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About this Guide

This Network Manager’s Guiddescribes how to install and maintain the Symposium Telephony Application
Programming Interface (TAPI) driver for the Intelligent Communications Module (ICM). The TAPI driver for
ICM is also referred to as the TAPI driver for ICM in this document. Information in this document is intended
for use by application developers who want to write TAPI 2.0/2.1 compliant applications for deployment on an
MSL-100 switch or for deployment in a Centrex environment on a DMS / MSL-100 switch or for DMS / MSL-
100 users who have bought or developed a TAPI 2.0/2.1 compliant application and need a TAPI driver for ICM
Platform to support the deployment of their application.

This guide is divided into the following chapters and appendices:

Chapter 1, “Overview,” provides an overview of the TAPI driver for ICM and summarizes features
supported by the TAPI driver for ICM.

Chapter 2, “Installation,” summaries the installation process and describes in detail how to complete the
TAPI driver for ICM installation.

Chapter 3, “Configuration” provides information on configuring the TAPI driver for ICM. This
information includes the Configurator program, the Automatic Configuration process, and the
Customized Configuration process.

Chapter 4, “Microsoft TAPI 2.1 Upgrade and TCMAPP Configuration,” provides the steps to install and
upgrade the TAPI 2.1 on the Windows NT server and client machines and to setup the TCMAPP.

Chapter 5 “Additional Tools,” describes tAEDProxy Servicg@rovided with the TAPI driver for ICM.

Chapter 6, “Troubleshooting Tools,” details the Troubleshooting applications provided with the TAPI
driver for ICM.

Chapter 7, “Troubleshooting Tips,” provides possible problems and the actions to take to resolve these
problems.

The Appendices provide additional user information that may be useful when using the TAPI driver for
ICM.

This guide also contains a Glossary that lists telephony services terms and definitions used in this document. A
Table of Contents and Index provide assist you in locating the desired information.



Document Conventions

The following conventions are used in this document:

1. The individual keys that users are instructed to press appear inside angle brackets.
For example <Enter> or <F1>

2. “Press” “Choose; or “Click on” means to position the cursor over an option, then press and release
the left mouse button to activate control and carry out an action.

3. *“Select means to position the cursor over an option, then press and release the left mouse button to
highlight the selection.

4. “Double-click’ means to position the cursor over an option, then press and release the left mouse
button twice.

5. Information that users are instructed to type appears in bold, italic print.
For example TypeUser Id or EnterUser Id

6. Menu commands and options that are displayed on the window appear in bold print, suéxias the
option located on thEile menu on the Menu bar.

7. Window, screen, dialog box, or data entry field names display in italic print, such @pethigeld on
theRundialog box.

8. “Button” refers to a click or push button displayed on the window that is clicked on or pressed to carry

out an action.For example Click on theOK button or Click o
9. “Check box” refers to a square box displayed on the window that is clicked on to select or to clear an
option. For example [J -- option not selected oEX] -- option selected
10. “Option” or “Radio” button refers to a circle displayed on the window that is clicked on to select or
to clear an optionFor example O - option is not selected D -- option is selected

11. Note Identifies important User information and special instructions.

Note Notes display in paragraphs separated from other text.




Online Documentation

The User documents for the TAPI driver for ICM are provided electronically as online documents. One or more
of these documents are contained on the TAPI driver for ICM CD ROM @& directory. The online
documents are described in the following table:

“Document Name File Name Description
Network Manager’s Guide ntmgrlCM.pdf This user’s guide provides information on installing, configufing,
for the Symposium TAPI Driver for and using the TAPI driver for ICM.
ICM
Programmer’s Guide prmgrICM.pdf This document contains information that is helpful to develgpers
for the Symposium TAPI Driver for who are writing applications that may use the TAPI driver fo
ICM ICM. This document may or may not be available on your dp

ROM.

The Adobe Acrobat Reader must be installed to access the online documentation. After installing the Adobe
Acrobat Reader, double-clicking on the .PDF file opens the online documentAortiteat Readewindow.
For information on using the Adobe Acrobat Reader, refer to Appendix A.

Update Policy

This is the first release of tidetwork Manager’'s Guide for the TAPI Driver for ICMVhenever the TAPI
driver for ICM software is reissued or revised, updates of this guide will summarize the new capabilities.

vi
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Chapter 1 Overview

This chapter provides general information about the TAPI driver for ICM to acquaint you with the TAPI driver
for ICM environment, architecture, features, applications, and feature interactions.

TAPI Driver for ICM Environment

The Nortel Symposium TAPI driver for ICM (TAPI driver for ICM) software works in a distributed

client/server environment that logically integrates the telephone on a user’s desktop with client and server-based
applications. The telephone is physically connected to the switch and is not physically connected to the PC.
Users’ desktops do not require any special telephones, connectors, PC circuit packs, or new wiring.

The TAPI driver for ICM is a full function service provider for Microsoft's Telephony Application

Programming Interface (TAPI) Release 2.1 for Windows NT and Windows 95. The TAPI driver for ICM
provides comprehensive support of DMS and MSL-100, coordinated screen transfer (local and remote), open
interface for integration with Interactive Voice Response (IVR) systems for caller entered information, and
sophisticated applications-based call routing.

The Nortel Symposium TAPI driver for ICM consists of TAPI driver for ICM software that runs on a Windows
NT Server running 4.0 or greater software that supports a Telephony Application Programming Interface (TAPI)
on a Windows client. A PC application, acting on behalf of a user, can use the API to monitor and control calls
at a telephone associated with the user. TAPI is a set of C-language routines that support telephony control
capabilities for switches as well as the DMS Central Office switches.

TAPI Driver for ICM Overview

The TAPI driver for ICM utilizes a Pentium 200 and above-based server equipped with Windows NT 4.0 Server
software and Service Pack 4, and Microsoft TAPI 2.1 plus Microsoft Remote TAPI SP 2.1 software for the
telephone services administration on the server. Nortel adds the TAPI driver for ICM software to connect the
DMS / MSL-100 via ICM link. The TAPI driver for ICM is connected via a TCP/IP connection. The Client PC

is equipped with the Remote TAPI SP 2.1 software and a TAPI application such as Nortel Symposium Call
Manager or Symposium Agent.

Nortel Symposium Network Manager's Guide Chapter 1 Overview e 11
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DMS / MSL 100 Winglows NT

ICM_Link
-

-

fhird-party
clientfserver
TAFI

applicatices

Client
Workstations

Figure 1 TAPI Driver for ICM Overview

The TAPI driver for ICM provides call control functions to a group of LAN connected desktops in a client-
server relationship.

The TAPI driver for ICM provides the interface between the DMS / MSL-100 ICM link and TAPI. This
enables third party applications, running on a Windows NT or Windows 95 platform, to control local telephone
sets within the DMS / MSL-100 and to report the status of calls to the TAPI-compliant application.

ICM Overview

ICM provides a data communications channel, between the DMS / MSL100 switch and a Windows NT TAPI
Server, that allows a telephone company to provide coordinated telephone services through DMS / MSL-100
Central Office to applications residing on the user’'s computer. ICM consists of a set of commands and status
messages that allows an external TAPI application running in a client / server relationship to control individual
telephony functions of a user’s telephone set. ICM messages consist of Make Call, Answer Call, Hold, Unhold,
and others, that provide user telephone call control, and the status messages of OnHook, OffHook, and others,
that furnish the status of the user’s telephone set. ICM uses the ANSI Switch Computer Applications Interface
(SCAI) protocol across the link. In addition, ICM provides the capability for a user to simultaneously receive a
telephone call and related information on a computer screen. Automatic Call Distribution (ACD) customers,
Meridian Digital Centrex Customers, Residential (RES) customers, and MSL-100 Private Branch Exchange
(PBX) customers are supported by ICM.

12 « Chapter 1 Overview Nortel Symposium Network Manager's Guide
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ICM Link Customer Information

When the ICM link is installed, the telephone company provides you with specific information regarding your
ICM connection. This information is required when configuring the TAPI driver for ICM software. This
information includes the following:

Business Group ID
Network Node 1D

Application ID
Service ID
Password

Protocol

System Architecture for DMS / MSL-100

The TAPI driver for ICM is connected to the DMS / MSL-100 switch software via a TCP/IP connection and to
client PCs via a TCP/IP LAN. Dual Processor Configurations are only supported by the TAPI driver for ICM
using Microsoft's Service Pack 4.0 for Windows NT.

DMS / MSL-100 with TCP/IP Configuration

DMS / MSL-100 TAPI Server communicates over a TCP/IP to the DMS /MSL-100 using the ICM Messages.
When a user’s TAPI application starts, the ICM link is automatically established.

DMS / MSL 100 Wingtows NT

R Link

-

ICMIIP Link
-

Client
Workstations

Figure 2 DMS / MSL-100 with TCP/IP Configuration

Note: Your configuration may also include the Open IVR system as demonstrated in Figure 3.

Nortel Symposium Network Manager's Guide Chapter 1 Overview e 13
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TAPI Driver for ICM Implementation

ICM provides the capability for the TAPI driver for ICM user to simultaneously receive a telephone call and
related information in a TAPI-compliant application. TAPI applications communicate with the DMS / MSL100
using the ICM link, which is provided by the Ethernet Interface Unit (EIU) in a DMS-100.

Cptional Open
'R Systermn

Windows NT
Server

R Link

ICM{IP Link

-

Client
Workstations

Figure 3 TAPI Driver for ICM Implementation

Note: The figure shown here displays the Open IVR system. The Open IVR is optional based upon application
needs.

The client telephone lines are monitored by the DMS / MSL-100 ICM software. This software can ring the
users phone and obtain the status of the phone to display whether a phone is on or off hook, or being dialed.
The telephones are standard Nortel Centrex Meridian Business sets or can be standard 2500 POTS sets. The
TAPI driver for ICM software runs on a Windows NT server and provides the interface between a client TAPI
application and the DMS / MSL-100 switch. The TAPI driver for ICM software converts between client
telephony commands such as clicking on an icon to answer a call and the ICM command that is sent to the
switch that causes the ringing call to be answered.

14 « Chapter 1 Overview Nortel Symposium Network Manager's Guide
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Microsoft TAPI Server (TAPISRV) and the Client

The Microsoft TAPI Server (TAPISRV) is a Windows NT telephony service that provides the interface between
the client and the ICM Link. Access to the TAPISRYV is provided by installing the Microsoft Windows Remote
Service Provider, a telephony module responsible for routing the TAPI requests to a specific TAPI Service
Provider. When the TAPISRYV is installed, opening the Control Panel, double-clicking $ertheesicon to

open theServicesvindow displays the TAPISRV as Telephony Services

Soices |

Service Status Startup
FOET Server M arzl ;I
Femaote Procedure Call [RPC) Lozator — Started Autamatic Stark |
Femaote Procedure Call [RPC) Service  Started Autamatic
Schedule tanual Siop |
Server Started Autornatic
Simple TCP/IP Services Started Autamatic il
Spoaler Started Automatic J T |
T Started b anual —
Started Autornatic Sl
UPS Manual =] —I
Hiaf Praofiles. . |
Startup Parameters:
| Help |

TAPI-compliant applications on the client issue TAPI messages. The TAPISRV communicates to the clients via
a Local Area Network (LAN) through TCP/IP. TAPISRV routes the TAPI messages from the TAPI-compliant
application on the client to the TAPI driver for ICM. The TAPI driver for ICM converts the TAPI messages to
corresponding switch messages through the ICM Link. Likewise, the TAPI driver for ICM converts the switch
messages to TAPI messages for routing to the client application via the TAPISRV.

Administration and Configuration

The TAPI driver for ICM Configurator application provides an updated and easy to use Graphical User
Interface (GUI). The Configurator application provides for the entry of database information. The TAPI Service
Provider also allows for Windows 95 and NT workstation remote Configurator administration.

The Administrator accesses the Configurator application and sets the Service Provider properties, Switch
information, adds Customer(s) to the Switch, and line devices for the Customer(s). The Administrator has the
capability to define System Configurations that provide additional flexibility and functionality. Configurations
have a designated status, such as Active, Standby, and Inactive. The dynamic database in the TAPI Service
Provider allows the Administrator to change Configurations without shutting down the system, thus avoiding
interruptions in service.
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Features of the TAPI Driver for ICM

The TAPI driver for ICM provides the following functionality in kits to meet the specific needs of the users.

Basic Call Control

Basic Call Control includes support for the following features:

Make Call (The Quick Answer feature does not apply to analog phones. When using analog phones,
the ring back from the switch must be manually answered before the outbound call is placed.)
Answer Call

Release Call

Hold Call (If the Hold is manually pressed at the phone set, it is a “local” hold. The TAPI driver for
ICM does not receive messaging information regarding local holds. )

Unhold Call

Conference Call

Transfer Call (Blind and Supervised)

ICM Connectivity

The TAPI driver for ICM connects to the DMS / MSL-100 switch using a TCP/IP connection. The TAPI driver
for ICM supports all NA006 to NAOO9 ICM messages.

Automatic Call Distribution

Automatic Call Distribution (ACD) is a set of feature packages based on software that provides call distribution
in a call center environment. Some of the features include the following:

The ability to setup one main number and distribute the calls to a group of agents
The ability to set up a supervisor position for an ACD group
The ability to monitor the quality of the service being provided to incoming callers

The ability to gather information on the calls such as, hold time, time in queue, and the number of
agents logged in a queue.

