done online (while the call
center is operational). Full backups must be done offline (while the call center is
not operational). Nortel Networks recommends that tapes are used for full and
partial backups. For more information, refer to “Backup tapes’ on page 324.

Full backups

A full backup is done through Windows NT. Only system administrators
(Windows NT Administrator user type) can perform afull backup of the system.
A full backup backs up the contents of all hard drives, including the registry and
the database.
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Partial backups

You can perform an unscheduled online backup by accessing the Backup utility
from the Administration window. Alternatively, you can perform a scheduled
partial backup through the Advanced Functionsicon in the Administration
window. These backups provide a backup of the database that contains historical
data, reports, and call center configuration information. Typically, these backups
are carried out by the Call Center Administrator. For information on performing
partial backups, refer to the Call Center Management Guide.

Voice Services backups

Note: Voice Servicesis akeycode-enabled feature. You can only perform Voice
Services backups if you have this option.

There are two steps to afull Voice Services backup:

m  Voice Services PCMCIA card backup

= Voice Services database backup

There are two ways to perform aV oice Services PCMCIA card backup:
m using athird-party file transfer product

m  using acomputer with a PCM CIA card drive

You can perform aV oi ce Services database backup by logging on to the server,
and running the Voice Services Database Backup-Restore utility.

For more information, refer to the Call Center Management Guide.
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When to perform each type of backup

Full backup using Windows NT

Nortel Networks recommends that you perform a full backup after the initial
Symposium Express Call Center installation and configuration, before and after
amajor upgrade to a new release (on separate tapes), or after major hardware
configuration changes. For more information, refer to “ Performing full backups”
on page 323.

Partial backup

Based on the size of your call center, Nortel Networks recommends that you
regularly perform partial backups, and that you make sure that you rotate the
tapes. For more information, refer to the Call Center Management Guide.

Voice Services Backup

Note: Voice Servicesis akeycode-enabled feature. You can only perform Voice
Services backups if you have this option.

Perform afull Voice Services backup (the PCMCIA card and the Voice Services
database) every time afull Symposium Express Call Center backup takes place.
You should aso do afull Voice Services backup every time you

= create new prompts

s changethe treatment configuration (for example, make changesto a
previously created voice menu)

= add, remove, or change Voice Services ports, either through a VVoice
Services dataimport, or through the Switch Map section of the Voice
Services Administration application

= change the Voice Services configuration

For more information, refer to the Call Center Management Guide.
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Performing full backups

Before starting a full backup you must

ensure the coresident client is shut down

ensure all services in the System Monitor window are shut down (run
iccmsd.exe or from the Windows Start menu, choose Programs O
Symposium Express Call Center O Shut down)

ensure that Sybase BK Cserver, SQL server, VS service, and Voice Services
Monitor are shut down. You do this from the Services tab in the Control
Panel.

shut down Report Listener (from the system tray)

shut down all other servicesthat are not essential for running Windows NT.
For troubleshooting information, refer to the appropriate Windows NT
documentation.

To perform a full backup

For information on performing full backups, refer to the appropriate Windows
NT documentation.

Note: When performing the backup, ensure that you select to back up the local
registry.
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Backup tapes

Introduction

This section provides information and recommendations on backup tapes,
rotating tapes, and cleaning tapes. To ensure that your backups are completeand
error-free, ensure that you follow these recommendations.

Tape drives to use

Nortel Networks recommends that you use one of the following tape drives:
m  Seagate STD28000N

s Tandberg MLR1

s Tandberg SLR50

Separate tapes for each backup type

You must use separate backup tapes for full and partial backups, regardless of
the amount of space available on the tape. Unique formatting by Windows NT
reguires the use of separate tapes. (Full backups use Windows NT formatting.
Partial backups use Sybase formatting.)

Note: If you want to reuse atape that has been used for a different type of
backup, erase the contentsfirst.

Ensure that the tapes you use are not write-protected. Windows NT does not
detect write-protection and will continue attempting to perform a backup, even
on awrite-protected tape.

Nortel Networks recommends that you maintain a minimum of three tapes for
the partial backups and aminimum of three tapes for full backups.
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Rotating tapes

Tapes should berotated daily and stored at an off-site location. This protects
your information in the event of anatural disaster or any other catastrophic
event.

Do not keep atape in the tape drive for more than one or two days for the
following reasons:

1. Any backup overwrites existing data on the tape. If the same tapeis used
for several consecutive backups and the tape becomes damaged, no other
backup is available to restore |ost data.

2. Consistent reuse of the same tape accelerates wear on the tape. Tapes may
need replacement earlier than their normal lifespan of 2000 backup cycles.

Head-cleaning kit

Nortel Networks recommends purchasing a head-cleaning tape to prolong the
life of your tape heads and to ensure the quality of your backups. Tape drives
should be cleaned based on how often they are used.

Refer to your cleaning kit for information on cleaning maintenance.

Planning, Installation, and Administration Guide 325



Backing up and restoring data Standard 1.0

Declaring a tape drive

Introduction

Before you can use a tape drive to perform a backup, you must declare a
functional tape drive using Windows NT Setup.

Note: Ensure that you have the SCSI drivers for your tape drive installed. For
instructions, refer to the appropriate Windows NT documentation.

Prerequisite

You need the original Windows NT Server 4.0 CD-ROM.

To declare atape drive

1  From the Start menu, choose Settings [1 Control Panel.
2  Double-click the Tape Devices icon.
Result: The Tape Devices property page appears.
3 Click the Drivers tab.
4  Click Add.
Result: The Install Driver dialog box appears.
5 Select the appropriate driver.
6  To install the driver, do one of the following steps:

a. Click OK if you have the driver for your tape drive installed on your hard
drive.

b. Click Have Disk if you have the driver on a separate disk.

Result: You are prompted to enter the full path to the Windows NT
Tape Device files. This requires the original Windows NT CD-ROM.

7  Enter the path and click Continue.

Result: The system prompts you to restart the system.
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8  Click Restart Now (as appropriate).

