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Overview

Introduction

The Platform Vendor Independence Base Configuration Guide provides
information and instructions for installing and maintaining a third-party
Windows NT server for Symposium Call Center Server Release 4.0. The guide
also covers any troubleshooting problems that might arise.

Platform Vendor Independence is a software-only call center solution, which
allows Symposium Call Center Server to operate on hardware that is not
supplied by Nortel Networks. The software is designed to run on any system that
meets the minimum hardware requirements for Windows NT 4.0, using
Microsoft-certified drivers for all components.

This chapter provides the standard requirements and precautions for handling,
installing, and servicing hardware equipment. It also describes the minimum
hardware requirements for the server.

Who should read this guide

Thisguideisfor planners, administrators, technicians, and engineersresponsible
for installing and maintaining the server. It isintended to act as aguide for
installing, repairing, replacing, and upgrading hardware and software
components. It assumes that the reader has basic computing skills, is familiar
with necessary safety procedures, and has the hardware documentation provided
by the manufacturer available as areference.

Assumptions

This guide assumes that you are planning to install and maintain or troubleshoot
the third-party Windows NT server.
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Using this guide to configure a Network Control Center server

When Symposium Call Center Server sites are connected together in a Wide
Area Network (WAN), they require a central, non-call-processing computer to
control the network. This computer is known as the Network Control Centre
(NCC) server. All Symposium Call Center Servers are connected to the NCC
server, which can belocated at the same site as one of the serversin the network.

This guide explains the configuration of a third-party Windows NT server for
Symposium Call Center Server Release 4.0. If you are configuring a third-party
Windows NT server as an NCC server, you can use the proceduresin this guide
toinstall and configure the NCC server, with the following changes:

m  The NCC server does not have an Embedded LAN (ELAN) card installed.
Ignore all referencesto ELAN installation and configuration in this guide.

m  The NCC server requires that you install a Performance Enhancement
Package (PEP) after the Symposium Call Center Server softwareis
installed. For details, see the Symposium Call Center Server Software
Installation and Upgrade Guide.

Platform Vendor Independence Base Configuration Guide 3
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Skills you need

Purpose

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

Nortel Networks product knowledge
Knowledge of, or experience with, your Windows NT server or the following
Nortel Networks products is hel pful when administering the server:
s 701t server
s 702t server
= 1000t server
s 1001t server
s 1003t server

PC experience or knowledge

Knowledge of, or experience with, Microsoft Windows NT Server 4.0 is helpful
when administering the server.

Other experience or knowledge

Other types of experience or knowledge that might be useful include
m  client/server architecture

= Internet Protocol (1P)

m  database management

programming
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Installation safety precautions

Introduction

Before you install the server, take safety precautionsto avoid injury or damage
to you and the server. Precautions made now make the task of installing or
maintaining the server much easier.

Site safety

Prior to installing your server, verify that:

m theareaisclean and clear of debris
m thereisadequate space for al equipment

m  adesk, shelf, or table space is available for the server, monitor, keyboard,
mouse, and modem

m thereisadequate air flow and ventilation around the equipment
m  no heat sources are located near equipment
m thereis space for accessto the front, side, and rear panels of the server

m theareaisisolated from strong electromagnetic fields and electrical noise
sources including

m air conditioners
s largefans
= motors
m radioor TV transmitters
= high-frequency security devices
m there are adequate grounded electrical outlets or power barsfor all
equipment. Have one outlet for each
= server
= monitor
= modem power cord
m Embedded LAN (ELAN) hub power cord
m Customer LAN (CLAN) hub power cord
m PCclient

Platform Vendor Independence Base Configuration Guide 5
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Equipment requirements

Introduction

The Platform Vendor Independence (PV1) solution for Symposium Call Center
Server Release 4.0 is a software-only product. The customer can supply the
server and all hardware. You can install Symposium Call Center Server Release
4.0 on any server platform that meets the minimum recommended hardware
reguirements outlined in this section. The server must also meet the
requirements of Microsoft's Hardware Compatibility list for Windows NT
Server 4.0.

Platforms supported

Symposium Call Center Server Release 4.0 as a Platform Vendor Independence
solution supports hardware that meets a minimum requirement, regardless of the
manufacturer. To check whether a particular server can be used, run the PVI
Minimal Configuration Compliance Check utility on that server after the
operating systemisinstalled and the drives are partitioned. This utility generates
warnings and suggestions when the server under test does not satisfy the
minimum or suggested requirement.

In addition to hardware that is not supplied by Nortel Networks, you can use the
Platform Vendor Independence solution with certain Nortel Networks platforms.
In the case of a new installation, the Nortel Networks platform is considered to
be supplied by an independent vendor (Nortel Networks). You can install the
Symposium Call Center Server Platform Vendor Independence solution only
after the minimal or recommended hardware configuration has been met. For
Meridian Application Server platforms, this document supersedes earlier
installation procedures.

Minimum hardware requirements

For the Release 4.0 Platform Vendor Independence solution to run properly, the
customer-supplied server must meet the following minimum requirements:

s Intd-based CPU—Pentium |1 300 Mhz
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m  Symposium Call Center Server Release 4.0 can operate on single or dual
processors at thistime. Quad processors are not supported.

m 256 Mbytes of RAM memory
m  onefloppy drive

m Thedriveletter must be A.
m  SCSl busfor hard drives

Note: IDE hard drives are not supported due to call center performance issues.

s RAID1 hardware to be used for all disks on the shared SCSI bus to
eliminate disk drives asapotential single sourcefor hardware failures. This
is arecommendation.

s hard drive speed of 7200 rpm (minimum) from manufacturer’'s
specification

Note: For additional partitioning information, see “Disk partitioning for new
installations’ on page 22.
m first partition (to contain Windows NT Server 4.0)
The disk partition letter must be C.
m  The minimum partition sizeis 2 Gbytes.
m Therecommended partition size is 4 Gbytes.
m Thefile system typeis NT file system (NTFS).
= second partition (to contain Symposium Call Center Server 4.0)
m Thedisk partition letter must be D.
m  The minimum partition sizeis 2 Gbytes.
m  Therecommended partition size is 4 Ghytes.
m Thefile system typeis NTFS.
= oneCD-ROM drive
m Thedrive letter must be E.
m  Minimum speed is 24X.
m  first database partition
m Thedisk partition letter must be F.
m  Minimum partition size is 4 Gbytes.
m Thefile system typeis NTFS.

Platform Vendor Independence Base Configuration Guide 7
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additional database partitions

m Thedisk partition lettersare G to Z.

m  Minimum partition sizeis 1 Gbyte.

m All additional DB partition sizes should be on 1 Gbyte increments.
m Thefile system typeis NTFS.

two seria ports

one parallel port

Note: If you use asmart UPS that requires an additional serial port on the server
platform, you also need the additional serial port.

two network interface cards (10/100 Mbytes/sec. Ethernet)
video card and monitor (800x600 minimum resolution)
keyboard

mouse

US Robotics Modem 33.6 kbytes/sec minimum, for remote technical
support (required)

backup tape drive for the backup and restoration of the Symposium Call
Center Server database (required). The customer must ensure that the tape
drive chosen can hold all the backup data for the complete database on a
single backup tape. Hardware compression techniques can be used if
necessary. An SLR tape drive from Tandberg is recommended.

capability of operating under Windows NT Server 4.0. All hardware
devices must be on the Microsoft Hardware Compatibility list for Windows
NT Server 4.0. For acomplete list of compatible hardware devices, check
the following web site;

http://www.mi crosoft.com/hcl/default.asp

Symposium Call Center Server
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Required setup data

Introduction

Use the information that you record in this section for the initial Windows NT
configuration.

Data

The following datais required for certain procedures:

Name Required information

customer’s company name

company representative’s name

computer name (6-15 characters, first character must
be apha, only alphanumeric and
underscore characters allowed, no
spaces allowed)

workgroup name

administrator password

type of modem for the server

Windows NT Server 4.0 licence key

In addition, the following information is required:

m  user name, password, and domain name for access to the Customer Local
AreaNetwork (CLAN)

m list of unique names and IP addresses for al equipment on both CLAN and
ELAN

See “IP Addresses’ on page 10.

Platform Vendor Independence Base Configuration Guide 9
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Serial number

When Windows NT Server 4.0 isinstalled, you must enter an individually
licensed serial number (Product ID). This serial number is provided with each

copy of Windows NT software.

IP addresses

Record the server’s | P addresses for both ELAN and CLAN connections. The
customer’s LAN administrator is the source for | P addresses, subnet masks, and

gateways.

IP address table

Name

IP address

Subnet mask

Gateway, description,
equipment name, or
comments

ELAN M1 Primary

ELAN M1
Secondary

ELAN server

ELAN router/
gateway |P address

CLAN server

CLAN router/
gateway |P address

RAS

10
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MAC addresses

Record the MAC address for both ELAN and CLAN cards. If the ELAN and
CLAN card types are identical, the MAC address can help you identify each
card for testing and configuration purposes.

MAC address table

Slot number

Card type

MAC address

ELAN

CLAN

Platform Vendor Independence Base Configuration Guide
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Preparing for hardware activities

Introduction

The Symposium Call Center Server Release 4.0 Platform Vendor Independence
solution is a software-only product, with hardware that can be supplied by the
customer, or aready in place including non-Nortel Networks supplied servers.
This guide covers the installation and connection of equipment including the
ELAN, CLAN, tape drive, modem, and dongle (when connectedto aDM Y/
MSL-100 switch). It also covers the installation of Windows NT Server 4.0 and
the configuration of the server. Software instalation is covered in the Nortel
Networks Symposium Call Center Server Software I nstallation and Maintenance
Guide for Release 4.0.

Hardware activitiesinclude installing the server according to the manufacturer’s
manuals and connecting it to periphera equipment. Before you begin any of
these activities, collect the tools you need and follow recommended safety
precautions.

You need the materials and precautions covered in this section for the hardware
connection and server configuration.

12
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Required materials and safety precautions

Materials checklist

Use this checklist for the materials you need to perform maintenance and
diagnostics tasks.

Check |Description

Antistatic ESD wrist strap (recommended)

Pen or pencil for writing notes, cable lengths, and cable
identifications

Cable tie wraps

Blank tape for database backup procedures (used with
Symposium Call Center Server procedures)

Head-cleaning tape kit

Cableidentification labels

Equipment log (records the model and serial number of the
system, al installed options, and other information)

Blank floppy disk to create a Windows NT repair disk (will
contain backup configuration data for Windows NT)

Microsoft Windows NT Server 4.0 CD-ROM

pcAnywhere software - supplied (provides remote access by
Nortel Networks service)

General safety

Nortel Networks recommends that you observe these safety guidelines as you
work on your server:

m  Plug the computer and peripheral devices into properly grounded power
sources to prevent electric shock.

Platform Vendor Independence Base Configuration Guide 13



Getting started with the installation Standard 1.0

Use surge protection and an uninterruptible power supply to protect your
system from sudden increases and decreases in electrical power.

Ensure that nothing rests on your server’s cables and that cables cannot be
tripped over or stepped on.

Do not handle food or liquid around the server.
Do not push any objects into the openings of your server.

Safety precautions for working with your server

Follow the manufacturer’s recommendations and observe these safety
guidelines before removing the cover of your server:

1.
2.

Turn off all peripheral devices connected to the server.

Turn off the system by using the push-button on/off power switch. Unplug
the AC power cord from the system or wall outlet.

Label and disconnect all peripheral cables and all telecommunication lines
connected to the 1/0 connectors or ports on the back of the system.

Provide electrostatic discharge (ESD) protection by wearing an antistatic
wrist strap attached to the chassis ground of the system when handling
components. Attach your wrist strap to any unpainted metal surface.

