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Overview

Introduction

The Symposium Call Center Server Software Installation and Maintenance
Guide provides step-by-step instructions for all of the procedures you must
perform to complete the following tasks:

installing the server software on a Meridian Application Server (MAS) or
Platform Vender Independence (PV1) platform

installing the client software
converting the server and client software from Release 1.5

upgrading the server and client software from Release 3.0 or an earlier
version of Release 4.0

reinstalling the server and client software

uninstalling the server and client software

installing and uninstalling Performance Enhancement Packages (PEPS)
starting and stopping the server

managing security on the server

monitoring events on the server

backing up and restoring data

using server utilities

troubleshooting server problems

migrating to adifferent platform

This chapter introduces Symposium Call Center Server and describes how the
call center components interact with each other.

Who should read this guide

Thisguideisintended for

Nortel Networks installers and distributors who are responsible for
installing or upgrading Symposium Call Center Server

Symposium Call Center Server
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m  administrators who are responsible for monitoring and maintaining the
server

Access rights

This guide assumes that you have the privileges and access rights required to
perform the procedures in this guide. For more information, refer to the
Administrator’s Guide.

Optional features

Some of the features described in this guide are optional. To give you access to
features, Nortel Networks supplies a specia code called a keycode, which you
use when you install the Symposium Call Center Server software. Fields and
commands for features that you did not purchase are not available.

Software Installation and Maintenance Guide 3
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About Symposium Call Center Server

What is Symposium Call Center Server?

Symposium Call Center Server provides acall center solution for varied and
changing business requirements by offering a suite of applications that includes

call processing

agent handling

management and reporting

networking (for Meridian 1 systems only)
third-party application interfaces

Symposium Call Center Server uses aclient/server architecture, which
distributes call routing and management capabilities among processors to make
the best use of system resources.

The components of Symposium Call Center Server

Symposium Call Center Server uses a client/server architecture, with
functionality distributed among various components. The major components of
Symposium Call Center Server include the following:

The server PC—Responsible for functions such as the logic for call
processing, call treatment, call handling, call presentation, and the
accumulation of datainto historical and real-time databases. This PC runs
under Microsoft Windows NT Server 4.0.

The client PCs—A graphical user interface to the server. Client PCsrun
the Symposium Call Center Server client application. They are used to
administer the server and to monitor call center performance. You connect
client PCsto the customer LAN (CLAN).

The switch—Provides telephony services and voice network connectivity.

Front-end 1VR system—(Optional) Provides voice processing
capabilities.

Symposium Call Center Server
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m  Third-party applications—(Optional) Use information from the server to
provide information on screens (“ screen pops’) or produce customized
reports.

Software Installation and Maintenance Guide 5
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Related documents

Introduction

This section lists the documents in which you can find additional information
about installing and maintaining your hardware platform.

Hardware platform installation

The following documents contain procedures for installing the Symposium Call
Center Server hardware and software:

If you need information about Refer to
= installation of the 701t 701t Hardware I nstallation Guide
= installation of the 702t 702t Install ation and Maintenance Guide and

Platform Vendor Independence Base
Configuration Guide

= installation of the 1001t 1001t I nstallation Guide and Platform
Vendor Independence Base Configuration
Guide

= installation of the 1003t 1003t I nstallation and Maintenance Guide

and Platform Vendor Independence Base
Configuration Guide

m installation of aPVI system Vendor documentation and Platform Vendor
Independence Base Configuration Guide

6 Symposium Call Center Server
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Hardware platform maintenance

The following documents contain procedures for maintaining the Symposium
Call Center Server hardware:

If you need information about Refer to
m maintenance of the 701t 701t Maintenance and Diagnostics Guide
= maintenance of the 702t 702t Installation and Maintenance Guide
= maintenance of the 1001t 1001t Maintenance Guide
= maintenance of the 1003t 1003t Maintenance Guide
» maintenance of aPVI system Vendor documentation

Software upgrade from Release 1.0 or Release 1.1

If you need information about refer to

= upgrading from Symposium Call Nortel Networks Symposium Call Center
Center Server Release 1.0to Release  Server Upgrade Instructions from
15 Release 1.0 to Release 1.5, which

accompanies the Symposium Call Center
Server Release 3.0 Operating System CD
Version 1.0

Software Installation and Maintenance Guide 7
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Installing the server software

In this chapter

Overview

Section A: Checklists

Section B: Configuring Windows NT 4.0 server

Section C: Installing the server software

12
15
23
71
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Overview

Introduction

This chapter provides the procedures to install the Symposium Call Center
Server application software on aMeridian Application Server (MAS) or
Platform Vendor Independence (PVI) platform.

Note: For Meridian 1 and the DM S/M SL-100 systems, you can use the
Symposium Call Center Server Release 4.0 Server Application CD to install the
following:

s aSymposium Call Center Server

m  aMaeridian Link stand-alone server

= aNetwork Control Center server

The installation processis the same, but the type of server installed is
determined by the keycode you enter.

Assumptions

This chapter assumes the following:

m  Your hardware platform isinstalled and operational. If the platform has
been installed but is not operational, use the guide for your hardware
platform to troubleshoot your system.

m  Theswitchiscorrectly installed, operational, and configured for use with
Symposium Call Center Server.

m  All client PCs are operational and running one of the following versions of
Windows:

= Microsoft Windows 95, with the Service Pack supplied by Microsoft
m  Microsoft Windows 95 version 4.00.950B or higher (OSR2)
= Microsoft Windows 98
m  Windows NT 4.0 Workstation with Service Pack 5 or higher
= Windows 2000 Professional
m  All client PCs are using Microsoft TCP/IP.

12
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m  Theclient local area network (CLAN) and the embedded loca area
network (ELAN) are installed and operational .

Installing Symposium Call Center Server networking (for Meridian 1

only)

If you are installing networking, plan the server installation information for all
servers. Refer to the Network Control Center Administrator’s Guide for
networking requirements and planning information.

Methods of server installation

Method

Requirements

Run the installation program from the Symposium
Call Center Server CD-ROM. Use the CD-ROM
drive that is part of the hardware platform.

keyboard, mouse, and monitor
attached to the server

Run the installation program from Symposium Call
Center Server. Use aremote CD-ROM drive that is
accessible over the LAN.

Note: This method is not recommended as network
traffic can interfere with proper installation.

keyboard, mouse, and monitor
attached to the server

Use pcAnywhere on aremote PC to log on to the
Symposium Call Center Server and run the
installation program. This might be necessary if you
do not have a keyboard and monitor connected to
the server, or if the server isin aremote location.

Use the CD-ROM drive on the Symposium Call
Center Server, or use a CD-ROM drive on aremote
PC that is accessible from the Symposium Call
Center Server over the LAN.

pc Anywhere installed and
configured on both the Symposium
Call Center Server (see Chapter 3,
“Ingtalling and configuring
pcAnywhere”) and the remote PC
(see the Administrator’s Guide)

Software Installation and Maintenance Guide

13



Installing the server software

Standard 1.0

Method

Requirements

Run the installation program from a remote hard
disk copy of theinstallation CDs.

acopy of the CDs on aremote hard
disk (accessible over the LAN from
the Symposium Call Center
Server).

The path name of the directory that
contains the copy of the CDs
cannot contain spaces.

ATTENTION

Installation from aremote CD-ROM driveis supported only

if the remote PC is running Windows NT 4.0 Server or
Workstation. Installation from a remote CD-ROM drive
mounted on a PC running Windows NT 3.51 will fail
because Windows NT 3.51 does not support long file

names.

Event logging

The SysOps Event log (C:\sysops\sysops.log) tracks events associated with any
install, reinstall, upgrade, or uninstallation operation. It also tracks any fatal

errors that interrupt these operations.

Use any text editor (for example, Notepad) to view the SysOps Event log.

14
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Section A: Checklists

In this section

Customer-supplied equipment and data 16
Server installation software (for MAS platform only) 18
Server maintenance and diagnostics tools 19
Installation steps checklist 20
Software Installation and Maintenance Guide 15
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Customer-supplied equipment and data

Introduction
Use this checklist to ensure that the customer has supplied the required
equipment and information.

Equipment and data required for the server installation

Note: The server installation must be performed on a Nortel Networks-supplied
Meridian Application Server (MAS) or a Platform Vender Independence (PV1)
platform.

Description O

Ethernet connections ready at the switch
(cable and transceiver/Multistation Access Unit)

Hub for the ELAN

Jacks and cable ready to connect the server to the CLAN

(Optional) Cable ready to connect the ELAN to the customer WAN

List of unique names and | P addresses for all equipment on both the
CLAN and ELAN (See “ Switch information and “Windows NT
configuration information.)

Use the Capacity Assessment Tool to analyze customer LAN
bandwidth.

Existing average bandwidth utilization = %

(Recommended) Uninterrupted Power Supply (UPS). (Seethe
Planning and Engineering Guide.)

Worksheets from Appendix A, “Worksheets,” completed.

16 Symposium Call Center Server
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Notes:
m  RAM + 12 Mbytesis the minimum amount of memory required on the
server PC.

m  For alist of requirements for the client PC, see “ Customer-supplied
equipment and data checklist” on page 133.

Software Installation and Maintenance Guide 17
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Server installation software (for MAS platform
only)

Qty |Description a

1 | Nortel Networks Symposium Call Center Server Release 4.0
Operating System CD

1 | Nortel Networks Symposium Call Center Server Release 4.0
Platform Support CD Version 1.0

Note: If you are using a different version of the CD, refer to
your Release Notes or Documentation Addendum.

1 |Nortel Networks Symposium Call Center Server Release 4.0
Server CD

(If supplied with thisinstallation) Nortel Networks
Symposium Call Center Server Supplementary CD. This CD
contains product enhancement packages (PEPs).

1 |Documentation CD. This CD contains all Symposium Call
Center Server documentsin PDF format.

1 | Theemergency repair disk that holdsthe configuration datafor
Windows NT. The installer updates this disk during each stage
of the Symposium Call Center Server installation on the server.

1 |Keycodedata. Thisdata governs the software features you
install. This datais usualy contained on a disk. However, if
you do not have the disk but know your keycode data, you can
enter the information manually during the installation.

1 |(for DMS/MSL-100 systems only) Dongle

Note: For information about server maintenance and diagnostics tools for aPVI
platform, refer to the documentation that came with the hardware platform.

18 Symposium Call Center Server
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Server maintenance and diagnostics tools

Qty

Description

1 set

Driver disksfor LAN cards, Software Configuration Utility
(SCU) utility

(Optional) RAID driver disk and configuration disk

Hardware vendor supplied diagnostics

Software Installation and Maintenance Guide
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Installation steps checklist

Introduction

This checklist provides an overview of the stepsrequired to install a complete
system, including a server and one client PC.

Note: The server and client installation takes approximately 4 hours and 30
minutes to complete for one server and one client. This does not include time
required for preinstallation planning, switch configuration, or post-installation
setup and configuration, such as adding agents or configuring agent to skillset
assignments.

Installation steps

Steps O

1

Ensure that the switch has been properly configured. Refer to your
switch documentation for instructions.

2 Complete the worksheets in Appendix A, “Worksheets.”

3 Configure Windows NT. Follow the instructions in Section B:
“Configuring Windows NT 4.0 server,” on page 23.
Time to complete: approximately 30 minutes

4  Configure pcAnywhere 9.2 on the server. Follow the instructions in
“Configuring pcAnywhere” on page 100.
Time to complete: approximately 10 minutes

5 Establish a connection to the server by attaching a keyboard and
monitor, or by using pcAnywhere. See page 13.

6 Install the server software. Follow the instructions in Section C:
“Installing the server software,” on page 71.
Time to complete: approximately three hours

20 Symposium Call Center Server
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Steps

7 Install the client software. Follow the instructions in Chapter 5, “Installing
the client software.”

Time to complete: approximately 30 minutes

8 Return to the server computer to complete the server installation.
Continue with “To complete the server installation” on page 88.