Nortel provides a separate application called ACDProxy Service. This application allows the agents to log in,
log out, and go ready or not ready. ACDProxy Service also registers the ACD Queue numbers so an application
does not have to be launched prior to an agent logging in to a queue. The setup procedures for the ACDProxy
Service are located in Chapter 5. The following ACD Features are supported:

Login/Logout
Ready/Not Ready
Make set busy
Make set in service
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Data Exchange API Interface

The TAPI driver for ICM can be used to pass private data to an application involved in bringing up a screen of
data, commonly referred to as screen pdpe maximum size of private data is governed by the IVR system
that is used.The TAPI driver for ICM obtains such caller entered data directly from an IVR system, Predictive
Dialing, or other applications.

Dynamic Database

The dynamic database allows the removing or adding of lines without any of the applications having to
shutdown the server. The dynamic database model also supports the modifications of a particular line
(adding/changing features of the set) and adding and changing addresses associated with the lines.

Note Although the lines and addresses can be changed dynamically, the Client machine will not see the
changes until Microsoft's TCM Application is restarted.

Integration with IVR Units

The TAPI driver for ICM offers an open interface to IVR systems that allows IVR systems to pass call related
data, such as caller entered digits, to the TAPI NT Server then on to TAPI-compliant applications. The IVR
feature is enabled when configuring the Service Provider properties. Refer to the “Configuring the Settings for
the TAPI driver for ICM” section located in Chapter 3.

Note: Whereas the TAPI driver for ICM supports Predictive Dialing and other Call Data applications, the IVR
information in this document is not necessarily IVR specific. The information applies to Predictive Dialing as
well as other applications, except as noted.

Platforms

*  Windows NT 4.0 with Service Pack 4 installed.
Service Pack 4 is required to support dual processor configurations.

Predictive Dialing

The TAPI driver for ICM supports outbound and predictive dialing application products that utilize the TAPI
interface for call control and monitoring. Outbound and predictive dialing applications and tools allow call
centers to perform telemarketing, collections, telesales, and account management for various industries
efficiently by improving agent productivity and helping supervisors better manage their workforce.

Switch Failure Recovery

The TAPI driver for ICM detects when the link is dropped and the switch does not respond. The TAPI driver for
ICM reinitializes after three minutes. This auto recovery allows the applicaticnstioue after the
initialization is complete.

Note: Some applications may need to be restarted in order to control calls after the ICM TAPI server is
restarted.
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Troubleshooting Tools

The TAPI driver for ICM provides command tracing and debug capabilities to assist technical personnel in
troubleshooting. When experiencing problems, technical personnel may request you to use the DBMON and
ICM Trace tools to create a trace of the application activities. This information can be viewed by Nortel
Technical personnel.

TAPI Driver for ICM Feature Interactions

Users of TAPI-compliant applications running in a TAPI driver for ICM environment must be aware of the
results of some specific feature interactions:

ICM does not support Multiple Appearance Directory Numbers (MADN), Huntgroups, and Uniform Call
Distribution (UCD) DNs. Also, when the user is involved in a 3-way conference, manual hold is not supported.
You can complete a 3-way conference, but there is no message on the screen. ICM does not support forwarding
of the phone.

The Quick Answer feature (Make Call) does not apply to analog phones. When using analog phones, the ring
back from the switch must be manually answered before the outbound call is placed.

If the Hold is manually pressed at the phone set, it is a “local” hold. The TAPI driver for ICM does not receive
messaging information regarding local holds.

TAPI Driver for ICM and Other Software Products

The TAPI driver for ICM is compatible with many other TAPI compliant software products. Some examples
include two new Nortel products, which are to be released in 1998, the Nortel Symposium Call Manager and the
Symposium Multimedia Agent. Refer to the user documentation provided with these products for detailed
information.

Microsoft Outlook 97 Version 8.02.4212 or above works with the TAPI driver for ICM. Additional information
for configuring Microsoft Outlook 97 is provided in the “Microsoft Outlook 97” section located in Chapter 5.
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Chapter 2 Installation

This chapter provides information on installing the TAPI driver for ICM. It includes the hardware and software
requirements, an overview of the installation process, and the steps involved in the TAPI driver for ICM
software installation.

Installation Summary

This section summarizes the baseline requirements and the steps to install the TAPI driver for ICM. Itis
important to follow the list of procedures in the order in which they appear.

Baseline Requirements

Required hardware and options include the following:

e« DMS / MSL-100 with the required switch software.

* ACD functional groups require the DMS SuperNode Platform - BASE0001, TEL00001, and
BAS00003.

e DMS/MSL100 EIU - see your distributor for further information

The minimum hardware level of the server PC is as follows:

* Pentium 200 MHz CPU

e 3.5" Disk Drive

+ CDROM

* 32 Megabytes of RAM

» 12 Megabytes of free disk space for the TAPI driver for ICM

* 2 LAN cards (one for the connection to the switch and one for the connection to the client PC)
* Mouse

* VGA or SVGA Display (480 X 640 pixels)

Other server activity may affect the TAPI driver for ICM. While a dedicated TAPI NT server is not required,
some large, time critical applications may warrant one.

Note: If you are using IVR, a separate LAN card is needed to interface with the IVR unit.

The minimum software requirements are as follows:

e Windows NT 4.0 Server Software (do not use Beta NT 4.0 software) with Service Pack 4 installed.

* Microsoft TAPI 2.1 files (TAPI 2.0 comes with Windows NT 4.0 and TAPI 2.1 is provided on
Microsoft's Web page or with Service Pack 4).
Note: On Windows 95 systems, you must upgrade from Microsoft TAPI 1.4 to TAPI 2.1. This upgrade

allows the client and the server to cgmmumcate: Microsoft TAPI 2.1 is available via Microsoft's Web

page. Refer to Chapter 4 for additional informatipn and be sure to read the Readme.txt file included
with the upgrade for installation information

*  TAPI driver for ICM software
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Installation Process

It is important to follow the list of procedures in the order in which they appear. This is an overview. Detailed
installation information is provided for specific steps in the following sections.

1. Verify that Windows NT 4.0 (with Service Pack 4 installed) or greater server is installed and running
and that all user IDs and passwords are configured properly.

2. Verify that the DMS / MSL-100 includes all software packages needed to support ICM.
This completes installation of all hardware needed to support the TAPI driver for ICM.
3. Connect ICM link. Refer to your ICM Link documentation provided with the ICM Link.

4. Install the TAPI driver for ICM on the server. Add the TAPI driver for ICM in Windows NT. This
procedure is outlined in the “Installing the TAPI driver for ICM” section located in this chapter.

Note If you are upgrading from a previous version (pre-release version) of the TAPI driver for ICM,

oftware before installing the current software. Refer to the
“Removing the TAPI driver for ICM Software” section located in Chapter 7 for detailed information on

removing the TAPI driver for ICM software.

Also, before reinstalling the TAPI driver for ICM, ensure that the TAPISRV.exe is not running and that
the Telephony Service has been stopped. Refer|to the “Microsoft TAPI Server (TAPISRV) gnd the
Client” section located in Chapter 1 for additional information on the Telephony Services (TAPISRYV).
You can verify the status of the TAPISRV (Telephony Services) by opening the Control Panel and
double-clicking on th&ervicesicon to display th&ervicedlialog box.

5. Configure the TAPI driver for ICMThis procedure is detailed in Chapter 3.

6. If notinstalled before, install Microsoft TAPI 2.1 (on the Windows 95 or the Windows NT client.
Refer to the Readme.txt file provided with Microsoft TAPI 2.1 software for additional information.
The client machines must be upgraded to Microsoft TAPI 2.1. Configure the TCMAPP. The TAPI
driver for ICM must be running and the Microsoft TAPI SP must be upgraded before configuring the
TCMAPP. Refer Fo Chapter 4 for additional information on configuring the TCMAITP.

7. Run the Microsoft TAPI Browser or Microsoft Dialer to verify the TAPI driver for ICM is working.
Refer fo Chapter 7|for additional information.
8. Install and configure TAPI-compliant application(s) on the server or on client machines. Refer to the
application’s user documentation.
The following figure shows a typical DMS / MSL-100 installation.

DMS / MSL100 i pty
chierdis erver
TAFI
applicatior
HT Senver
| TAPI 2.1 |
ICI TAPI Criver ”
- TAF1: ICh mapping LAN
- Call Cortrai S
- 1M Link LF Lo
I
Client
A TCR#
ICIM Link s Workstation
ICM Link
LiES Set

Figure 4 DMS / MSL-100 Installation Configuration
Ensure each step is completed successfully. This completes the installation and setup of the TAPI driver for
ICM.
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Installing the TAPI Driver for ICM

Ensure that the baseline requirements are met before installing the TAPI driver for ICM. You must have
administrative rights to install this software and be familiar with the TAPISRV operation.

Note: Do notinstall the TAPI driver for ICM software using theld/Removeprogram on the Control Panel.
Using the Add/Remove program displays a warning to close all open windows (including the Control Panel)
before continuing with the installation.

Special installation instructions may be required if, after installing the TAPI driver for ICM software, the need
arises to upgrade or to install a patch for the installed software. These instructions are contained in the Release
Notes provided with the new software. Before reinstalling TAPI driver for ICM software, be sure that the TAPI
SERV.exe (Telephony Services) is not running and that the Telephony Service has been stopped. You can
verify this by accessing the Control Panel and double-clicking on the Services icon to disBlesvibesialog

box.

To Install the TAPI Driver for ICM Software:

1. Access th&Jser Informationdialog box:
a. Log ontothe Windows NT Server. You must log on as an Administrator with rights to the local
machine to install this software.

b. Insertthe TAPI driver for ICM CD ROM into the CD ROM driver.
The autolaunch starts the installation process.

Note: If the installation does not automatically start, runSkeéup.exeprogram. Seled®un from theStart
menu to display thRundialog box. Type the CD ROM drive\lnstallr.exe. For exantpl&etup.exe

Or From theWindows NT Explorewindow, click on the CD ROM drive to display the folders and files.
Double-click on thesetup.exéfile.

The TAPI driver for ICM installation process begins.

~ ICMTAP! Driver

The Select Optionslialog box is displayed.
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Select Optionsz |

Select one of the following optionz:

" Upagrade the curent [Ch TAF Driver
" Femove ICH TAPI Driver and exit.
& Uninstall and install ICK TAPI Driver

' Do nothing to current installation and exit package.

¢ Bachk MHest » Cancel

c. Select tdnstall the TAPI driver for ICM and click on théNext button to continue the
installation.

TheWelcomescreen is displayed.

Welcome

Wielzome to the |Chd TAPI Driver Setup program.
T hiz program will install ICk TAP] Driver on your
- computer.

[t iz gtrongly recommended that you exit all Windows programs
before minning thiz Setup program.

Click Cancel to quit Setup and then cloze any programs poul
have mnning. Click Mest to continue with the Setup program.

WAAEMNIMG: This program iz protected by copyerght law and
international treatiss.

IInauthonzed reproduction or distibution of this program, or any
portion of it, may result in zevere civil and criminal penalties, and
will be progecuted ko the masimum extent poszible under law.

Cancel |
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d. Click on theNext button to continue the installation process. The license agreement is displayed.

Software Licenze Agreement Ed

Pleaze read the following Licenze Agreement. Press the PAGE DOWH key to zee
the rest af the agreement.

THIS LEGAL DOCUMEMT IS & LICEMSE AGREEMENT ["LICENSE") BET'WEEMN Y0OU, -
THE EMD-USER ["CUSTOMER"] AND MORTHERM TELECOM IMC. ["MTI"). BY
OPEMIMNG THE SEALED DISK PACKAGE “WHICH COMTAINS THE SOFTWARE
DISKETTES(S], OF BY EXECUTIMG & CONTRACT FOR PURCHASE OF & S%STEM
"WHICH INCORPORATES THIS USER SOFTWARE AGREEMEMT, %0U, THE
CUSTOMER, AGREE TO EE BOUND BY THE TERMS OF THIS LICENSE.

Subject to the termz hereinafter get forth, MTI grants to CUSTORMER andar

representatives, with a "need to know," a personal, non-exclusive licenze (1] to uze

certain Licenzed Software, proprietary to MTI or itz suppliers, contained az an integral part

af the Hardware; and [2] to inztall and uze each item of Licenzed Software not an inteagral
part of the Hardware; and [3] to uze the aszociated documentation. CUSTOMER iz

granted no title ar awnership rightz, inar to the Licensed Software, in whale or in part, and
CUSTOMER acknowledges that title to and all copyrights, patents, trade secretz and/or ﬂ

Lo pou accept all the terms of the preceding Licenze Agreement? |f pou chooze Mo, Setup
will cloze. Tainstall [T TAPI Driver, pou must accept this agreement.

< Back Tez Mo |

e. Read the agreement and click on¥kebutton to accept the terms and continue with the
installation process.
TheInformationdialog box displays important information.

Information

]
ICh TAPI Driver Installation readre. bt
Thiz program changes the registry items.
[F wou wigh to exit the program and backup the
registry uze: RDISK.EXE
"Emergency Repair Dizk"

Thiz program backs the system regiztoy ta floppn.

i Ny

< Back Hest » | Cancel |

f.  Click on theNext button to continue the installation process.