Cooling and airflow

Check the manufacturer’s instructions for proper cooling and airflow. Always
install the chassis top cover before turning on the system. You may risk
damaging system partsif you operate the system without the cover in place.

14
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Uninterruptible Power Supply

Benefits

Nortel Networks recommends the use of an Uninterruptible Power Supply
(UPS) with the Symposium Call Center Server. A UPS provides the following
benefits:

m  reductionin dataloss—A UPS shuts down the server gracefully if an
interruption in AC power occurs. A graceful shutdown prevents data
corruption and reduces the risk of dataloss.

m  reduction in power dips and spikes—The UPS regulates AC power
supplied to the server.

Note: Data backups that are running at the time of shutdown are unusable.

Requirements

A UPS used with the Symposium Call Center Server must meet the following
reguirements:

Requirement 4

Provides at least 10 minutes of power, to stop all services and shut
down the server

Physically fits within the workplace

Has minimal environmental impact

Applies power to the server when line voltage reaches a stable state

If the server has been down for along time, recharges before powering
up the server

Is compatible with Windows NT 4.0 Server

Platform Vendor Independence Base Configuration Guide 15
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Requirement 4

Meets al local regulatory requirements

Note: For the European market, the UPS must generate a pure sine
wave AC waveform.

Has hot-swappabl e batteries

Note: Replacement or capacity upgrades of the batteries must not
interrupt service.

Connectsto the server through a serial port on the server platform or
through a network card, depending on the implementation

Does not affect the Symposium Call Center Server software. UPS
software must not replace software or driversinstaled on the server
with different versions.

Note: Instal only the basic software functions necessary for UPS
operation. Do not install advanced features, as they could impact the
Symposium Call Center Server software.

16 Symposium Call Center Server
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Avoiding electrostatic discharge

Introduction

Electrostatic discharge (ESD) can seriously damage component parts such as
disk drives and boards. Nortel Networks recommends that you perform the
maintenance procedures described in this section at an ESD workstation.

Antistatic wrist strap

If an ESD workstation is not available, you can wear an antistatic wrist strap for
ESD protection. Ground the ESD wrist strap by attaching it to any unpainted
surface on your system’s chassis.

Conductive foam pads

Expansion cards are extremely sensitiveto ESD. After removing acard from its
protective wrapper or from the system, place it component-side up on a
conductive foam pad. If possible, use antistatic floor pads and workbench pads.

Platform Vendor Independence Base Configuration Guide 17
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Overview

Introduction

This section provides a summary of the server’s configuration and software
components.

Included are descriptions of the following elements:

approved peripherals

operating system

pcAnywhere

disk partitioning

reguirements for troubleshooting and maintenance
RAID controller

dependencies and compliance

20
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Server configuration

Approved peripherals

The following peripherals are necessary to allow the server to work properly.

Keyboard, monitor, and mouse
The server does not support headless operation; therefore, a keyboard, monitor,
and mouse must be connected to the server.

Floppy drive
One floppy driveisrequired in the server. You need the floppy drive for some
software installation and related procedures.

CD-ROM drive
One CD-ROM drive is a minimum standard requirement for the server. You
need this drive for software installation and configuration procedures.

Tape drive
Onetape driveis required for the server. You need this drive to save and store
data.

SCSl drives

SCSI hard drivesin primary and secondary hot-pluggable drive bays are

recommended for redundancy. A Redundant Array of Independent Disks
(RAID) arrangement combines two or more drives for fault tolerance and
performance.

Modem

A dial-up modem must be connected to the server through a serial port at the
rear of the chassis.

Network interface cards

Two Ethernet network interface cards are regquired—one for connection to the
Embedded Loca AreaNetwork (ELAN) and the other for connection to the
Customer Local Area Network (CLAN).

Platform Vendor Independence Base Configuration Guide 21
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Operating system

The Symposium Call Center Server Release 4.0 Platform Vendor Independence
solution requires the Microsoft Windows NT Server 4.0 operating system.

The minimal Service Pack is 6a.

Note: The service pack must be applicable to your region aswell asyour server.
In North America, 6aisthe latest service pack recommended by Nortel
Networks. Not all service packs are compatible with all servers. See the server
vendor for recommendations.

pcAnywhere

Nortel Networks requires that pcAnywhere 9.2 be installed on the server to
provide Symposium Call Center Server support through a dial-in modem.

Disk partitioning for new installations

2 Ghytes=2048 Mbytes
4 Gbytes=4096 Mbytes
Minimum Recommended
Drive letter size size Notes
A 144 1.44 Mbytes Floppy drive A
Mbytes
C 2 Gbytes 4 Gbytes NTFS partition on disk 0. This

must be partitioned as the
Primary partition. MS Windows
NT Server 4.0 and pcAnywhere
areinstalled here.

D 2 Ghytes 4 Ghytes Additional NTFS partition on
disk 0 or an NTFS partition on a
different disk. This must be
partitioned as an Extended
partition. Symposium Call Center
Server isinstalled here.

22 Symposium Call Center Server
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Minimum Recommended

Drive letter size size Notes

E N/A N/A CD-ROM drive

FZ 4 Ghytes Drive F and any additional drives
should be on a separate physical

disk other than drives C and D.
At aminimum, there must be an
F drive where database
information is stored.

The minimum total system disk
gpace for the database is 4
Gbytes. Thisiscritical for the F
partition.

Additional database disk drive
partitions can be on separate
physical disks or on the same
disk, depending on the
customer’s preference and
hardware configuration.

Partitioned sizes on all database
drives should be in increments of
1 Ghyte.

Drives —Z must be partitioned as
Extended partitions.

Platform Vendor Independence Base Configuration Guide 23
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Disk partitioning for 702t server installations

Use the following disk partitioning information for rebuilding a Nortel
Networks 702t server that is configured for Platform Vendor Independence.

Notes:

m  All partitions use NTFS formatting.

m  Thefollowing partitioning information is based on a 702t server with a

9 Ghyte hard drive system:

Disk Drive

number letter Partition type Partition size
0 Primary 4095 Mbytes
0 D Extended 4095 Mbytes
1 F Extended 4087 Mbytes
1 G Extended 4095 Mbytes
2 H Extended 4095 Mbytes
2 I Extended 4087 Mbytes

24
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Disk partitioning for 1003t server installations

Use the following disk partitioning information for rebuilding a Nortel
Networks 1003t server that is configured for Platform Vendor Independence.

Note: All partitions use NTFS formatting.

Disk Drive

number letter Partition type Partition size
0 Primary 4095 Mbytes
0 D Extended 4095 Mbytes
1 F Extended 4095 Mbytes
1 G Extended 4095 Mbytes
2 H Extended 4095 Mbytes
2 I Extended 4095 Mbytes

Platform Vendor Independence Base Configuration Guide

25



About the server Standard 1.0

Base and optional system components

Included software components

The Symposium Call Center Server Release 4.0 Platform Vendor Independence
solution is packaged as a software solution only; no hardware platforms are
included. The package includes the following software:
m  Server CD-ROM containing
m  Symposium Call Center Server installation software
m  PVI Minimal Configuration Compliance Check utility
m  Server Supplementary CD-ROM containing
= any additional software components required for Symposium Call
Center Server to operate, such as performance enhancement packages
(PEPS)
m  Platform Support CD-ROM containing
= pcAnywhere 9.2
= Microsoft Windows NT Server 4.0 Service Pack 6a
= Adobe Acrobat Reader 4

Note: In addition to the included software components, you need the Microsoft
Windows NT Server 4.0 operating system. If the customer provides the server,
the vendor can supply the operating system. If asupplier providesthe server, the
vendor can supply the operating system. If Nortel Networks provides the server,
Nortel Networks supplies the operating system.

Requirements for troubleshooting and maintenance

The following components are essential to perform diagnostics, installation, and
maintenance procedures:

m  Windows NT 4.0 setup disks and CD-ROM

m  Windows NT 4.0 service pack 6a

m  manufacturer’s RAID controller driver disk, if a RAID controller is used
»  manufacturer’s diagnostics software

26
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m  blank backup tape for execution of tape diagnostics
m  platform-specific information disk
m  firmware update disk from the manufacturer

RAID controller

Nortel Networks recommends that the server contain aRAID1 (type 1)
controller. The Redundant Array of Independent Disks (RAID) technology
provides disk dataredundancy aswell as error detection and correction. With the
RAID controller, you can configure your linked drives into a RAID subsystem.

Platform Vendor Independence Base Configuration Guide 27
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Dependencies and compliance

BIOS and hardware dependency

The Platform Vendor Independence solution does not have any dependencies on
the server’s BIOS or hardware.

Operating system service pack dependency

The minimum requirement is Service Pack 6a. Any new Microsoft WindowsNT
Server 4.0 service packs are subject to Nortel Networks approval and
recommendations.

Desktop Management Interface (DMI)

You must remove any pre-installed vendor’s version of DMI before configuring
the server.

Compliance utility
The PVI Minimal Configuration Compliance Check utility checks the server for
minimum requirements. The utility checks the following elements:
m  the operating system
m  disk partitioning and sizes
= RAMsize

For additional information, see “PVI Minimal Configuration Compliance Check
utility” on page 110.
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Overview

Introduction

This chapter describes how to connect external and peripheral hardware
components to the server. Before these components can be connected, you must
install the server hardware according to the manufacturer’s instructions and
recommendations.

The following external connections are required:

= anetwork connection to the Meridian 1 or DM S/MSL-100 switch

= anetwork connection to the Symposium Call Center Server Release 4.0
client

n  afeaturekey adapter (dongle) installed on the parallel port. The feature key
adapter is supplied by Nortel Networks for a server in Symposium Call
Center Server that is connected to a DMS/MSL-100 switch. It is used only
when the server is used for Symposium Call Center Server applications.

m  aseria connection with Meridian Mail (only when the server is connected
to aMeridian 1 switch)

m  aserial connection to a US Robotics modem for remote support

This section provides information and procedures for

m  connecting the ELAN

m  connecting the CLAN

= installing the software feature key adapter
s connecting Meridian Mail with a serial port
m  connecting the modem

m  connecting the backup tape drive

30
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Connecting the ELAN

Introduction

An Embedded Local AreaNetwork (ELAN) card is a minimum system
requirement. It isthe private LAN used to connect Nortel Networks equipment
at the customer site. The Ethernet hub is supplied by the customer.

To connect the ELAN

1 Locate the slot assigned to the ELAN card for the server. Make a note of
the slot. See the “MAC address table” on page 11.

2  Write the MAC address of the card on a small label and attach the label to
the back of the card or the chassis slot position.

3 Connect the ELAN network cables from the Nortel Networks equipment to
the Ethernet hub.

4  Connect the LAN cable from the ELAN card in the server to the hub.

Plug in the power cord for the hub.

Platform Vendor Independence Base Configuration Guide 31
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Connecting the CLAN

Introduction

The Customer Local Area Network (CLAN) card is used to connect Nortel
Networks systems to the customer’sinternal Ethernet LAN.

To connect the CLAN

1 Locate the slot assigned to the CLAN card for the server. Make a note of
the slot. See the “MAC address table” on page 11.

2 Write the MAC address of the card on a small label, and attach the label to
the back of the card or the chassis slot position.

3 Connect the cable from the CLAN to the CLAN card in the server in
accordance with customer site networking guidelines.

4  Plug in the power cord for the hub.

32 Symposium Call Center Server
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Connecting the software feature key adapter

Introduction

The Symposium Call Center Server installation package includes a software
feature key adapter containing afeature key or dongle. This device verifies that
you have the software package that was purchased for this system. You can set
up and test Symposium Call Center Server without the adapter. However, before
you connect to the switch to go live, you must ensure that the adapter and dongle
are attached to the parallel port. Without the dongle, the switch and the server
cannot communicate.