Time to complete: approximately 10 minutes

9 Optionally, install the Symposium Call Center Server client on additional
PCs as required.

Software Installation and Maintenance Guide

21




Installing the server software

Standard 1.0

22

Symposium Call Center Server



November 2000 Installing the server software

Section B: Configuring Windows NT 4.0
server

In this section

Overview 24
Checklist for configuring Windows NT 25
Preparing for installation 26
Logging on to Windows NT as Administrator 28
Changing the Administrator password 29
Configuring and verifying Windows NT settings 32
Configuring TCP/IP for ELAN, CLAN, and Remote Access Service 45
Configuring the modem for Remote Access Service 57
Formatting optional drives (PVI platforms only) 63
Updating the emergency repair disk 65
Testing the network connection 67
Restarting the server 69
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Overview

Introduction

This chapter contains the procedures for configuring Windows NT. You must
complete these steps before installing the Symposium Call Center Server
software.

24 Symposium Call Center Server
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Checklist for configuring Windows NT

Step O

1 Ensure that you have completed the checklists and worksheets in
Appendix A, “Worksheets.”

2 Complete the tasks in “Preparing for installation.

3 Obtain the current and default Administrator passwords.

4 Log on to Windows NT as Administrator. See page 28.

5 Change the Administrator password. See page 29.

6 Verify the Windows Service Pack level. See page 32.

7 Verify that Remote Access Service (RAS) and SNMP are installed. See
page 33.

8 Verify that RAS is set to automatic. See page 36.

9 Check the virtual memory settings. See page 36.

10 Set the date, time, and time zone. See page 37.

11 Change the computer and workgroup names. See page 40.

12 Configure TCP/IP for the ELAN, CLAN, and RAS. See page 45.

13 Configure the modem for RAS. See page 57.

14 Format all disk drives. See page 63.

15 Update the emergency repair disk. See page 65.

16 Test the network connection. See page 67.

Software Installation and Maintenance Guide 25
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Preparing for installation

Items to verify

Verify al of the IP addresses and host names. The | P addresses and host
names must be unique within the network. See “Windows NT
configuration information” on page 508.

Ensure that the Windows NT computer name and TCP/IP DNS host
name that you intend to assign are identical, including uppercase and
lowercase letters.

Meridian 1 checks

Ensure that the switch host name, | P name, and net mask are the same as
those displayed by the STAT ELNK command in LD 137.

Ensure that the switch serial number matches the one delivered with the
Symposium Call Center Server keycode. The serial number must match
exactly, including uppercase and lowercase | etters.

DMS/MSL-100 checks

Ensure that the switch |P name and net mask are the same as those
displayed by the STAT ELNK command in LD 137.

Ensure that the switch serial number matches the one delivered with the
Symposium Call Center Server keycode. The serial number must match
exactly, including uppercase and lowercase | etters.

Ensure that the security keylock device (the “dongle”) is attached to the
server.

Note: The dongleisnot required for installation. However, without the
dongle, the server cannot communicate with the switch.

26 Symposium Call Center Server
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Requirements
A mouse, monitor, and keyboard must be connected to the server.
Note: If reconfiguration is required at alater time, you can do the
reconfiguration through alocal or remote pcAnywhere session.
About server restarts

You might be asked several times during Windows NT configuration if you want
to restart the server. You must restart the server to activate some Windows NT
configuration changes.

CAUTION
& Risk of file corruption

Do not press the power button on the front of the server to shut
down your system. If possible, perform the system shutdown
described in “Restarting the server” on page 69.

Software Installation and Maintenance Guide 27



Installing the server software Standard 1.0

Logging on to Windows NT as Administrator

To log on as Administrator

ATTENTION  \yhen logging on to Windows NT, ensure that the Caps

Lock key is not locked. The password is case-sensitive.

1  Ensure that the server has started and the Windows NT Begin Logon
dialog box appears.

Begin Logon

% Press Chil + Alt + Delete to lag on

==

2 Press Ctrl+Alt+Delete.

Result: The Logon Information dialog box appears.

Logon Information

Enter a uger name and pazsword that iz valid for this
spzter.

User name: |Administrator

Passward: ||

QK I Cancel | Help | Shut o,

3 Type Administrator as the user name.

4 The Nortel Networks installed default password is abc123 (for Nortel
Networks-supplied MAS platforms). For passwords for PVI platforms,
contact your network administrator.

5 Click OK.

What's next?

Continue with “ Changing the Administrator password” on page 29.

28 Symposium Call Center Server
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Changing the Administrator password

Purpose

To ensure server security, change the default Administrator password as soon as
possible.

Password recommendations

Nortel Networks recommends that your password meet the following
reguirements:

m  Thepassword is six to ten characters long.

m  The password contains at least one number, and one symbol or punctuation
character.

m  The password should not contain common words or nouns.
m  The password conforms to company rules (for PVI platforms).

Example
The following password example meets all of these recommendations:
Xyd45fst

Password security

Write down the new Administrator password that you create, and storeitina
safe, secure place away from the server (as recommended by the network
administrator). Give the Administrator password to only those who need it.

Software Installation and Maintenance Guide 29
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To change the Administrator password

1
2

3

Log on to Windows NT as Administrator.
Press Ctrl+Alt+Delete.
Result: The Windows NT Security dialog box appears.

Windows NT Security [ %]

Logon Infarmation

*f'ou are logged on az FITIPE1 \Administratar.

Logon Date:  1/19/99 2:29:08 A

Uze the Task Manager to cloge an application that is not responding.

Logaoff... | Shut Down.... |

LChange Password... | Task Manager... | Cancel |

Click Change Password.

Result: The Change Password dialog box appeatrs.

Change Password E
User name: |Administrat0r
Demain: [FITIPET =l
Old Password: ||

Mew Password: |

LConfirm Mew Pazsword: |

QK | Cancel | Help |

Type the current password in the Old Password box.

Type the new password in the New Password box and in the Confirm New
Password box.

Click OK.

Result: A dialog box appears indicating that the password has been
successfully changed.

Click OK.
Result: You return to the Windows NT Security dialog box.

Click Cancel to close the Windows NT Security dialog box.
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9 Record the password and store it in a safe, secure place away from the
server (as recommended by the network administrator).
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Configuring and verifying Windows NT
settings

Introduction

All of the following procedures are required to configure Windows NT for
Symposium Call Center Server. Follow the proceduresin this section in the
order in which they appear.

To verify the Windows Service Pack level

1 Log on to Windows NT as Administrator.

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

Result: The Control Panel appears.

B3 Control Panel M= 3
File Edit “iew Hel
----- RS ; @ |
5 ] o
Acceszibility  Add/Remove Conzole [rate/Time Devices Dial-Up
Options Programs Monitor
" =
» F 8
Dizplay Fonts Internet Keyboard Licenzing Modems
32 9 2
Mouze Multimedia M etk FC Card Farts Frinters
[PCHLCIA)
Regional  SCSI Adapters Server Services Sounds System
Settings
& 4
Tape Devices  Telephony UPs
| Configures network hardware and software i

3  Choose Help O About Windows NT.

32 Symposium Call Center Server



November 2000

Installing the server software

10
11

12

Check the Windows NT 4.0 version number. If Service Pack 6A is not
installed, go to step 5. If Service Pack 6A is installed, go to “To verify that
RAS and SNMP are installed, and to install them if required” below.

ATTENTION If you must install or reinstall any features on Windows

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

To install Windows NT Server 4.0 Service Pack 6A, insert the Symposium
Call Center Server Release 4.0 Platform Support CD Version 1.0 into the
CD-ROM drive.

If the Windows NT Setup splash screen appears, click Close to close the
screen.

From the Start menu, choose Programs 0 Windows NT Explorer.
Result: The Windows NT Explorer screen appears.

Click the plus sign (+) next to the CD-ROM drive to display its
subdirectories.

Select the directory containing the Service Pack
(E:\Service Pack 6A\US-40bit, where E is your CD-ROM drive).

Run Sp6ai386.exe and follow the screen instructions.

When the message Wl cone to Service Pack 6 Setup appears,
select Accept the Licence Agreement, and then click Install to install the
Service Pack on your computer.

When the message W ndows NT 4.0 Service Pack installation
i s conpl et e appears, select Restart to restart the computer.

Result: The computer restarts.

To verify that RAS and SNMP are installed, and to install them if

required
1
2

Log on to Windows NT as Administrator.
In the Control Panel window, double-click the Network icon.
Result: The Network property sheet opens.

Click the Services tab.
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If you plan to use SNMP, verify that SNMP Service is in the list of services.
If it is not present, follow these steps:

a. Insertthe Symposium Call Center Server Release 4.0 Operating
System CD Version 1.0 in the CD-ROM drive.

b. Click Add.
c. Select SNMP Service.
d. Click OK.

Note: Be sure to configure SNMP to forward traps to an NMS. See the
following procedure.

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

a. Insertthe Symposium Call Center Server Release 4.0 Operating
System CD Version 1.0 in the CD-ROM drive.

b. Click Add.
c. Select Remote Access Service.
d. Click OK.

Note: Be sure to follow the procedures in “To configure the Remote Access
Service” on page 53” and “Configuring the modem for Remote Access
Service” on page 57 to configure RAS.

Install the service pack (see “To verify the Windows Service Pack level).

To configure the Windows NT SNMP service to forward traps to an

NMS

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

Click the Services tab.

In the list of Network Services, select SNMP Service.

Click Properties.

Result: The SNMP Properties property sheet appears.
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5

10

11
12

13

Click the Traps tab.

Microsoft SHMP Properties EHE
Agent  Traps | Securityl

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

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

QK I Cancel | Lol |

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

Add the IP address of the NMS to which the server will send traps, by
clicking Add and typing the IP address of the NMS.

Click OK.

Result: The Microsoft SNMP Properties property sheet closes and you
return to the Network property sheet.

Click Close.

Result: The Network property sheet closes.

In the Control Panel window, double-click the Services icon.
Result: The Services dialog box appears.

Select the SNMP Trap Service.

Click Start.

Result: The SNMP Trap Service starts.

Click Close.

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

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

1 Inthe Control Panel window, double-click Services.

2 Scroll to Remote Access Server.

3 If Remote Access Server is not set to automatic, then do the following:
a. Select Remote Access Server.
b. Click Startup.
c. Select Automatic.

4  Click OK.

To verify the virtual memory settings and change them, if required

Follow this procedure to verify the virtual memory (that is, swapfile) settings.
For efficient operation, Nortel Networks recommends that the server be
configured for RAM size plus 12 Mbytes of virtual memory.

1 Inthe Control Panel window, double-click System.
2 Click the Performance tab.
3 Inthe Virtual Memory section, click Change.
Result: The Virtual Memory dialog box opens.
4  Select drive D.
Under Paging File Size for Selected Drive, ensure that the values are

= RAM size plus 12 Mbytes for Initial Size (for example, 256 + 12 = 268
Mbytes)

= RAM size plus 12 Mbytes for Maximum Size (for example, 256 + 12 =
268 Mbytes)

6 If the values for Initial Size and Maximum Size are correct, then click
Cancel to exit.

7  If you need to change the values for Initial Size and Maximum Size, then
follow these steps:
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a. Type 268 for Initial Size, and 268 for Maximum Size (for example,
256 + 12 = 268 Mbytes).

b. Click Set, and then click OK.
Result: You return to the System Properties property sheet.
c. Click OK.

d. Click No when prompted to restart the server. You can restart the
server later.

Note: Do not split virtual memory across multiple drives.

For more information on memory requirements, refer to the Planning and
Engineering Guide.

To change the date, time, and time zone

Set the server date and time now to help with the analysis of system events that
occur in Windows NT Event Viewer during installation.

Note: For the Meridian 1 switch, after the server isfully operational and
connected to the switch, the switch controls the date and time.

1 In the Control Panel window, double-click the Date/Time icon.

Result: The Date/Time Properties property sheet appears.

Date/Time Properties EHE

Date & Time | Time Zone I
—Date — Time

12

34 5 6 7 8 13
m 1112 13 14 15 16
17 18 20 21 22 23
24 25 26 27 23 23 30

el [1:21 028 =

Current time zone: Eastern Standard Time

QK I Cancel Lol
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2 Click the Time Zone tab.

Result: The Time Zone property page appears.

Date/Time Properties EHE

Date & Time ~ Time Zone |

¥ Automatically adjust clock for daplight saving changes

QK I Cancel | Lol |

Select the appropriate time zone from the drop-down list box.