Result: Your tape drive is declared. If you encounter any problems, refer to
the appropriate Windows NT documentation.
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Section B: Restoring data

In this section

Types of restores 330
Restoring data from a full system backup to an identical configuration 332
Restoring data from a partial backup 339
Performing Voice Services restores 341
Restoring to a PC that has a different hardware configuration 345
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Types of restores

Introduction

There are three types of restoresin Symposium Express Call Center:
m  full restore

= partia restore

m  Voice Services restore

It isstandard practice to restore Symposium Express Call Center to the same PC
or to a PC with the exact same configuration. If restoring to a computer with
different hardware, refer to “ Migrating Symposium Express Call Center to anew
server platform” on page 173.

How and when to perform full restores

Perform thisrestoreif there is a catastrophic disk failure, a catastrophic server
failure, or in other nonrecoverable and extreme situations.

A full restorerestores all filesfrom the original Symposium Express Call Center
system. A full restoreis carried out using Windows NT. Thisis done by
installing atemporary copy of the server operating system, and then using the
Windows NT backup program to restore al files. The entire operating system s
returned to the state it was in when the last full backup was performed. You
must do afull restore while the call center is offline. For more information, refer
to “Restoring data from a full system backup to an identical configuration” on
page 332.

How and when to perform partial restores

Perform a partial restoreif the database becomes corrupt. You must also do this
as part of a full restore.

This restores the database that contains historical data, reports, and call center
configuration information. For more information on performing partial restores,
refer to “Restoring datafrom a partia backup” on page 339.
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How and when to perform Voice Services restores

Note: Voice Servicesis a keycode-enabled feature. You only need to perform
Voice Services restores if you have this option.

Perform this restoreif information is overwritten and you want to go back to a
previous version, or if the Voice Services database becomes corrupt. You must
also do this as part of a full Windows NT restore.

There are two steps to doing aV oi ce Services restore:

m  Restore the Voice Services PCM CIA card.
m  Restore the Voice Services database.

CAUTION

& Risk of malfunction
When doing a Voice Services backup, you must ensure that the
PCMCIA card and the Voice Services database backups are from
the same date to ensure the correct files are referenced. A

mismatched PCM CIA card and database can lead to VVoice
Services not functioning.

For Voice Services troubleshooting information, refer to “ Troubleshooting Voice
Services problems” on page 305.

For more information on performing Voice Services restores, refer to
“Performing Voice Services restores’ on page 341.
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Restoring data from a full system backup to
an identical configuration

Introduction

Usethe following procedure to restore the entire system from a full backup after
adisk failure or system corruption. This procedure places the server in the state
it was in when the last full backup was made. Thisis done by installing a
temporary copy of the server operating system, and then using the Windows NT
backup program to restore all of thefilesfrom the original system.

ATTENTION = Atter completing the full restore, you must do a partial restore

and a Voice Services restore. For more information, refer to
“Restoring datafrom a partial backup” on page 339 and
“Performing Voice Services restores’ on page 341.

Checklist for recovering with a full backup tape

Step O

Replace the faulty hard driveif it is not usable. For instructions, refer to
the documentation included with your hardware platform.

Prepare the server with the original configuration before the
Symposium Express Call Center software was installed. Refer to the
“Customer-supplied equipment and data checklist” on page 12.

Install Windows NT 4.0 Server. (Thisis atemporary copy that is used
to restore the original full backup only.) Refer to the Windows NT
documentation and to the Symposium Express Call Center installation
prerequisites. Refer to “ Pre-installation activities” on page 45.

Note: Install Windows NT 4.0 Server to the WIN_TMP directory on
drive D.
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Step

Install the tape device driver and the correct SCS| device drivers for
your tape drives. For instructions, refer to the documentation included
with the hardware.

Reduce the size of the swap file. For more information, see “To reduce
the swap file size” on page 335.

Clean the tape drive using the appropriate head-cleaning kit. Follow
the instructions provided with the head-cleaning kit.

Restore the full backup. For more information, see “To restore data
from afull backup” on page 337.

Reinstall PEPs that you installed after the full backup from which you
arerestoring (if any).

Restore the partial backup. For more information, refer to “ Restoring
data from a partial backup” on page 339.

Restore the Voice Services PCMCIA card information and the Voice
Services database. For more information, refer to “Performing Voice
Services restores’ on page 341.

Restart the restored server. Make sure all services come up, and log on
from aclient PC. Monitor the Event Log for problems.

After confirming that the restore was successful, delete the following
directories:

» the temporary Windows NT directory (D:\WIN_TMP)

Requirements

Advanced technical knowledge in Windows NT

Replacement hard drive with a capacity that is the same as or greater
than that of the drive being replaced

Installation mediafor Windows NT Server 4.0 CD ROM (including
valid license agreement), and 3 Windows NT installation disks

Planning, Installation, and Administration Guide

333



Backing up and restoring data Standard 1.0

Any PEPs that were installed since the last full backup

Full backup tape of the server

Latest partial backup tape of the server

Latest Voice Services backup (PCMCIA card backup and Voice
Services database backup)

Head-cleaning kit

Drivers for tape backup unit and corresponding SCSI controller
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To reduce the swap file size

During installation of the temporary Windows NT operating system, aswap file

of 267 Mbytesis created on D:\WIN_TMP. As aresult, insufficient spaceis

available for the restore. To allow the restore to proceed, reduce the size of this

swap file to 32 Mbytes.

1 Log on to the server as Administrator.

2 From the Windows Start menu, choose Settings — Control Panel, and then

double-click the System icon.

Result: The System Properties window appears.

System Properties EE
StartupsS hutdown I Hardware Frofiles I User Profiles
Performance I Enviranment

Syztem:
Microgoft Windmws NT
4.00.1381

Registered to:
MNORTEL

Mortel Metworks

35539-0EM-0045982-68152

Computer:
%86 Family & Model 5 Stepping 2
AT/AT COMPATIELE
261,484 KB Rk

(n]4 I Cancel Sppli
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3  Click the Performance tab.

Result: The Performance property page appears.

System Properties
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4  Click Change in the Virtual Memory section.
Result: The Virtual Memory settings appear.
Virtual Memory
Dirive [Woume Label] Paging File Size [ME] _DK
L |M5005 b
0 it d Cancel |
F:
G: |
H: e
I
— Paging File Size for Selected Diive
Crrivver L
Space Available: 1173 MB
Initial 5 ze MB]: |288
Magimum Size [ME): |2ES Set |
r— Total Paging File Size for All Drives
Mirirmcim Allowed: 2 MB
Recommendad: 267 ME
Currenty Allocated: 268 MB
Fregiztry Size
Current Begistin Size: 4 MR
M aximem Begistiy Size [MEB): |48
5  Selectdrive D.
6  Type 32 for both Initial Size (MB) and Maximum Size (MB).
7  Click Set, and then accept any warnings presented.
8 Click OK.
9  When prompted, restart the server.