The software feature key is a security device that stores the server’s unique
serial number. The serial number is embedded in the dongle, which isfitted into
the feature key adapter, and plugs into the parallel port.

Note: Thedongleisonly used for Symposium Call Center Server applications
when the server is connected to a DM S/M SL-100 switch.

Nortel Networks software feature key adapter

Tools required
= Phillips No. 1 screwdriver
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To install the software feature key adapter

1 Ensure that there is no cable connected to the parallel port.

Note: The parallel port is also known as the printer port or LPT1. It is
located at the rear of the chassis.

2 Plug the male end of the adapter into the parallel port. The male end of the
adapter is shown in the picture on the right of the previous page.
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Connecting Meridian Mail with a serial port

To connect Meridian Mail

This connection is used in place of the software feature key adapter when the
server isused for Meridian Mail only. This connection isthe AccessLink that is
used for interactive voice response, or for forwarding callsto Meridian Mail.

1  Plug the null modem adapter and RS-232 serial cable from the Meridian
Mail COM port into the COM2 port on the server.

2 When the operating system is installed, ensure COM2 is set to 9600 bps.

Result: The connection to Meridian Mail is complete.
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Connecting a modem

Introduction

An external modem connected to a serial port on the server provides
connectivity for technical support personnel. Use this procedure to connect the

modem.

To connect the modem

1 Ensure that the AC cord of the modem is not plugged in.

2  Connect the large 25-pin male connector to the back of the modem.
Tighten the connector screws.

3 Connect the 9-pin female connector to COM1 at the rear of the server.
Tighten the connector screws.

4  Check that the modem switches are set as follows:

Note: The following table shows switch settings for the recommended US
Robotics Sportster 33.6 modem. Use these settings as a guide to the
features required if you are installing a different type of modem.

Switch |Up Down
position | (OFF) [(ON) |Function
1 n Normal DTR operation (The computer must provide
a DTR signal for the modem to accept commands.
Dropping DTR terminates a call.)
Modem ignores DTR (override)
2 n Verbal (word) results
Numeric results
3 Suppress results codes
n |Enables results codes
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Switch |Up Down
position | (OFF) [(ON) |Function
4 Echo keyboard commands
n |Suppress echo of keyboard commands
5 Modem answers on first ring, or higher if specified in
NVRAM
n |Disables auto answer
6 n Modem sends Carrier Detect when it connects with
another modem; drops Carrier Detect on disconnect
Carrier Detect is always on (override)
7 n Loads Y or Y1 configuration from user-defined
nonvolatile memory (NVRAM)
Loads &F0-Generic template from read-only
memory (ROM)
8 Disables command recognition (dumb mode)
n |Enables command recognition (smart mode)

5  Connect one end of the telephone cable to the modem RJ-11 jack labeled

LINE.

6  Connect the other end of the telephone cable to the RJ-11 jack in the wall.

7  Connect the power cord to the modem and plug the other end into a wall
receptacle or power bar. Turn on the modem.
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Connecting a backup tape drive

Introduction

A tape drive for backing up and restoring data is a minimum system
reguirement. The tape drive can be internal or externa to the server, depending
on the server manufacturer, and is connected through a SCSI bus. The
recommended tape drive is an external Tandberg SLR32, which isawide SCSI-
2 device.

Tandberg SLR32 tape drive

Front view

Back view

SCSI cable

SCSIID ———

SCSI terminator

G101564
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To connect

a tape drive

Install the tape drive according to the server or tape drive manufacturer’s
instructions, and check the following conditions:

1

To install a
1

2
3
4

8

Ensure the tape drive’s SCSI ID is set to the server manufacturer’s
instructions and recommendations.

If the tape drive has parity checking as an option, ensure that parity
checking is enabled on the tape drive.

Check that the tape drive is configured to enable termination for its SCSI
channel.

Tandberg SLR32 tape drive

Place the tape drive in a convenient location.
Turn off the power to the server.
Connect a SCSI cable to the top connector on the back of the tape drive.

Connect the other end of the SCSI cable to the SCSI connection on the
server. This can be the connector on the SCSI card on the back panel of
the server, or a built-in SCSI adapter. Check the server manufacturer’s
instructions for details.

Connect a SCSI terminator to the bottom connector on the back of the tape

drive.

Use a small object such as a paper clip to press the buttons above or below

the SCSI ID window until the manufacturer’'s recommended SCSI ID
appears in the window.

Connect a power cord to the tape drive and plug the other end into an
appropriate AC outlet. Turn on the tape drive.

Turn on the power to the server.

To continue the server installation, go to Chapter 4, “ Configuring the server.”
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Overview

Introduction

This chapter describes how to configure the server from a new system (that is,
blank disk drives). This chapter also describes how to configure the server for
Symposium Call Center Server installation.

The procedures in this chapter can be used as recovery procedures in the event
of asystem failure. Some procedures are necessary only if all base software
must be reinstalled as afailure recovery procedure.

Prerequisites

Hardware

The server must have all hardware installed as described in Chapter 3,
“Installing Symposium Call Center Server-specific hardware.”

Desktop Management Interface

If anew platform has the vendor’s operating system preloaded and Desktop
Management Interface (DMI) installed, you must uninstall the vendor’s version
of DMI. Alternately, you can reinstall Windows NT Server 4.0 without DMI as
described in the following sections of this chapter, and repartition the hard disks
to ensure compatibility with Symposium Call Center Server 4.0. If you install a
vendor’s operating system CD, you must not install the vendor’s version of DM

as it can cause problems when Symposium Call Center Server installsits own
DMI.
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Installing Windows NT Server 4.0

Introduction

If Windows NT Server 4.0 isnot already installed, use the proceduresin this
section to install the operating system:

m  Toinstal the Windows NT Server 4.0 operating system
m  Toformat a SCSI backup tape drive

s  TosetupaCD-ROM or DVD-ROM driver

s Toformat the hard drive

m  To configure the server for network use

s Toinstal the ELAN and CLAN card drivers

m  Toinstal protocol and network services

s Toinstal the modem driver

m  To continue the Windows NT Server 4.0 installation

When Windows NT Server 4.0 isinstalled, use the remaining sectionsin this
chapter to format the hard drives and to install pcAnywhere:

m  Toinstal the Windows NT Server 4.0 service pack
s Touninstal the Microsoft Internet Information Server
m  Toformat the remaining hard drives
m  Toinstal the tape device driver
m  To configure the virtual memory
m  To configure the modem for remote access service
m  Toinstal pcAnywhere
m  To perform standard procedures such as

= logging on

m changing the password

= changing the maximum password length

m changing the computer name

m changing the workgroup name
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m  To set communication protocols

Services

For full functionality, the following services should be installed when Windows
NT Server 4.0isinstalled:

m  Microsoft TCP/IP printing services
m  Remote Access Server service
s SNMPservice

Note: The SNMP service must be added before the service pack isinstalled. If
you are installing a fresh copy of Windows NT Server 4.0 as shown in this
document, SNMP is added during the initial Windows installation, before the
service pack installation. If you are using a new platform that has the vendor’s
operating system preloaded, or if you are not installing a fresh version of
Windows NT Server 4.0, you may need to add SNMP before you install the
service pack. If the service pack is not reinstalled after adding the SNMP
service, you may see the following error:

The procedure entry point SnnmpSvcGet Enterprised D
could not be located in the dynamic link library
snmpapi . dl I .

The following Windows NT Server 4.0 services should be disabled:

= Internet Information service
s Printing service

Installation of the above services are covered in the section “ To configure the
server for network use.”

Requirements

s Windows NT 4.0 installation media

m  relevant device driver disk(s). This depends on the make, manufacturer,
and type of cardsinstalled.

m  customer details, such as name, company’s name, administrative account
password
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Installation disks

Part of the pre-Windows NT installation procedure is to gather or make disks
needed for the remainder of the installation. In addition to the device driver
disks mentioned above, you need the following disks:

m  3-WindowsNT installation disks
s 1-blank disk to be the Windows NT emergency disk

Note: It is possible to start many servers from a CD-ROM, but the system may
go into the auto detect hardware mode and not give you the choice of manually
installing a specific driver. Nortel Networks recommends that you start the
server from Windows NT 4.0 installation disks.

If the server manufacturer has included a quick installation CD-ROM that
includes Windows NT but has not included three Windows NT 4.0 installation
disks, you can create the disks as follows:

To create Windows NT Server 4.0 installation disks

1 Use the server (running Windows NT) to access the \i386 directory of the
Windows NT CD-ROM. To do so, open the Command Prompt and execute
the following commands:
<drive | etter:>where <drive letter:> is the CD-ROM drive.
cd..\i 386
wi nnt 32/ ox

Click Continue.
Insert the first blank formatted disk in drive A, and then click OK.
Follow the instructions to create the two remaining disks.

Label all three disks.

o 00~ WN

Exit the Command Prompt.

To install the Windows NT Server 4.0 operating system

1 Insertthe Windows NT 4.0 Setup Disk 1 in drive A and power up the
computer.

Result: The system boots, loads the disk, and prompts for Setup Disk 2.
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ATTENTION

8

Insert the Windows NT Setup Disk 2 and press Enter.

Result: Setup loads files from Disk 2. The Windows NT Server Setup
screen appears.

Press Enter when prompted to begin installation of Windows NT.

Result: The system prompts you to select automatic or manual detection of
mass storage devices in the server.

Type S to skip mass storage device detection so that Setup allows you to
specify manual detection.

Result: The system prompts you to select the mass storage controllers.

Type S to specify additional controllers, which allows you to select from a
list of disk controllers.

Result: A list of controllers appears.

Since the default Windows NT SCSI drivers are not
supported, using them might cause system errors.

Use the arrow keys to scroll through the list and highlight Other (requires
disk provided by the hardware manufacturer). Press Enter.

Result: The system prompts you to insert the manufacturer-supplied
hardware support disk into drive A.

Remove the Windows NT 4.0 setup disk from drive A, insert the
manufacturer-supplied hardware support disk into the floppy disk drive, and
press Enter. The RAID or SCSI driver is loaded from the disk.

Note: An IDE hard drive is not recommended.

Highlight the mass storage device that you want, and then press Enter.

To format a SCSI backup tape drive

9

If your tape backup drive is a SCSI device, repeat steps 5 to 8.

Note: At this point, use the above steps to install other SCSI device drivers,
if required.

To set up a CD-ROM or DVD-ROM driver
10 Type S to specify additional controllers, which allows you to select from a

list of disk controllers.
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11

12

13

14

15

If you have a CD-ROM drive with a standard IDE controller, use the arrow
keys to select IDE CD-ROM (ATAPI 1.2) PCI IDE Controller. Press Enter.

When prompted, remove the driver disk from drive A and insert Windows
NT Setup Disk 3. Press Enter.

Result: This loads the IDE CD-ROM driver.

If you have a type of CD-ROM drive or DVD-ROM drive that is not on the
list of disk controllers, use the arrow keys to scroll through the list and
highlight Other (requires disk provided by the hardware manufacturer).
Press Enter.

Result: The system prompts you to insert the manufacturer-supplied
hardware support disk into drive A.

Remove the Windows NT 4.0 setup disk from drive A, insert the
manufacturer-supplied hardware support disk into the floppy disk drive, and
press Enter. The CD-ROM or DVD-ROM driver is loaded from the disk.

Highlight the mass storage device that you want, and then press Enter.
Result: This loads the CD-ROM driver or DVD-ROM driver.

To continue installing Windows NT Server 4.0

16

17

18

19

To continue with Windows NT setup, if you do not want to specify additional
mass storage devices, press Enter.

Result: The system loads files and prompts you to insert the CD-ROM
containing Windows NT Server into the CD-ROM drive.

Insert the CD-ROM and press Enter to install Windows NT.
Result: The licensing agreement appears.