4 Confirm which type of switch you are using, and then perform one of the
following:

a. If you are using a Meridian 1 switch, ensure that Automatically adjust
clock for daylight saving changes is unchecked.

b. If you are using a DMS/MSL-100 switch, ensure that Automatically
adjust clock for daylight saving changes is checked for regions using
daylight savings time.

c. Ifyou have purchased the Network Skill-Based Routing feature and are
setting the time zone for the Network Control Center server, ensure that
Automatically adjust clock for daylight saving changes is checked.

5 Click the Date & Time tab.
Select the current month, year, day, and time.
7  Click OK.
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To change event viewer settings
Change the event viewer settingsif the default value will not store enough
information about system events within Symposium Call Center Server.

1 From the Windows Start menu, choose Programs [0 Administrative Tools
(Common) 0 Event Viewer.

Result: The event viewer window appears.
2 Choose Log [0 Log Settings.
Result: The Event Log Settings dialog box appears.

Event Log Settings

Lhange Settings for ISystem 'l Log ok

Cancel

Maximum Log Size: I E Kilobytes [B4K. Increments) Diefault

Ewent Log *Wrapping

dilill],

Help
' Ovenwite Events as Nesded

& Ovenwite Events Older than I 7 E Dayz

' Do Mot Dvenwrite Events [Clear Log Manually)

3 Change the value in the Maximum Log Size box by entering a new value (in
kilobytes), according to the following guidelines:

m For a small call center with few agents, leave the value at default
(512 kbytes).

= For a medium-size call center with a moderate number of agents, set
the value at 6016 kbytes or more, depending on the number of days of
event history to be kept (that is, the more days that event records are
kept, the larger the log size must be).

m For alarge call center with many agents, set the value at 10 048 kbytes
or greater, depending on the number of days of event history to be kept.

4  Click OK to close the window.
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To change the computer and workgroup names

The computer name and workgroup name uniquely identify the server on your
network.

CAUTION

& Risk of database errors
To prevent database errors, make sure the computer’s DNS
host name matches the computer name. During this procedure,

you are instructed to verify that the DNS host name matches
the computer name.

ATTENTION By default, anew server isinstalled with adummy computer

name that uniquely identifiesit. When you configure the
server, you assign it the correct name.

Note: This applies only to Nortel Networks supplied MAS
platforms.
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1 In the Control Panel window, double-click Network.

Result: The Network property sheet appears.

Metwork EHE
Identification | Servicesl Protocolsl Adaptersl Bindingsl

Windows uses the following information to identify wour

| computer on the network, Y'ou may change the name for
thiz computer and the workgroup or domain that it will
appear in.

Computer Mame: INTDFHB‘I‘I

“Warkgroup: [wORKGROUP

()3 | Cancel |

2 Record the default Computer Name and provide a copy to the network

administrator.
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3

Click Change.

Result: The Identification Changes dialog box appears.

Identification Changes EHE

Windows uses the following information to identify your computer on
the network. Y'ou may change the name for thiz computer, the
workgroup or domain that it will appear in, and create a computer
account in the domain if specified.

Computer M ame: MTORIETT

— Member of
& Workgioup:  [WORKGROUP

' Domain: I

| Ereate & Eomputendeaaunt itthe Damait

e option will create an account o the damai far thie
camputer Toumust speciila weer aceaumt it the bt
addworkstations tathe speciied domai above.

Wsename;: I

Basswand: I

()8 I Cancel |

Enter the new computer name. The new computer name must be a single
word without spaces, 6 to 15 characters long. Letters, numbers, a hyphen,
and a dash are allowed.

Click OK.

Result: A message appears, indicating that the name change was
successful.

Click OK.

Result: The Network property sheet appears.

Click Change.

Result: You return to the Identification Changes dialog box.

Select the Workgroup option.

ATTENTION 36 server must be in a workgroup. It cannot be a

member of a domain, or else the server software can fail
to function.

Enter the workgroup name.
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10 Click OK.
Result: A welcome message appears.

11 Click OK.
Result: The Network property sheet appears.

12 In the Network property sheet, click the Protocols tab.
Result: The Protocols property page appears.

Metwork EHE

Identificationl Services  Protocols |Adapters| Bindingsl

Metwork Protocals:

Add... Bemove Froperties... pdate

— Description:
Tranzport Control Protocol/nternet Protocol. The default wide
area network, protocal that provides communication across
diverse interconnected networks.

Cloze I [Earce! |

13 Select TCP/IP Protocol from the list of installed protocols.
14 Click Properties.
Result: The Microsoft TCP/IP Properties property sheet appears.
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15 Click the DNS tab.

Result: A DNS property page appears, similar to the following example:

Microsoft TCP/IP Properties EHE

IPAddhess DMS | WING Adehess | DHCP Rielay | Routing|

Domain Mame System [DMS]

Host Mame: Dromair:
[NTORIET1 |
—DMS Service Search Order
Uit
Downl |
Add.. Edi. Remove |
— Domain Suffix Search Order
W
Downl |
sdd.. | Ede. | Femove |

QK I Cancel | Lol |

16 Change the DNS Host Name to match the Computer Name.

Note: The Host Name and Computer Name must match exactly, including
case.

17 Click OK.
Result: The Network property sheet appears.
18 Click Close to complete the change.

Do not restart the server at this time as it will be restarted later.
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Configuring TCP/IP for ELAN, CLAN, and
Remote Access Service

Introduction

To enable communication with the server, you must configure TCP/IP for the

s ELAN network interface card (NIC) (see below)
m  CLAN NIC (see page 48)
m  Remote Access Service (RAS) (see page 53)

Note: These procedures apply toinitial installation only. If you are performing a
system rebuild, these procedures do not apply.

To configure the ELAN NIC

1 Logonto Windows NT as Administrator.

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

3 In the Control Panel window, double-click Network.
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4 In the Network property sheet, click the Protocols tab.

Result: The Protocols property page appears.

Metwork EHE
Identificationl Services  Protocols |Adapters| Bindingsl

Metwork. Frat

Add... Bemove Froperties... pdate

— Description:
Tranzport Control Protocol/nternet Protocol. The default wide
area network, protocal that provides communication across
diverse interconnected networks.

Cloze I [Earce! |

5  Select TCP/IP Protocol from the list of network protocols.
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6  Click Properties.

Result: A Microsoft TCP/IP Properties property sheet appears, similar to
the following example:

Microsoft TCP/IP Properties EHE

IP Adhess | DNS | WING Address | DHCP Relay | Routing|

An IP address can be automatically azzigned to this network card
by a DHCP zerver. |f your network. does not have a DHCP zerver,
azk your network. administrator for an address, and then tppe it in
the space below.

" Obtain an IP address from a DHCP server

& Specify an P address

P Address: 1.1 .1 .1
Subnet Mask: I . . .
Default Gateway: I . . .

Advanced... |
QK I Cancel | Lol |

ATTENTION  T6 Server must not be a DHCP client,

7 Inthe Adapter box, select the adapter in the drop-down list that has the
placeholder IP address, 1.1.1.1. This adapter is the ELAN card (for the
Nortel Networks shipped server only).

Tip: Write down the Ethernet adapter name for the ELAN card and give this
information to the local administrator for future reference. If you ever have
to reinstall the ELAN card, you must know the name of the ELAN card.

8  Click Specify an IP address.
9  Enter the server’'s ELAN IP address in the IP Address box.

ATTENTION Make sure that the ELAN IP address is unique and is not

used by any other devices or locations on the LAN or
WAN.
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10

11
12

13

In the Subnet Mask box, enter the server’'s ELAN subnet mask (as supplied
by the network administrator).

Ensure that the Default Gateway box is blank.
Click OK.
Result: You return to the Network property sheet.

Continue with the following procedure.

To configure the CLAN NIC

1

On the Protocols property page of the Network property sheet, select
TCP/IP Protocol.

Click Properties.
Result: The Microsoft TCP/IP Properties property sheet appears.

Microsoft TCP/IP Properties EHE

IP Adhess | DNS | WING Address | DHCP Relay | Routing|

An IP address can be automatically azzigned to this network card
by a DHCP zerver. |f your network. does not have a DHCP zerver,
azk your network. administrator for an address, and then tppe it in
the space below.

" Obtain an IP address from a DHCP server

& Specify an P address

P Address: 198 . 235 10 . 194

Subnet Mask: I 265255 . 240 . 0
Default Gateway: I . . .

Advanced... |
QK I Cancel | Lol |

ATTENTION  The server must not be a DHCP client.
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In the Adapter box, select the adapter in the drop-down list that has the
placeholder IP address, 2.2.2.2. This adapter is the CLAN card (for the
Nortel Networks-shipped server only).

Tip: Write down the Ethernet adapter name for the CLAN card and give this
information to the local network administrator for future reference. If you
ever have to reinstall the CLAN card, you must know the name of the CLAN
card.

Click Specify an IP address.
Enter the server's CLAN IP address in the IP Address box.

In the Subnet Mask box, enter the server’'s CLAN subnet mask (as supplied
by the network administrator).

Enter the gateway IP address in the Default Gateway box.

Note: To enter more IP addresses, subnet masks, and gateways, click
Advanced.

Click OK.
Result: You return to the Network property sheet.

Continue with the following procedure.
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To configure the server to support DHCP client PCs

If your client PCs use Dynamic Host Control Protocol (DHCP) to communicate
with the server, you must configure the DNS and WINS options. To configure
DNS and WINS, perform the following steps.

1 On the Protocols property page of the Network property sheet, select
TCP/IP Protocol.

2  Click Properties.
Result: The Microsoft TCP/IP Properties property sheet appears.

Microsoft TCP/IP Properties EHE

IP Adhess | DNS | WING Address | DHCP Relay | Routing|

An IP address can be automatically azzigned to this network card
by a DHCP zerver. |f your network. does not have a DHCP zerver,
azk your network. administrator for an address, and then tppe it in
the space below.

Adapter:

" Obtain an IP address from a DHCP server
& Specify an P address

P Address: 47 235010 .21

Subnet Mask: I 265255 . 240 . 0

Default Gateway: | 47 . 235. 0 . 1

Advanced... |
QK I Cancel | Lol |

50

Symposium Call Center Server



November 2000

Installing the server software

3

Microsoft TCP/IP Properties EHE

IPAddhess DMS | WING Addhess | DHCP Relay | Routing|

Domain M ame System [DMS]

Host Mame: Domair:

Ica.nortel.com

—DMS Service Search Order

47.43.32.50 UET
Downd |
Add..

Edi... Femove |

— Domain Suffix Search Order

W

Downd |

internal nartel.com

pdd.. | Ede. | Femove |

QK I Cancel | Apply

Click the DNS tab and ensure that the Host Name and Domain boxes show
the computer’'s host name and domain name.
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Click the WINS Address tab and ensure that the check boxes entitled
Enable DNS for Windows Resolution and Enable LMHOSTS Lookup are
checked.

Microsoft TCP/IP Properties EHE

IP ddhess | DNS | WINS Addess | DHCP Rielay | Routing|

—Windows Internet Mame Services fwINS]
Adapter:

|[11IntellR] PRO/100B PCI Adapter (TX) =l

Primary 'INS Server: I 47 0235013 0223

Secondary WINS Server. 47 0211 0183 01

[+ Enable DNS for Windows Resolutior:

IV Enable LMHOSTS Lookup Import LMHOSTS... |

Scope |D: I

QK I Cancel | Apply |

Note: When you configure DNS and WINS services, you enable the server
to communicate scheduled report information with the client PCs. If DNS or
WINS is not configured, the server cannot determine the IP address of the
clients, and no scheduled report information is sent from the server back to
the client.
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To configure the Remote Access Service

Note: The Remote Access Service requires a pool of |P addressesto grant dial-
in privileges to remote clients. To assign a pool, you specify arange of |IP
addresses in the same subnet as the CLAN IP address. This range must include
at least two available | P addresses. Remote Access Service uses the first 1P

address. The remaining IP addresses are |oaned to each dial-in client. Select the
range carefully.

1 Inthe Network property sheet, click the Services tab.
Result: The Services property page appears.
Metwork EHE

|dentification  Services | Protocolsl Adaptersl Bindingsl

Metwork Services:

| v

Microsoft TCPAP Printing
MetBI0S Interface
Femote Access Service
RPC Configuration

Server

= SNMP Service i
‘Wwork station LI

Add... | Bemove Froperties... pdate |

— Description:

Distributed protocol required for running the Computer Browser
SEMViCE.