The User Informationdialog box is displayed.
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Uszer Information

Type your name below. vou must alzo bype the name of the
Compaty wou wark far.

Marne:

Company:  [MORTEL

< Back I MHewt > I Cancel

2. Click in the field and entgrour nameand yourcompanyname. Click on thélext button to continue
the installation process.
The Choose Destination Locatiatialog box is displayed.

Choose Destination Location

Setup will install ICM TAP Driver in the following folder.
Toingtall to thiz folder, click Mexst.

To inztall to a different folder, click Browse and zelect another
folder.

Y'ou can chiooge not ba inzstall [T TARI Driver by clicking Cancel
ko exit Setup.

0t AWORTELSS ympozium TARI Server Browsze... |
Cancel |

" Destination Falder

3. Click on theNext button to accept the default destination location.
Or
Click on theBrowse button, select a new destination location, click onQKebutton to display the
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new location on th€hoose Destination Locatiatialog box, and click on thidext button to continue.
The Start Copying Filesnformation box is displayed.

Start Copying Files

Setup haz enaugh infarmation ta start copeing the progran files.
[f you want o reviews ar change any settingz, click Back. [F pou
are satisfied with the zettingz, click Mest to begin copying files.

Current Settings:

Windows NT 4.0 Sypstem ;I
DAD will be ingtalled by this package.

ODELC will be installed by thiz package.

Service Patch 3.0z not ingtalled

Third Party Server Debug Release

CompuCall TAPI Dirisveer

¢ Back

Ll_l
Cancel |

4. Click on theNext button to copy the files.
Or

Click on theBack button to change any information. After making changes, click oNdlebutton to
continue the installation process.
Or

Click on theCancelbutton to cancel the installation. The installation process canceled.
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If you select to proceed with the installation, the installation files are copied.
Start Copying Files |

Setup haz enough infarmation to start copying the program files.
[F wou want o rewview ar change any 2ettings, click Back. [ pou
are zatizfied with the zettingz, click Mest to begin copying files.

Current S ettings:
I"Iv'_irlduws MHT 4.D_S_I,Ist¢m - ;I

Installing ODBC and DAD in the background, please wait.

_»I_I

Cancel |

Note: If a previous TAPI driver for ICM database is detected, the following dialog box notifies you
that a new database is required.

< Back

Information E3

@ The current installation requires a new databaze.

ok |

You are provided the option to save the old database.
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Select Components

Symposium CompuCALL TAPI Driver database has been
detected

* Delete the cument databaze and start with a new one.}

" Backup the curent database and start with a new database.

< Back I Hest » I Cancel

Select to delete the current database or to backup the current database and cliblertbilitton to
continue the installation.

When the installation is complete, You have the option to restart your computer now or at a later time.
Remember, you must reboot your computer for the changes in the system registry to take place.

TO HAVE THE SOFTWARE WORK CORBRECTLY SELECT REBOOT.

Setup haz completed installation

™ Yes, | want ta restart my computer now,

& Mo, | will restart my computer later.;

Click Finizh to exit zetup

< Back I Finizh I

5. Click on theFinish button to close the installation process. If you selected to have your computer
restarted, it restarts now.
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Note: In Windows 95 clients, the Microsoft TAPI must be upgraded to 2.1 for the client and the server to
communicate. After upgrading the client to Microsoft TAPI to 2.1, you must set up the TCMAPP for the client
application to make calls. This information is provided in Chapter 4 of this document.

You are now ready to configure the TAPI driver for ICiM. Refer to Chalpter 3 for detailed information on
configuring the TAPI driver for ICM.
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Chapter 3 Configuration

This chapter provides an overview of the Configurator application and the tasks necessary to configure the TAPI
driver for ICM. The Configurator application provides the interface for configuring the settings for the TAPI
driver for ICM and the Switches and Customers associated with the Switches. It also allows you to set up one or
more System Configurations and maintain the TAPI driver for ICM Database information.

The Configurator Application Overview

Configuring the TAPI driver for ICM is accomplished with the Configurator application. The Configurator
application allows you to populate and maintain the TAPI driver for ICM database tables. These tables include
entries for each controllable telephone. The Configurator application contains a series of configuration dialog
boxes that display the database information and allow for adding, modifying, and deleting this information.

Note: If you are using Windows 95, the Microsoft TAPI must be upgraded to 2.1 for the Windows NT client.
After upgrading the Microsoft TAPI to 2.1, you must set up the TCM Application for the client application to
make calls. This information is provided in Chapter 4 of this document. Configure the TAPI driver for ICM
and ensure it is workinigefore setting up the TCM Application.

Overview of the Steps for Configuring the TAPI Driver for ICM

Configuring the TAPI Driver for ICM consists of the following steps:
1. Running the Configurator application.
2. Configure the settings for your TAPI driver for ICM by adding the Service Provider information.

3. Configure the settings for your Switches and Customers by selecting available switches, adding customers
to each switch, and defining devices (Lines and Addresses) for each customer.

4. Setting up one or more Configurations that include assigning a switch and customers to each Configuration,
and giving the configuration a status of Active, Standby, or Inactive. Only one Configuration can have a
status of Active.

5. Maintaining the TAPI driver for ICM database information. The TAPI driver for ICM allows you to
maintain the TAPI driver for ICM database remotely.

Overview of the Configurator Windows and Dialog Boxes

The Configurator application provides an easy to use Windows-based interface that is similar to other Windows-
based applications. However, the Configurator application provides a sort tool to assist you in displaying and
finding the information you desire. Pointing the mouse button cursor on certain items and clicking the right
mouse button provides specific menu options.
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Sort Tool

The Sort Tool icol& allows you to determine the order the column contents are displayed. The icon is
located in the column title row, next to a column heading.

Switch Information

B Arvailable switches

Soxt Tool — -
icon = £ Mame D escrption Clazzification

Switch 1 DS Lab DS - 100
Switch 2 Minnetonka Lab DS - 100

Clicking on a column heading moves tBert tool icon to that column.

Switch Information

— Svvailable switches

Clazzification
DS - 100
DS -100

Minnetonka Lab

Swaitch 2

Clicking on theSort Tool icon changes the direction of the sort. When the icon is pointi,upe column is
sorted in Ascending order. When tBert Tool icon is pointing dowl™] , the column is sorted in Descending
order.

Right Mouse Click Tool

Placing the mouse button cursor over an entry and clicking the right mouse button displays the menu options
that are available. For example, pointing the mouse button cursor on a SwitctSerittihelnformatiordialog
box and clicking the right mouse button displaysAle, Remove andProperties options.

30 « Chapter 3 Configuration Nortel Symposium Network Manager's Guide
Symposium TAPI driver for ICM



Running the Configurator Application

To Run the Configurator Application:
1. Click onStart, selectthe Nortel / Symposium TAPI Serverprogram group to display the options.
E Programs  *|| K& Motel  *| B Symposium TAP| Server  * M8 Database Configuration
i M etwark b anagers Guide
'E TapiBroweser 2.0

ﬁ Yerzion [nfarmation

2. Click onDatabase Configuration

The TAPI driver for ICM Configuratodialog box is displayed.

J21ICM TAPI Driver Configurator — | =]
Fil= Help

Configure settings for the TAPI Service

Provider.

> Configure settings for switches and
customers.

R Configure settings hetween the TAPI

Service Provider and the switch.

b Exit the application.

—ICM-TAPI Dnver

System is Ready... [N Active Database [10:104M @ @

Accessing the Configurator application opensTA®I driver for ICM Configuratomain window. This
window provides access to the configuration tasks associated with the Configurator application.

Selecting theConfigure the settings for the TAPI Service Provideroption displays th@rovider Properties
dialog box. This dialog box provides fields to set the Service Provider properties.

Selecting theConfigure settings for the switches and customersption displays th&witch Information
dialog box. This dialog box displays switch and customer information that has been configured. If you have not
configured the switch and customer information, this dialog box is blank.

Selecting theConfigure the settings between the TAPI Service Provider and the switaption displays the
System Configuratiodialog box. This dialog box displays system configuration information that has been
configured. If you have not defined your system configurations, this dialog box is blank.

Selecting thdexit the application option closes the window.

The lights on the right side of the Status bar provide a visual indication of the system’s readiness and problems.
When all lights are green, the system is functioning properly and the TAPISRV.exe is running.
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J2ICM TAPI Driver Configurator HEE

File Help

Configure settings for the TAPI Service

Provider.

, Configure settings for switches and
customers.

, Configure settings between the TAPI

Service Provider and the switch.

2 b Exitthe application.
ICM-TAPI-Driver _

System iz Ready... |Mo Active Database | 10:10 Ak LA L

L

Status bar lights

Status Bar Lights on the Configurator Window

The lights on the status bar provide a visual indication of the system’s readiness and problems.

The first light will show red or green. A red light indicates the TAPI driver for ICM properties have not been
configured.

\Local Databsse 0238 PM @ @ O |

TAPI Driver For ICMJ
properties are not set

This light is red upon initial access to tBenfiguratorWindow. Once the TAPI driver for ICM is configured,
the light shows green.

\Local Databaze 0238 PM @ @ @ |

TAPI Driver For ICMJ
properties are set

Refer to th+ “Configuring the settings for the TAPI driver for ICM” section for information on configuring the
TAPI driverfortCiv;

The second light will show red or green. A red light indicates that there is no System Configuration with the
assigned “Active” status.

|Local Database (0233 PM @i O

No Configuration has an
assigned Active status

When a Configuration is assigned the “Active” status, this light shows green.
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|Local Database |02:33PM @ @ @ |

Systern Configuration has an
assigned status of Active

Refer to the “Defining the System Configuraﬁon“ section for information on assigning the “Active” status to a
System Confi toR:

The third light will show red, yellow, or green. A red light indicates that the TAPI driver for ICM is not
running.

|Local Database 0232 PM @ @ @ |

TAPI Driver For ICMK
i= not running

When the TAPI driver for ICM is running, the light shows yellow or green. The yellow light indicates that the
TAPI driver for ICM is running, however, one or both of the other lights are showing red.

\Local Database (0238 PM @@ |

TAPI Driver For ICM —I

is available.

However, there is a problem
with one of the other lights.

A green light means the TAPI driver for ICM is running and the other two lights show green.

\Local Databaze (0238 P @ @ |

TAPI Driver For ICMJ
is running

The TAPI driver for ICM must be running to be immediately notified of any changes made to the database.
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Configuring the Settings for the TAPI Driver for ICM

Configure the settings for the TAPI driver for ICM by accessindPtiowider Propertieslialog box and
entering the information.

To Access theProvider Propertieglialog box from the TAPI Driver for ICM Configurator dialog box:

1. Click on theConfigure the settings for the TAPI Service Providemoption.
The Provider Propertieslialog box is displayed.

Provider Properties |

Fraovider narme: IDMS

Application name: IDMS

— Timeout values [seconds]

|nitialization: |3|:| Shut dowr: |30 LCommand: |3E|

— Initialization Features

[V Load I¥F ¥ Load all monitored lines

k. | Cancel | Help

The Provider Propertieslialog box fields, check boxes, and buttons

Provider Data Fields Description
Provider name A user-defined name with a maximum of 20 ASCII characters.
Application Name A maximum of 20 ASCII characters that uniquely identifies the originating
application from other applications registered with the ICM link.
Timeout values (seconds) Description
Initialization A maximum of 3 numeric characters. The length of time the application willjwait

during the initialization process to establish communication before generatirjg an
error in seconds. The defaultis 16. This must be increased if you are initialjzing
the TAPI driver for ICM with more than 50 lines.

Shutdown A maximum of 3 numeric characters. The length of time the application wil| wait
for shut down to be complete before generating an error in seconds.

Command A maximum of 3 numeric characters. The length of time the service providr will
wait for command responses before generating an error in seconds.

Provider Check boxes [Description

Load IVR Select this option to initialize the IVR unit on startup.

Load all monitored lines Select this option to initialize all monitored lines.

To Add or Modify the Provider Propertiedialog boxinformation :
1. Click in the field and enter or edit the information.
2. Click on theOK button to close thBrovider Propertieslialog box and save the information.

Or
Click on theCancelbutton to close thBroviderdialog box and cancel any changes.
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The TAPI driver for ICM Configuratodialog box is displayed.

Configuring the Settings for Switches and Customers

Configure the settings for your Switches and Customers by selecting available switches, adding customers to
each switch, and defining devices (Lines and Addresses) for each custom&wifthelnformatiordialog box
displays information on the Switch and the Customer(s) associated with the Switch.

Switch Information Ed |

— fwvailable switches

£ Mame D'ezcription Clazzification &dd... |
DS - 100
Bemove |
Properties... |
— Customers azzigned to zelected switch
£ Buz. Group 1D | Available Services # Treatments Add...

Femove
Froperties...

Devices...

Ul

Treatments. .

OF. | Help |

Initial access displays a bladkvitch Informatiordialog box.

The following steps provide a brief overview of the configuration process for Switches and Customers.

1. Access th&witch Informatiordialog box.

2. Add a Switch by accessing thAdd Switchinformation dialog box and enter and select the appropriate
information for the switch you are adding.