Use the Page Down key to scroll down to the end of the text. Press F8 to
agree with the licensing agreement.

Result: If Windows NT has previously been installed, the system reports
the name and location of existing copies of Windows NT.

If Windows NT has previously been installed, type N to install a fresh copy
or newer version of Windows NT.

Result: The computer description screen appears with a list of installed
components.
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To format the hard drive

Note: If the setup program detects that one or more of the hard disks in the
system has more than 1024 cylinders, a warning message appears. Press
Enter to continue.

From the list of installed hardware components, verify that the devices
match your computer. Highlight The above list matches my computer, and
press Enter.

Result: The Windows NT disk partitioning window appears.

If a Windows operating system has previously been installed, delete all
partitions. Press D to delete a partition, and then press Enter and L to
confirm.

To format the primary hard drive, highlight the unpartitioned space on the
primary hard drive (Disk 0) and type C to create a partition. Enter the size
and press Enter. The minimum size is 2048 Mbytes. The recommended
size is 4096 Mbytes, but it can be any size as long as it meets the minimum
requirement. See “Disk partitioning for new installations” on page 22. Now,
highlight the first partition you just created and press Enter.

Result: The system prompts you to select the format type NTFS or FAT.

Use the arrow keys to select Format the partition using the NTFS file
system, and press Enter.

Result: Setup formats the new patrtition.

To install Windows NT on the formatted drive, press Enter to select the
default directory for installing Windows NT, which is \WINNT.

Result: The system prompts you to perform a comprehensive disk check.
To perform a comprehensive disk check, press Enter.

Result: The hard drives are examined. If required, the system prompts you
to insert the manufacturer-supplied driver disk (for example RAID or SCSI)
into drive A to copy the driver(s) to the hard drive. In this case, follow steps
7 and 8.

Remove the Windows NT 4.0 setup disk from drive A.
Insert the manufacturer-supplied controller driver disk. Press Enter.

Result: Setup copies files to the hard drive. The system prompts you to
restart the computer.
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9 Remove the disk from drive A and the CD-ROM from the CD-ROM drive.
Press Enter to restart the computer.

Result: The system often restarts more than once before launching the
Windows NT graphical interface. The system prompts you to insert the
CD-ROM.

10 Insert the CD-ROM containing Windows NT 4.0 in the CD-ROM drive.

Note: The system might prompt you to click OK for the system to locate
files on the CD-ROM.

Click OK.

Result: Files are copied to the system. The next three parts of setup
appear on the window.

11 Click Next to continue.
Result: The system prompts you to enter the name and company name.

Note: The customer should supply the name and company name to be
entered.

12 Enter the data requested (name and company name), and click Next.
Result: The system prompts you to enter the CD Key.

13 Enter the Windows NT Server OS Product ID from the sticker as required,
and then click Next. Obtain the Product ID from the distributor or vendor,
the Windows NT Server 4.0 CD-ROM, or the Symposium Call Center
Server Release 4.0 Operating System CD-ROM, as applicable.

Result: The system prompts you to select the Windows NT 4.0 licensing
mode.

14 Under the licensing mode window, select Per server and specify 5 as the
number of concurrent connections. Click Next.

Result: The system prompts you to enter the computer name.

15 Enter the computer name. For naming rules, see “Required setup data” on
page 9.

Note: Obtain this information from the customer or the network
administrator.

Click Next.

Result: The system prompts you to select the server’s role or type.
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16 Click Stand-Alone Server.
ATTENTION If any other option is chosen at this step, repeat the
procedure from the beginning.
Click Next.

17

18

19

20

Result: The system prompts you to enter the password for the
Administrator account.

Enter the Administrator account password and confirm it. The customer
should supply the password.

Note: Passwords are case-sensitive. Ensure that the Caps Lock key on the
keyboard is not on.

Click Next.
Result: The system prompts you to create an Emergency Repair Disk.

Ensure that “No, Do not create an emergency repair disk” is selected. (This
is done later. See “Windows NT repair disk” on page 103.) Click Next.

Result: The system prompts you to select the optional Windows
components to be installed.

To install the default accessories for Windows NT, click Next.

Result: The system prompts you to begin the setup of Windows NT
networking.

To install Windows NT networking, click Next.

Result: The system prompts you to select how Windows NT participates
on the network. Continue with the next procedure, “To configure the server
for network use.”

To configure the server for network use

1

From the Windows NT Server Setup dialog box, ensure that “This computer
will participate on a network” is checked. Ensure that “Wired to the network”
and “Remote access to the network” are checked. Click Next.

Result: The system prompts you to install the Internet Information Server.
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2

Deselect “Install Microsoft Internet Information server” by clearing the
check box. Click Next.

Result: The systems prompts you to install the network card drivers.

To install the ELAN card driver

3

Click Select from List to select the ELAN network card driver from the disk
in drive A or from a CD-ROM.

Result: The system prompts you to choose a network adapter from a list.

To load the ELAN network card driver from the disk in drive A for example,
click Have Disk.

Result: The system prompts you to insert the network card driver disk for
the ELAN card in drive A.

Insert the ELAN network card driver disk in drive A and click OK. If the path
is not A, you must specify the path. For example, some drivers reside in
A:\winnt\.

Result: The system prompts you to select the appropriate network card
driver from a list.

Click the network card driver that appropriately describes the installed
network adapter. Click OK.

Result: The Network Adapter setup window appears. The driver you
loaded from the disk should be listed and checked.

Note: The ELAN driver is installed. Continue with installing a CLAN driver if
it has been installed.

To install the CLAN card driver

7

Set up the CLAN network card as outlined in the substeps below:

a. To select the CLAN network card driver from the disk in drive A or from
a CD-ROM, click Select from List.

Result: The system prompts you to choose a network adapter from a
list.

b. To load the CLAN network card driver from the disk in drive A for
example, click Have Disk.

Result: The system prompts you to insert the network card driver disk
for the CLAN card in drive A.
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c. Insert the CLAN network card driver disk in drive A and click OK. If the
path is not A, specify the path.

Result: The system prompts you to select the appropriate network
card driver from a list.

d. Click the network card driver that appropriately describes the installed
network adapter, and then click OK.

Result: The Network Adapter setup window appears. The driver you
loaded from the disk should be listed and checked.

Note: Ensure that both the ELAN card and the CLAN card are listed and
checked.

To install protocols and network services
8  Click Next to continue.
Result: The system prompts you to select the network protocols to install.
9  Ensure that the check boxes are in the following state:
a. TCP/IP Protocol: Checked
b. NetBEUI Protocol: Unchecked
c. NWLink IPX/SPX Compatible Transport: Unchecked
10 Click Next to continue.

Result: The system prompts you to select the network services to be
installed.

11 From the Network Services window, click Select from List.
Result: A list of network services appears.

12 Use the arrow keys to scroll to SNMP Service in the Select Network
Service dialog box. Select SNMP Service, and then click OK.

Result: The Network Services window appears.

13 To add additional network services, click Select from List.
Result: A list of network services appears.

14 Scroll to Microsoft TCP/IP Printing and click OK.
Result: The Network Services window appears.

At this point, the following services to be installed should be displayed with
their boxes checked:
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15

16

17

m  Microsoft TCP/IP Printing
= SNMP Service

m Remote Access Service
m RPC Configuration

= NetBIOS Interface

= Workstation

= Server

Click Next to continue.

Result: The system prompts you to confirm the installation of network
components.

To install the selected networking components, click Next.
Result: The files are copied to the system.

Note: At this point, the system might prompt you to test the card. Follow the
on-screen instructions to perform the test. The setup message A net wor k
card of this type is already installed in the system do
you want to conti nue? might appear. Click OK. The message
appears when both the ELAN and CLAN cards are of the same make/
model/manufacturer. Click Test to complete each test. Click OK to continue
with the installation process.

The option “Use DHCP to configure the Network” appears. Click No.

Result: The Remote Access Setup window displays the following
message: There are no RAS capabl e devices to Add. Do you
want RAS setup to invoke the MbdemlInstaller to enable
you to add a noden?

To install the modem driver

18

19

To invoke the Modem Installer, click Yes.
Result: The Install New Modem window appears.

Check the box “Don’t detect my modem, | will select it from a list.” Click
Next.

Result: Manufacturers and models appear in the Install New Modem
window.
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20

Select the appropriate manufacturer, and then select the model.

Note: If the manufacturer and model are not listed, select Standard Modem
types as the Manufacturer, and Standard 28800 bps Modem as the Model.

ATTENTION If your modem is not listed and you have the
manufacturer’s installation disk, then click “Have disk”
and follow the instructions on the window.

21 Click Next on the Install New Modem window showing manufacturers and

22
23

24

25

models.

Result: The port selection window appears.

Ensure that Selected ports is checked, and then click COML1.
Click Next.

Result: The Location Information window appears.

Select the appropriate country, area code, and dialing information, and then
click Next.

Result: The message Your nodem has been set up successfully
appears.

Note: You can change the information entered for the modem later by
double-clicking the Modems icon in Control Panel, selecting this modem,
and then clicking Properties.

To complete the installation, click Finish.

Result: The Add RAS device window appears.

To continue the Windows NT 4.0 installation

26

27

28

29

Click OK.

Result: The window closes and the RAS window appears.
Click Configure.

Result: The Configure Port usage window appears.

Ensure that Dial Out is not selected. Ensure that Receive Calls is selected.
Click OK.

At the RAS window, click Network.

Result: The Network Configuration window appears.

54

Symposium Call Center Server



November 2000 Configuring the server

30 For Server Settings, check TCP/IP.

31 At the Network Configuration window, click Configure beside TCP/IP in
Server Settings.

Result: The RAS TCP/IP Configuration window appears.
32 Under “Allow remote TCP/IP clients to access,” select “This computer only.”

33 Select “Use static address pool.” Enter Begin and End addresses. To
exclude address ranges, type the From: and To: addresses, and then click
Add to place the addresses in the Excluded ranges list.

Note: The customer must provide these addresses.
34 To complete the configuration, click OK.

Result: The Network Configuration window appears.
35 To close the Network Configuration window, click OK.

Result: The RAS window appears.
36 Click Continue.

Result: The Microsoft SNMP Properties dialog box appears. The system
prompts you to configure the SNMP service.

37 Onthe Agent tab, enter the optional Contact and Location information. This
information should be supplied by the customer. To accept the remaining
default SNMP configuration, click OK.

Note: SNMP is installed only for performance monitor counters.

Result: Files are copied to the system. The Microsoft TCP/IP Properties
dialog box appears. The system prompts you to enter the TCP/IP
parameters.

38 On the IP Address tab, select the ELAN NIC in the Adapter box. Enter the
values for IP Address, Subnet Mask, and Default Gateway.

39 Onthe IP Address tab, select the CLAN NIC in the Adapter box. Enter the
values for IP Address, Subnet Mask, and Default Gateway. On the WINS
Address tab, ensure the CLAN NIC is in the Adapter box. If required, enter
the value for the Primary WINS Server that the customer’s network
administrator provides.

Note: You can change the IP address information for the ELAN and CLAN
later. See “Setting communications protocols” on page 93.
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40

41
42

43

ATTENTION

44

45

46

47

48

49

Click OK.
Result: The Windows NT Server Setup window showing bindings appears.
Ensure that All Services is selected.

Configure the binding order so that the CLAN comes first, then the ELAN
card, and then the Virtual Adapters for RAS as follows:

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

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

c. Click Move Up and Move Down to arrange the binding order. Click
Next.

To start the network, click Next.

The computer must not belong to a Windows NT domain.

Note: Your network administrator must supply the name of the workgroup.
To add the computer to the workgroup, click Next.

Result: Windows NT prepares to complete setup.

Click Finish to proceed.

Result: The system prompts you for date/time configuration settings.