Cloze I [Earce!
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2  Select Remote Access Service, and then click Properties.

Result: The Remote Access Setup dialog box appears.

Remote Access Setup [ %]
Fort Device Type

Dial-Up Metworking Serial Ca... Modem [unimodern) Continue |
Cancel |

Help |

Add... | Bemove | LConfigure... Clone |

3 Click Network.

Result: The Network Configuration dialog box appears.

= DiEl aut Bratasolsi——————
= E — |
I=| TRy
= Help |

— Server Settings:
Allow remate clients running:

o LConfigure... |
Vv TCRAP Configure... |

I IPx [Eatfigure:..

!

Encryption settings:
' dllave any authentication including clear bext
" Require encypted authentication

' Require Microsoft enciypted authentication

‘ ™ Require data encryption

" Enable Multink

4 Inthe Server Settings section, select TCP/IP.
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5 Click TCP/IP Configure.
Result: The RAS Server TCP/IP Configuration dialog box appears.

RAS Server TCP/IP Configuration [ %]
Allaws remate TCPAP clients to access:
 Entire network
- Cancel
& This computer only —I
Help |

" Use DHCP to assign remote TCPAP clisnt addresses

& Use static address pook:

Begin: [ |l . 0 .0 .1 End [ 1.0 .0 .25

Excluded ranges

From: | .
To I . . .
Add > | < Bemaove |

™ Allow remaote clients to request a predetermined IP address

6  Click This computer only.
7  Click Use static address pool.

8 Enter the range of IP addresses in the Begin and End boxes in the same
subnet as the CLAN IP address.

Notes:
m  Check with your network administrator.

m Use the From and To boxes and the Add and Remove buttons to
exclude one or more IP address ranges.

9  Ensure that the Allow remote clients to request a predetermined IP address
check box is not checked.

10 Click OK to close the RAS Server TCP/IP Configuration dialog box.
Result: You return to the Network Configuration property sheet.

11 Click OK.
Result: You return to the Remote Access Setup dialog box.

12 Click Continue.

Result: You return to the Network property sheet.
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13 Continue with the following procedure.

To save the network settings

1 Inthe Network property sheet, click OK.

Result: You might be prompted with a warning indicating that at least one
installed NIC contains an empty primary WINS address. Ignore this
warning and click Yes. You are then asked if you want to restart your
computer.

2 Click Yes to restart the server.

Result: The server restarts.
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Configuring the modem for Remote Access
Service

Introduction

Follow this procedure to configure the modem for Remote Access Service
(RAYS) for remote support of the server.

To configure the modem

1 Log on to Windows NT as Administrator.

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

3 In the Control Panel window, double-click Modems.

Result: The Modems Properties property sheet appears.

Modems Properties EHE

General |

@ The fallowing madems are set up on this computer:

Add... Bemove Froperties

— Dialing Preference:
Dialing fram:

U_se Dialing Properties to madify how vour calls are

dialed.
Dialing Properties |
Cloze I [Earce!
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4 If a modem is listed and it matches the actual modem installed, then do the
following:

a. Exit from the Modems control panel.
b. Go to “What’s next?” on page 62.

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

Result: The system prompts you with a message similar to the following:

Modem Setup ]

@ Are you sure you want to remove the modem 'Standard 300 bps Modem' from pour

syztem?
Mo |

6 Click Yes.
7 Click Add to add the correct modem.

Result: The Install New Modem window appears.

Install New Modem

Wwindows MT will now try to detect your modem.  Before
continuing, you should:

1. If the modem iz attached to your
computer, make sure it is turned on.

2. Quit any programs that may be using the
modern.

Click Mext when you are ready to continue.

[V Don't detect my modem; | will select it from a list]

< Bachk I Mest » I Cancel |

8 Check the Don’t detect my modem; I will select it from a list box.
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9  Click Next.
Result: The system prompts you to select your modem.

Install New Modem
& Click the manufacturer and model of your modem. IF your modem iz not listed,
%’

or if you have an installation digk, click Hawve Digk.

Manufacturers: Models
[Standard Modem Types] [a| | Standard 1200 bps Modem ;I
[WoiceWiew Modem Types Standard 2400 bps Modem
I Standard 9600 bps Modem
Aceex Standard 14400 bpz Modem

bps Modem

Acer «| | Standard

Al tmn _I—I Standard bps Modem

4 » -
Have Disk... |

< Back I Mest » I Cancel |

Note: If you are using an internal modem, insert the driver disk that came
with the modem, and then click Have Disk to continue.

10 Select the type of modem installed on the server and click Next. If your
modem is not listed, select the Standard 28800 bps Modem, and then click
Next.

Result: The following dialog box appears:

Install New Modem

*r'ou have selected the following modenn:
IStandard 28300 bps Modem

On which portz do you want to install it?
Al ports

' Selected ports

< Back I Mest » I Cancel
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11 Click Selected ports, select COM1, and then click Next.

Result: The following dialog box appears:

Install New Modem

*r'our modem has been set up successiully.

If you want to change these settings, double-click
the Modems icon in Control Panel, select this
madem, and click Properties.

< Bachk [Carce| |

12 Click Finish to complete installing the modem.
13 Click Close to close the Modems Properties property sheet.

Result: The system prompts you for changes to Dial-Up Networking
because the modem has changed.

Modem Setup ]

Dial-up Metworking needs to be configured because the list of installed modems has
changed.
‘wiould you like to do this now?

o |

14 Click Yes to continue.

Result: The Remote Access Setup dialog box appears.

Remote Access Setup [ %]

Fort Device Type

Cancel |
Metwaork... |
Help |

Add... Bemove LConfigure... Clone |

60 Symposium Call Center Server



November 2000 Installing the server software

15 Select the old modem listed (usually on COM1).
16 Click Remove.

Result: The following window appears:

Remote Access Setup ]
@ Remaove Port COM17
Yes

17 Click Yes to confirm that you want to remove the modem.
18 Click Add.
Result: The Add RAS Device dialog box appears.

FaS Capable Devices:
COM1 - Standai 3 Modem Cancel |
Help |

Install Modem... |

Install %25 Pad... |

19 Select the installed modem from the drop-down list, and then click OK.

Result: The Remote Access Setup dialog box appears.

Remote Access Setup [ %]

Device Type
Continue |
Cancel |
Metwaork... |
Help |

Add... Bemove LConfigure... Clone |
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20 Click Continue to save the changes.
Result: The system prompts you to restart.

& *r'ou mugt shut down and restart pour computer before the new zettings will take effect.

Do pou want to restart pour computer now?

21 Click No. You can restart later.

What's next?

If your system has additional optional drives that were not formatted at the
factory, see “Formatting optional drives (PV1 platforms only)” on page 63.

If your system does not have additional optional drives, continue with “Updating
the emergency repair disk” on page 65.
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Formatting optional drives (PVI platforms
only)

Introduction

Follow this procedure only if the server is equipped with optional multiple drives
that have not been factory-formatted. For details about disk partitioning, refer to
the maintenance guide for your hardware platform.

To format optional drives
CAUTION
& Risk of data loss
Use only the Disk Administrator functions documented in this
procedure.

1 Logonto Windows NT as Administrator.

2 From the Windows Start menu, choose Programs [I Administrative Tools
O Disk Administrator.

Result: The Disk Administrator window appears. This window shows
partition and formatting information for all installed drives. If drives are not
partitioned, continue with the following steps.

Select the unpartitioned drive (for example, Disk 1).
4  Click the right mouse button, and choose Create Extended.
Enter a partition size.

Note: For standard partition sizes for the supported platforms, refer to the
Planning and Engineering Guide.

Click the newly created partition.
Click the right mouse button and choose Create a logical drive.

Enter the partition (logical drive) size, and click OK.

© 00 N O

Choose File 0 Commit Changes Now.
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10 Click Yes to confirm.

11 Choose Tools O Format, and format the drive as NTFS.

12 Repeat steps 3 to 11 for all remaining newly partitioned disks.
13 Exit from Disk Administrator by choosing Partition O EXxit.

Note: Extended partitions (logical drives) are light blue in the Disk
Administrator. Primary partitions are dark blue.

Continue with “Updating the emergency repair disk” on page 65.

What's next?

Continue with “ Updating the emergency repair disk.
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Updating the emergency repair disk

Introduction

You must restart the computer and update the emergency repair disk to record
the latest configuration data for the server. Do this every time you change the
server configuration (for example, if you change the computer name or 1P
address).

To update t
1
2

N o o b~ W

he emergency repair disk

Log on to Windows NT as Administrator.

From the Windows Start menu, choose Shutdown.

Result: The Shut Down Windows dialog box appears.

Select Restart the computer, and then click Yes.

When the server restarts, press Ctrl-Alt-Delete to log on.

Log on to Windows NT as Administrator.

From the Windows Start menu, choose Programs 0 Command Prompt.

Insert the emergency repair disk in the floppy drive.

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

before copying the configuration files.
In the Command Prompt window, type rdisk, and then press Enter.

Result: The Repair Disk Utility dialog box appears.

Repair Disk Utility

This utility updates the repair information saved when you installed the system,
and creates an Emergency Repair disk. The repan information is used to
recover a bootable system in case of failure. This utility should not be used as
a backup tool.

lEUEdale HaEail Infnil | Create Repair Disk I | Exit I ‘ Help I

Do one of the following steps:
m If you are updating an existing repair disk, click Update Repair Info.

m If you have inserted a blank floppy disk, click Create Repair Disk.
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10
11

12

13

Click Yes in response to the next two prompts.
Atthe prompt Al |l data on fl oppy disk is erased, click OK.

Result: You see messages indicating that the disk is being formatted and
configuration files are being copied.

Close the command prompt window by clicking the Close box at the top
right corner of the window.

Remove the emergency repair disk, label it, and store it in a safe place. You
must update it again after installing the application software on the server.
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Testing the network connection

Introduction

Follow the procedure in this section to ensure that the network is accessible to
the server, and to ensure that traffic on the CLAN isisolated from the ELAN.

To test the ELAN and CLAN network connection

1 Log onto Windows NT as Administrator.
2 From the Windows Start menu, choose Programs 0 Command Prompt.

3 Inthe Command Prompt window, type ping followed by the ELAN IP
address for the switch, and then press Enter.

Example: ping 12.38.3.8

Result: The display indicates whether the ping was successful.

If a successful ping message is not received, then no connection has been
made. If no connection has been made, follow the steps in “Troubleshooting
network connection problems” on page 489.

4  If a CLAN card is installed on the server, type ping followed by the CLAN IP
address of another PC on the CLAN, and then press Enter.

Example: ping 47.2.13.9

Result: The display indicates whether the ping was successful.

If a successful ping message is not received, then no connection has been
made. If no connection has been made, follow the steps in “Troubleshooting
network connection problems” on page 489.

5 Type exit and press Enter to close the Command Prompt window.
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To verify that the ELAN and CLAN are isolated from each other

Follow these steps at each server (including the NCC).

1
2

Ping a client PC on the CLAN.
Ping another machine on the ELAN (for example, the switch).

Note: The NCC is not connected to a switch on the ELAN, so ping a test
machine.

Disconnect the ELAN cable from the server.

Repeat steps 1 and 2.

Result: Only the CLAN ping should be successful.

Reconnect the ELAN cable to the server, and disconnect the CLAN cable.
Repeat steps 1 and 2.

Result: Only the ELAN ping should be successful.

Reconnect the CLAN cable to the server.
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Restarting the server

Introduction

To put configuration changes into effect, you must restart the server. If you have
followed the procedure in “Updating the emergency repair disk” on page 65,
then you have already restarted the server and do not need to restart it again. If
you have not updated the emergency repair disk, proceed to shut down and
restart now.

To restart the server
1 Logonto Windows NT as Administrator.
2 From the Windows Start menu, choose Shut Down.

Result: The Shut Down Windows dialog box appears.

Shut Down Windows [ %]

@ Are you sure you want to:

' Shut down the computer?

Select Restart the computer?, and then click Yes.

4 The server restarts.

What's next?