3. Add a customer to the Switch by the following steps:
a. Access th&dd Customer to switatialog box and enter information and select the available

services.

b. Define the Devices (Lines and Addresses) for the customer &ettiee Propertieslialog box.
The information is displayed on tissvitch Informatiordialog box.

4. Add additional Switches as necessary by repeating steps 1 - 3.
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Accessing the Switch Information dialog box

To Access theSwitch Informationdialog box from the TAPI driver for ICM Configurator dialog box:

Click on theConfigure the settings for your switches and customersption.
The Switch Informatiordialog box is displayed. The fields are blank and the only active buttonAslthe
button on theAvailable switchesfield.

Switch Information |

— Available switches

L Mame | D ezcription | Clazzification | Add... |
Bemove |
Properties. .. |

— Customers aszigned to zelected switch

£ Bug. Group D | Available Services | # Treatments | Add... |
Remove |
Devices... |
Treatments. .. |
] 4 | Help |
Switch Data Fields Description
Available switches Displays information regarding the available switch(es)
Name A maximum of 30 characters displayed from the user-entered information dp the
Add Switchdialog box.
Description A maximum of 32 characters displayed from the user-entered information gn the
Add Switchdialog box.
Classification Displays the selected switch classification fromtlieSwitchdialog box.
Customers assigned to a sele¢tBisplays the information regarding the Customers assigned to the selected gwitch.
switch
Customer # Displays the Customers information from the User-entered informationAatd fhe
Customer to SwitcHialog box.
Available services Displays the Services information from the User-defined informationAatdth
Customer to SwitcHialog box.
# Treatments Displays the Services information from the User-defined information on thg
Treatmentgslialog box. This feature is not currently available for DMS/MSL-:“OO.
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Switch Information dialog box, cont.

Switch Buttons [Description

Add Displays the dialog box for adding a switévéilable switchegeld) or for

Adding a customerQustomers. field).

Remove Removes a switcAvailable switchedield) or a customerQustomers. field).

Properties Displays the dialog box that displays the selected switch informAtiaiiable
switchedield) or the selected customer informati@uétomers. field).

Devices Displays thBevice Propertieslialog box for selected Switch.

Treatments This feature is not currently available for DMS/MSL-100.

Adding a Switch

To add a Switch:

1. Access th&witch Informatiordialog box.

2. Click on theAdd button located to the right of tihevailable switchegield.
If you have more than one switch, theailable Protocolgialog box is displayed.
Click on the correct protocol and click on (K button.
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The Add Switctdialog box is displayed.

Add Switch ]|
-
Dezcription; I
Clazsification: I j Lancel |
Senal number: I Help |

— ¥R Socket Informnation
Computer Mame; Broadcast Port; I 4333
IP Address: IUnkann Timeout [zeconds]; I ]
Server Paort: I 000 WinSock |nformation |

— %R Data Information

Druration [minutes]; I 30 Location Code:

Buffer Size [bytes]: 512 R egistration Azzociation 10:

||

— %R Metwark Information

Computer Mame | IF Addresz | Haome Location Code dd

Edit

I

Click in theNamefield and enter thewitch name up to 30 characters.
4. Click in theDescriptionfield and enter theéescription up to 32 characters.

Click on the down arrow to the right of tBéassificationfield to display the available choices and
select one choice.

6. Enter théP Address of the ICM TAPI Server Change the defaults, if applicable, in the ot
Socket Informatioffields.

7. Change the defaults in the IVR Data Information fields, if applicable.

The information entered is displayed on &dd Switchdialog box, for example,
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Add Switch |

Hame: TCPuH

—
Description: |DMS-100

LClazzification: IDMS -100 j Lancel |
Senal number: I Help |

— ¥R Socket Information

Computer Marne: Broadcast Port; I 4333
IP Addrezs: |4?.1 05.132.103 Timeout [zeconds]: I ]
Server Port: I a000 WinSock Infarmation |

— A Data Information

Dwration [minutes]: I 30 Location Code:

Buffer Size [bytes]: 22 Registration Aszociation 1D;

|

—IVE Metwark Infarmation

Cormputer Mame | IF Addresz | Haome Location Code

Edt

efete

I

Note: This information in this dialog box is for demonstration purposes only. Your information may vary.

To view the WinSock Information, click on théinSock Information button to display thgVinSock
Informationdialog box:

WinSock Information |
"Yersion; IEE?
High “fersion IE-I 4
Irmplemnertaian; IWiﬂSDDk 20

b amirum Sockets: |32?5?

bl axirmumn LIDP Datagram Size: IEE4E?

Yendor Specific [nformation: INM'

8. Click on theOK button to save the information.
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The Switch Informatiordialog box now displays the switch information.

—dwvailable switches

£ Mame Deszcription Clazzification

Switch 2 DS Lab DS - 100

Note: The information displayed is for demonstration purposes only. The information displayed on your
screen is information you entered and selected oAddeSwitchdialog box.

9. Add additional switches as necessary by repeating steps 2 - 8.

Adding a Customer to the Switch

Adding a customer to the Switch includes the following steps:

1. EnterCustomer informationon theAdd Customer to switattialog box and select the available
services. The following information is necessary to add a customer and is provided by your

telephone company when you get the ICM link:
Business Group ID
Network Node 1D Service ID
Application ID Password
If you need help with this information, contact your telephone representative.
2. Define the Devices (Lines and Addresses) for the customer @ethee Propertieslialog box.

The Device Propertieslialog box also provides a search feature that searches the Address list and
displays the results in the Associated Addresses section.

Step 1: Entering Customer Information

To Add a Customer after Adding a Switch:

1. Select the Switch by clicking on it. If you have not added a switch, refer to the “Adding a Switch”
section for information on adding a switch.
The Switch is highlighted.

2. Click on theAdd button located to the right of ti@istomers assigned to selected swiieldl.
The Add ICM Customer Propertiedialog box is displayed.
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Add Customer to Switch |

Switch name: TCPAP

Switch description: CkS-100 Cancel |
Application 10: I Help |

Service [ I

Pazsword: I

Businezz Group (0

HMetwork Mode [D:

Service Werzion |0

d ||

—dywailable Call Services

[ Quick Anzwer

—Link Sets
REE |
Add [Elete | it |
—Links
I ame | Type | IF Address | Port | Statuz |

&dd [Delete | Edit |

3. Click in theinformationfields and enter the appropriate information. This information pertains to your
specific switch. If you have questions regarding this information to enter, contact your telephone
representative.

a. Enter the four charact®&usiness Group ID namgrovided by your telephone company.

Enter the four numeric characters for Mhetwork Node IDprovided by your telephone company.
Select the Service Version ID from the available choices.

Enter the four charactapplication 1D provided by your telephone company.

Enter the four charact&ervice IDprovided by your telephone company.

f.  Enter theCM Link passwordup to 15 characters

©®oo o

4. Click in the appropriatAvailable Servicescheck boxes to select the services for this customer.
Ensure the feature is available on your line before checking the service. If you are unsure which
services are available on your line, contact your local telephone representative.

5. Add a Link Name.
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a. Click on theAdd button located in theink Sets/Nameection to display theinksetdialog box.
Linkzet |

M arne: ||

k. I Cancel

b. Enter thédNamein theNamefield.

c. Click on theOK button to close the dialog box and save the information.
The information is displayed on t#eld CustomePropertiesdialog box.

6. Enter theLink Information.

a. Click on theAdd button located in theinksets/Informatiorsection to displayink dialog box.
b. Enter the information.

Link |
Name: IJH:&NSENS
Type: TCPAP =]
]
IP Address: T
Port;

()% I Carnicel

The IP Address entered here is for the EIU.

c. Click on theOK button to close the dialog box and save the information.
The information is displayed on ti#eld CustomePropertiesdialog box.

The following dialog box is for demonstration purposes only. Your information may vary.
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Add Customer Properties |

Switch name: TCPAP

Switch description: CkS-100 Cancel |
Application [D: |5 Help |

HMetwork Mode [D: 25 Service D I'I

Pazzword: ITESTEH

Businezz Group |0 E

Service Werzion |0

d ] ]

—dywailable Call Services
¥ Quick Anzwer

—Link Sets
M ame
Add Delete | Edit |
— Links
I ame | Type | IF Address | Port | Status |
WERIF1 TCRAP 0.0.0.00 2500 Unkriowin

&dd Delete | Edit |

7. Click on theOK button to save the changes.
The Switch Informatiordialog box displays the customer information.

— Cuztomers azzigned to zelected switch

£ Cuztomer # Axailable Services # Treatments add..

Inbound Call, Outbound Call, Enhanced Routing

Femove
Properties...

Devices. ..

Ul

Treatments. .

Note: The information displayed is for demonstration purposes only. The information displayed on
your screen is the information you entered and selected éwth€ustomer to Switatialog box.

8. Add additional customers to the switch as necessary by repeating steps 2 - 7.
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Step 2: Defining the Devices

You can define the devices for the Customer by manually entering the information for the devices. Defining the
Devices includes the following steps:

A.
B.
C.
D.
E.

Access thdevice Propertieslialog box

Add a Line for a Customer

Add a Line Address for the Line in step B

Define Additional Lines as necessary by repeating steps B and C

Click on theOK button to save the changes and closéénce Propertieslialog box

The following instructions detail how to manually enter the device information.

A. To Access the Device Properties Dialog Box:

1. Select the customer by clicking on the customer ilCtiomers assigned to selectedtch field of
thelCM Switch Informatiordialog box.
The customer is highlighted.

2. Click on theDevicesbutton.
The Device Propertieslialog box is displayed.

Device Properties
r Monitored Addresses—————— — Defined Lines
L -
______ I Coustomer & -0 MHurnber | Type | Selected Features | Add... | Mar... | Statuz | Time |

Welete e I Braperies.. | ol Eritan Al | EEfest Statusl

—Aggociated Addresses

Mumber I Type | Fey Murmber | Monitored ? | ok

Help

Search..

Showial |

ild:

Impartt...

Hide &l | Add Address.. | [Ieletetddiess | Fraperties... I Gt |

The Device Propertieslialog box sections and buttons

Sections Description
Monitored Addresses Displays the monitored Addresses in a tree view.
Defined Lines Displays the Defined Lines. This section is blank when the lines are not dgfined.
Associated Addresses Displays the Addresses associated with the selected defined line.
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Device Propertieslialog box, cont.

Buttons Description
Search Displays th&ddress Searctialog box to search for a specific address.
Import This button is not currently available for the TAPI driver for ICM.

Monitored Address section:

Show All) Expands to display the complete tree view for the monitored addresses.
Hide All Display only the Business Group ID for the monitored addresses.
Sections Description

Defined Lines section:

Add Line Displays theé\dd a Linedialog box that provides fields for defining lines for th
customer.

Delete Line Deletes the selected Line.

Properties Displays the properties for the selected Line dnirteePropertiedialog box.

Monitor All Selects to monitor all defined Lines.

Refresh Status

Manually refreshes the Line Status and Time.

Associated Addresses section

Add Address

Displays th&dd a Line Addresdialog box that provides fields for adding an
address associated with the selected Line.

Delete Address

Deletes the selected Address

Properties Displays the properties for the selected Associated AddressAmiutbes
Propertiesdialog box.
Monitor Selects the monitor option for the selected Associated Address without accd

the Address Propertiedialog box and selecting the Monitored check box.

ssing

Additional Device Propertieslialog box Information:

Conditions are acknowledged:

TheDefined Lines StatusndTimecolumns indicate the current real-time condition of the line while the TAPI
for ICM is running. The Time column displays the last time a status change occurred. The following Status

river

Service Provider is not running:

Status: TSP N/A

Line TAPI/Switch registered:

Status: Registered

Line TAPI/Switch Unregistered:

Status: Unregistered

Line Open (TAPI):

Status: Open

Line Closed (TAPI):

Status: Closed

Dynamic Line Add Failure:

Status: Add failure

Dynamic Line Update Failure:

Status: Update failure

Dynamic Line Delete Failure

Status: Delete failure

Dynamic Line Delete Success

Status: OK

Dynamic Line Delete Pending

Status: Delete Pending

Status Unknown:

Status: Unknown

Nortel Symposium Network Manager's Guide

Symposium TAPI driver for ICM

Chapter 3 Configuration 45



B. Add a Line for the customer.

1. Click on theAdd Line... button.
The Add Linedialog box is displayed.

Add Line |

Select the desired features

Line rumber | Call transter [TRN)
[w|Conferencing [3-way only]
Lire tupe; I Drigital j LI

Cancel | Help |

2. Enter the actual Line number in th@e numbeffield.

Note: This field is used to identify the line. It can be a name or the DN. However, this is the
string used in the TCMAPP to identify the line, so we recommend that you use the DN, for
example, 909-941-1234. Entering the DN ensures that the TCMAPP is corred¥loiiitbered
Addressesection orthe Device Propertdialog box will display the number twice when you enter
the DN here as well as on tAedd Address Propertiedialog box.

3. Click on the down arrow located to the right of lthree Typefield to display the available choices.
4. Click on the type to select it
5. Select the desired features by clicking in the check box next to the feature.
Note: The Call Forward option is not currently available for the TAPI driver for ICM.
If you selected Conferencing, thoicesbutton becomes active.
a. Click on theChoicesbutton to display th&CM Conferencinglialog box.
b. Click in the check box to select the 3 party conferendilge( 6 party conferencing is not
currently supported).
c. Click on theOK button to save the changes and close the dialog box.
6. Click on theOK button to save the entry and display the information othéce Properties
dialog box.
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C. Add a Line Address for the Line in step B.