Enter the correct date, time, and time zone. Ensure that “Automatically
adjust clock for daylight saving changes” is checked as applicable.

Click Close.
Result: Windows NT Setup detects the installed display adapter.
To accept the display adapter that Windows NT has detected, click OK.

Result: The Display Properties dialog box appears. The system prompts
you to configure the display adapter.

Ensure that the following values have been selected:
m Color Palette: 16 Colors (if you can select more, select 256 colors)
m Desktop Area: 800x600

m Font Size: Small Fonts
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50

51

52

53

54

55
56

m Refresh Frequency: 60 Hertz (or default)

Note: You must test these settings before you can proceed in the Windows
NT setup.

To start the test, click Test.
Result: The system prompts you to continue with the test.
To proceed with the display settings test, click OK.

Result: A test screen appears. After five seconds, the system prompts you
to select whether you saw the bitmap properly.

Click Yes.

Result: The system prompts you to save the display settings.
To save the tested display settings, click OK.

Result: The Display Properties dialog box appears.

To finalize the display settings and continue with Windows NT Setup, click
OK.

Result: Files are copied to the system. Windows NT Setup sets security on
system files, and saves the system configuration.

Remove the CD-ROM from the CD-ROM drive, and the disk from drive A.
To complete Setup, click Restart Computer.

Result: The Windows NT Server operating system has been installed. The
Windows NT logon box appears.
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Installing the Windows NT Server service pack

When to install

Perform this procedure immediately after installing Windows NT 4.0. If you
want to install additional drivers (for instance, the CLAN card driver) after
installing Windows NT 4.0, you must first install the service pack.

You can install the latest recommended service pack from the included Platform
Support CD-ROM, or you can download Windows NT service packs from the
following web site:

http://www.microsoft.com/ntserver/

Note: Not all servers support all NT service packs greater than Service pack 3.
Check with the manufacturer of the server you are installing to determine which
service packs are compatible. The service pack must also be approved for use by
Nortel Networks. Initially, Service Pack 6ais approved and included with the
Symposium Call Center Server package.

Requirements

m latest approved Windows NT 4.0 service packs
m  server with Windows NT Server 4.0 installed

If you are installing Service Pack 6afrom a CD-ROM, see the following
instructions. If you are downloading a service pack, follow the instructions on
the web site for installing the service pack.

To install Windows NT 4.0 Service Pack 6a from the Symposium Call
Center Server Release 4.0 Platform Support CD-ROM

1 Log on to the system as Administrator. See “To log on to the server as
Administrator” on page 89.

2  Insert the Platform Support CD-ROM into the CD-ROM drive.
3  Click Start > Programs > Windows NT Explorer.

Result: The Windows NT Explorer window appears.
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To see all file extensions, click View > Options, click Show all files, and
then uncheck Hide file extensions for known file types. Click Apply, and
then click OK.

Navigate to E:\Service Pack 6a\US-40bit\ (where E is the CD-ROM drive).
Double-click Sp6ai386.exe to run the program.

Result: The system extracts and verifies Service Pack 6a files. A welcome
window appears.

Check the box to accept the license agreement, and uncheck the box
stating Backup files necessary to uninstall the Service
Pack at a later tine...

Click Install.

Result: The program examines the system, selects the files to copy, and
then copies them. If messages appear, refer to the next two steps for the
action to take in response to the messages.

As the files are installed, if the message The target file exists and
is newer than the source. Overwite the newer file?
appears, click No to retain the newer file.

As the files are installed, if the message This fil e has been
identified as an CEMinstalled file. Wuld you like to
overwite the version of the file on your systemwth
the Service Pack version? appears, click No to retain the OEM file.

When a message appears informing you that Windows NT 4.0 Service
Pack 6 installation is complete, remove the CD-ROM and click Restart to
restart the server.

Result: Service Pack 6a is installed.
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Uninstalling Microsoft Internet Information

Server

When to uninstall

If you have followed the stepsin this chapter to install a fresh version of
Windows NT Server 4.0, you did not install Microsoft Internet Information
Server (MI1S), and you can ignore this procedure.

If you are using a new platform that has the vendor’s operating system
preloaded, or if you did not install afresh version of Windows NT Server 4.0,
the system may have MIIS installed. Use this procedure to remove MIIS.

To uninstall MIIS

1

Click Start > Programs > Microsoft Internet Server (Common), and then
choose Internet Information Server Setup.

Result: The welcome window for Microsoft Internet Information Server 3.0
Setup appears.

Click OK.

Result: The welcome window for Microsoft Internet Information 3.0
installation maintenance program appears.

Click Remove All to remove previously installed components.
When the confirmation message appears, click Yes to continue.

If the message M crosoft FTP Publishing Service is running.
Do you want to stop the service? appears, click Yes.

Result: A message appears to inform you that Microsoft Internet
Information Server 3.0 setup was updated successfully.

Click OK.

Result: MIIS is successfully removed.
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Formatting the remaining hard drives

Introduction

Perform this procedure to format additional hard drivesinstalled on your server.
You require a server with Windows NT Server 4.0 installed on drive C. The
server should be powered up and operating at the Windows NT logon prompt.

Notes:

m If you arerebuilding a Nortel Networks 702t server, see “Disk partitioning
for 702t server installations’ on page 24 in addition to the following
instructions.

m If youarerebuilding aNortel Networks 1003t server, see“ Disk partitioning
for 1003t server installations” on page 25 in addition to the following
instructions.

To partition drives using Disk Administrator

When partitioning drives, you should be aware that drive C is aready a primary
partition. If you follow the procedures in this section, al other drives will be
created using extended partitions.

1  Press Ctrl+Alt+Delete to display the Windows NT logon box.
2 Log on to the system as Administrator.

3  Click Start > Programs > Administrative Tools (Common) > Disk
Administrator.

Result: The Disk Administrator notifies you that this is the first time this
program has been run.

4  To acknowledge the message, click OK.

5  Click Yes to each of the following requests to write a signature to each hard
drive.

Result: When a signature has been written to all the disks, the Disk
Administrator window appears.

Note: Each SCSI disk (or RAID System Pack) is listed on the window.
Each disk has a number (Disk 0, Disk 1, and so on). Disk 0 already has an
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NTFS partition for drive C. (The minimum size is 2048 Mbytes. The
recommended size is 4096 Mbytes, but it can be any size as long as it
meets the minimum requirement. See “Disk partitioning for new
installations” on page 22.) The remaining space on Disk 0 and on each
remaining disk should be listed as Free Space.

In general, on each disk (including Disk 0), you select the Free Space, click
Partition > Create Extended, and enter the size of the extended patrtition.
Next, you select the Free Space within the extended partition just created,
click Partition > Create, and enter the size of the logical drive you want to
create. The system indicates a new logical drive. If there is enough Free
Space left in the extended partition area, you can create additional logical
drives on the same disk.

The drive letter assignment is automatic and sequential, but you can
change drive letters after you commit the changes to disk later in this
procedure.

To create logical drive D
Drive D can be on Disk 0, or it can be on a separate disk. This example
shows how to create a logical drive D on the remaining space of Disk O.
You can use the same procedure to create a logical drive D on a separate
disk.

6  Select the free space on Disk 0 by pointing and clicking.

Result: The Disk Administrator highlights the Free Space with a thick,
black border.

7  Select Partition > Create Extended.

Note: If you do not create an extended partition, you may encounter
problems during conversion or startup. See “Disk partitioning issues” on
page 114.

Result: The system prompts you for the size of the extended partition. The
maximum size of the extended partition is the entire Free Space.

8  Accept the maximum size of the extended partition, and click OK.
Result: The extended patrtition is created.

Note: If you create an extended partition on a 4 Gbyte hard drive, there are
less than 4096 Mbytes of drive space left due to the header size used for
the extended partition. In this case, the PVI Compliance Check utility that
you run later in the installation process may indicate a non-compliant
condition as it looks for a minimum drive space of 4096 Mbytes. If there are
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11

4080 Mbytes or more of space available, you can safely ignore this
warning. See “PVI Minimal Configuration Compliance Check utility” on
page 110. You may encounter the same problem if you partition a larger
hard drive (for example, if you split a 9 Ghyte hard drive using two 4 Ghyte
partitions).

Click and select the Free Space within the extended partition you just
created.

Result: The Disk Administrator highlights the free space with a thick, black
border.

Select Partition > Create.

Result: The system prompts you for the size of the logical drive. The
maximum size is the entire Free Space. (Leave 10 percent of the entire
disk space for maintenance purposes.)

Enter the size of the logical drive, and then click OK.

Note: The minimum size of drive D is 2048 Mbytes. The recommended
size is 4096 Mbytes, but it can be any size as long as it meets the minimum
requirement.

Result: The logical drive is created. The drive letter may not be D at this
time if, for instance, the CD-ROM drive is already assigned the letter D.
You can change drive letters after you commit the changes to disk later in
this procedure.

To create logical drives F through Z

12

13

14

Drive F should be on a separate physical disk from drive C.

Select the Free Space on one of the remaining disks (for example, Disk 1)
by pointing and clicking.

Result: The Disk Administrator highlights the free space with a thick, black
border.

Select Partition > Create Extended.

Result: The system prompts you for the size of the extended partition. The
maximum size is the whole disk.

Accept the maximum size of the extended partition, and then click OK.

Result: The extended partition is created.
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15

16

17

18

19
20

21

22

Click and select the Free Space on the same disk again.

Result: The Disk Administrator highlights the free space with a thick, black
border.

Select Partition > Create.

Result: The system prompts you for the size of the logical drive. The
maximum size is the entire Free Space. (Leave 10 percent of the entire
disk space for maintenance purposes.)

Enter the size of the logical drive, and then click OK.

Note: The minimum size of drive F is 4096 Mbytes, but it can be any size
as long as it meets the minimum requirement. It must be on a separate
physical disk from drive C.

Note: The minimum size of drives G-Z is 4096 Mbytes each, but can be
any size (in 1 Gbyte increments) as long as they meet the minimum
requirement. See “Disk partitioning for new installations” on page 22.
Drives G—Z can be on separate physical disks or on the same disk as drive
F, depending on the customer’s preference and hardware configuration.

Result: The logical drive is created.

To create additional logical drives on the same disk, repeat steps 15 to 17.
When you are finished creating logical drives on a disk, ensure that
approximately 10 percent of the total disk is Free Space for diagnostic
purposes.

For each disk, repeat steps 12 to 18.

From the Partition menu, choose Commit Changes Now.
Result: The system prompts you to confirm your changes.
To commit the changes to disk, click Yes.

Result: The Disk Administrator informs you that the disks were
successfully updated.

Click OK.

Result: The system confirms the update.

To reassign drive letters

23

At this point, you can reassign drive letters to the partitions to keep them in
sequence as follows:

a. Right-click a partition.

64

Symposium Call Center Server



November 2000

Configuring the server

b. Click Assign Drive Letter.
c. Select a drive letter from the drop-down list.
d. Click OK.

For drive letter assignments, see “Disk partitioning for new
installations” on page 22.

Tip: To swap letters between two drives, assign a temporary unused letter
to one drive, and then change both drives to their final letter assignments.

To format the logical drives

24

25

26

27

28

29

Select the first newly created logical drive (for example, Disk O drive D),
and then click Tools > Format.

Result: The system prompts you to enter the formatting information.

Select NTFS for the File System, and check the box labeled Quick Format.
Click Start.

Result: The system prompts you to confirm the format.
To proceed with the format, click OK.
Result: Windows NT formats the drive.

When the format is complete, click OK to view the Format Summary
Information window, and then click Close.

Result: The Disk Administrator program window appears.

Repeat steps 24 to 27 to format the next drive. You must format each time
for drive D, F, G, H, |, and so on. (Drive E is the CD-ROM drive.)