Continue with Chapter 3, “Installing and configuring pcAnywhere.”
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Section C: Installing the server software

In this section

Checklist for installing the server software 72
Preparing for installation 73
Installing the server software 75
Changing the NGenDist and NGenDesign passwords 90

Post-installation tasks 93
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Checklist for installing the server software

Step O

1 Complete the worksheets in Appendix A, “Worksheets.”

2 Prepare for installation (see page 26).

3 Install the DMI (see page 75).

4 Install the Symposium Call Center Server software on the server (see
page 77).

5 Install the Symposium Call Center Server software on the client PC (see
Chapter 5, “Installing the client software”).

6 Finish the server software installation (see page 88).

7 Install PEPs (see “Overview” on page 116).

8 Create a database backup (see Chapter 11, “Backing up data”).

9 Change the default NGenDist and NGenDesign passwords (see page
90).

10 Complete the post-installation tasks (see page 93).
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Preparing for installation

Introduction
This section lists tasks that must be completed before installing the server
software.

Check for Installation Addendums

Before performing an installation, check for any Installation Addendums on
your regional Symposium Call Center Server technical web site. North
American customers refer to the web site at www.nortel-sccs.com. European
customers refer to the Symposium Call Center Server area on the web site at
www.nortel networks.com/nic.

Be aware of the steps in the installation checklist

See “Checklist for installing the server software” on page 72.
Decide whether to configure the server while it is offline from the
switch

At the end of the installation, the server goes into configuration mode. In

configuration mode, the server is offline from the switch, so it does not process

calls. This allows you to configure the server more efficiently.
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For DMS/MSL-100 systems, ensure that the dongle is attached
properly

The Symposium Call Center Server installation package includes adongle. 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
dongle. However, before you connect to the switch to go live, you must ensure
that the dongle is attached to the parallel port on the back of the server. Without
the dongle, the switch and the server cannot communicate.

ATTENTION e dongle must match the serial number of the

Symposium Call Center Server.

Check the location of the mapped CD-ROM drive

If you areinstalling the software from a mapped CD-ROM drive, ensure that the
driveison alocal network, not acrossaWAN or dial-up connection. After some
restarts, you must remap the drive.

Note: This method is not recommended, as network traffic can interfere with
proper installation.

Uninstall third-party software

Nortel Networks recommends that you do not install third-party software on a
Symposium Call Center Server. This can compromise system performance.

Running Setup from the Explorer window

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

Introduction

This

ATTENTION

section provides instructions for installing the server software.

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

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

To install DMI

1

ga b~ W N

Insert the Server CD or, if you are installing from a remote CD or a network
share drive, map the Server CD to a drive letter on the server.

Log on to Windows NT as Administrator.
Exit all applications, including screen savers, and close all windows.
From the Windows Start menu, choose Run.

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

Click OK to run.

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

Software Installation and Maintenance Guide 75



Installing the server software Standard 1.0

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

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

Mortel Spstem Operations [ %]

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

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

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

WARNING
Thiz program iz protected by copyright law and international

SYM POSI UM treaties.

CG |E Ceﬂfef Unautharized reproduction or distribution of thiz program, or any
- portion of it, may result in severe civil and criminal penalties, and
erver will be progecuted ta the maximum extent possible under law.

< Bachk Exit

8 Click Next.

Result: The Setup Choices dialog box appears.

Setup Choices

Install # Upgrade

Install programs for the first time or upgrade existing programs.

Eeinstall I

Fieinztall programs that have been damaged.

SYMPOSIUM

[lities
Call Center t"

Additienalifunctions related taimstal stion and Updrading af

Server prograns andidata,

Exit

Help | < Back
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9  Click Install/Upgrade.

Note: If a warning message appears because drive D has less than 64
Mbytes free, click Yes to continue.

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

User Information E

Fleaze enter your customer information below.

Customer Mame:

IBesL&ir Airlines

Company Mame:

ITorontd

SYMPOSIUM

Call Center
Server

Help | < Bachk | Mest » Exit |

10 Enter the customer and company names, as recorded in Appendix A,
“Worksheets,” and then click Next.

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

11 Click OK.

Result: The system restarts and logs on again automatically.

To install the Symposium Call Center Server software
1  Exit all applications, including screen savers, and close all windows.
2 From the Windows Start menu, choose Run.

3  Click Browse, select Setup.exe from the root directory on the CD, and click
Open.
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4  Click OK to run.
Result: The Nortel System Operations welcome dialog box appears.

Mortel Spstem Operations [ %]

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

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

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

WARNING
This_program iz protected by copyright law and international

SYMPOSIUM BREES

CG |E Ceﬂfef Unautharized reproduction or distribution of thiz program, or any
- portion of it, may result in severe civil and criminal penalties, and
erver will be progecuted ta the maximum extent possible under law.

< Bachk Exit

5  Click Next.
Result: The Setup Choices dialog box appears.

Setup Choices E

NQBET%KS Install # Upgrade |

Install programs for the first time or upgrade existing programs.

Eeinstall I

Fieinztall programs that have been damaged.

SYMPOSIUM

[lities
Call Center t"

mial functione related ta mstal stion and upgrading of

Server programs and data

Exit

Help | < Back
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6  Click Install/Upgrade.
Note: If the following message appears, then click Yes to continue:

Setup has found out that this drive “C:\"” has | ess than
64 Moytes of free space. Do you still want to continue?”

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

User Information E

Fleaze enter your customer information below.

Customer Mame:

IBesL&ir Airlines

Company Mame:

ITorontd

SYMPOSIUM

Call Center
Server

Help | < Bachk Mest » Exit
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7  Ensure that the customer and company names are correct, and then click
Next.

Result: The Symposium Call Center Server software installs and the
Validation dialog box appears. Then the Keycode Dialog dialog box

appears.

Fleaze enter the zerial number and keycode

Serial Murmber: IAB £1z3

Keycods: |1234 IABCD |1234 IABCD

SYM POSI UM Keycode ta load from disk

Call Center [EIED ]
Server

Load |

b | = P 5

8 Enter your keycode in one of the following ways, and then click Next:

m If you have a disk that contains your keycode information, follow these
steps:

a. Insert the keycode disk into the floppy drive.
b. Click the (...) button to open a browse dialog box.

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

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

m If your keycode information is stored on a hard disk, follow these steps:
a. Click the (...) button to open a browse dialog box.

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

Result: The keycode and serial number are entered into the
Keycode Dialog box.
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m Type your serial and keycode numbers in the appropriate boxes.

Note: The serial number is used in generation of the keycode. Make sure
you enter the correct keycode for the serial number you enter.

Result: The Verify Keycode Information dialog box appears.

9  Check that all keycode information is correct. If it is not correct, then click
Back to change it (go to step 8). Otherwise, click Next.

Result: Based on the system type that you are installing, one of the
following switch information dialog boxes appears.

Note: If you are installing a Network Control Center (NCC) server, a switch
information dialog box does not appear.

M1 Switch Options dialog box

NEIRTEL Switch Name IDPT11E
NETWORKS
Switch |P Address |1 37136128153
Switch Cugtomer IU
Mumber

SYMPOSIUM

Call Center
Server

()8 I Cancel
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10

DMS/MSL Switch Configuration dialog box

DM3/MSL Switch Configuration

Flease fil in the switch paraneters
NERTEL
NETWORKS
Silsh Moz l— Applivation 1D I—U
Spitch IF Address ServiceWersion ig
hetwark Mode Ig Bushes: Group Ig
SarvicaID [ Linksat Mame
SYMPOSIUM | l
Call Center
e = Password I
vl ier
< Back |

Enter the appropriate information for your switch and click Next. Refer to
the information you entered in Appendix A, “Worksheets.”

Note: The following restrictions apply to switch names:

ATTENTION For a DMS/MSL-100 switch, the Linkset Name must be

entered in uppercase only.

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

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

m The last character must not be an underscore or a period.

= Switch names must not exceed 80 characters in length.
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Tip: If you are unsure of the correct information or if you make a mistake,
you can change the switch information after you finish the installation (see
“Feature Report” on page 453).

Result: The ELAN dialog box appears.

ELAN | ]

Please choose the Embedded Lan [P address

 47.235.10.211

© 47.88.1631

" Other

SYMPOSIUM

Call Center
Server

< Back

11 Enter the ELAN TCP/IP address for the server in one of the following ways:
m [f the address appears in the dialog box, select it and click Next.

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

m If you are configuring a Network Control Center server, you do not need
to connect the ELAN network interface card to the ELAN cable.
However, to ensure proper functionality, enter an IP address for the
ELAN network interface card that is not used elsewhere in the network.

ATTENTION If your NCC server has only one network interface card,

enter the CLAN address for both the ELAN prompt and
the CLAN prompt.
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Result: The CLAN dialog box appears.

CLAN

Flease choose the Customer Lan P address

© 47.235.10.211

&+ 47.88.1631

" Other

SYMPOSIUM

Call Center
Server

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

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

m [f the address appears in the dialog box, select it and click Next.

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

then click Next.

Result: The Site Name dialog box appears.

Site Name E

Flease enter the site name for this server

NERTEL
Q‘I~IET\'\I'CDRKS

Site Mame

NTORIZT

SYMPOSIUM

Call Center
Server

< Back

Help |

Exit
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13 Enter a site name for the server and click Next. Refer to the information you

entered in Appendix A, “Worksheets.”

Tip: The site name must be unique and can consist of any combination of

up to 21 characters. Do not use the backslash (\) character.

Result: If the optional RSM feature is

m enabled for your server, the RSM IP Address dialog box appears.

Continue with the following step.

= not enabled, the Verify Setup Information dialog box appears. Skip to

step 15.

NEIRTEL Please enter the Realtime Statistics Multicast IP address for this
NETWORKS server

IP Address
230.0.0.1

SYMPOSIUM

Call Center
Server

Help | < Back R Exit
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14 Enter the IP address of the RSM server (the server to which the servers in
your network send real-time statistics), and click Next.

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

Yerify Setup Information [ %]

About ta begin file transfer. Please verify these settings are
correct

Current Settings

Keycode -
Keycode : 1234 ABCD 1234 ABCD
Serial Number : ABC123

Install To

SYMPOSIUM di

Call Center Switch Type
Server M1

Hep | <Back [{THs | B |

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

Result: The program installs files to the hard disk drive and initializes the
database.

Note: Initializing the database files can take from one to three hours,
depending on the size of your hard disk.

When this step is completed, the Enter Configuration Mode message
appears.
Enter Configuration Mode [ %]

& *r'ou will be placed inta Configuration Mode to configure your Server from the Client. Thiz may take a a few minutes.
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16 Click OK.
Result: The setup program validates scripts and puts the server into
configuration mode.

Configuration Mode [ %]

“r'ou are now in Configuration Mode.  Click "0 when you have completed configuration of
the Server.

ATTENTION Do not click OK at this time.

Note: Configuration Mode shuts down certain services, thus taking the
server offline from the switch. This mode enables you to configure the
server before allowing outside calls to access the server. If you do not need
to configure the server at this time, click OK to continue the server
installation and continue with step 2 on page 88.

To install the client and configure the server

1 Attheclient PC, install the Symposium Call Center Server client software
(see Chapter 5, “Installing the client software”).

2 Addan SMI system (see “Adding an SMI system” on page 159).

3 Configure the server from the client while the server is ill in
Configuration Mode.

Note: Nortel Networks recommends that you configure the server whileit is
offline from the switch. If you do not want to configure the server whileit is
offline, you can configure it after you finish the server software installation.
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To complete the server installation

1

5
6

Return to the server PC and click OK.

Result: The program prompts, I n order to recover the

Synposi um Cal |l Center Server from catastrophic failure
or tomgrate to a different platformusing the database
tape, the Platform Recovery di sk must be available....

Click Yes.

Note: If you click No, the program prompts, You have sel ected not
to create the Platform Recovery disk at this tine....
Remember to use the Migration utility to create a Platform Recovery disk
when the installation is complete. Skip to step 5.

Result: The program prompts, Label a fl oppy disk “Platform
Recovery Disk” and insert it into drive A .

Insert a blank formatted disk in the floppy drive, and click Yes.

Result: The program prompts, The Pl atf orm Recovery di sk has
been successfully created....

Click OK, remove the disk, and store it in a safe place.
Result: The Reboot dialog box appears.
NQRTE'. The sypstem needs to reboot to start Symposzium Call Center

NETWORKS

' Reboot now Fieboots the system. Symposium Call
Center should start

" Reboot later Exit setup now. Before Symposium
Call Center setup iz complete, the
computer must be restarted.