1. Click on theAdd Address... button.
The Add Address Propertiafialog box is displayed.

Add Addresz Properties

Lire rurmber: Lire 5 )4

Addresz number: I Cancel

Addresz number type:

Dialable Murnber

il

Help
Monitored v

b ake Call v

2. Click in theAddress numbéfield and enter th&0-digit address numberThis is the number used
by the TAPI driver for ICM to identify the actual line.

3. Click on the down arrow located to the right of Auglress number tydeeld to display the
available address number types.

Addresz Properties

H
%]

Line number; Line 5 K
Address number; |E1 29321024 Cancel |
Address number bpe: | Dialable Mumber j Help |
Moriored 5CD Dueue

i[hialable Number
b ke Call Switch Line

4. Click on the Address number type to select it.

5. Click in theMonitored check box if this specific Address is to be monitored. To monitor all Line
Addresses, click on tHdonitor All button located on thBevice Propertieglialog box.

When information has been added or selected, for example,

Addresz Properties

Lire rurnber: Lire 5 Q.

Addrezs number; |E1 29321024 Cancel

Addrezs number bype:

Dialable Mumber Help

il

Maonitared I

b ake Call v

Note: This information is for demonstration purposes only. Your information may vary.

6. Click on theOK button to save the entry and display the information o#héce Properties
dialog box
7. Add additional Addresses for the Line as necessary by repeating steps 1-6.
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D. Define additional lines as necessary by repeating steps B and C.
The entered information is displayed on Bevice Propertieslialog box.

Device Properties |
— Monitored Addrezses—— [~ Defined Lines
L [l |
E|---H:‘I Bus Group 1D - 1 Mumber iqi| Ieeatures Ad... : Io... : Statuz Time
=4 Line 2 Line 4 Digtal 403, TAN 1 1 TSP N/
| B12aa2102 Line 3 Digital 403, TAN 1 1 TSPN/A
El"lIl Line 3 Line 2 Digital A03, TAM 1 1 TSPHA
. B129321022 Line 1 Digital A03, TRM 1] 0 TSP MHA
=5 Line 4
E|"|Il Line 5
. B129321024
| Addline | Delete Line Eropeties... Morterall | | Befiestisizis |

—Azzociated Addrezzes

£ MNumber Type K.y Mumber Monitored ?
Dialable Mumber Tes

Help

g

Search...

Show all Hide all Add Address. .. Delete Address Properties... Mo Monitoning |

Note: This information is for demonstration purposes only. Your information will vary according
to the information you enter.

E. Click on the OK button to save the information and display theSwitch Information dialog box.
Searching the Addresses List

The Searchbutton located on thBevice Propertieslialog box provides a convenient method for searching for
a particular Address.

To Search the Addresses List from th@®evice PropertiePialog Box:

1. Click on the Search button.
The Address Searctlialog box is displayed.

Address Search [_ [[]] |

Enter gomething to zearch far: ¥ Match case

Daone | Start Search I Help |

2. Enter thesearch criteria A check mark located in the check box next toMlaéch caseoption means
this option is selected and the search will match the case as entered in the search field. Click on the
check box to deselect this option.
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3. Click on theStart Searchbutton to start the search. The results that match the search criteria are
displayed in the Addresses box on Bevice Propertieglialog box.

4. To search again, repeat steps 2 and 3.
5.  When search is complete, click on B@ne button to close thAddress Searctialog box.

Setting up One or More System Configurations

The Configurator application provides flexibility in changing from one Configuration to another and includes a
dynamic database that supports changes automatically without having to restart the TAPI driver for ICM.

The Configurations are assigned a status of “Active,” “Standby,” or “Inactive.” Only one Configuration can
have an “Active” status.

Setting up one or more switch configurations consists of the following steps:

1. Accessing th8ystem Configuratiodialog box.

2. Defining the Configuration.

Select the Protocol.

Add the ICM information

Select the Switch from the available options.

Define the Current status of this configuration.

Add Customers from the available customers as defined by the switch you selected.

Pooow

3. Maintaining the Configuration information.
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Accessing the System Configuration Dialog Box

To Access the System Configuration Dialog Box:

1. Click on Start and select tiNortel / Symposium TAPI SERVER program group to display the
options.

IS Sumposium TAPI Server P ;* [ atabase Configuration
M etwark b anagers Guide
'E TapiBroweser 2.0

ﬁ Yerzion [nfarmation

2. SelectDatabase Configuration

TheTAPI driver for ICM Configuratodialog box is displayed.

“./ICM TAPI Driver Configurator !EI
Fil=  Help

Configure settings for the TAPI Service

g Provider.

, Configure settings for switches and
customers.

, Configure settings between the TAPI

Service Provider and the switch.

= 2 b Exitthe application.
ICM-TAPI Driver
System iz Ready... |Mo Active Database [10:104M @ @ @

(-

Status har lights

Note: For immediate notification to the TAPI driver for ICM of the changes made to the database, ensure
the TAPI driver for ICM light located on the status bar is green.

\Local Databaze (0238 P @ @ |

TAPI Driver For ICMJ
is running

3. Click on theConfigure the settings between your TAPI driver for ICM and your switchoption.
The System Configuratiodialog box displays the current configurations, Switch Settings, and the
Selected Customers. If there are no system configurations, the fields are blank.
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System Configuration [_ | ] |

— Curment configurations

£ MName | Dezcription I Pratocol | Statuz add.. |
Bemove |
Properties... |

— Switch zettingz

Mame: Switch 1 Dezcnption: DS

— Selected customers

£ Cugtomer # | Avallable Services I # Treatmentsl Add... |

Femove |

Remaove all |

oo |

Sections Description

Current Configuration Displays the system configurations that have been defined. If you have not set up a
system configuration, this section is blank.

Switch Settings Displays the Switch setting for the selected configuration. If you have not set up a
system configuration, this section is blank.

Selected Customers Displays the customers associated with the selected configuration. If you have not set up
a system configuration, this section is blank.

Buttons
Current Configuration section

Add If more than one switch, accessesAtailable Protocolglialog box for selecting a
protocol for this configuration. Clicking on ti@K button displays thédd
Configurationdialog box associated with the selected protocol.

Remove Removes the selected Configuration and all associated information.

Properties Displays thi@onfigurationdialog box with the information associated with the selected
configuration.

Selected Customers section

Add Accesses thvailable Customerdialog box. This dialog box provides a list of
available customers to select for the configuration.

Remove Removes the selected customer from the Configuration.

Remove All Removes all customers associated with the selected configuration.
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Defining the System Configuration

You define the System Configuration by selecting the Protocol from the list of available protocols, adding the
ICM information, selecting the Switch, and defining the current status of this configuration. Selecting the
Switch automatically brings Customers associated with the Switch and Devices associated with the Customers.
You have the flexibility to select Customers for the Configuration.

To Define the Configuration:

1. Access th&ystem Configuratiodialog box.

2. Click on theAdd button located to the right of ti@urrent Configurationdield.
If you have more than one switch defined, Awvaiilable Protocolglialog box is displayed.

Available Protocols |

Select a protocal;
I Cancel |

Help |

Select the appropriate protocol for this configuration from the available list. Click @kHautton.
TheAdd Configuratiordialog box is displayed. The type of dialog box that is displayed depends
upon the protocol you selected in step 2.

Selecting the ICM protocol displays tAeld Configuratiordialog box.

Add Configuration

X
e |
Description: I Cancel |
Current status Help |
’7  Disabled ™ Active " Stand by

— &zzign an available switch

£ Mame Dezcription Clazzification Serial #

Switch 1 DS Lab DS - 100

Fields Description of the Fields
Name Allows you to add the Configuration name.
Description Allows you to enter the description.
Current Status Allows you to select a Configuration status by clicking in the appropfiate
radio button.
Assign an available switch Provides a list of the available switches.
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3. Enter the information in the edit fields. Click in the radio button next to the appropriate status to assign
the current status of the configuration. You must assign the active status to one System Configuration.
Click on a Switch to select it. The selected Switch is highlighted.

4. Click on theOK button to save the information.
The System Configuratiodialog box reflects the entered and selected information.

5. Click on theAdd button located to the right of tiselected Customefield.
The Available Customerdialog box displays the list of available customers for the selected switch.

Available Customers |

— Customers aszighed to selected switch

Ok

L Bug. Group 1D | Available Services # Treatments
Cancel

Inbound Call, Outbound Call, Enhanced Routing

Help

i

Helental

6. Click on the customer to select it or click on Sadect All button to select all customers.
The selected customers are highlighted.

7. Click on theOK button to select the highlighted customer(s).
The Configuration information is displayed on 8ystem Configuratiodialog box.

8. Add Additional Configurations as desired by repeating steps 2 -7.

Maintaining the System Configuration

The Configurator application allows you to remove and modify Configurations and to change the status of a
Configuration. These changes are automatically sent to the TAPI driver for ICM without having to restart the

TAPI Server.

To Remove a Configuration:

1. Access th&ystem Configuratiodialog box.

2. Click on the Configuration you wish to remove.
The Configuration is highlighted.

3. Click on theRemovebutton located to the right of ti@urrent Configurationdield.
A Warning screen requests confirmation of the removal.

4. Click on theYesbutton to remove the Configuration.
The System Configuratiodialog box reflects the changes.
To Remove a Customer from a Configuration:

1. Access th&ystem Configuratiodialog box.

2. Click on the Configuration that contains the Customer you wish to remove.
The Configuration is highlighted.

Nortel Symposium Network Manager's Guide Chapter 3 Configuration e 53
Symposium TAPI driver for ICM



3. Click on the Customer you wish to remove.
The Customer is highlighted.

4. Click on theRemovebutton located to the right of tigelected Customefield.
A Warning screen requests confirmation of the removal.

5. Click on theYesbutton to remove the Customer.
The System Configuratiodialog box reflects the changes.

To Edit a Configuration:

1. Access th&ystem Configuratiodialog box.
2. Click on the Configuration that contains the Customers you wish to edit.
The Configuration is highlighted.

3. Click on theProperties... button.
The Configuration Propertieslialog box is displayed.

Configuration Properties |
Marmne: IEanig 1
Description: |D|"-"|5 Lab Cancel |
Current status Help |
( * Disabled ™ Active " Stand by

—&zzign an available switch

L Mame Description Clazsification Serial #

Switch 1 DMS Lab b5 - 100

4. Make changes as necessary.
5. Click on theOK button to save the changes and displaysygtem Configuratiodialog box.

Maintaining the TAPI Driver for ICM Database
Information

The Configurator application allows for updating the TAPI driver for ICM Database informatiorRefheve
button on theSwitch Informatiordialog box removes a Switch or Customers assigned to a switch from the
dialog box. Selecting an item and clicking on Breperties... button displays a dialog box that contains the
current information for the selected item. The information on the dialog boxes can be modified as necessary.

Maintaining the TAPI Driver for ICM Database Information consists of the following tasks:

1. Switch:
Removing a Switch
Modifying the Switch information
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2. Customer:
Removing the Customer
Modifying the Customer information

3. Defined Line:
Removing a Defined Line
Modifying the Defined Line information

4. Associated Addresses:
Removing the Associated Addresses
Modifying the Associated Addresses information

Note: Adding, modifying, or deleting information from the Configurator application changes only the
information contained in th€API driver for ICM database. This does not affect the switch or the set
configuration.

Switch Maintenance

To Remove a Switch:

1. Click onStart and select thdlortel / Symposium TAPI SERVER program group to display the
options.

M| BS Symposium TAP| Server  # ;* [ atabase Configuration
M etwark b anagers Guide
'E TapiBroweser 2.0

ﬁ Yerzion [nfarmation

2. Select thdatabase Configurationprogram

TheTAPI driver for ICM Configuratodialog box is displayed.

Click on theConfigure the settings for your switches and customersption.
4. TheSwitch Informatiordialog box is displayed.

Click on the Switch to select it.
The Switch is highlighted.

6. Click on theRemovebutton located to the right of tihevailable Switchegeld.
A Warning screen requests confirmation of the removal.

7. Click on theYesbutton to removed the selected Switch.
The Switch Informatiordialog box reflects the changes.

To Modify the Switch Information:

1. Access th&witch Informatiordialog box.

2. Click on the Switch that you wish to change to select it.
The Switch is highlighted.
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3.

4.
5.

Click on theProperties... button.
The Switch Propertieslialog box associated with the selected switch is displayed.

Switch Properties |
M arne: TCPP
-
Description: |DMS-100
Clazsification: IDMS 100 j ﬂl
Sernal number: I Help |

— %R Socket Information

Computer Mame: Broadcast Port: I 4333
IF Addresz: |4?.1 05.133.103 Timeout [zecondz]; I 5
Server Part: I 5000 WinSock Information |

— %R Data Infarmation

Diuration [minutes); I 30 Location Code:

Buffer Size [bytes]: 512 Regizstration Association 10:

||

— I%F Metwark: [nfarmation

Computer Mame I IP Address | Home Location Code

Edit

I

elete

Edit information as necessary.