To restore data from a full backup

1
2

Log on to the server as Windows NT Administrator.

Insert the tape into the tape drive and perform the full Symposium Express
Call Center restore using the Windows NT Backup program. For more
information, refer to the appropriate Windows NT documentation.

Launch the Windows NT Backup program. For more information, refer to
the appropriate Windows NT documentation.

Note: Ensure that you choose the option to catalog the tape.
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4  Restore all drives as necessary. For more information, refer to the
appropriate Windows NT documentation.

What'’s next?

ATTENTION  You must perform a partial restore. Refer to “ Restoring data

from a partial backup” on page 339.

If you have theV oice Services option, you must perform both
a Voice Services PCMCIA card restore and a VVoice Services
database restore. Refer to “Performing Voice Services
restores’ on page 341.
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Restoring data from a partial backup

Introduction

Use the following procedure to restore data from apartial backup. If you
experience a database corruption problem and a partial backup tape isavailable,
then you can perform a partial restore. You also use thisrestore procedure after
doing a full restore of the system to update the database files. For more
information about full restores, refer to “ Restoring data from afull system
backup to an identical configuration” on page 332.

System requirements for partial restore
The following criteriamust be met for a partial database restoration to run
successfully:

m  Restorefrom apartial backup with avalid Symposium Express Call Center
installed.

s Haveafunctional tape drive declared using Windows NT Setup. For more
information, see “ Declaring atape drive” on page 326.

ATTENTION ¢ the system is not recoverable from the disk failure, perform

afull restorefirst, and then restore the database using the
partial backup tape.

Required time

The entire partial restore procedure takes 1-2 hours.
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To perform a partial restore

ATTENTION  Regtoration of datafrom apartia backup shuts down all

Symposium Express Call Center services.
1 Log onto Windows NT using the NGenSys user ID and the appropriate
password.
2 Insert the tape with the last partial backup in the tape drive.
Note: Do not remove the backup tape during the restoration procedure.
3 If the coresident client is running, you must shut down the client.

4 From the Start menu, choose Programs [1 Symposium Express Call
Center [1 Database Restore.

Result: The Database Restore dialog box appears.

Database Restore E

Start Restare |

5 Click Start Restore.

Result: A message box prompts you to ensure that the tape is in the tape
drive.

6 Click OK.

Result: Services on the server are shut down and the database restore
process starts. When the process is complete, the Database Restoration
Complete dialog box appears.

Note: Errors that occur during the restore are captured in the
c:\nortel\sysops\autores.log log file.

7 Click Done.
8 Restart the server.

9 Verify the data by running a configuration report.

340 Symposium Express Call Center



June 2001

Backing up and restoring data

Performing Voice Services restores

Introduction

Perform this restoreif information is overwritten and you want to regress to a
previous version, or if the Voice Services database becomes corrupt. You must
also do this as part of a full Windows NT restore. For more information about
full restores, refer to “Restoring data from afull system backup to an identica
configuration” on page 332.

There are two steps to completing a Voice Services restore:

1

Perform a Voice Services PCMCIA card restore. There are two ways to
restore a Voice Services PCMCIA card:

m using a third-party file transfer product
m using a computer with a PCMCIA card drive

Nortel Networks recommends that you use the WS_FTP Pro application to
do a Voice Services PCMCIA card backup.

To restore the PCMCIA card using the WS_FTP Pro application, refer to “To
perform a Voice Services PCMCIA card restore using the WS_FTP Pro
application” on page 342. To restore the PCMCIA card using a computer
with a PCMCIA card drive, refer to “To performa Voice Services PCMCIA
card restore using a computer with a PCMCIA card drive” on page 343.

Restore the Voice Services database. Refer to “To restore the Voice
Services database” on page 344.

CAUTION
& Risk of malfunction

You must ensure that the PCM CIA card and the Voice Services
database backups are of the same version to ensure
synchronization. A mismatched PCMCIA card and database can
lead to Voice Services not functioning.
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To perform a Voice Services PCMCIA card restore using the WS_FTP
Pro application

1  From the Symposium Express Call Center server, start the WS_FTP Pro
application.

Result: The Session Properties window appeatrs.

Session Properties EHE
General | Startupl Advancedl FirewaIII

Profile Mame: (5, Mew

Host Hame/Address: |192.122.4B.41 Delete |

Host Type: IAutomatic detect j
User ID: vasdseuser ™ Anonymous
Pazaword: I ********** V Save Pwd

Account: I

Comment: I

QK I Cancel Lol Help

2 Click New.
3 In the Profile Name box, enter a name.

4 In the Host Name/Address box, enter aaa.bb.ccc.ddd, where
aaa.bbb.ccc.ddd is the IP address of the Voice Services card.

5 Inthe User ID box, type vpsdseuser.

6 Inthe Password box, enter the appropriate password.

ATTENTION This password is the default. It should have been changed by

the system administrator. If it has been changed, contact your
system administrator for the correct password. If it has not
been changed, contact your system administrator to change it.
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7  Click OK.
Result: The WS_FTP Pro window appears.

& WS_FTP Pro 192.122 46 41

[-[51x]

Local ~Remale

| = [ |
3 Name. | Date | sz | chpi 3 Name. | Date Size | cropic
T . T .