SYMPOSIUM

Call Center
Server

pre | ......... s E

Select Reboot now, and then click Next.

After the server restarts, press Ctrl+Alt+Delete to log on.
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7 Logon as NGenSys.

Result: The SMonW window appears and Symposium Call Center Server
services begin the startup process. The services take approximately 15 to
20 minutes to start up. For more information about the services and their
statuses, see “Troubleshooting problems with Symposium Call Center
Server services” on page 493.

The server software is now installed.

Checking for PEPs and Service Update packs

Extract and install the latest available software PEPs and Service Update packs
now. For more information, see “Overview” on page 116.

Backing up the server

Create full, database, and (if applicable) RAID backups of the server. For
detailed instructions, refer to Chapter 11, “Backing up data.”

What's next?

Continue with “Changing the NGenDist and NGenDesign passwords’ on page
90.
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Changing the NGenDist and NGenDesign
passwords

Introduction

NGenDist and NGenDesign are Windows NT remote access accounts that
enable the distributor or Nortel Networks Customer Support to remotely log on
to the server if requested by the customer. These accounts are created during the
server softwareinstallation. To ensure server security, change the NGenDist and
NGenDesign passwords.

To assigh new passwords, you do not need to know the default passwords for
NGenDist and NGenDesign.

Password security

Write down the new passwords you create, and store them in a safe, secure place
away from the server. Give the passwords only to those who need them.

To change the NGenDist and NGenDesign passwords

Note: You are not required to change the NGenSys password. If you change the
NGenSys password, you must apply the same password change to the MAS
Backup/Restore service (see the following procedure).

1
2

Log on to Windows NT as NGenSys.

From the Windows Start menu, choose Programs [0 Administrative Tools
(Common) 00 User Manager for Domains.

Result: The User Manager window displays a list of available user
accounts, including NGenDist and NGenDesign.

Double-click the NGenDist icon.
Result: The User Properties property page appears.

In the Password box, type the new password. Ensure that you use a
password that contains a combination of numbers and letters (see
“Password format” on page 284).
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5 Inthe Confirm Password box, type the same password entered in the

Password box.

© 00 N O

server.

To change the NGenSys password for MAS Backup/Restore service

Note: Complete this procedure only if you change the Windows NT user
account password for NGenSys.

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

2 Double-click Services.

Repeat steps 3 to 6 for NGenDesign.

Select Exit to save changes.

Click OK to close the User Properties property page.

Result: The Services dialog box appears.

Services [ %]

Service Status Startup
Alerter Started Automatic | &
ClipBook Server M anual Start |
Computer Browser Automatic
CTMS Server Started Automatic Stap |
DHCP Client Disabled
Diirectory Replicator b anual ﬂl
EventLog Started Automatic e |
Licenze Logging Service Started Automatic —

'M45 Backup/Festare Started Automatic e |
MAS Configuration Manager Started Automatic LI 2=

Hiw! Profiles. .. |

Startup Parameters:

| Help |

3 Scroll to MAS Backup/Restore service, and then select it.

Record these passwords and store them in a secure place, away from the
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4  Click Startup.

Result: The Service dialog box appears.

Service [ %]

Service: MAS Backup/Restore

— Startup Type
& B [
M, Cancel |
" Disabled Help |

—Log On As:
' System Account

[T Allow Service to Interact with Desktop

& This Account: INGenSyS J
Password: I xxxxxxxxxxxxxx
LConfirm I xxxxxxxxxxxxxx
Password:

5 Inthe Log On As section, fill in the Password and Confirm Password boxes
with the current NGenSys password. Use the same password that you
assigned to NGenSys in “To change the NGenDist and NGenDesign
passwords” on page 90.

What's next?

Continue with “Post-installation tasks” on page 93.
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Post-installation tasks

To verify the success of the installation

On the server PC
1 Log on to Windows NT as NGenSys.

2 Check that all Symposium Call Center Server services are running.
Restore the SMonW window from the TaskBar and check that all services
are in the UP state.

Note: It can take 15 minutes or more for the system to come up and for all
of the services to start. If all services do not start, refer to “Troubleshooting
problems with Symposium Call Center Server services” on page 493.

3  Check the Windows NT Event Viewer again to be sure that no errors
occurred during the restart.

On the client PC

After a successful installation, log on from a client PC and verify that the
historical statistics match the installed disk space and customer requirements.

To update the emergency repair disk

After you make changes to the server, update the emergency repair disk to
record the latest configuration data. Follow the instructions in “Updating the
emergency repair disk” on page 65.

To enable RSM (optional)

If you installed RSM on your server, you must enable the RSM serviceto
provide moving window and interval-to-date statistics for multicast real-time
displays. For instructions on enabling RSM, see “Modifying Real-time Statistics
Multicast settings’ on page 471.
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Configuring SNMP (optional)

If you are using the Windows NT SNMP service to forward traps to an NMS,
you must perform these tasks:

m  Configurethe Windows NT SNM P service on the server (see“ To configure
the Windows NT SNMP service to forward trapsto an NMS” on page 305).

m  Select thetypes of eventsto be forwarded to the NM S (see “ To select the
types of eventsto be forwarded” on page 306).

m  Configurethe NMS (see “Configuring the NMS’ on page 307).
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Overview

Introduction

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

Notes:

1. Remote accessisrequired to alow your distributor or Nortel Networks
Customer Support to log on to your server remotely to provide support.

2. Install pcAnywhere before installing the server software.
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Installing pcAnywhere version 9.2

Introduction

One licensed copy of pcAnywhere Version 9.2 is provided for the server on the
Symposium Call Center Server Release 4.0 Platform Support CD Version 1.0.
pcAnywhereisinstalled for Nortel Networks Support Services at the factory, but
you must verify its configuration.

Notes:

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

2. Install pcAnywhere before installing the server software.

CAUTION

& Risk of system failure
Before you install pcAnywhere version 9.2, make sure that the
server PC is using the correct video driver (see “To change the
video drivers’ on page 206). Failure to do so can result in the

appearance of ablue screen after pcAnywhere installation or after
use of pcAnywhere for operations such asfile transfer.

To install pcAnywhere version 9.2

1 Log on to the server as Administrator.

Note: Before you proceed with the installation of pcAnywhere, shut down
all SMON services. From the Start menu choose Programs [0 Symposium
Call Center Server O Shutdown.

2 Insertthe Symposium Call Center Server Release 4.0 Platform Support CD
Version 1.0 into the CD-ROM drive.

3  In Windows NT Explorer, browse to
E:\Third Party\Symantec\Installs\Pca9.2\CD\Disk1 (where E: is your CD-
ROM drive).
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4 Double-click Setup.exe.
Result: The Symantec installation wizard window appears.
5  Click Next.
Result: The License agreement appears.
6  Select | accept the terms, and then click Next.
Result: The Customer Information window appears.
7  Enter your User Name and Organization, and then click Next.
Result: The Setup Type window appears.
8  Select Typical and click Next.
Result: The Ready to install the program window appears.
9  Click Install and wait until Setup wizard completes.
Result: The Support Solutions window appears.
10 Click Next.
Result: The Windows solutions window appeatrs.
11 Click Next.
Result: The How to reach Symantec Online Information window appears.
12 Click Next.
Result: The Some Additional Options window appeatrs.
13 Clear all check boxes, and then click Next.
Result: The Registration window for pcAnywhere appears.
14 Click Skip.
Result: The program prompts for confirmation.
15 Click Yes.

Result: The following message appears: Synmant ec pcAnywher e
successfully install ed.

16 Click Finish.

Result: You are prompted to restart the server PC.
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17

18

If you are using a 1003t or other multi-processor platform, do not restart the
server PC, but continue with the following procedure, “To update the
Windows registry (1003t and other multi-processor platforms).”

If you are using a 1000t, 1001t, 701t, or 702t platform, remove the CD from
the CD-ROM drive, and click Yes to restart the server.

Result: The server PC restarts. If the server hangs, restart it manually.

To update the Windows registry (1003t and other multi-processor

platforms)

To avoid problems during pcAnywhere operation on multi-processor systems,
you must add an entry in the Windows registry under pcAnywhere software.

1
2

Click No to restart the server PC later.

In the Windows NT Explorer, navigate to the folder
E:Third Party\Symantec\Installs\MultiProc (where E: is your CD-ROM
drive).

Double-click AddProcMask.reg.

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

Click OK and remove the CD from CD-ROM drive.
From the Windows Start menu, choose Shutdown.
Result: The Shut Down Windows dialog box appears.
Select Restart, and then click Yes.

Result: The server PC restarts. If the server hangs, restart it manually.
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Configuring pcAnywhere

Introduction

This section describes how to configure pcAnywhere to accept remote
connections. pcAnywhere might already be configured when you first receive
your server. If so, then go through the procedures to ensure that the network
properties and remote caller settings are correct. Then go to “Changing
pcAnywhere caller passwords’ on page 109.

Configuring the network settings and remote PC caller accounts

The procedure in this section (see page 102) defines the NGenDist and
NGenDesign user accounts and passwords for remote users logging on to the
server using pcAnywhere. This ensures that only authorized users can
administer the server using pcAnywhere. The procedure also specifies how to set
up the pcAnywhere network properties to enable these remote PC callersto
access the server.

Password recommendations

Plan the passwords you want to use for NGenDist and NGenDesign (see
“Password format” on page 284). Use the same passwords for the pcAnywhere
NGenDist and NGenDesign caller passwords that you plan to use for the
Windows NT NGenDist and NGenDesign accounts. This simplifies the remote
logon process.

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

1 Log on to Windows NT as Administrator.

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

Note: If you are asked to register pcAnywhere, select Skip, and then
choose Yes when asked to confirm.

Result: The Smart Setup Wizard window appears. The system prompts
you for the modem device.

3 Choose the entry that matches your modem, and then click Next.
Result: The system prompts you to select the network device.

4  Ensure that only TCP/IP is selected, and then click Next.
Result: The system prompts you to select a port.

5 Select COM1, and then click Next.

6  Click Finish.

Result: You are placed into the pcAnywhere main window.

Configuring pcAnywhere

Configuration of pcAnywhere sets up a secure caller account to access the
server. You can add a caller account for each remote PC. These caller accounts
restrict usage of pcAnywhere to appropriate users (for example Nortel Networks
support personnel and distributors).

Note: If during pcAnywhere configuration, you get a message indicating that
you do not have the rights to modify a setting or create anew caller, follow the
procedure bel ow to change the Windows NT User access rights for pcAnywhere
files.

1  Exit pcAnywhere.
2 Navigate to %Systemroot%Profiles\All Users\Application Data\Symantec.

Note: %Systemroot% is the Winnt35 directory if your OS was upgraded
from Windows NT 3.51 to Windows NT 4. Otherwise, %Systemroot% is the
Winnt directory.

3  Select the pcAnywhere directory.
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4 Right-click the directory icon, choose Properties, and then click the Security
tab.

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

6 Click OK to save changes.

7  Click OK to close the Properties window.

To set the video mode
1 In pcAnywhere, choose Tools O Application Options.
2  Click the Host Operation tab.

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

4 Click Apply to save the changes.
5 Click OK to exit.

To configure pcAnywhere as a Host PC
1 Select Be a Host PC.
2 Right-click on the Network icon, and then choose Properties.
Result: The Network Properties property sheet appears.

3 Click the Connection Info tab.
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4 Ensure that only TCP/IP is checked, as in the following example:

HNETWORK Properties
Connection Info | Settingsl Eallersl Security Dptionsl Eonferencel Protectlteml

7 Choose up to bwo devices for this connection ikem by checking the boxes to the left of the device
" names.
To customize a device, click the device name and then click Details.

Device list:

[J Standard 9600 bps Modem [etals.. |

[ com1

[ comz

[ comz

[ com4
5P

[ HetBlOS

] Barwan VINES

[T ISDM via CAPI 20

ak. I Cancel Apply Help

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

MNETWORK Properties

8 Click Apply to save changes.
9  Click the Callers tab.
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10

11

12
13
14

15
16

17
18

Select Use pcAnywhere authentication with pcAnywhere privileges.