Note: The F partition is for the database and must be a minimum of
4 Gbhytes (4096 Mbytes).

Exit Disk Administrator.
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Installing the tape device driver

Introduction

The customer must provide the driver for the tape drive. You can perform this
procedure after installing Windows NT Server.

To install the tape device driver

1

Power up the server or press Ctrl+Alt+Delete.

Result: The Windows NT logon box appears.

Log on as the Administrator.

Result: You are logged on to Windows NT, and the Start Menu appears.
Click Start > Settings > Control Panel.

Result: The Control Panel appears.

Double-click the Tape Devices icon.

Result: The Tape Devices control panel appears. Windows NT attempts to
detect the installed tape drive. The list of available tape drive device drivers
appears.

Select the appropriate device driver for the installed tape drive and click
OK. Some tape drives might require a driver disk.

Result: The system prompts you to install the selected driver.

Note: If the tape device driver is listed, skip to step 8. If the tape driver is
not listed and you have the manufacturer’s supplied driver disk ready,
insert the driver disk and click Have Disk.

Result: The system prompts you to insert the manufacturer’s installation
disk.

Insert the manufacturer’s supplied installation disk in drive A, enter the path
to the device driver, and click OK.

Result: The system prompts you to select a device driver from the
displayed list.
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7  Select the most appropriate driver and click OK.
Result: The system prompts you to install the selected driver.
8 Toinstall the selected driver, click OK.
Result: The system prompts you to insert the Windows NT CD-ROM.

9 Insert the CD-ROM containing Windows NT into the CD-ROM drive and
click OK.

Result: The driver files are copied to the system. The Tape Devices
Control Panel appears.

10 To close the control panel and save the changes, click OK.

Result: The Windows NT Control Panel appears. The tape device driver is
installed.
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Configuring the virtual memory

Introduction

Perform this procedure after you have installed the Windows NT 4.0 service
pack. Thevirtual memory should bethe size of RAM plusat least 12 Mbytes. As
minimal RAM sizeis 256 Mbytes, the virtual memory size can be as small as
268 Mbytes.

By default, when Win NT 4.0 isinstalled on drive C, the operating system
creates the swap file on that same drive.

To check the RAM size

1 From the Windows Start menu, choose Settings > Control Panel, and then
double-click the System icon.

Result: The System Properties property sheet appears, with the General
tab displayed.

2  Record the RAM size from the General tab on a sheet of paper.

To configure the virtual memory

1  From the Windows Start menu, choose Settings > Control Panel, and then
double-click the System icon.

Result: The System Properties property sheet appears, with the General
tab displayed.

2  Click the Performance tab.

3 Under Virtual Memory, click Change.
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Result: The Virtual Memory window appears.

Yirtual Memory [ x|
Drive [Molume Label] Paging File Size [ME] oK, |
c. ..o |

0

Cancel |
F:
Help |

— Paging File Size for Selected Drive
Dirivee: C:
Space Available: 460 MB

Initial Size [MB): |2EE
b azimum Size [MB]: |2EE

— Total Paging File Size for &l Drives
Minimunn &llowed: 2 MB
Recommended: 43 MB
Cunently Allocated: 32 MEB

Reagistry Size
Current Registry Size: 3ME

M axirmurn Begistry Size [MEB]: |4El

4  Select drive C.

Under Paging File Size for Selected Drive, if the Initial and Maximum virtual
memory size are different from RAM plus at least 12 Mbytes, enter the size
of RAM plus 12 Mbytes for Initial Size (MB) and for Maximum Size (MB).

6 Click Set.
7  Click OK, and then click Close.
Result: The system prompts you to restart the server.

8 To restart the server, click Yes.
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Configuring the modem for remote access
service

Introduction

Perform these procedures after installing Windows NT Server. If the modem
was improperly or incompletely installed during Windows NT Server
installation, perform the following procedures to check and reconfigure the
modem.

To configure the remote access service modem

1 Power up the system and log on as Administrator.

2  From the Windows Start menu, choose Settings > Control Panel, and then
double-click the Modems icon.
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Result: The Modem Properties property sheet appears.

. |
Modems Properties K Ed |

General |

Add... Bemove Properties

 Dialing Preferences

Dialing from:  Mew Location

Uze Dialing Properties to madify how paur calls are
dialed.

Dialing Froperties |

Cloze I [Carze]

If a modem is listed and it does not match the modem installed, select the
incorrectly installed modem and click Remove.

Note: If a modem is listed and matches the modem installed, go to the next
procedure. Also, if the modem listed is correct, review the next procedure,
“To reconfigure the remote access service modem” on page 73 to ensure
that your RAS settings are correct.

Result: A message appears asking you to confirm that you want to remove
the incorrectly installed modem.

Click Yes.
To add the correct modem, click Add.

Result: The Install New Modem panel appears.

Platform Vendor Independence Base Configuration Guide 71



Configuring the server Standard 1.0

Click Don't detect my modem; | will select it from a list, and then click Next.
Result: The Install New Modem dialog box appears.

Select the type of modem installed on the server, and then click Next.
Note: If your modem is not listed, select the Standard 28800 bps Modem.
Result: The Install New Modem dialog box appears.

On Selected Ports, click COML1. Click Next.

To complete installing the modem, click Finish.

Result: The Modem Properties property sheet should appear as follows:

Modems Properties E l
General |

Add... Bemaove Properties

— Dialing Preferences

Dialing from:  Mew Location

Uze Dialing Properties to madify how paur calls are
dialed.

Dialing Properties |

Cloze I [Carze]
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To reconfigure the remote access service modem

ATTENTION This procedure must be performed only if the modem

listed matches the actual modem installed. Perform steps
1 and 2 of the previous procedure to see the modem
listed, and then continue with the steps below.

1 From the Windows Start menu, choose Start > Settings > Control Panel,
and then double-click the Network icon to open the network control panel.

2 Click the Services tab.

3  Select Remote Access Service, and then click Properties.

Result: The Remote Access Setup window appears.

Remote Access Setup E

Part Device Type
Continue

[ G |
[ e |

CO1 Dial-Up Metworking Sernial Ca... Modem [unimodem)

Cancel

Help |

Add... Bemove Lonfigure. .. Clone I
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4

Click Network.

Result: The Network Configuration window appears.

Metwork Configuration E

= il et Bratacals;
L deme Cancel |
= TERE
5 Heb |

— Server Sethings:

Allow remote clents running:

[Eartiaune. ..

v TCRAP Configure. ..
1P Earfgure..

il

E ncryplion zettings;
= Allow any authentication including clear bext
" Require enciypted authentication

¥ Require Microzoft encrepted authentication

™ Require data enciyption

[ Enable Multilink

Under Server Settings, ensure the following:

m  NetBEUI is unchecked

m TCP/IP is checked

m IPXis unchecked

Click Configure next to TCP/IP.

Result: The RAS server TCP/IP Configuration panel appears.
Ensure that This computer only is selected.

Fill in the Begin and End addresses as supplied by your network
administrator.
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11

12

13

14

To enter any excluded ranges for this customer’s site, type the From: and
To: addresses, and then click Add to place the addresses in the Excluded

ranges list.

Click OK.

Result: The Network Configuration panel appears.
Click OK.

Result: The Remote Access Setup panel appears.
Click Continue.

Result: The Network Control panel appears.

Click Close.

Result: The system prompts you to restart your computer.

Click Yes to restart.

Platform Vendor

Independence Base Configuration Guide

75



Configuring the server Standard 1.0

Preparing the server for remote access with
pcAnywhere

Introduction

After you have completed RAS configuration, you must install pcAnywhere 9.2
software on the server. With pcAnywhere, you can perform advanced
administrative tasks on the server from a remote PC and control the server as
though you were directly connected to it. You install pcAnywhere on the C
partition.

Note: You must ensure that the correct video driver isinstalled on the server
beforeyou install pcAnywhere. Failureto do so can cause blue screens to appear
after the installation of pcAnywhere or while transferring files. For additional
information, see “ Troubleshooting pcAnywhere problems’ on page 112.

Remote Access Service

Remote Access Service (RAS) enables you to connect the server and the
administration client PC over a PSTN using amodem. RAS isinstalled during
the Windows NT installation and configuration.

To install pcAnywhere

1
2

Log on to the server as Administrator.

Insert the Symposium Call Center Server Release 4.0 Platform Support
CD-ROM containing pcAnywhere 9.2 into the CD-ROM drive.

In Windows NT Explorer, browse to
E:\Third Party\Symantec\Installs\Pca9.2\CD\Disk1(where E: is your CD-
ROM drive).

Double-click the setup.exe file.

Result: The Symantec installation wizard window appears with a welcome
message.

Click Next.

Result: The License agreement appears.
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11

12

13

14
15

16

17

Select | accept the terms ..., and then click Next.

Result: The program requests customer information.

Enter the User Name and Organization, and then click Next.
Result: The program requests the Setup Type.

Select Typical and click Next.

Result: The Ready to install the program notification appears.
Click Install and wait until the Setup wizard completes.

Result: The Support Solutions window appears.

Click Next.

Result: The Windows Solutions window appears.

Click Next.

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

Result: Additional options appear.

Uncheck all options and click Next.

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

Click Yes to confirm that you want to skip registration.

Result: The message The Install Shield w zard has
successfully install ed pcAnywher e appears.

Click Finish.

Result: A message informs you that you have to restart the system for the
changes to take effect.

Note: For multi-processor systems, skip step 17 and continue with step 18.

For single-processor systems only, select Yes to restart the server now and
remove the CD-ROM from the CD-ROM drive.

Result: The system restarts automatically. If the system fails to start,
restart it manually.

This completes the installation process for pcAnywhere 9.2 on single-
processor systems.
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18 For multi-processor systems only, select No to restart the server later.

Note: Due to some problems related to pcAnywhere functionality on multi-
processor systems, you must add a registry value in the Windows NT
registry under pcAnywhere software. To add the ProcessorMask value in
the registry, proceed as follows:

a. InWindows NT Explorer, navigate to
E:\Third Party\Symantec\Installs\MultiProc (where E: is your CD-ROM
drive).

b. Double-click the file named AddProcMask.reg.

Result: A message informs you that the information in the file has been
successfully entered into the registry.

c. Click OK and remove the CD-ROM from the CD-ROM drive.
d. Restart the computer. If the system hangs up, restart it manually.

This completes the installation process for pcAnywhere 9.2 for multi-
processor systems.

To start pcAnywhere for the first time

For Symposium Call Center Server Release 4

1
2

Log on to Windows NT as Administrator.

From the Windows Start menu, choose Programs > Symantec
pcAnywhere.

If you are asked if you want to register pcAnywhere, click Skip.

Result: The Smart Setup Wizard window appears. You are prompted for
the modem device.

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

Result: The system prompts you to select a port.
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5 Ensure COML1 is selected. Click Next.

Result: The setup wizard asks you for a login name and password.

Smart Setup Wizard Ed

It iz strangly recommended that you pratect the
host PC from unauthorized access by requinng a
lagin hame and pazzword o uze when connecting
to this PC.

Lt mame: I

Bassmond: I

[Eamfinm passwam I

< Back I Mesit » I Cancel

6  Deselect Specify a login name and password as shown above, and then
click Next.

Result: A window informs you that you have successfully installed
pcAnywhere.

7  Click Finish.

Result: The pcAnywhere main window appears.