(1 Digits 010526 02:34 MKDr CaDigits 010513 04:54 2048 MEDt
(3 Ferg 010526 02:34 (3 Ferg 010513 04:51 2048

1 Loco 010826 02:34 1 Loco 010819 02:36 2048

(1 Losrco 010526 02:34 i (1 Losrco 010525 20:07 2048 _—
(1 NEWDIRO1 010526 02:34 (1 NEWDIRO1 010403 06:09 2048

(3 NEUDIR02 010526 02:34 e (3 NEUDIR02 010501 15:05 2048 o
(3 NEWDIR03 010526 02:34 (3 NEWDIR03 010424 16:46 2048

3 NEWDIRO4 010526 02:34 Feriae) (L3 NEWDIROD4 010519 02:41 2048 Fename,
(1 sales 010526 02:34 (1 sales 010406 06:35 2048

] 333 .5BC 010424 16:11 of | DB ] 333 .5BC 010424 16:11 9452 DelSie
[ _BACKUP.DAT 930605 00:00 o [ _BACKUP.DAT 930605 00:00 577 —
] MUSIC.SBC 960225 00:00 689 [ = 700101 00:00 0

[ veri03_login.~ 010327 09:12 €36 Dilnfo [ MUSIC.SBC 960229 00:00 689638 Dl
Ela — J [ verl03_login.~ 010327 09:12 636320

B (-]

& [-d-] o

& [-e-)

= [-f-]

Bl [-9-]

& [-h-]

& [-i-]

& [-3-]

| ml

o ascil & Binary I futo

150 O pering BINARY mode data connectian =
Received 872 bytes in 0.1 secs, (852KBps). anster succeeded

226 Transfer complete |

Close | Cancel | Logwnd | Help l Dptions l About | Esit |

8 Navigate to the directory where the backup is stored on the Local System
panel.

9 Inthe Remote Site panel, ensure that the root directory (/A:) appears on the
drop-down list. If it does not appear, navigate to that directory.

10 Select all the directories located in this directory.

11 Ensure that Binary and Auto are checked.

12 Click the right transfer button (the right arrow) to copy the files from the
backup location to the PCMCIA card.

Result: The message Do you want to transfer the sel ected
fol ders and their contents? appears.

13 Click Yes.

To perform a Voice Services PCMCIA card restore using a computer
with a PCMCIA card drive

This procedure assumes that the PCM CIA card isin the faceplate slot (drive A)
of the Voice Services card. If thisis not the case, then the Voice Services card

must be disabled. For more information on disabling theV oice Services card,
refer tothe DTR.
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Shut down the VS service using the Voice Services monitor.
Remove the PCMCIA card from the Voice Services card.

Insert the PCMCIA card into the PCMCIA adapter slot in your computer.

A WON P

Ensure that a backup location is available on your computer.

Note: The PCMCIA card appears as the next available drive in Windows
Explorer, and it can be accessed as any other drive on the computer.

5 Delete the contents of the PCMCIA card, and copy all files and directoies
from the backup location to the root of the card.

6 Remove the PCMCIA card from your computer and replace it in the Voice
Services card slot.

To restore the Voice Services database

1 Log onto Windows NT using the NGenSys user ID.

2 Insert the floppy disk that contains the appropriate backup into the floppy
disk drive.

3 From the Windows Start menu, choose VS Database Backup-Restore.

Result: The Voice Service database backup and restore dialog box

appears.
Yoice Service database backup and restore [ %]
Propertie:

Select the file location to Backup from or Restore to:

Location

E:\WPSDEUpgradehpsDEB ackup.cav Browse |

Backup | Bestore | Lancel |

4  Click Browse to locate the previously backed up .csv file, and then click
Restore.
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Restoring to a PC that has a different
hardware configuration

To restore to a PC that has a different hardware configuration from
your original server

Refer to “Migrating Symposium Express Call Center to a new server platform” on
page 173.
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Overview

Introduction

This chapter describes the differences between Nortel Networks Symposium
Call Center Server Release 3.0 and Nortel Networks Symposium Express Call
Center Product release 3.0.

Symposium Express Call Center

Symposium Express Call Center is designed for call centers with 150 or fewer
agents who want the functionality of Symposium Call Center Server with a
simplified interface. No hardware is supplied with Symposium Express Call
Center. However, customers can choose to purchase a preconfigured hardware
and software package.

Features

All features, with the exception of scripting from Nortel Networks Symposium
Call Center Server Release 3.0, are visible with Symposium Express Call Center
when you log on with the system administrator D and password. In addition, the
Adminigtration window displays all icons from Symposium Express Call
Center.

Customer access

Customer administrators do not have accessto all of the features displayed in the
Administration window. If customer administrators require customization that is
not available from the Symposium Express Call Center Administration window,
they must request support from their distributor or support personnel.

For more information

For complete information on Nortel Networks Symposium Call Center Server
Release 3.0, refer to the documentation for that product.
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Installation differences

Introduction

Symposium Express Call Center installs differently and has different installation
requirements from Nortel Networks Symposium Call Center Server Release 3.0.

Installation differences

Nortel Networks
Symposium Call Center
ltem Server Release 3.0

Symposium Express Call
Center

Windows NT Windows NT 4.0 (for

support server only)
Server/client Not available
coresidency

FAT partition Supported (NTFSis
recommended)

RAID software  Included in server
installation

Meridian Mail Supported
ACCESS

Windows NT Server 4.0 (for
server) and Windows NT
Server 4.0, Windows NT 4.0
Workstation, Windows 95,
Windows 98 (for client),
Windows 2000 (available on
separate CD).

Server is always coresident
with the client. Optionally,
additional PCs can have
client software only.

Server must be installed on
an NTFS partition. Client
can beinstaled on either an
NTFSor aFAT partition.

Not included in server
installation.

Not supported; no Voice
Prompt Editor functionality
exists.
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Nortel Networks
Symposium Call Center

Symposium Express Call

ltem Server Release 3.0 Center

Option 11C Not supported Supported (North America
Compact only).

Database size Variable, depending on Limited to 2 Gbytes.

platform
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Configuration differences

Introduction

Symposium Express Call Center has several system configuration differences.
These include new configuration utilities described in this guide.

Configuration differences

Nortel Networks
Symposium Call Center
ltem Server Release 3.0

Symposium Express Call
Center

Offline mode Not available

Meridian 1 Data Not available
Parser

Import wizard ~ Not available

Script creation  Create and edit scriptswith
the Script Editor, and
validate them manually.

Available; allows offsite
configuration of users,
skillsets, call presentation
classes, or agent to skillset
assignments.

Available; supports automatic
configuration of switch
resource data on the
Symposium Express Call
Center.

Available; supports automatic
configuration of switch
resources and users, skillsets,
agent to skillset assignments,
and call presentation classes.
Automatically acquires
switch resources.