Click on theDK button to save the changes.
The Switch Informatiordialog box reflects the changes.

Customer Maintenance

To Remove a Customer Associated with the Switch:

1. Select th&€onfiguration Databaseprogram from théortel TAPI Serveprogram group.
TheTAPI driver for ICM Configuratodialog box is displayed.

2. Click on theConfigure the settings for your switches and customergption.
The Switch Informatiordialog box is displayed.

3. Click on the Switch and then on the Customer to select them.
The Switch and Customer are highlighted.

4. Click on theRemovebutton located to the right of tii@ustomers assignedfield.
A Warning screen requests confirmation of the removal.
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5. Click on theYesbutton to removed the selected Customer.

The Switch Informatiordialog box reflects the changes.

To Modify the Customer Information:

1. Access th&witch Informatiordialog box.

2. Click on the Switch and then on the Customer to select them.

The Switch and Customer are highlighted.
3. Click on theProperties... button.

The Customer Propertiedialog box associated with the selected customer is displayed.

Add Cusztomer Properties

Switch narne: TCPWP

Switch description: CkS-100

Businezz Group |0 IE— Application [D:
HMetwork Mode [D: |25— Service D
Service Werzion |0 Iﬁ Pazzword:

X
Cancel |

IE Help |
|1

ITESTEH

—dywailable Call Services

¥ Quick Anzwer
—Link Sets
M ame
Add Delete | Edit |
— Links
I ame | Type | IF Address | Port | Status |
WERIF1 TCRIF 0.0.0.00 2500 Unkriowin
Add Delete | Edit |

4. Edit information as necessary.

5. Click on theOK button to save the changes.
The Switch Informatiordialog box reflects the changes.
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Defined Lines Maintenance

Note The line or address must be unmonitored prior to making any changes.

To Remove a Defined Line:

1. Access th&witch Informatiordialog box.

2. Click on the Switch and then on the Customer to select them.
The Switch and Customer are highlighted.

3. Click on theDevices...button.
The Device Propertieslialog box is displayed.

4. Click on the Line that you wish to remove to select it.
The Line is highlighted.

5. Click on theDelete Linebutton.
A Warning screen requests confirmation of the removal.

6. Click on theYesbutton to remove the selected Line.
The Device Propertieslialog box reflects the changes.

To Modify the Defined Lines Information:

1. Access th&witch Informatiordialog box.

2. Click on the Switch and then on the Customer to select them.
The Switch and Customer are highlighted.

3. Click on theDevices...button.
The Device Propertieslialog box is displayed.

4. Click on the Line that you wish to modify to select it.
The Line is highlighted.

5. Click on theProperties... button.
The Line Propertiedialog box associated with the selected Line is displayed.

Line Properties |

Select the desired features

Line number Call ranster [TRN)
[v] Conferencing [3-way anly]
Line pe: I Drigital j LI

cocs| oo |

6. Edit information as necessary.

7. Click on theOK button to save the changes.
The Device Propertieslialog box reflects the changes.
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Address Maintenance

Note The line or address must be unmonitored prior to making any changes.

To Remove an Associated Address:

1. Access th&witch Informatiordialog box.

2. Click on the Switch and then on the Customer to select them.
The Switch and Customer are highlighted.

3. Click on theDevices...button.
The Device Propertieslialog box is displayed.

4. Click on the Line to select it.
The Line is highlighted.

5. Click on the Associated Address to select it.
The Address is highlighted.

6. Click on theDelete Addressbutton.
A Warning screen requests confirmation of the removal.

7. Click on theYesbutton to remove the selected Line.
The Device Propertieslialog box reflects the changes.

To Modify the Associated Addresses Information:

1. Access th&witch Informatiordialog box.

2. Click on the Switch and then on the Customer to select them.
The Switch and Customer are highlighted.

3. Click on theDevices...button.
The Device Propertieslialog box is displayed.

4. Click on the Line and the Associated Address that you wish to modify.
The Line and Associated Address are highlighted.

5. Click on theProperties... button.
The Address Propertiedialog box associated with the selected Address is displayed.

Addresz Properties

Lire rurnber: Lire 5 ]

Addrezs number; |E1 29321024 Cancel

Addrezs number bype:

Dialable Mumber Help

i,

Maonitared I

b ake Call v

6. Edit information as necessary.

7. Click on theOK button to save the changes.
The changes are displayed on Bevice Propertieslialog box.
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Using Multiple Databases

The TAPI driver for ICM allows you to configure and use more than one database. After accesBiiglthe
driver for ICM Configuratorwindow, the last selected database displays on the status bar.

The Database Listialog box and th&dd a Databaselialog box provide the capability to add, load, and
remove databases. Thatabase Propertiedialog box displays information on the database selected on the
Database Listlialog box.

Overview of the Multiple Database Dialog Boxes

TheDatabase Listlialog box allows you to view, add, remove, and load a database. Selectugithatton

on theDatabase Listlialog box displays thAdd a Databaseéialog box. This dialog box provides fields for
naming the new database and selecting the database (.MDB) file. Selecting a database lisizataipabe
List dialog box and clicking on theroperties button displays the database information oriatabase
Propertiesdialog box. Théatabase Listlialog box allows you to view, add, remove, and load a database.

Description of the Database List dialog box

Database List X

—Available databaszes

£ Description

Path

Data Source Mame

Active

Add...

Backup C:MProgram Files\WORTEL\ntspd... Mortel TAP| Backup
Default C:%Program Filez\NORTEL Symp... Mortel Serpozium TAP Server ez R |
Lazt Test C:vProgram Filez\WORTELSymp...  Mortel Sprpozium TAP Sereer Mo DEmove

Propertiez. .. |

Load | Exit | Help |

TheDatabase Listlialog box provides the following fields and buttons:

Fields

Description

Available databases

Lists the available databases, description, path, and Active status

Buttons Description

Add... Displays theAdd a Databaselialog box for adding a new database
Remove Removes the selected database

Properties... Displays thBatabase Propertiedialog box

Load Loads the selected database
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Description of the Database Properties Dialog Box

Databaze Properties

Dezcription: Im

Data Source Name: IH'I'“'E*I TAP| Backup

User IO I

Pazzword: I

fctive |

Cancel |

Help |

Accessing th@atabase Listlialog box, selecting a database, and clicking ofPtbperties button displays the
Database Propertiedialog box. This dialog box displays the name and path for the selected database. You

have the option to change the name and path for this database.

The Database Propertiegialog box provides the following fields and check box:

Fields Description

Database name

Displays the name of the selected database or allows you to add the database name up to 5 characters

Administrator is located in the Control Panel.

Data Source Name Provides a list of the ODBC data source names registered with the ODBC Data Source Admiuﬂstrator
and allows you to select one of the available ODBC data sources. The ODBC Data Source

User ID Displays the User identification for the data source or allows you to enter the User ID. This is Ysually
left blank.
Password Allows you to enter the password for the data source. This is usually left blank.

Active check box | Click in the check box to make the displayed database the active database.

Description of the Add a Database Dialog Box

Add a Datahase

]|

D ezcription: I

Data Source Name: IH'I'“'E*I TAP| Backup

User IO I

Pazzword: I

fctive |

Cancel |

Help |

Accessing th@®atabase Listlialog box and clicking on th&dd button displays thAdd a Databaséialog
box. This dialog box allows you to add a new database to the Database list. Once the database is added to the
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database list, you have the capability of loading this database to use with the TAPI driver for ICM. Refer to the
“Description of the Database Properties Dialog Box “ section for additional information on the field descriptions
for this dialog box.

Adding a Database

After configuring another database in the ODBC Data Source Administrator, it must be added to the Database
list on theDatabase Listlialog box to load it for use with the TAPI driver for ICM.

To Add the Database to the Database List:

1. Access th@ API driver for ICM Configuratomindow.

2. Click on theFile menu to display the menu options.

.+~ NORTEL Symposium TAPI Server Configurator [ _ =]
Heb

Open a different databaze. ..

E xit

3. Click on theDpen a Different database.. option.
TheDatabase Listlialog box is displayed.

Database List B3

—dwailable databases

Broperties...

£ Dezcription Fath Data Source Mame Active Add...
Backup C.“Program Files\MORTEL ntzpd... Mortel TAPI Backup

Default C:4Program Files\MORTEL Sump... Mortel Symposium TAP] Server ez Remmve
Lazt Test C:4Program Files\MORTEL Sump... Mortel Symposium TAP] Server Ma _I—

Load | Exit | Help |

4. Click on theAdd button.
The Add a Databaseéialog box is displayed.

Add a Database |
D ezcription: I
Data Source Name: IH'I'“'E*I TAP| Backup j
User IO I
Pagzsword: I
Active |
Cancel | Help |

5. Enter théDatabase descriptian
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7.
8.
9.

Select the Data Source Name by clicking on the down arrow to display the drop down list and clicking
on the desired data source.

If the data source requires it, enterlttser ID andPasswordn the fields provided.
Click in theActive check box to assign a status of “Active.”

Click on theOK button to close thadd a Databasélialog box and save the changes.

The Database Listlialog box now displays the new database.

Activating or Deactivating the Database

Accessing thd API driver for ICM Configuratomwindow displays the last selected database on the status bar.

To Change the Active Database:

1.
2.
3.

Access th&@API driver for ICMConfigurator window.
Click on theFile menu to display thEile menu options.

Click on theDpen a different database.. option.
TheDatabase Listlialog box displays the Status of the Data source.

Database List x| |

— Available databazes

£ Description Path Data Source Mame Active Add...
Backup C:A\Program Filesh\WORTEL ntspd... Mortel TAPI Backup

Default C:AProgram FileshMORTELVSvmp...  Mortel Symposium TAP Server e Remave
Lazt Test C:AProgram FileshMORTELVSvmp...  Mortel Symposium TAP Server Mo _l—

Properties... |

Load | Exit | Help |

7.

Click on the database that you wish to change to highlight it.

Click on theProperties button.
TheDatabase Propertiedialog box is displayed.

Click in theActive check box to activate or deactivate it. A check mark in the check box indicates the
Active status.

Click on theOK button to save the changes and closéuabase Propertiedialog box.

The changed status is displayed onDa¢abase Listialog box.

Loading a New Database

Accessing th@API driver for ICM Configuratowindow displays the last selected database on the status bar.

To Change the Selected Database:

1.

Access th@API driver for ICMConfigurator window.
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2. Click on theFile menu to display the menu options.

3. Click on theOpen a different database..option.
TheDatabase Listlialog box is displayed.

Database List x| |

— Available databazes

£ Description Path Data Source Mame Active Add...
Backup C:AProgram Files\MORTEL ntzpd... Mortel TAPI Backup

Default C:AProgram FileshMORTELVSvmp...  Mortel Symposium TAP Server e Remave
Lazt Test C:AProgram FileshMORTELVSvmp...  Mortel Symposium TAP Server Mo _l—

Properties... |

Load | Exit |

Help |

4. Click on the desired database to highlight it.

Click on theLoad button.
The selected database is loaded and displays on the status bafFARtliver for ICM Configurator
window.

J2ICM TAPI Driver Configurator
Fil=  Help

=107

ICM-TAPI Driver

System iz Ready...

Configure settings for the TAPI Service
Provider.

Configure settings for switches and
customers.

Configure settings between the TAPI
Service Provider and the switch.

Exit the application.

[Mortel TAPI Backup (0241 FM @ @@

Modifying the Database Properties

Accessing th@API driver for ICM Configuratowindow displays the last selected database on the status bar.

To Modify the Database Properties:

1. Access th@API driver for ICM Configuratomwindow.
2. Click on theFile menu to display the menu options.

3. Click on theOpen a different database.. option.
TheDatabase Listlialog box is displayed.
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4. Click on the desired database to highlight it.

Click on theProperties button.
The description and data source name for the selected database are display&atabise

Propertiesdialog box.
Database Properties |

Dezcription: Im

Data Source Name: IH'I'“'E*I TAP| Backup j

User IO I

Pazzword: I

fctive |

Cancel | Help |

6. Make changes as necessary.
7. Click on theOK button to save the changes and closdtimbase Propertiedialog box.

Removing a Database

Accessing thd API driver for ICM Configuratomwindow displays the last selected database on the status bar.

To Remove a Database from the Database List:

1. Access th@API driver for ICM Configuratomindow.
2. Click on theFile menu to display the menu options.

3. Click on theOpen a different database.. option.
The Database Listlialog box is displayed.

4. Click on the desired database to highlight it.

5. Click on theRemovebutton.
The Database is removed from the Database list.

Remote Access to the TAPI Driver for ICM Database

The TAPI driver for ICM Database information can be administered remotely. Ensure the TAPI driver for ICM
software is loaded on your client machine. Accessing &t driver for ICM Configuratowindow and
selectingto Open a Differentdatabase allows you to access the selected database remotely.
To Access the Database Remotely:
1. From your client machine, log on to the Nortel NT TAPI server.
2. Access th@API driver for ICM Configuratomindow.

3. Click on theFile menu to display the menu options.
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4. Click on theDpen a Different database.. option.
TheDatabase Listlialog box is displayed.