HNETWORK Properties
Connection Infol Settings  Callers | Security Dptionsl Confe encel Fratect Iteml

€ Bllow full access to all callers

% Use peénywhere authentication with petnywhere privileges
1 Use Windows authentication with peénywhere privileges

€ Use Windows authentication with Windows privileges

BX | E-

MGenDesign N

ak. I Cancel | Spply | Help |

Note: If the NGenDist and NGenDesign caller icons have already been
created, then skip to step 18.

Place the mouse in the blank area and right-click, and then select New to
add a new caller.

Result: The New Caller Properties window appears.

Type the Login name NGenDist and the password ntdist.

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

Click OK to save the changes.

Result: You are returned to the Callers Tab.

Right-click the NewCaller icon, select rename, and then type NGenDist.

Repeat steps 11 to 15 for the NGenDesign account, using the password
Nortel.

Right-click the NGenDesign caller icon, and then select Properties.

Click the Privileges tab.
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19 Select Superuser, as shown in the following example:

Naenlesign Properties X

Identificationl Callback FPrivileges | Fratect Iteml

i Caller right
% Superuser - caller has full access rights to ho st machine
€ Specify individual caller rights

¥ | il saller to blarik soreen ¥ | llo sallentoupluad files
I flla waller o sancel bost ¥ | fslli waller to downlnad files
=l wallertorestart Host ¥ | sl e bt Breat:

Tirne lirnit
’7 I | Lirnit tire allowed per session; I _J; hirutes

¥ | Baller subiest b inactivit timeout

Set [rive Sosess.. |

Command to execute after connect: I

ak. I Cancel Apply Help

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

Result: The NETWORK Properties property sheet appears.
22 Click the Security Options tab.
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23 Ensure that the settings are as shown in the following example:

HNETWORK Properties B

Eonnectionlnfol Settingsl Callers  Security Options | Eonferencel Protectlteml

r— Connection option: r— Encryption

Lewel:

I none j

| Derw Lower Encryption Level

™| Prampt to confim connection

TirmemLt: I 3: Secands

I= | Disconmest it imemt | ﬂ

PFrivate Key Container:

Certificate Common Mame:

— Session options

r— Lagin optian:

| Make passwords case sensitive

V| Limit lagin atternpts per call
[GERT e |3 3.

[+ Limit time to complete login

Timeout: |3 j Minutes

Keyboard/Mouze active during session:

IHost and Remate _'J

[ Discornect if inactive

Timesut: I 3: tinutes

ak. I Cancel | Spply | Help

24 Click the Conference tab.

Software Installation and Maintenance Guide 107



Installing and configuring pcAnywhere Standard 1.0

25 Ensure that Enable conferencing and Obtain IP address automatically are
selected, as shown in the following example:

HNETWORK Properties

Eonnectionlnfol Settingsl Eallersl Security Dptions ~ Conference | Protectlteml

i~ Conference |nfarmation
I & g
' Obtain IP address automatically
" Specify IP address:
LTt RS B |

Allaws conference aver ID __,::' routers

-\(;)’- A multicast address iz required for host conferencing. This IP address must be within the range
of 225.1.1.1 through 239.254.254. 254,

ak. I Cancel Apply Help

26 Click the Protect Item tab.

Note: If you want to assign a password to control who can modify the
Network icon settings, then enter a password on this screen.

ATTENTION If you select the option Required to modify properties, you
must enter the password each time a setting is changed. You
should record the password and keep a copy of it in a safe
place. If you forget the password, you can not change any

settings.

27 Click OK to apply all pcAnywhere Host PC settings.
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Changing pcAnywhere caller passwords

Introduction

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

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

To change passwords

1 Log on to Windows NT as Administrator.

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

Result: pcAnywhere starts.
3  Select Be a Host PC.
4  Click Network.
Note: Do not double-click the icon or you will begin a pcAnywhere session.
5  From the File menu, choose Properties.
Result: The NETWORK Properties property sheet appears.
Click the Callers tab.
Click Specify individual caller privileges.

Right-click the NGenDist icon. Then select Properties.

© 00 N O

Click the Identification tab.

10 In the Password box, type a new NGenDist password.

11 In the Confirm Password box, type the NGenDist password again.
12 Click Apply.
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13
14
15
16
17

Click OK.

Right-click the NGenDesign icon. Then select Properties.

Repeat steps 8 to 13 to assign a new password to NGenDesign.

Click OK to return to the main pcAnywhere window.

Exit pcAnywhere.
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Establishing a pcAnywhere connection using
dial-up

Introduction

This section describes how to establish a pcAnywhere connection with the
server using a dial-up connection.

To create a server connection profile (for Windows 95 or 98 client PC)

1 From the Windows Start menu, choose Programs [0 Accessories [
Dial-Up Networking or Programs [0 Accessories 0 Communication O
Dial-Up Networking.

Result: If no connections have been defined on this PC, the Make New
Connection wizard appears.

If one or more connections have been created on this PC, click the Make
New Connection icon in the Dial-Up Networking window to display the
wizard.

Enter a name for the connection and select a modem.
Click Next.

Enter the server telephone number, and then click Next.
Click Finish.

o o~ WN

Continue with the following procedure.

To configure a connection profile
1 Right-click on the server connection profile icon, and then select Properties.

2 Verify the information on the General property page, and correct it if
necessary.

3 Click Configure.
Result: The Modem Properties property sheet appears.
4 Update the property pages as required, and then click OK.

Result: You return to the connection property sheet.
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Click Server Types.

For Dial-Up Server, select PPP:Windows NT.

For the network protocols, select only TCP/IP and NETBEUI.
Click TCP/IP settings.

Result: The TCP/IP Settings property sheet appears.

0 N o O

9  Select Specify an IP address, and type the server IP address.
10 De-select Use default gateway on remote network.

11 The remaining boxes are optional. Fill them in as required for the
customer’s network.

12 Click OK.
Result: You return to the connection property sheet.
13 Click OK.

What's next?

Continue with Section C: “Installing the server software” on page 71.
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Uninstalling pcAnywhere 9.2

Uninstalling pcAnywhere 9.2

Follow this procedure if you experience problems with pcAnywhere that require

reinstallation of the software. For more information, see “Troubleshooting

installation problems’ on page 484.

Note: Before uninstalling pcAnywhere, ensure there is no pcAnywhere Waiting

icon on your desktop. If theicon ison your desktop, right-click it and select

Cancel Host.

1
2
3

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

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

Result: The Program Maintenance options window appears.
Select Remove and click Next.

Result: The Remove the Program window appears.

Click Remove.

When the process completes, click Finish.

From the Windows Start menu, choose Shutdown.

Result: The Shut Down Windows dialog box appears.
Select Restart, and then click Yes.

Result: The server shuts down and then begins starting up.

Note: If the system does not restart, you must restart it manually.
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Software Installation and Maintenance Guide 115



Installing and uninstalling PEPs Standard 1.0

Overview

Product Enhancement Packages (PEPS) are small software updates that are
installed on the Symposium Call Center Server or client. PEPs contain product
enhancements and bug fixes and are required to ensure smooth operation of your
system.

Periodically individual PEPs are consolidated into Service Update packs or
“super PEPs.” Service Update packs are installed in the same way as PEPs,
although they can take longer to download because they are larger. There are
normally two service update packs: one for the client and one for the server.

When you install the software (or upgrade to a new version), you should install
the latest service update pack on the server and on the client. If no service update
pack is available, check with your Nortel Networks Customer Support
representative

PEPs and Service Updates are available on the Symposium Call Center Server
4.0 Supplementary CD shipped with your software and from your Nortel
Networks Customer Support representative.

ATTENTION  Beforeinstalli ng any software PEP or Service Update pack,

you should perform afull third-party utility backup of the
server. Then shut down any services running on the server.
If the PEP or Service Update pack does not install
successfully, uninstall the PEP or Service Update pack.

Before proceding with any backup or restore operation, refer
to Chapter 11, “Backing up data,” Chapter 12, “ Restoring
data,” or required third-party documentation.
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Before you begin

If you are not installing PEPs from a CD, download them from your regional
Symposium Call Center Server PEP web site. North American customers refer
to the web site at www.nortel-sccs.com. European customersrefer to the
Symposium Call Center Server area on the web site at

www21.nortel networks.com/TSC_EUROPE.
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Section A: Installing/uninstalling server
PEPs and Service Update
packs

In this section

Installing PEPs or Service Update packs on the server 120

Uninstalling PEPs or Service Update packs from the server 122
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Installing PEPs or Service Update packs on
the server

To install PEPs or Service Update packs on the server

Notes:

If your server isaRAID system, you can split the RAID drives before
installing the PEPs or Service Update packs. After installing the PEPs or
Service Update packs, alow the server to run in split mode until you are
confident that the procedure was successful. Then rebuild the RAID drives.

If you are performing a conversion or upgrade and you have already split
the RAID drives, do not rebuild the RAID drives until the conversion or
upgrade process is finished.

Log on to Windows NT as NGenSys.
Shut down all applications, including screen savers.

If you are installing PEPs from a CD, insert the Supplementary CD into the
CD-ROM drive.

Locate the PEP directory on the CD, or the directory into which you
downloaded the PEPSs.

Example: For the PEP named NS040101G001S, the path might be
E:\04.01.01\PEPsS\NS040101G001S, where

Code Meaning

NS Nortel Networks Symposium Call Center Server
040101  Build number of Symposium Call Center Server software

G General Release (Other options include SU=Service Update,
L=Limited, and R=Restricted.)

001 the PEP number

S a server PC PEP (Other options include C=Client.)
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5 Check the readme file in the PEP directory for any special instructions or
dependencies before installing the PEP.

6 Double-click the file runme.exe, and then follow the screen instructions.

Result: The PEP installer wizard verifies that the PEP can be installed
successfully. The PEP installer then shuts down and restarts the server.

Note: If the PEP installer detects that the PEP cannot be installed
successfully, contact your Nortel Networks Customer Support
representative for assistance.
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Uninstalling PEPs or Service Update packs
from the server

To uninstall PEPs or Service Update (SU) packs from the server

1 LogontoWindows NT as NGenSys.

2  Start the DMI View utility by choosing, from the Windows Start menu,
Programs 0 Symposium Call Center Server I DMI View.

Result: The DMI Viewer window appears.

£5 DMI Viewer E
(ot commorert Smosim CA oo sae ] - DMI component————————————
Foot companent "Symposiurn Call Centre Suite’ Manufacturer:

MaS Base
ympozium Call Centre Server

INorteI

Product Name:
IMAS Base

Wersion:
|02.55.30

Last Operation Time:
INov 12,99 00:18:23

EEENpEe:

Thiz component iz a software package

Thiz component iz part of the root
component

Thiz component iz present

) 1 Bemove | Fieagl
Show Suitesl

Click Show PEPs.
4  Select the PEP you want to uninstall.

Click Remove.

Result: The utility removes the PEP and prompts you to restart.
6  Click OK to restart the PC.
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Section B: Installing/uninstalling client
PEPs and Service Update
packs

In this section

Installing PEPs and Service Update packs on the client 124
Uninstalling a PEP or Service Update pack from the client 128
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Installing PEPs and Service Update packs on
the client

To install a PEP on the client

1 Before installing a PEP, ensure that you have closed all applications.

2  Toinstall PEPs from CD-ROM, insert the Supplementary CD into the
CD-ROM drive.

3 Locate the PEP directory on the CD, or the directory into which you
downloaded the PEPs from the web.

4 Check the readme file in the PEP directory for any special instructions or
dependencies before installing the PEP.

5 Double-click the <PEP ID>.msi file associated with the PEP.

Result: The following screen appears:

{8 NS040107G001C - InstallShield Wizard E
NQBEEL Ks Welcome to the InstallShield Wizard for
N5040107G001C

The InstallShield(R ) Wizard will install NS040107G001C on your
computer, To continue, click Next,

X
N

SYMPOSIUM
Call Center

oerver

(Client)

= Bathk Cancel
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6

To install a

1
2

Click Next to proceed.

Result: The following screen appears:

i NS040107G001C - InstallShield Wizard
Ready to Install the Program N QRT E L
The wizard is ready to begin installation. N ETWORKS

Click Install to begin the installation.

If you wank ko review or change any of your installation settings, click Back. Click Cancel to
exit the wizard,

Destination Folder: C:\Pragram Files\Mortel\Symposium Server),

InistalGtield

< Back Cancel

Click Install.