Run Call Treatment and
Routing wizards to configure
and validate the scripts.
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Item

Nortel Networks
Symposium Call Center
Server Release 3.0

Symposium Express Call
Center

Script activation

Script checker

Script

Switch resource
configuration

Access classes

Scripts activated manually
after you create them

Optional tool that provides
warnings of poor
scriptwriting practices

Scripts and script variables

Can be performed by
customers from the System
window

Customer-defined and
configurable

Master and Network (if you
have purchased the NSBR
feature) are automatically
activated after installation. All
others are activated once
configured in the Call
Treatment and Routing
wizards.

Not available

No modification except
through Call Treatment and
Routing wizards. Read-only
access only from the System
window.

Cannot be performed by
customers, as they do not
have access to Advanced
Functions.

Four predefined access
classes: system administrator,
customer administrator,
supervisors, and senior
supervisor. System
administrators and customer
administrators can create
additional supervisor and
Senior supervisor user types.
Only one customer
administrator logon ID.
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System window differences

Introduction

Symposium Express Call Center includes a simplified interface containing
applications that are launched by double-clicking theiconsin the Administration
window.

If you log on as a system administrator, all icons representing the features of
Symposium Express Call Center are visible. If you log on as a customer
administrator, supervisor, or senior supervisor user type, some of the icons are
hidden.

System window differences

Icon in Symposium Replaces in Symposium Call Center
Express Call Center Server Release 3.0

Real-time Displays Threshold Classes

Reports Reports and Real-time Displays

Agent/Skillset Assignments  Assignments - Agent to Skillset

Tutorials and User Guides Help menu items

Agent/Supervisor Users

Administration

Call Presentation Call Presentation

Cadll Treatments Scripts, recorded announcements

Cdl Routing Script Variables, scripts

Backup Backup Status

Voice Services The Voice Services card is not supported in

Symposium Call Center Server Release 3.0.
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Icon in Symposium Replaces in Symposium Call Center
Express Call Center Server Release 3.0
Import Manual switch configuration (CDNs, Voice

Ports, Phonesets, IVR ACD-DNs, Routes)

Advanced Functions System Tree
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User access differences

Introduction

Symposium Express Call Center contains specific access types that cannot be
modified. The access model is described in“User access model” on page 215.
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Administration and System window differences

New in Symposium Express
Call Center Description

User access classes User accesses limited to system
administrator (distributor only),
customer administrator, supervisors,
and senior supervisors. L evels of access
cannot be changed.

Threshold classes Can be defined in real-time displays
only. Thereis no script access except
through the Call Routing wizard.

Threefixed real-time displays Maximum three rea -time displays on
screen at one time. Only view agent
performance, skillset performance, and
call center summary information. Can
set thresholds and colors.

Online Help No context-sensitive (question mark)
Help. Some Help descriptionsin
Advanced Functions do not apply to
Symposium Express Call Center.

Onlinetutorials Provide demonstrations on how to
perform many tasks in Symposium
Express Call Center.

Start menu shortcuts SMI window or all utilities accessed
from the Start menu.

Phoneset displays Configured from the Administration
window.
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accelerator key

A key on aphoneset that an agent can use to place a call quickly. When an agent
presses an accelerator key, the system places the call to the configured number
associated with the key. For example, if an agent presses the Emergency key, the
system places a call to the agent’s supervisor.

access class
A collection of access levelsthat defines the actions a member of the access
class can perform within the system.

ACD call
See Automatic call distribution call.

ACD-DN
See Automatic call distribution directory number.

ACD routing table
See Automatic call distribution routing table.

acquired resource

A resource configured on the switch that is under the control of the Symposium
Express Call Center server. Resources must be configured with matching values
on both the switch and the Symposium Express Call Center server.

activated script

A script that is processing calls or is ready to process calls. Before you can
activate a script, you must first validate it.

activity code

A number that an agent enters on his or her phoneset during a call. Activity
codes provide away of tracking the time agents spend on various types of
incoming calls. For example, the activity code 720 may be used to track sales
calls. Agents can then enter 720 on their phonesets during sales cdlls, and this
information can be generated in an Activity Code report.
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agent
A user who is responsible for handling customer calls.

agent logon ID

A unique identification number assigned to a particular agent. The agent uses
this number when logging on. The agent ID is not associated with any particular
phoneset.

agent to skillset assignment

A matrix that, when you run it, sets the priority of one or more agents for a
skillset.

Automatic call distribution call
A call toan ACD-DN. ACD calls are distributed to agents in an ACD group
based on the ACD routing table on the switch.

Automatic call distribution directory number
DNs associated with an ACD group. Calls made to these DNs are distributed to
agents belonging to the group, based on the ACD routing table on the switch.

Automatic call distribution routing table

A table configured on the switch that contains alist of ACD-DNs used to define
routes for incoming calls. This ensures that incoming calls not processed by
Symposium Express Call Center are queued to ACD groups and handled by
available agents.

call age
The amount of time a call was waiting in the system before being answered by
an agent.

call destination
The site to which an outgoing network call is sent. See also call source.
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call presentation class

A collection of preferences that determines how calls are presented to an agent.
A call presentation class specifieswhether abreak time between callsis alowed,
whether calls can be presented to an agent whose secondary DN is active,
whether an agent can put DN calls on hold for incoming ACD calls, and whether
an agent phoneset displays that the agent is reserved for a network call.

call priority

A numerical value assigned in a script that defines the rel ative importance of a
cal. If two calls arein the queue when an agent becomes available, and one call
is queued with a higher priority than the other, the agent receives the higher
priority call first. See also skillset priority.

call source
The site from which an incoming network call originates. See also call
destination.

call treatment

The way Symposium Express Call Center handles acall whileit is waiting to be
answered by acall center agent. For example, acaller can hear arecorded
announcement or music while waiting for an agent.

Calling Line Identification

Thisisan optional service that identifies the telephone number of the caler. This
information can then be used to route the call to the appropriate agent or skillset.
The CLID can also be displayed on an agent’s phoneset.

CDN
See controlled directory number.

CLAN
See Customer local area network.

CLID
See Calling Line Identification.
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client
The part of Symposium Express Call Center that runs on a personal computer or
workstation and relies on the server to perform some operations. See also server.

controlled directory number

A special directory number that allows calls arriving at the switch to be queued
when the CDN is controlled by an application such as Symposium Express Call
Center. When acall arrives at this number, the switch notifies the application
and waits for routing instructions, which are performed by scriptsin Symposium
Express Call Center. See also network control directory number.

customer administrator
A user who is responsible for maintaining the Symposium Express Call Center.