Database List x| |

— Available databazes

£ Description Path Data Source Mame Active Add...
Backup C:AProgram Files\MORTEL ntzpd... Mortel TAPI Backup

Default C:AProgram FileshMORTELVSvmp...  Mortel Symposium TAP Server e Remave
Lazt Test C:AProgram FileshMORTELVSvmp...  Mortel Symposium TAP Server Mo _l—

Properties... |

Load | Exit | Help |

5. Select the desired database by clicking on it. The selected database is highlighted.
Or
Add a database to the list of available databases.
a. Click on theAdd button to display th&dd a Databaseélialog box
b. Enter theDatabasename.
c. Find the database file ((MDB) you wish to administer and click on it to highlight it.

6. Click on theOK button
The Database Listlialog box now displays the new database.

7. Click on the database name to highlight it.

8. Click on the_oad button.
The selected database is loaded and displays on the status barAPthriver for ICM Configurator

window.
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Chapter 4 Microsoft TAPI 2.1 and
TCMAPP

Note: The information contained in this chapter has been compiled by Nortel for informational purposes only.
This information is not a procedure, but a supplement to the Microsoft TAPI Readme.txt file that is provided with
the Microsoft TAPI 2.1 Upgrade. Be sure to read the Microsoft TAPI Readme.txt file and install according to
those instructions.

Microsoft TAPI 2.1 Overview

The Microsoft Telephony Applications Programming Interface (TAPI) Release 1.4 (first party call control),
currently included with Windows 95, allows application programs to control telephony functions such as
establishing, answering, and terminating calls as well as controlling other functions such as hold, transfer, and
conference. Microsoft TAPI 2.0, currently included with Windows NT Server and Workstation 4.0 introduces
sophisticated server based third-party call control functions for monitoring station set status, supporting
predictive dialing applications, ACD queue events, call routing, and network security. It fully addresses client-
server needs for call monitoring and control with built-in TAPI remote service provider from Microsoft.

Microsoft TAPI 2.1 (Microsoft's newest version of TAPI) provides the following features:

» A full 32-bit architecture along with backward compatibility with 16-bit TAPI applications
» Call center support

» Allows Windows NT to be a telephony client or server

» Allows Windows 95 to be a telephony client

» Optional Client-Server support that is LAN independent, for example, TCP / IP, SPX / IPX, NetBEUI,
as well as others

Upgrading Microsoft TAPI 2.1

On Windows NT server and client machines (NT 4.0), Microsoft TAPI needs to be upgraded from TAPI 2.0 to
TAPI 2.1. On Windows 95 systems, you must upgrade from Microsoft TAPI 1.4 to TAPI 2.1. This upgrade
allows the client and the server to communicate. Microsoft TAPI 2.1 is available via Microsoft's Web page. Be
sure to read the Readme.txt file included with the upgrade for installation information.

Note: Microsoft Service Pack 4.0 provides the Microsoft 2.1upgradelf you have Service Pack 4.0 loaded
(on your Windows NT server or client), it is not necessary to upgrade the server or client.
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Setting up the TCM Application

You must upgrade to Microsoft TAPI 2.1 and copy the TCMAPP.exe and TAPISRV.exe files to the
WInNT\System32 directory before setting up the TCM application. Refer to the Microsoft TAPI Readme.txt
file for information on upgrading to Microsoft TAPI 2.1. A|SP, refer to the “Upgrading Microsoft TAPI 2|1
section in this chapter for additional Nortel information.

Note: The TAPI driver for ICM must be installed, configured, and running before setting up the TCP
Application. Ensure that the ICM link is up as the TCMAPP will not show any lines to be assigned if the ICM

link is not up.

The following steps provide an overview of setting up the TCM application. Detailed information is presented
in the following sections.

1. Setup the server:

a. As a primary Domain controller
Or
As a standalone server in a Domain

b. Configure the TCMsetup on the server

Assign the lines to be used by the clients
Or
Delete a line from a user

2. Set up the client;

Ensure the client machines have been upgraded to Microsoft TAPI 2.1 and the 2.1 fixes have been
added to the Windows NT client machines.

Run the TCMsetup.exe for the client
Restart the client machine
3. Restart the server

Setting up the Server

The server can be configured as a primary Domain controller or as a standalone server in a Domain. After
configuring the Server as a primary Domain controller or as a standalone server in a Domain, configure the
TCMsetup, run the TCMsetup, and assign the lines to be used by the clients. Assigning the lines uses TCMAPP.
The following sections provide detailed information for each of these tasks.

Setting up the Server as a Primary Domain Controller

Ensure the Windows NT server and Windows 95 client has the Microsoft TAPI 2.1 upgrade added and the 2.1
fixes have been added to the Window NT server before proceeding. Refer to the Microsoft TARL Readme.txt
file for information on upgrading to Microsoft TAPI 2.1. Also, refer to the “Upgrading Microsoft TAPI 2.1”

section in this chapter for additional Nortel information.

To Setup the Server as a Primary Domain Controller:

1. Add a user to the server with domain user capabilities.
a. Click on thestart button, seledPrograms, selectAdministrative Tools, User Manager.
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b. Set up the user with a domain user rights and with a distinctive name, for example tapi_admin.
You can set the user up with or without a password. This is to ensure that if there is a problem
with any of the services, the Administrator of the server will be able to access the computer.

Once the tapi_admin user is setup, the Telephony Services starts automatically using this login. If this
is not configured, the clients will not be able to start unless a TAPI application is started on the server.
The service will start even if the server is not logged in.

Add the client machines to the Server Manager.
a. Click on thestart button, seledPrograms, selectAdministrative Tools, Server Manager.

b. Click on theConfigurator and selecAdd to Domain.
Note: The clients you are adding to this server can not be logged in to two domains at one time.

c. Add the Client computer name, as it appears on the Client.
d. SelecWINNT Workstation orserverand clickADD.
e. Repeat step c and d for each client being added to the server.

Proceed with configuring the TCMsetup. Refer tq> the “Configuring the TCMsetup on the Server“
section.

Setting up the Server as a Standalone Server in a Domain

This section covers the information necessary to set up a server as a standalone server in the Domain.

Note You should always log into your local machine as Administrator. You should never log in to the Domain
at your standalone server.

To Setup the Server as a Standalone Server in a Domain:

1.
2.

Request that your standalone server be added to the domain by your Network Administrator.

Request a user account on the Domain from your Network Administrator for your telephony service to
start (TCMSETUP) on your local machine.

Have your Network Administrator verify that all TAPI users are already domain users or add any that
are not present.

Complete the following steps to allow for setting up your TCMSETUP command:

a. Access the User Manager on your local machine, and double cligdnoinistrators at the
bottom of the screen.
TheLocal Group Propertieslialog box is displayed.

b. Position on your domain user account (CTI_MNTK\Domain Admins) and then cliékan
button.
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Local Group Properties |

Group Mame:  Administrators OF |

Description: IMembem can fully adrinister the computerdomai Cancel

Show Ful Names | M

Members:

Adrmiriztrator
CTI_MMHTEMDomain Admins

Chdd

Hemayve

c. Find and highlight your user account given by your Network Administrator for your Telephony
Service (TCMSETUP). Click on th&dd button to add this user.

Add Uszers and Groups |
Lizt Mame= From: I‘@ CT_MMTE j
Hames:
ﬁ SO0 [David So) Toronto Developer ;I

£ Supervisor Built-in account for adminiztering the cor
TAPL ADKIN Standalone server Usernd for Telephorg
ﬁ TEEMDER [Todd Bender) MACWISIT Development
ﬁ TESTUSER [Test Uzer 1] Test Account
ﬁ THUAMGU [Thuan Houywen] Lan &dminigtrator
ﬁ THUAMM [Thuan Mguyen] LAM Administrator with litle power |
ﬁ TSCHWEI [Tim Schweitzer) MAC WISIT Development ll

Add TEemters... Search... |

Add Hames:

=)
[~

] Cancel Help

d. You should now show your user account inltbeal Group Propertiescreen.
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Local Group Properties |

Group Mame:  Administrators OF |

Description: IMembem can fully adrinister the computerdomai Cancel

Show Ful Names | M

Members:

Adrmiriztrator
CTI_MMHTEMDomain Admins
ﬁ CTI_MMNTEATAPL_ADRIM

Hemayve |

5. Proceed with configuring the TCMsetup. Refer to the “Configuring the TCMsetup on the Server” section.
Configuring the TCMsetup on the Server
The following list provides the steps in configuring the TCMsetup on the server. The following sections provide

detailed information.

1. Launching the TCMsetup
2. Assigning the lines to be used by the client

3. Deleting a line from a user - if necessary

Note If you setup the server as a standalone on a Domain, you should always log into your local machine as
Administrator. You should never log in to the Domain at your standalone server.

Launching the TCMSetup

To Launch the TCMsetup on the server:

Enter the following using either tiUN box from theStart button or from a command prompt:

tcmsetup.exe /s domain \userid password (for example, tcmsetup.exe /s lowa\tapi_admin admin)
or, if a password is not used: tcmsetup.exe /s /n lowa\tapi_admin

Note: Definitions /s = Server, domain = the domain of the TAPI server, userid = the user setup
with admin rights for use with the Telephony Service, password = the password used by that user.
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TAPI Admimstration Apphcation Help

lzage is

SERYER SETUP
TCMSETUFR [/3] /5 [/M] domainhusemame [password] mapperdll [managementdilist]
domainuzemame iz the full domain and uzername of administrative TAP| account
pazaword iz the paszword faor that account
mapperdll iz the name of the DLL [with the .DLL exengion] that will be used as the mapper
managementdllizt iz the optional list of DLLs. The DLL names are delimited with

A0 - will cauze mezsage boxes ko not be displayed durning zetup

/M indicates the uzername doesz not have a password. |n this case, the paszword
parameter ig not needed.

SERVER DISABLE
TCMSETUR [/3] 45 /D
CLIENT SETLF
TCMSETUR [#3] /T remateservername
remotezersername iz the machine name of the telephony server
A0 - will cauze mezsage boxes ko not be displayed durning zetup
CLIENT DISABLE
TCMSETUR [/Q] 4C /D

When TCMsetup is complete you will receive a confirmation box stating “TAPI driver for ICM
successfully set up”.
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Assigning the Lines Used by the Clients

To Assign the Lines to be used by the Clients:

1. Runthe TCMAPP.exe, located in the c:\\Winnt\system32 directory.
The TAPI Administration Applicatiowindow opens.

= TAPI Administration Application
File Uzer Line Help

=l SALTLAKE
=l butte
i Line 4.0.7.4 22 DMS-100 Mortel Symposivm TAP| Server

b Line 4.0.9.4 22 DMS-100 Mortel Symposium TAP Server

2. Click onUserlocated on the menu bar and selectAdd a User to this Telephony Servepption.

= TAPI Administration Application M=l &

Bemove the Selected User

LChange Selected User's Line Access

Broperties

The Add Users and Groupdialog box is displayed.
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Add Users and Groups |

Lizt Wames From: I_@ SalLTLAKE® j
Hames:
Darnain Adming Dezignated adminiztrators of the domain
Diomain Guests All dornain guests
Comain Users &ll domain users
% Administrator Built-in account for adminiztenng the compt.
ﬁ Guest Buil-in account for guest access to the con
€ miszoula
ﬁ tapi_admin
Add femtiers... Search... |
Add Mames:
ak. Cancel Help

3. Add the Users and the lines for each client.

a. Click on the user and select tbkange Selected User’s Line Access

= TAPI Administration Application M=l E3

=% Add alUserto thiz Telephony Server
| Bemove the Selected User

cted Uszer's Line Access

Properties
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The Change Line Device Access for Selected d&dog box is displayed.
Change Line Device Access For Selected Uszer |

The TAPI line devices that the uzer currently has access to are highlighted.
To add additional linez, hold down the <Chl: key and click on the line o add.

To remove linez, hold down the <Chlx key and click on the line to remaove.

Line Marme | Switch Infa | Pravider Infa | Perrm Line (D |
Line 4.0.7.4 22 Dh=-100 Mortel Symposium TAPI Server BRA3E1
Line 4.0.9.4 22 DhS-100 Mortel Symposium TAP Server BR5E3E0

Cancel |

b. Click on the line you wish to add to the client to highlight it and click ootkebutton.
The line you selected is displayed under the Client’'s name in the window.

c. Repeat steps 1 and 2 until all users have been added and lines assigned to all users.

4. Exit the Application, be sure to clidkesto save the information.

Note: The first time you run the TCMAPP program, you must selecAbi®@ USER TO THIS
Telephony Serveroption before seeing any of the above.

Deleting a Line from a User

To Delete a Line from a User

1. Runthe TCMAPP.exe, located in the c:\\Winnt\system32 directory.
2. Select the User.

3. Select the Line.

4. Click onLine located on the Menu bar.

5

Click on theRemove Selected Lineption.

= TAPI Administration Application M=l E

File  Uszer Help

=]

flawe the Selected e i Wrder
tdlawe the Selected ine et i [ rder

Properties

The line is removed.
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Setting Up the Client

Ensure the client machines have been upgraded to TAPI 2.1 and, if you have Windows NT client machines, the
2.1 fixes have been added to them.

Note: The client machines can only be logged in to one domain at any one time. Remove the machines from
any prior domains before proceeding with setting up the client.