Configuring pcAnywhere

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

During pcAnywhere configuration, if you get amessage that you do not have the
right to modify that setting or create a new caller, proceed as follows:
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To change Windows NT Users access rights for pcAnywhere files

1 Close pcAnywhere.

2 Open the Program Files/Symantec folder.

3 Select the pcAnywhere folder.

4  Right-click the folder and, from Properties, click the Security tab.

pcAnywhere Properties [ x|

Eenetall Sharing S ecurity |

— Permizzions

FA_ “iew or set permission information on the
EQ zelected item[z]

— Auditing

A “iew or set auditing information on the
aﬂ zelected item(z)

Auditing
— Owhership
(e Yiew or take ownership of the selected
!E] item(z)
Dwnerzhip
(] Cancel | Apply |

5  Click Permissions and, for Administrators, select Type of Access: Full

Control.

6  Click OK to save the changes.

7  Click OK to exit the Properties window.
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To set the video mode
1  Click Start > Programs > Symantec pcAnywhere.

Result: The pcAnywhere main window appears.

3 pcAnywhere =
File Edit “iew Toolz Help

| g | %

Be & Retmate File Be A
Host PC Control Transfer Gateway

REREl el

AddBe A Host  DIRECT MODEM METwOREK.
PC Item

For Help. press F1 o

2  From the Tools menu, choose Application Options.

Note: You may be prompted for your area code. If so, enter the area code
and click Next.
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Result: The Application Options property sheet appears.

Application Dptions
Remate Printing | DOS Sezsions Terminal Ermulation I Button Bars I
Systerm Setup Host Operation Rermaote Operation I File: Transfer
— Optionz

Ring number ta ahswer on: |3 _l;
Yideo mode zelection: I Drefault [Acceleratar enabled) j

v Show warning dialog when caller secunity is not enabled

(1] 4 I Cancel Apply Help |

Click the Host Operation tab.

4  Click the Video mode selection drop-down list to select Default (Accelerator
enabled).

5  Click Apply.
Click OK to exit.

To configure pcAnywhere as a host PC

1 In pcAnywhere, ensure Be a Host PC is selected.
2 Right-click the Network icon, and then select Properties.
Result: The NETWORK Properties property sheet appears.

3 Ensure you are viewing the Connection Info tab.
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4 If necessary, ensure that only TCP/IP is checked, as in the following

example:

NETWORK Properties !
Connection Info | Settingsl Callelsl Security Dptinnsl Conferencel Protectlteml
7= Choose up to hwo devices for this connection ikem by checking the boxes to the left of the device
@7 names.
To customize a dewvice, click the device name and then click Detailz.

Device list:
] Standard 9600 bps Modem Detarz., |
[ cow1
[ comz
[ com3
[ com4
5P
] MetBIOS
[ Barpan WINES
TCF/P
[CT15DN via CAPI 2.0

0k I Cancel Apply Help
5  Click Apply to save the changes.
6  Click the Settings tab.
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7  Ensure that settings are as shown in the following example:

HETWORK Properties

8  Click Apply to save the changes.
9  Click the Callers tab.
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10 Select Use pcAnywhere authentication with pcAnywhere privileges.

NETWORK Properties
Cnnnectionlnfol Settings  Callers |Security Dptionsl Eonferencel F'n:ulecllteml

0 Allow full access ta all callers

% Use peanywhere authentication with pednpwhere privileges

© Use Windows authentication with pcérywhere privileges

€ Use Windows authentication with Windows privileges T} Waer M anamer

il

0k I Cancel | Lpnly | Help

Note: If NGenDist and NGenDesign caller icons have already been
created, then skip to step 16.

11 Double-click the Add Caller icon to add a new caller.
Result: The New Caller wizard appears.
12 Type NGenDist as the name of the caller, and then click Next.

Result: The system prompts you to enter a password.

13 Type ntdist, which is the default password for the NGenDist account, and

then confirm the password.

Note: This is the password for the distributor to access the server for
support.

14 Click Next, and then click Finish to save the changes.

Result: You are returned to the Callers tab.
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15 Repeat steps 11 to 14 for the NGenDesign account, using Nortel as the
default password for the NGenDesign account.

Note: This is the password for a designer to access the server as a
superuser.

16 Right-click the NGenDesign caller icon and select Properties.
Result: The NGenDesign Properties window appears.
17 Click the Privileges tab.

18 Select Superuser, as shown in the following example:

. . |
MGenDesign Properties E3|

Identificatinnl Calback =~ Privieges | Protect Iteml

— Caller rights
% S peruser - caller has full access rights to host machine
£ Specify individual caller rights

¥ | llovy callen to Blank sereen [ | Sllocallenbo upload files

™| &llowy callento canselfhost I | Sllav caflento download files

| v callen b restart biost [ &llmvse of Gt sBreal
Tirne lirnits

I it tite allawed pen session I _% Iirtes

[ | Eallensubiest to inactivit meaut

Seblinive fesessl |

Command to execute after connect: I

QK I Cancel Apply Help

19 Click Apply to save the changes.
20 Click OK to exit the Properties window.
Result: The NETWORK Properties sheet appears.

Note: Do not set up Superuser privileges for the distributor (NGenDist)
account.

21 Click the Security Options tab.
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22 Ensure that settings are as shown in the following example:

HETWUORK Properties

Hoszt and Remote

Irg=e e | i ifutes

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

NETWORK Froperties

E-:-nnectic-nlnfn; Settings; Callers; Security Options ~ Conference | F'ru:-te-:tltem;

— Conference lnfarmation

¥ Er

¢ Obtain IP address autamatically
™ Specify IP addiess:
;225_ 1 1

Allow conference over iD ‘_3:3 robers

-\@f- A multicast address iz required for host conferencing. This IP address must be within the range
of 225.1.1.1 through 233,254 254 254,

Ok ] Cancel Apply Help

25 Click Apply to save the changes.

Note: Do not go to the Protect Item tab and enter or lock a password that
controls who can modify the network settings here. Locking instructions are
provided for support administrators in the maintenance section of the
Symposium Call Center Server Software Installation and Maintenance
Guide.

26 Click OK to apply all pcAnywhere settings.

To perform additional administration tasksin pcAnywhere, see the Symposium
Call Center Server Software Installation and Maintenance Guide. Support
administrators should use the guide to change the NGenDist and NGenDesign
passwords from their default passwords as soon as possible.
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Performing standard procedures

To log on to the server as Administrator
1  Start the server with Windows NT.
2 Press Ctrl+Alt+Delete.
Result: The logon dialog box appears.
Type Administrator as the User ID.
4  Enter the password and click OK.

To change the Administrator password

1 Log on to the server as Administrator.
Press Ctrl+Alt+Delete.
Click Change Password.
Enter the old password.
Enter the new password and confirm it.
Click OK.

o o~ WN

To change the minimum password length

Windows NT Server 4.0 must alow the four-character temporary password
“ngen” to be created when Symposium Call Center Server isinstalled. Use this
procedure to change the minimum password length.

Notes:

m If you have just installed a fresh version of Windows NT Server 4.0, the
system is configured to permit blank (or short) passwords. Use this
procedure to check the password restrictions.

s If you are using anew platform that has the vendor’s operating system
preloaded, or if you did not install a fresh version of Windows NT Server
4.0, the system may be configured for a minimum password length that is
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longer than four characters. Use this procedure to change the minimum
password length.

1 Click Start > Programs > Administrative Tools (Common) > User Manager

for Domains.

Result: The User Manager window appears.

2 On the Policies menu, click Account.

Result: The Account Policy dialog box appears.

Account Policy E
Computer; PENTIUM SERVER

— Pazzword Restictions Cancel |
— Maximum Pazzword Age — Minimunm Paszword Age
™ Password Never Expires & Allow Changes Immediately ﬂl

* Expires In| 42 Dayz Al Ehangeslnl E Daps

— Minimum Paszwaord Lenath — Pazaword Uniqueness

I & Do Wat Keep Password History

At I:eastl E Characters [ Eemembal E Pazzwards

&+ No account lckout

— " Account lockout

Lockout after I E bad logon atternpts
Fezet count after I E minLtes

— Lockout Duration

" Fareyer [untl admin unlocks]
¢ Duration I E minutes

I™ | Ecreilydiseannestiemate weere fam semwer when lagom bours expie

[ Users must log o in order ta change pazswaord

3 If the Minimum Password Length has been previously set to any length,

click Permit Blank Password.

4  Click OK.

Result: The User Manager window appears.
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5  Exit the User Manager window.

To change the computer name

Note: You can change the computer name from a dummy name to a proper
name during a new installation.

1  Start the computer with Windows NT, and log on to the server as
Administrator.

2 From the Windows Start menu, choose Settings > Control Panel, and then
double-click the Network icon.

Click Change on the Identification tab.
4  Type the new computer name and click OK.

Note: The computer name is case-sensitive. Type the name exactly as you
want to see it. For naming rules, see “Required setup data” on page 9.

5  After a cautionary prompt that warns of possible problems appears, click
Yes to continue.

6  To restart the computer, click Yes.

The computer’s DNS name must match the main computer name. Verify
that the name of the computer in the TCP/IP configuration is the same as
the main computer name as follows:

a. From the Windows Start menu, choose Settings > Control Panel, and
then double-click the Network icon.

You can view the Computer Name.

b. Click the Protocols tab, and then select TCP/IP protocols from the list
of installed network software. Click Properties > DNS tab.

You can view the Host Name.

To change the workgroup name

1  Start the computer with Windows NT, and log on to the server as
Administrator.

2 From the Windows Start menu, choose Settings > Control Panel, and then
double-click the Network icon.

3  Click Change on the Identification tab.
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4  Enter the new workgroup name and click OK.

Note: The computer must not belong to a Windows NT domain. Application
software cannot run if the computer is part of a Windows NT domain.

5  Click Yes to the cautionary prompt, which warns of possible problems.

To restart the computer, click Yes.
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Setting communications protocols

To configure TCP/IP information

1  Start the computer with Windows NT and log on to the server as
Administrator.

2 From the Windows Start menu, choose Settings > Control Panel, and then
double-click the Network icon.

Result: The Network Settings Panel appears.
3 Click the Protocols tab, and then select TCP/IP Protocol from the list of
installed network software.

Metwork HE
Identificationl Services Frotocals |.t’-‘n.dapters| Bindingsl

Hetwork Protocols:

Add.. Bemove | Eroperties...l pdate

— Dezcription:

Tranzport Control Protocol/Intermet Protocol. The default wide
area network. protocol that provides communication across
diverze interconnected networks.

Q. Cancel
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4

Click Properties.
Result: The TCP/IP properties panel appears.

Microzoft TCP/IP Properties EE

IP sddiess | NS | WING Address | DHCP Relay | Routing |

A 1P address can be automatically azgigned to thiz network, card
by a DHCP zerver. IF pour network dogs not hawve a DHCP zerver,
azk wour network, adminiztrator for an addrezs, and then bppe it in
the space below.

€ Obtain an IP address fram a DHCP server

* Specify an P address

|P &ddress: | 198 . 235 . 10 . 194

Subnet Mask: | 285 255 . 240 . 00

Default Gateway: |

Advanced... |
ok I Cancel | el |

ELAN TCP/IP settings

5

From the Adapter drop-down list, select the ELAN network card, click
Specify an IP address, and then enter the customer-supplied ELAN IP
Address and Subnet Mask.

Note: If the server has identical ELAN and CLAN network interface cards,
you can determine each card by its MAC address as follows:

a. Open the Command Prompt and execute the following command:
i pconfig/all
Result: The windows NT IP Configuration appears, followed by the

configuration for each adapter. The Physical Address is the MAC
address of each adapter.
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Check the Physical Address against the “MAC address table” on page
11.

To exit the Command Prompt window, execute the following command:

exit

CLAN TCP/IP settings

6

Select the CLAN card from the Adapter drop-down list, click Specify an IP
address, and enter the customer-supplied CLAN IP Address and Subnet
Mask.

If DNS settings are required, click the DNS tab on the Microsoft TCP/IP
properties panel.

Result: The Domain Name System (DNS) properties page appears.