Customer local area network

The LAN to which your corporate services and resources connect. The
Symposium Express Call Center and client both connect to the CLAN. Third-
party applications that interface with the server also connect to this LAN.

DBMS
Database Management System

default activity code

The activity codethat is assigned to a call if an agent does not enter an activity
code manually, or when an agent presses the activity code button twice on his or
her phoneset.

desktop user
A configured user who can log on to the Symposium Express Call Center from a
client PC.

destination site
The site to which an outgoing network call is sent. See also source site.

DHCP
See dynamic host configuration protocol.
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Dial-Up Networking
See Remote Access Services.

Dialed Number Identification Service

An optional servicethat allows Symposium Express Call Center to identify the
phone number dialed by the incoming caller. An agent can receive calls from
customers calling in on different DNISs and, if the DNIS appears on the
phoneset, can prepare a response according to the DNIS.

directory number

The number that identifies a phoneset on a switch. The directory number (DN)
can be alocal extension (local DN), apublic network tel ephone number, or an
automatic call distribution directory number (ACD-DN).

directory number call
A call that is presented to the DN key on an agent’ s phoneset.

display threshold
A threshold used in real-time displaysto highlight a value bel ow or above the
normal range.

DN
See directory number.

DN call
See directory number call.

DNIS
See Dialed Number Identification Service.

driver

A program that controls adevice. Each device, whether it isaprinter, disk drive,
or keyboard, must have a driver program. A driver acts like a translator between
the device and the programs that use the device.

dynamic host configuration protocol
A protocol for dynamically assigning | P addresses to devices on a network.
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dynamic link library

A library of executable functions or datathat can be used by a Windows
application. Typically, aDLL provides one or more particular functions and a
program accesses the functions by creating either a static or dynamic link to the
DLL. A DLL canbeused by severa applications at the same time.

ELAN
See embedded local area network.

embedded local area network
A dedicated Ethernet TCP/IP LAN that connects Symposium Express Call
Center and the switch.

filter timer
Thelength of time after the system unsuccessfully attempts to route calsto a
destination site, before that site is filtered out of arouting table.

first-level threshold

The value that represents the lowest value of the normal range for astatisticin a
threshold class. The system tracks how often the value for the statistic falls
below this value.

Interactive voice response
An application that allows telephone callers to interact with a host computer
using prerecorded messages and prompts.

Interactive voice response ACD-DN
A directory number that routes a caller to a specific VR application. An IVR
ACD-DN must be acquired for non-integrated |V R systems.

Interactive voice response event
A voice port logon or logoff. An IVR event is pegged in the database when a call
acquires or de-acquires a voice port.
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Internet Protocol address

An identifier for acomputer or device on a TCP/IP network. Networks use the
TCP/IP protocol to route messages based on the | P address of the destination.
For customers using NSBR, site | P addresses must be unique and correct. The
format of an IP address is a 32-bit numeric address written as four numbers
separated by periods. Each number can be 0 to 255. For example, 1.160.10.240
could be an IP address.

IP address
See Internet Protocol address.

IVR
See Interactive voice response.

IVR ACD-DN
See Interactive voice response ACD-DN.

IVR event
See Interactive voice response event.

IVR port
See voice port.

L LAN

See Local area network.

Local area network

A computer network that spans arelatively small area. Most LANSs connect
workstations and personal computers and are confined to a single building or
group of buildings.

local call
A call that originates at the local site. See also network call.

local skillset
A skillset that can be used at the local site only. See also network skillset,
skillset.
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M

M1
Meridian 1 switch

Meridian Mail
A Nortel Networks product that provides voice messaging and other voice and
fax services.

MLS
See Symposium Link Services.

MM
See Meridian Mail.

music route
A resource installed on the switch that provides music to callers while they wait
for an agent.

NACD call
A cdl that arrives at the server from a network ACD-DN.

NCC
See Network Control Center.

network call
A call that originates at another site in the network. See also local call.

Network Control Center
The server on a Symposium Call Center Server system where NSBR is
configured and where communication between servers is managed.

network control directory number

A special directory number that allows calls arriving at the switch from aremote
Sympaosium call center to be controlled by an application such as Symposium
Express Call Center.

364

Symposium Express Call Center



June 2001 Glossary

network interface card
An expansion board that enables a PC to be connected to alocal area network
(LAN).

Network Skill-Based Routing
An optional feature with Symposium Express Call Center that provides skill-
based routing to multiple networked sites.

network skillset
A skillset that is common to every site on the network. Network skillsets must
be created at the Network Control Center (NCC).

NPA
See Number Plan Area.

NSBR
See Network Skill-Based Routing.

Number Plan Area
Area code

O out-of-service mode
A skillset state in which the skillset does not take calls. A skillset is out of
service if there are no agents logged on or if the supervisor puts the skillset into
out-of -service mode manually.

P PBX

See private branch exchange.

pegging
The action of incrementing statistical counters to track and report on system
events.

pegging threshold
A threshold used to define acut-off value for statistics such as short call and
service level. Pegging thresholds are used in reports.
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PEP
See Performance Enhancement Package.

Performance Enhancement Package

A Symposium Express Call Center supplementary software application that
enhances the functionality of previously released software by improving
performance, adding functionality, or correcting a problem discovered since the
original release.

phoneset
The physical device, connected to the switch, to which calls are presented. Each
agent and supervisor must have a phoneset.

phoneset display
The display area on an agent’s phoneset where information about incoming calls
can be communi cated.

private branch exchange

A telephone switch, typically used by a businessto serviceitsinternal telephone
needs. A PBX usually offers more advanced features than are generaly
available on the public network.

RAN
recorded announcement

RAN route
See recorded announcement route.

RAS
See Remote Access Services.

recorded announcement route
A resource installed on the switch that offers a recorded announcement to
calers.
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Remote Access Services

A feature built into Windows NT and Windows 95 that enables usersto log on to
an NT-based LAN using a modem, X.25 connection, or WAN link. This feature
is aso known as Dial-Up Networking.

round robin routing table

A routing table that queues the first call to thefirst three sitesin the routing
table, then the second three sites, then the third three sites, and so on, until an
agent is reserved at one of the sites. See also sequential routing table.

route
A group of trunks. Each trunk carries either incoming or outgoing calls to the
switch. See also music route, RAN route.

routing table
A table that defines how calls are routed to the sites on the network. See also
round robin routing table, sequential routing table.