On Windows 95 client machines, you must ensure the File and Print Sharing are both selected.
1. From the Access control tab page, selecttber-level access control

Metwork EH |

Ennfiguratinnl |dentification Access Contral |

— Contral access to shared resources using:

" Share-level access control

Enables you to supply a password for each shared
TESOLINCE,

& lser-level access controf

Enables pou to zpecify uzers and groups who have
access bo each shared rezource,

Obtain list of users and aroups From;
SALTLAKE

In the Network setup you must make sureldiser Level Accesss set to the Domain Name. Please refer to the
TAPI 2.1 Readme.txt file for any further information.

2. Click on theOK button.
TheFile and Print Sharinglialog box is displayed.

File and Print Sharing & |

[¥ | want to be able to give others access to my files.

¥ | want to be able to allow others to prink ta my printerfz];

K, I Cancel

3. Select thé=ile and Print Sharing options and click on th@K button.

To Set Up the Client:

1. Click onStart/Run and enter the following information:
tcmsetup.exe /c servernanfdor example, tcmsetup.exe /c Desmoines)

Be sure to use the server name and not the domain name.
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The following message is displayed:
TAPI Administration Setup B3

T api Client successfully =etup

2. Reboot the server after you have finished setting up the Server and the Client.

Reinstalling the Older Version of Microsoft TAPI

If you wish to uninstall TAPI 2.1 and return to Microsoft's TAPI 1.4 , &indows 95client only, follow the
following steps:

1. Locate the remtapi.inf file.

2. Right click on the correct file and select thstall option.

If you wish to uninstall TAPI 2.1 and return to Microsoft's TAPI 2.0dmdow NTonly, follow the following
steps:

1. Locate the remtapin.inf file.

2. Right click on the correct file and select thstall option.

Note If you use the remtapi files, you may have to copy the Telephony.cpl file back into the Windows\system
directory.
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Chapter 5 Additional Tools

This chapter provides information on other applications that work with the TAPI driver for ICM. These tools
include the ACDProxy Service, Interactive Voice Response (IVR) units, Microsoft Outlook 97, and
pcAnywhere.

ACDProxy Service

Nortel provides a separate application call ACDProxy Service. This application allows the agents to log in, log
out, and go ready or not ready. The setup procedures for the ACDProxy Service are provided in the following
sections.

Ensure the Microsoft TAPI 2.1 upgrade is installed and the TCM Application is setup before configuring the
ACDProxy Service.

Configuring the ACDProxy Service

The ACDProxy Service can be setup to start at the time the server is bootderovider Propertiegdialog
box allows you to select to Load ACDProxy at startup. Refer jo the “Configuring the Settings for thei TAPI
driver for ICM” section located in Chapter 3 for additional information:

To Configure the ACDProxy Service:

1. Open the Control Panel.

2. Double-click on th&ervicesicon.
The Servicedialog box is displayed.
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Somices |

Service Status Startup Claze |
ACDPROY Service M anual !

Alerter Started Autamatic Start |
ClipBook Server kd arwial

Computer Browser Started Autamatic Stop |
DHCP Client Started Autornatic

Dhirectary A eplicatar kd arwial

EventLog Started Autamatic i |
Lizenze Logging Service Started Autamatic —

b eszenger Started Automatic

Het Logon Started Automatic

Hi! Profiles. .
Startup Parameters:

| Help

_ e |

3. If not highlighted, click oM\CDPROXY Service and select th&tartup button.
The Servicedialog box for ACDProxy is displayed.

Service |
Service: ACDPRO=Y Service
— Startup Type
Ok
% Automatic I_I
" Manual Cancel |

i~ Dizabled Help |

— Log On As:
™ System Account

[ Allow Service to Interact with Desktop

&= This Account: [CT_MNTKATAPL_ADMIN. ||

Pazsword: |
Canfirm Ixxxx
Pazzword:

4. In theStartup Typéox, select théutomatic radio button.

In theLog on as box,
selectThis Account radio button.

6. Click on the drop down list button located to the right ofTthis Accounfield to display the list of
accounts.

7. Browse for and select the admin account you have setup for TCMSETUP (TAPI_ADMIN). The
selected account is displayed on Ties Accounfield.

Note The TCMAPP admin account must be configured prior to completing this step. Information on
setting up the TCMAPP is provided in Chapter 4.
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8. Enter thePassword
9. Click on theOK button to save the changes and closeStnwicedialog box for ACDProxy.
10. Click on theClosebutton to close th8ervicedialog box.

11. Reboot the server.

Note: If you have not installed Microsoft TAPI 2.1, tAE€DProxy Service will not stark. Refer to Chapter 4
for information on installing the Microsoft TAPI 2.1.

Interactive Voice Response (IVR)

The IVR System collects data from a call and passes it to a TAPI application. There are two types of IVR
Systems, Nortel's Open IVR and third party.

Note: Whereas the TAPI driver for ICM supports Predictive Dialing and other Call Data applications, the IVR
information in this document is not necessarily IVR specific. The information applies to Predictive Dialing as
well as other applications, except as noted.

If you are interested in developing an interface to the TAPI driver for ICM from your IVR, contact Nortel CTI
Developer’'s Support line at (800) NT4CTIO for more details.

The IVR System registers with the host system that is running the TAPI driver for ICM with IVR, answers
incoming calls, sends collected data to the TAPI NT server, waits for an acknowledgment from the TAPI NT
server, and transfers the call to an ACD queue or other device.
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Cptional Open
'R Systermn

Windows NT
Server

DMS / MSL 100

R Link

ICM{IP Link

-

Client
Workstations

Figure 5 IVR Overview.

The IVR system collects data from a call and passes it to the TAPI driver for ICM through the DMS / MSL-100.
When the TAPI driver for ICM detects an incoming call (with assigned call ID) on a monitored destination DN,
the TAPI driver for ICM collects the data based on Call ID. The TAPI driver for ICM passes the data to a TAPI
client monitoring that DN through Microsoft TAPI 2.1 Remote Service Provider. The IVR system requires a
software module that uses the IVR Driver communication protocol. For example, Nortel's Open IVR uses the
IVR Module.

IVR Module

The (IVR) module is a standalone process designed to run on both Symposium IVR machines. It collects data
sent from IVR call flows and then sends the data over an Ethernet connection to a TAPI NT server for further
processing.

Tasks performed by the IVR Module include the following:
e opening and maintaining socket communications with a PC based TAPI driver for ICM, which collects
information from the IVR and distributes to multiple clients
* opening and maintaining message queues through which IVR call flows send gathered data to the IVR
module via custom user function cells
« reading and distributing configuration parameters related to areas such as call monitoring and tracking

The IVR Module executable may reside and execute in any directory. However, a configuration file, which
must be called IVRmodule.cfg must reside in the same directory.

Note: Only brief IVR Module information is provided in this document for references only. For complete IVR
information, refer to your IVR User Documentation.
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IVR Configuration File

The IVR configuration file (IVRmodule.cfg) contains various configuration parameters. These parameters are
listed one per line in any order and identified by a keyword beginning on the first column of each line and
followed by a space and the actual parameter value. The keywords include the following:

Keyword Description OQOperand

homehost name Defines the name of the machine on which the IVR module | Name is an alphanumeric string designajfed
resides and executes as the host name on your machine

externhost name Defines the name of the machine on which the IVR driver resjdg¢ame is an alphanumeric string designajfed
and executes as the host name on your machine

portnumber n Defines the port number on the externhost machine through | n is a numeric value usually in the rangej[1 -

which between the IVR driver and IVR module will be channeled000

timeoutval n Defines the maximum time in seconds that the IVR module wjilh is a decimal value within the range 1 -
wait for response from the IVR driver indicating data transfer|isL00

complete and the call should be transferred. After this time
period elapses, the IVR module will automatically transfer the
call. This value will default to 20 if not specified

homeloccode n Defines the Home Location Code of the M1 switch to which the is a decimal value within the range 3 -
IVR module is attached 100

nwcallid YES | NO | Specifies whether or not the network call ID is available with ¢alhe strings YES or NO are the only
information acceptable values

monitordn nnnn This parameter is only valid if NO has been specified for the | nnnn is a four digit extension of an

nwecallid parameter. This specifies a four digit extension of arl operator/agent's telephone
incoming line to be monitored for call information. One may
specify any number of these extensions, listing one per line
always using the monitordn keyword. Although the configuration
options may be listed in any order, the monitordn listings musgt
appear in numeric order by the channels to which they are
assigned. In other words, the DN of the first channel assigngd to
this application must be listed first. The DN of the second
channel assigned to this application must be listed second, gnd so
on

logduration n Defines the number of days IVR log files will remain in the n is a decimal value indicating number o
directory with the IVR module executable before being deletedays within the range 1 - 100.
This value will default to 1

If a required configuration option [SMISSING or contains syntax errprs, the IVR module will issue error messages
in the current logfile and fail to startup. Refer to the “IVR Messages” section located in Chapter 7 for additional
information on the error messages-

DMS / MSL-100 and IVR Environment

The DMS / MSL-100 SYSTEM platform provides the telephony switching needs for this system configuration,
while the ICM link module provides the call progress details needed to track the call and to gather call
information. The IVR Module is connected to the SYSTEM providing caller input services. This unit is
connected to the LAN Network, which allows packet data transfer.

The IVR unit prompts the user for caller input and gathers the data that has been entered. This process is
configured and controlled by a call flow running under the Generations IVR call management software on the
Nortel open IVR. Call flows consist of individual cells in a flowchart each of which handles a task such as
answering a call, playing a voice prompt, and collecting data. This software also includes special user cells,
which allow for user specific processing of caller data. In the Nortel environment this type of cell is used as part
of the call processing. This user cell connects to the main IVR module task via message queues and routes call
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information from the call flow to the IVR module. This data is transferred to the IVR Driver Task running on a
host on the Network.

Cptional Open
'R Systermn

Windows NT
Server

DMS / MSL 100

R Link

ICM{IP Link ]

- =

Client
Workstations

Figure 6 DMS/MSL-100 and IVR Environment

IVR Driver

The IVR Driver Task on the TAPI driver for ICM provides two types of connectivity. It connects to the IVR
module and to the Data Transfer Task on the network. The TCP Internet Protocol is used between the IVR unit
and the IVR Driver Task, while UDP is used to broadcast IVR data to a Data Transfer Task. One or more IVR
Modules may register with a single IVR Driver Task on a server. IVR Modules may also exist at separate sites
and are associated with separate IVR Driver Tasks on separate servers.

Each IVR Driver Task is associated with a designated Data Transfer Task for handing off data to be broadcast to
all Data Transfer Tasks on the network. This association is defined in a configuration file, which specifies the IP
address and the port of the associated Data Transfer Task.

The functionality of the IVR Driver Task depends on whether the Network Call Id can be delivered with the
Collected Digit Data in the Caller Data message from the IVR. If the Network Call Id can be delivered then the
Collected Digit Data will be broadcast in a IVRCallerData message to a designated Data Transfer Task.
However, if Network Call Id cannot be sent from the IVR with the collected digit data (as is the case with 3rd
Party IVR systems), then the IVR Driver Task monitors the ICM for calls coming into the IVR system. When a
call is seen, the Network Call Id for that call is stored and put into IVRCallerData message structure that will be
broadcast to a designated Data Transfer Task. The IVRCallerData message with the Network Call ID IE
included is broadcasted to a designated Data Transfer Task.
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IVR Module Scenarios

IVR Module to IVR Driver Task Communication

The following scenarios describe TCP/IP connection based communications between the IVR Module and the

IVR Driver Task.

IVR Module originated messages flow to the IVR Driver Task are shown in the following event flow. The IVR
registration takes place once until a disconnect occurs between the IVR Module and the IVR Driver Task at

which point the IVR module must re-register. As long as the IVR Module is registered with the IVR Driver

Task, IVR Caller Data messages can be sent from the IVR Module to the IVR Driver task repeatedly until a
disconnect takes place. For a 3rd party IVR, if any of the ports specified in the registration message could not be
monitored, then an unsolicited status message is sent to the IVR to indicate that the port registration request

failed.

IVR Module

IVR Driver Task

IVRRegistration

>

IVRRegistrationResponse

<

IVRCallerData

IVRCallerDataResponse

Multiple
Message <

S~—

IVRDisconnect

IVRDisconnectResponse

g

<

Status - Port Registration failed

<

TCP/IP Messages

Figure 7 IVR Scenario Event Flow 1
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The following event flow shows a normal message flow of the IVR module registering with the IVR Driver Task
and sending IVR Caller Data messages followed by a Host Disconnect message originating at the IVR Driver
Task. The Host Disconnect message is the only message originating at the IVR Driver Task with a destination of
the IVR Module (except for the unsolicited Status message).

IVR Module IVR Driver Task

IVRRegistration

>

IVRRegistrationResponse

IVRCallerData
IVRCallerDataResponse

A} &

Multiple
Message

HostDisconnect

A

HostDisconnectResponse

g

TCP/IP Messages

Figure 8 IVR Scenario Event Flow 2

IVR Driver Task to Data Transfer Task Communication

The following scenario describes UDP connectionless based communications between the IVR Driver Task and
the Data Transfer Task.

The following event flow shows a message flow of the IVR Driver Task sending Caller Info Data messages to
the Data Transfer Task. The CallerinfoData message is the only message originating at the IVR Driver Task
with a destination of the Data Transfer Task.

IR Driver T