Microzoft TCP/IP Properties EHE

IPAddiess DNS | WiINS Address | DHCP Relay | Fouting |

Damain Marme Syztem [DMS]

Host Mame: Dromair;

—DOMS Service Search Order

e,
Ll b |

Add. Edi. Femoe |

— Domain Suffis Search Order

Wi

[ d |

0k, I Cancel | Apply |

b. Type the DNS host name in the Host Name box. This name must

match the computer name.
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Type the customer-supplied DNS domain name in the Domain box.

Type the customer-supplied DNS server IP address in the DNS Server
Search Order box.

Click Add.

Type the customer-supplied DNS suffix names in the DNS Suffix
Search Order box.

Click Add.

If WINS settings are required, click the WINS Address tab on the
Microsoft TCP/IP Properties panel to display the WINS Address
properties page.

Enter the primary and secondary WINS server address for the CLAN
network card.

Check that both DNS for Windows Resolution and LMHOSTS Lookup
are enabled.

Microzoft TCP/IP Properties
IP Address | DNS  WINS Address | DHCP Relay | Routing |

—Windows Internet Mame Services [wWINS)
Adapter:

| [1] Irtel 82557 -based 104100 Ethernet POl Adapter x|

Prirnary %WINS Server: I 198 . 235 . 13 . 223
Secondary WINS Server: I 198 . 255 . 109 . BB

¥ Enable DMS for Windows Resolution

¥ Enable LMHOSTS Lookup Irmpaort LMHOSTS... |

Scope |D: I

0k I Cancel Apply
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k. If you want to ensure IP forwarding is not enabled, click the Routing tab

on the Microsoft TCP/IP Properties panel.

Microsoft TCP/IP Properties EE

IP Address | DNS | WING Adchess | DHCP Fielay Fiouting |

IP Forwarding [IP Routing] allows packets to be fonwarded on a
mult-homed zystem. The routing infomation may be static, or may
be collected by RIF for Intemet Protocol. RIF iz a zervice that can
be installed from the Metwork, Contral Panel zervice page.

ak. I Cancel apply

[. Ensure that Enable IP Forwarding is not checked.
Note: This step ensures that IP Routing is disabled.

7  To save the changes, click Apply.

8  To close the Microsoft TCP/IP Properties panel, click OK.

9 To close the Network Control panel, click OK.

Note: The server must be shut down before new settings take effect. Shut

down the server and restart it.
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When you have completed the server configuration, run the PVI Minimal
Configuration Compliance Check utility before installing the Symposium Call
Center Server software. For details, see“PVI Minimal Configuration
Compliance Check utility” on page 110.

After you have run the PVI Minimal Configuration Compliance Check utility,
install the Symposium Call Center Server software on the D partition. During
the installation, the database device files are installed starting with the F
partition. For details, see the Symposium Call Center Server Software
Installation and Maintenance Guide.
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Performing software maintenance

In this chapter

Overview 100
Database backup 101
Base software upgrades 102
Windows NT repair disk 103
99
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Overview

Introduction

This chapter explains software maintenance on the server. Thisincludes backing
up the data, performing base software upgrades, and creating a Windows NT
repair disk.
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Database backup

Backing up data

To back up and restore data, the customer must supply and install a Windows
NT 4.0 compatible tape backup device with the necessary drivers. The backup
device must use an internal compression scheme with the capacity to hold the
entire contents of the server database. Nortel Networks recommends the use of
an SLR tape drive from Tandberg.

Full backup and restore

For Symposium Call Center Server Release 4.0, Nortel Networks does not
support the full backup and restore process that was used in previous rel eases of
Symposium Call Center Server. Full backup and restore is not available.

Database backup and restore

The database backup and restore processis supported for the server. To create a
database backup, refer to the Software Installation and Maintenance Guide.
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Base software upgrades

Upgrading the Windows NT Server 4.0 service pack

Any new Microsoft Windows NT Server 4.0 service pack releases will be
subject to Nortel Networks Symposium Call Center Server Technology approval
and recommendation.

Note: Not all servers support all NT service packs greater than Service Pack 3.
Service pack 3 is not recommended asit allows memory leaks with SNMP.
Check with the manufacturer of the server you are installing to determine which
service packs are compatible.

To perform a service pack upgrade

1

Ensure that the Nortel Networks Technology group has approved the use
of the new service pack.

Determine a time when the procedure can take place.

Back up the Symposium Call Center Server. See “Backing up data” on
page 101.

Shut down the server.

Upgrade Windows NT to the new service pack following the instructions
released with the service pack. See “Installing the Windows NT Server
service pack” on page 58.

Restart the operating system. Symposium Call Center Server starts as
soon as the operating system starts.

In case of a failure, uninstall the service pack following the
recommendations released with the service pack.

102

Symposium Call Center Server



November 2000 Performing software maintenance

Windows NT repair disk

Repair disk description

You should create arepair disk

s after all software has been installed and configured, and the server is
running in a stable condition

m  onaregular basis (after any maintenance activities are performed on the
server or anytime the server configuration changes)

When you create arepair disk for Windows NT Server 4.0, a series of filesis
stored on afloppy disk and also in the Winnt/repair folder on drive C. Thefiles
are needed to repair Windows NT to the state that it wasin when the repair disk
was created. If the files contain alarge amount of data, they might not fit on the
floppy disk but will be available on the hard drive.

To create a repair disk

Power up the server.

Press Ctrl+Alt+Delete to display the logon window.
Log on to Windows NT as Administrator.

Insert a blank disk in the floppy drive.

Click Start, and then click Run.

When prompted, type rdisk and click OK.

Click Update Repair Info.

0 N oo o~ WN P

Click Yes to continue.

Result: Setup prompts you to create the Repair disk.
9 Click Yes.

10 Click OK at the prompt.

Result: The disk is formatted and configuration files are copied to the disk
being created, and to the hard drive.

11  When complete, remove the disk from the floppy drive.
12 Click Exit on the Repair Disk Utility.
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Troubleshooting and support
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Overview

Introduction

This chapter describes how to troubleshoot the server and what support is
available. It includes general troubleshooting procedures.
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Nortel Networks support

Technical support

The following types of support are available for the Platform Vendor
Independence solution:

Software-only support

This support is available for customers who purchase Symposium Call Center
Server Release 4.0 software to install on a third-party Windows NT server
platform.

Nortel Networks provides support for installation and configuration questions
concerning the Operating System and pcAnywhere. pcAnywhere is supplied
with the Symposium Call Center Server software package.

Nortel Networks also provides support regarding server connections with
external devices.

In this case, thereis no hardware support for the server. Customers should
forward all related hardware issues to their hardware vendor. The hardware
vendor should supply the appropriate hardware diagnostic software.

Software and hardware support

This support is available to customers who purchase Symposium Call Center
Server Release 4.0 software and aNortel Networks platform. Nortel Networksis
the supplier of the server.

Nortel Networks provides support for installation and configuration questions
for the Operating System and pcAnywhere, which are supplied with the
Symposium Call Center Server software package.

Nortel Networks also provides support regarding server connections with
externa devices.

In this case, Nortel Networks also provides support for the server. Customers
should forward all related hardware issuesto Nortel Networks, which can supply
the appropriate level of hardware support.
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General troubleshooting procedures

Hardware problem

All hardware diagnostics are the responsibility of the platform manufacturer,
and are not included in this guide. This section reviews and suggests remedies
for problems that could impede normal operation. Always check with the
manufacturer’sinstructions and recommendations before you perform any
hardware-related procedure.

Network-related error

If the problem is a network-related error, determine if the server has enough
memory and hard disk drive capacity. Consult your network operating system
manual.

Connections
Verify that al cables and boards are securely plugged into their appropriate
connectors or slots.

Added options

Remove &l added options, and change only one component at atime.

Power cords

Unplug the server’s power cord(s), wait 20 seconds, plug the power cord(s) in
again, and restart the system.

If there is a hardware error

1 Log users off the LAN and power down the server. Disconnect the power
cord and unplug the telephone cables.

2 Simplify the server configuration to a monitor, one floppy and one hard disk
drive, and a keyboard and mouse. Remove all third-party options, and
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reinstall options one at a time, checking the system after each installation.
Reconnect the power cord and telephone cables.

Restart the system. If the system does not function, refer to the following
section, “If the system does not power on.”

If the system does not power on

1

Ensure that all cables and power cords are firmly plugged into their proper
receptacles.

Ensure that all parts of the system are powered on and properly adjusted.

If the server is plugged into a switched multiple-outlet box, ensure that the
switch on the outlet box is powered on.

Plug a different electrical device (such as a printer) into the power outlet,
and power it on.

Unplug the power cord, wait 20 seconds, plug the power cord in again, and
restart the system.

If the system still does not function, contact the server manufacturer.
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Using the support tools

PVI Minimal Configuration Compliance Check utility

Thisisastand-alone graphical user interface utility that can be run on the server
after the hard drives are partitioned and before the Symposium Call Center
Server software isinstalled. The utility checks for minimal server configuration
reguirements to ensure that Symposium Call Center Server software can be
installed.

To start the PVI Compliance Check

1  Place the Platform Support CD-ROM into the CD-ROM drive.
2 From the desktop, select My Computer > CD-ROM (Drive E).
3 Inthe CD-ROM root directory, double-click PVICHECK.EXE

Result: The program searches for the following requirements:

minimum 256 Mbytes RAM size

minimum drive C partition of 2 Gbytes

minimum drive D partition of 2 Gbytes

drive E is a CD-ROM drive

minimum drive F partition of 4 Gbytes

listing of all additional drives and sizes beyond C, D, and F

Windows NT Server 4.0 is installed on drive C

Warnings and messages that suggest corrective actions appear if the
required conditions are not met.

Computer Name Synch

If you change the computer name after installing the Symposium Call Center
Server, use this utility to synchronize the Symposium Call Center Server name
and the current computer name. For details, see the Symposium Call Center
Server Software Installation and Maintenance Guide.
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Feature report utility

This utility enables you to view and modify switch parameters. It also enables
you to view other system information and alist of installed features. For details,
see the Symposium Call Center Server Software Installation and Maintenance
Guide.

Utilities for Nortel Networks distributors

Distributors of Nortel Networks products can access Symposium Call Center
Server utilities from the Nortel Networks web site at www.nortel-sccs.com.
Distributors must register before accessing the utilities.
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Troubleshooting pcAnywhere problems

Symptom

A blue screen appears during restart after you have installed pcAnywhere
version 9.2.

Probable cause

The server has an incompatible video driver.

Action

1 Press Reset to restart the server.

2 When prompted, select Windows NT VGA.

3  Whenthe message Last known confi gurati on appears, press Reset
again.

4  Repeat steps 2 and 3 again. When prompted, select Windows NT VGA.
Allow the server to start with the last known good configuration. After three
failed restart attempts, pcAnywhere switches to the Fault Tolerant start
mode.

6 If you see the message A vi deo conpati bility problem caused
pcAnywhere to switch to the “Conpatibility” video node,
click OK.

Note: For additional information on the next three steps, see the
troubleshooting section of the Software Installation and Maintenance
Guide.

7  Uninstall pcAnywhere.

8 Change the video driver.

9 Install pcAnywhere 9.2. (Also see “Preparing the server for remote access
with pcAnywhere” on page 76.)

10 If the problem is not resolved, contact your Nortel Networks customer
support representative.
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Note: You can get information on compatible video drivers for your server from
the server vendor’s web site.

Symptom

A message informs you that there is not enough disk space when you try to
install pcAnywhere.

Action

During the setup procedure, for Setup Type, select Custom instead of Typical.
This enables you to select another drive where pcAnywhere will be installed.
The pcAnywhere software is normally installed on the C partition of athird-

party Windows NT server.
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Disk partitioning issues

Overview

The Symposiu