S SCM

See Service Control Manager.

script
A set of instructions that relates to a particular type of cal, caller, or set of
conditions, such as time of day or day of week.

second-level threshold
The value used in display thresholdsthat represents the highest value of the
normal range for a given statistic.

senior supervisor

A senior supervisor can perform all the tasks associated with a supervisor.
However, senior supervisorscan view all call center operations under the control
of each supervisor aswell asthe configuration properties of al agentsin the call
center, not only the agents assigned to him or her. See also supervisor.
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sequential routing table
A routing table method that always queues a call to the first three active sitesin
the routing table. See also round robin routing table.

server
A computer or device on a hetwork that manages network resources. Examples
of serversinclude file servers, print servers, network servers, and database
servers. The Symposium Express Call Center server is used to configure the
operations of the call center. See also client.

service
A process that adheres to a Windows NT structure and requirements. A service
provides system functionality.

Service Control Manager
A Windows NT process that manages the different services on the PC.

service level
The percentage of incoming calls answered within a configured number of
seconds.

service level threshold
A parameter that defines the number of seconds within which incoming calls
should be answered.

site
1. A system using Symposium Express Call Center that can be accessed using
SMI.

2. A system using Symposium Express Call Center and participating in
Network Skill-Based Routing.

skillset

A group of capabilities or knowledge required to answer a specific type of call.

See also local skillset, network skillset.
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skillset priority

An attribute of a skillset assignment that determinesthe order in which calls
from different skillsets are presented to an agent. When an agent becomes
available, calls might be waiting for severa of the skillsets to which the agent
belongs. The server presents the call queued for the skillset for which the agent
has the highest priority.

source site
The site from which an incoming network call originates. See also destination
Site.

supervisor
A user who manages a group of agents. See also senior supervisor.

switch
The hardware that receives incoming calls and routes them to their destination.

switch resource

A devicethat is configured on the switch. For example, a CDN is configured on
the switch, and then is used as a resource with Symposium Express Call Center.
See also acquired resource.

Symposium Express Call Center call
A call to aCDN that is controlled by the Symposium Express Call Center. The
call is presented to the Incalls key on an agent' s phoneset.

Symposium Link Services
A communications facility that provides an interface between the switch and a
third-party host application.

T target site
See destination site.

TCP/IP
See Transmission Control Protocol/Internet Protocol.

Planning, Installation, and Administration Guide 369



Glossary

Standard 1.0

telephony

The science of translating sound into electrical signals, transmitting them, and
then converting them back to sound. The term is used frequently to refer to
computer hardware and software that perform functions traditionally performed
by tel ephone equipment.

threshold
A valuefor astatistic at which system handling of the statistic changes.

threshold class
A set of options that specifies how statistics are treated in reports and real-time
displays. See also display threshold, pegging threshold.

Transmission Control Protocol/Internet Protocol
The communication protocol used to connect devices on the Internet. TCP/IPis
the standard protocal for transmitting data over networks.

treatment
See call treatment.

trunk

A communications link between a PBX and the public central office, or between
PBXs. Various trunk types provide services such as Direct Inward Dialing (DID
trunks), ISDN, and Central Office connectivity.

utility

A program that performs a specific task, usually related to managing system
resources. Operating systems contain a number of utilities for managing disk
drives, printers, and other devices.

voice port
A connection from atelephony port on the switch to a port on the IVR system.
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Voice Processing Server

A card installed in the Meridian 1 switch that provides front-end voice
processing capability to Symposium Express Call Center. The VPS card
provides similar functionality to Meridian Mail. However, the VPS card enables
you to play recorded announcements and voice menu options so that you can
collect customer-entered data, or to inform the caller of his or her positionin
gueue, or of the amount of timethe caller can expect to wait before his or her
call is answered.

VPS
See Voice Processing Server.

W WAN

See also Wide area network.

Wide area network

A computer network that spans arelatively large geographical area. Typically, a
WAN consists of two or more local area networks (LANS). ThelargestWAN in
existenceisthe Internet.
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ADS data block, configuring 266
AML, configuring 31—32
Application Module Link, configuring 31—32
ASM service 303
AUDIT service 303
automatic

setting RAS service to 53
autores.log file 340
Auxiliary Data System datablock 266

B

backup types 320
backups 319
full backups 323
types of 320
when to perform each type 322

C

cadences, configuring on the switch 39
CDNs
changing on the switch 42
configuring on the switch 33—34
changing
CDN configurations on the switch 42
computer name 60
workgroup 60
checking connection to server 132—133
checklist
dedicated PC client requirements 15
for general installation 18
hardware and software requirements 13—14
I P names and addresses 20

of required setup media 22—23

of software required for installation 22
CLAN S8, 9
client software

installing 105

pre-installation check 106

reinstalling 192

services provided by 10

uninstalling 204—208

upgrading 181
clients 7, 9

troubleshooting problems 297
components 7—8
computer name 61

changing 60
Computer Name Sync utility 288
configuration

before you begin 47

what you will need 47
Configuration Mode utility 288
configuration report, printing 253
Configuration utility 288
configurations 8
configuring

cadences on the switch 39

CDNs on the switch 33—34

Ethernet Application Module Link 31—32

in offline mode 243—245

IVR ACD-DNson the switch 35—36

M1 and VT200 terminal 11

phoneset displays 248

phonesets on the switch 33—34

RAS 53

SNMP 51

the Remote Access Service modem 56—58

tones on the switch 39

voice ports on the switch 37—38

Windows NT 48—49
converting

Server pre-conversion process 146
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custadmin 216

customer administrator 216
customer LAN 8, 9
customer-supplied equipment 12

D

data checklist 12
Database Restore utility 288
daylight saving time, disabling 59
declaring a tape drive 326
dedicated PC clients, requirements 15
deleting switch resources from the server 237—
239
deleting temporary files 111
dial-up connection 128
Dial-Up Networking 128
disabling
daylight saving time 59
DMI
installing 84, 146
uninstaling 202

E

ELAN 8,9
defining 31—32
Embedded LAN 9
embedded LAN 8, 9
defining 31—32
emergency repair disk, updating 127
ES service 304
Ethernet Application Module Link, configuring
3132

F

Feature Report utility 288
from a partial backup 339
full backup

restoring 332
full backups

performing 323

G

genera ingtallation checklist 18
grouping SMI systems 131

H

HDC service 303
HDM service 303
host name 18, 61—62

Import wizard 223—236, 237, 242
who can run it 223
importing switch information 223—236
installation
genera checklist 18
I P names and addresses checklist 20
software required 22
troubleshooting errors occurring in 291
installing
Acrobat Reader during client upgrade 182
client software 105
DMI 84, 146
MAS server software 89, 146
PEPs 195
RAS 50
server software 81
SNMP 50
Symposium Call Center Server software 91
IP addresses 17, 20, 61—62
IP names 20
IS service 304
IVR 8
IVR ACD DNs, configuring 266
IVR ACD-DNs
configuring on the switch 35—36
IVR ports 27
configuring on the switch 37

K

keycode 17
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Keycode, entering 95, 150

L

LD 17 227, 232
LD 21 225
LD 22 226, 232, 278
LD 23 225
LD 81 225
loadware, upgrading 265
log files
restore 340
logging in 218

M

M1 switch
PC settings for connecting to 226
maintenance and diagnosticsitems 23
maintenance messages
and the import process 225
reenabling 232—233
MAS server software, installing 89, 146
MAT client PC 9
services provided by 11
media, required setup checklist 22
Meridian 1 software release 26, 46
Meridian 1 switch
PC settings for connecting to 226
Meridian Administration Terminal 8
Meridian Administration Tool 9
Meridian Mail 8
Meridian Mail voice ports 27
configuring on the switch 37
MIRAN 8
MIRAN cards 35
MLSM service 303
modem, configuring the Remote A ccess Service
(RAS) 5658
music 8

N

name of host 18

name of site 18
name of switch 18
NCC
uninstalling reports 208
NCC reports, uninstalling 208
NDLOAM service 303
night cal forward, configuring 269

O

OA&M 9
OAM service 303
offline dataimporter 242
Option 11C 26, 46
overlay 17 227, 232
overlay 21 225
overlay 22 226, 232, 278
overlay 23 225
overlay 81 225
overlay programs
for importing switch configuration data 225
who can access 225

P

partial backup
restoring 339
PC settings for conecting to M1 switch 226
pcANYWHERE 8
pcAnywhere
changing caller passwords 77
configuring 68
reinstalling during conversion 66
uninstalling during conversion 65
PEP viewer utility 288
PEPs
installing 195
uninstalling from client 205
phoneset displays, configuring 248
phonesets
configuring on the switch 33—34
ports. See VR ports, Meridian Mail voice ports,
voice ports
PPP connection 128
preconversion 144
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pre-installation check 106

printing the configuration report 253

product enhancement packages
installing 195

R

RAN 8
RAS
setting to automatic 53
verifying installation of 50
RAS, configuring the modem 56—58
RDC service 303
reducing swap file size 335—337

reenabling maintenance messages 232—233

Registry Maintenance utility 289
reinstalling
client software 192
pcAnywhere 66
server software 163, 173
removing NCC Reports 208
reports and PPP connections 128
required setup media checklist
installation items 22

maintenance and diagnosticsitems 23

requirements checklist
dedicated PC clients 15
hardware and software 13—14
resources. See switch resources
restores
types of 330
\oice Services 341
restoring 329, 339
afull backup 332
apartia backup 339

S

SDK
uninstalling 110
SDMCA service 303
SDP service 303
serial number 17
server 7, 9
checking connection to 132—133

troubleshooting problems 295
uninstalling 201
server software
entering the keycode 95, 150
installing 81
reinstalling 163, 173
server SysOps utilities 287
service pack 5 or higher, installing 55
Service Pack 5 or higher, verifying 55
services 303
troubleshooting problems with 302—305
settings on PC for M1 switch connection 226
Shutdown utility 290
site name 18
SMI. See System Management Interface.
SMonW 302
SNMP
configuring 51
verifying installation of 50
Software Development Kit. See SDK
Startup utility 290
subnet mask 61—62
supervisors 216
swap file, reducing size of 335—337
switch name 18
switch resources
acquisition of 222
configuring on the server 221—239
deleting from the server 237—239
importing 223—236
Sybase database 7
Sybase Open Client and client software 110
Symposium 348
Symposium Call Center Server software,
installing 91
Symposium Express Call Center
how it works 10
sysadmin 216
SysOps functions 287
SysOps utilities 287
Computer Name Sync 288
Configuration 288
Configuration Mode 288
Database Restore 288
Feature Report 288
Patch viewer 288
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Registry Maintenance 289
Shutdown 290
Startup 290
system administrator 216
System Management Interface
adding a system 128
System Monitor window 302

T

temp directory, checking 111
temporary files, deleting 111
TFA service 303
TFE service 303
tones, configuring on the switch 39
troubleshooting
client problems 297
installation errors 291
problems with services 302—305
server problems 295
TSM service 303
types of backups 320
types of users 215

U

Uninstalling 199
uninstaling
client software 204—208
DMI 202
NCC reports 208
pcAnywhere during conversion 65
PEPs from client PC 205
server 201
software 199
Software Development Kit 110
updating the emergency repair diskette 127
upgrade utility
dowloading Release 2.0 scripts 142
uploading the scriptsto Release 3.0 157
upgrading
client software 181
user types 215
utilities, SysOps 287
utility

Computer Name Sync 288
Configuration 288
Configuration Mode 288
Database Restore 288
Feature Report 288

Patch viewer 288

Registry Maintenance 289
Shutdown 290

Startup 290

V

Value Added Server, defining 31—32
VAS, defining 31—32
virtual agent TNs 37
voice ports
configuring on the switch 37—38
Meridian Mail 27
voice processing 27
Voice Services
restoring 341
upgrading the loadware 265
Voice Services card
assigning a network address 264
configuring on the switch 262
features of 260
migrating to anew switch 274
Voice Services ports
adding to Symposium Express Call Center
270
configuring 267
enabling or disabling 268
VSM service 303
VT220 terminal, and configuring M1 11

W

WAN 9
wide area network 9
Windows NT
configuring 48—49
declaring atape drivein 326
Windows NT 4.0 Server service pack 4 54
Windows NT 4.0 Server service pack 5, or
higher installing 55
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WindowsNT Service Pack 5 or higher, installing
55

workgroup 61

workgroup, changing 60
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