Result: The PEP is installed on the client PC, you are prompted to view the
README file and then the installation completes. If a restart is required,
the following screen appears:

Information E2

@ T'ou must restart your system for the changes to take effect.

After the restart or when prompted, click Finish to complete the installation.

Service Update (SU) pack on the client

Before installing a SU pack, ensure that you have closed all applications.

To install SUs from CD-ROM, insert the Supplementary CD into the
CD-ROM drive.

Locate the SU directory on the CD, or the directory into which you
downloaded the SUs from the web.
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4 Check the readme file in the SU directory for any special instructions or
dependencies before installing the SU.

5 Double-click the <SUID>.msi file associated with the PEP.

Result: The following screen appears:

& N50401075UD1C - InstallShield Wizard

NQ‘I}.EIITE‘!!'.ORKS Welcome to the InstallShield Wizard for

NS0401075U01C

The InstallShield{R) Wizard will install MS0401075U01C on vour
computer, To continue, click Mext.

SYMPOSIUM

Call Center

Server
(@[T

= Back: Cancel
6  Click Next to proceed.
Result: The following screen appears:
& NS0401075U01C - InstallShield Wizard [x]
Ready to Install the Program N QRT E L
The wizard is ready to begin installation, N ETWORKS )

Click Install ko begin the installation.

If you want to review or change any of your installation settings, click Back, Click Cancel to
exit the wizard,

Destination Folder: C:\Program FilesiMortellSymposium Serwver,

Inistal[Stield
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7 Click Install.
Notes:

m [f there are known Client PEPs installed on the system, the Known
PEPs Found dialog box appears. To uninstall the known PEPs, click
Next. (To exit the installation, click Cancel.)

m [f there is an older version Client SU installed on the system, the Older
Version of SU Found dialog box appears. Installing the current SU
automatically uninstalls older SUs. To uninstall the older SU, click Next.
(To exit the installation, click Cancel.)

m [f there are known PEPs and an older version SU installed on the client,
the Known SU and PEPs Found dialog box appears. To uninstall the old
PEPs and SU, click Next. (To exit the installation, click Cancel.)

Result: The SU is installed on the client PC, you are prompted to view the
README file and then the installation completes. If a restart is required,
the following screen appears:

i'é" NS0401075U01C Installer Information <]

‘fou must restart your system For the configuration
changes made to N30401075U01C to kake effect, Click
‘fes to restart now or Mo if you plan to restart later,

8 After the restart or when prompted, click Finish to complete the installation.
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Uninstalling a PEP or Service Update pack
from the client

To uninstall a PEP from the client

1

From the Windows Start menu, choose Settings 0 Control Panel.

Double-click Add/Remove Programs.

Result: The following window appears (example for Windows NT):

Add/Remove Programs Properties

Install/Uninstal | windaws MT Setup |

@ To install a new pragram from a floppy disk or CO-ROM
_

drive, click [nstall
Install...

The following software can be automatically removed by

‘Windows. To remove a program or to modify its installed
components, select it from the list and click
Add/Remave.

MSDM Library - Visual Studio B.0a ;I
Metzcape Communicator 4.7
MorPhone

| Mortor Antiins 5.0 for Windows NT
SO0 0/ GO0TC

Femedy Uszer 4.0

Orca
FealPlayer G2 Enterprize J
Timbuktu Pro LI

Add/Remove... |

QK | Cancel | Lol

From the list, select the PEP that you want to uninstall.

Note: If there is more than one PEP installed, the PEPs must be
uninstalled in the proper sequence (beginning with the most recent PEP) or

the uninstall fails.
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3  Click Add/Remove.
Result: The following window appears:

Windows Installer B

Are you sure pou want to uninztall this product?

4  Click Yes.
5 The PEP is uninstalled.

To uninstall a Service Update pack from the client

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

Result: The following window appears:

Add/Remove Programs Properties EHE
Install/ninstall |W’ind0ws MNT Setupl

@ To install a new pragram from a floppy disk or CO-ROM

drive, click [nstall
Install...

The following software can be automatically removed by
‘Windows. To remove a program or to modify its installed
components, select it from the list and click
Add/Remave.

MSDM Library - Visual Studio B.0a ;I
Metzcape Communicator 4.7
MorPhone

| Mortor Antiins 5.0 for Windows NT
(NS 04070750I07C

Orca
FealPlayer G2 Enterprize J
Femedy Uszer 4.0
Timbuktu Pro LI
Add/Remove... |
QK | Cancel | Lol |

2 From the list, select the SU that you want to uninstall.
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3 Click Add/Remove.

Result: The following window appears:

Windows Installer B

Are you sure pou want to uninztall this product?

4  Click Yes.
The SU is uninstalled.
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Installing the client software

In this chapter

Checklist for installing Symposium Call Center Server client software 132
Customer-supplied equipment and data checklist 133
Installation software checklist 135
Limitations 136
Uninstalling the Software Development Kit 138
Checking the temp directory size 140
Installing the client from the distribution CD 142
Installing the client over the network 154
Adding an SMI system 159
Testing the client-server connection 162
Installing the Software Development Kit 163
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Checklist for installing Symposium Call
Center Server client software

Step

1

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

2 Review the requirements in the checklist on page 133.

3 Review the limitations on page 136.

4  Uninstall the Software Development Kit (SDK), if it is installed. See
page 138.

5 Ensure that the temp directory has enough space. See page 140.

6 Check the “Things to remember” section on page 142.

7 If you are installing across a network, create a virtual CD. See
page 155.

8 Install the Symposium Call Center Server client software. If you are
installing from a CD, see page 142. If you are installing across a
network, see page 154.

9 If a Supplementary CD was provided, install PEPs. See page 116.

Standard 1.0

Note: If aversion other than OC12 of Sybase Open Client isinstalled on the

client PC, you must uninstall it before installing the client software.
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Customer-supplied equipment and data

checklist

Introduction

Use this checklist to ensure that you have the required equipment and customer-
supplied information.

Description

Client PC hardware

Each client PC running the Symposium Call Center Server Client
application has the following elements:

Intel Pentium 90 MHz (or faster) CPU

RAM

m at least 32 Mbytes for Windows 95/98

m at least 64 Mbytes for Windows NT 4.0 Workstation
m at least 64 Mbytes for Windows 2000 Professional
at least 1 Gbyte of hard disk space free

1.44 Mbyte floppy drive

VGA color monitor

keyboard

Microsoft-compatible mouse

Network interface card (Token Ring or Ethernet)
CLAN connection running Microsoft TCP/IP
4-speed or higher CD-ROM drive

(optional) paralel printer port

(optional) serial port (16550 UART)
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Description O

Client PC software

PCs up and running with one of the following operating systems
installed:

Windows 95 with the required Microsoft Service Pack

» Windows 95 version 4.00.950B or higher (OSR2)

= Windows 98

» Windows NT 4.0 Workstation (Service Pack 5 or greater)
= Windows 2000 Professional

Note: This checklist indicates the minimum required hardware for the client. If
you are generating large reports on the client PC, afaster processor and
increased memory improve performance.
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Installation software checklist

Qty

Description

Nortel Networks Symposium Call Center Server Release 4.0
Client Application CD

Nortel Networks Symposium Call Center Server
Supplementary CD (optional). If supplied with this
installation, this CD contains product enhancement files.

Documentation CD. This CD contains all Symposium Call
Center Server documentsin PDF format.

(Optional) Capacity Assessment Tool (CapTool) disks (3).
Thisisthe capacity planning software. For installation
instructions, refer to the Planning and Engineering Guide.
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Limitations

Number of clients

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

Coexistence with Meridian Administration Terminal (MAT)

Supported combinations

The Symposium Call Center Server Client application, Release 4.0, can reside
on the same PC as MAT 6.53 or MAT 6.6.

If you install the Symposium Call Center Server Client on the same PC as MAT,
be sureto ingall it in a different directory than MAT. For example, if you
installed MAT in C:\Nortel, do not install any of the client componentsin
C:\Nortel or any subdirectory of C:\Nortel.

Notes:

m If you have ingtalled the client in the same directory as MAT, you must
uninstall the client, reinstall MAT, and install the client in a different
directory.

m  Whenyou uninstall MAT, the installation program replaces ODBC files
with an older version and removes required registry entries. To be ableto
use the Symposium Call Center Server Client on the PC after uninstalling
MAT, you must reinstall the client after uninstalling MAT.
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Unsupported combinations
The Symposium Call Center Server Client application cannot reside on the same
PC as

= earlier versions of MAT
m  earlier versions of the Symposium Call Center Server Client application
s Symposium Express Call Center Server Client application

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

Coexistence with Sybase Open Client

The Symposium Call Center Server Client application usesits own version of
the Sybase Open Client software (Sybase OC 12). If you install Symposium Call
Center Server Client on a PC that has an earlier version of Sybase installed, you
are warned that the client software installs a version of Sybase that can conflict
with your earlier version and cause other applicationsto stop. You then have the
option to continue and install the client with Sybase or cancd the installation.

Downgrades

A downgrade from Symposium Call Center Server Release 4.0 to an earlier
version of Symposium Call Center Server is not supported.
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Uninstalling the Software Development Kit

Introduction

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

To uninstall SDK

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

2 From the Windows Start menu, choose Settings [0 Control Panel.
3 Double-click Add/Remove Programs.
4

Scroll through the list, looking for Symposium Call Center Runtime. If this
program appears in the list, continue with the following steps to uninstall it.

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

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

7  Click OK.
8 From the Windows Start menu, choose Shut Down.

Result: The Shut Down Windows dialog box appears.

Shut Down Windows [ %]

@ Are you sure you want to:

9  Select Restart the computer?, and then click Yes.
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10 The computer restarts.
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Checking the temp directory size

Purpose

Use this procedure to ensure that you have at least 100 Mbytes of free space on
the hard drive containing your Windows Temp directory. (This directory is
usually located on drive C.) The client software requires 100 Mbytes of free
space.

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

To check the amount of free space in the temp directory

1

2
3
4

Log on to the client PC.

From the Windows Start menu, choose Programs [0 Command Prompt.
Navigate to the path where the temp directory is stored.

At the prompt, type dir.

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

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

m If the free disk space summary shows more than 50 Mbytes, then you
can proceed with installing the client software.

m [f the free disk space summary shows less than 50 Mbytes of free disk
space, then remove unnecessary data or programs from the PC until
you have at least 50 Mbytes of free disk space.
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To delete temporary files

Delete temporary files on aregular basisto avoid potential disk space problems.
To delete temporary files, follow these steps.

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

3 From Windows Explorer, navigate to the Recycle Bin and choose File O
Empty Recycle Bin.
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Installing the client from the distribution CD

Introduction

Follow the procedure in this section to install the Symposium Call Center Server
Client software from the distribution CD. To install from avirtual CD, see
“Installing the client over the network” on page 154.

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

Before you begin

m  Thisprocedure assumes that you are installing a new copy of Symposium
Call Center Server Client Release 4.0 from scratch. If you are updating an
older version or reinstalling Release 4.0, see “ Converting the client from a
previous release to Release 4.0” on page 259.

m If the Software Development Kit (SDK) isinstalled on the client PC,
uninstall it following the instructionsin “Uninstalling the Software
Development Kit” on page 138.

m If aversion other than OC12 of Sybase Open Client isinstalled on the
client PC, you must uninstall it before installing the client software.

m  Closedl applications on the client computer, including pcAnywhere.

Things to remember

Follow the steps in the installation checklist

See “Checklist for installing Symposium Call Center Server client software” on
page 132.
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Update DLL files

During the install ation, you might see dial og boxes that offer to update system
DLL fileswith newer versions. Write down the names of these DLL files. If the
files being installed are newer than the existing versions, click Yes. If they are
older, click No. Provide the list of replaced DLL sto the system administrator.

Install Acrobat Reader 3.0 with search plug-in

Adobe Acrobat Reader 3.0 or newer must be installed on the client PC to read
documentation. STE checks the PC to determine whether Acrobat Reader is
installed. If you need Acrobat Reader, you must install it separately.

A copy of Acrobat Reader 3.0 isincluded in the acrobat folder on the
Symposium Call Center Server Documentation CD-ROM. If Acrobat Reader 3.0
or higher is already installed on the client PC, and you aready have the search
plug-in (Asrch32.api) installed, you do not need to replace it.

Uninstall client software to change the switch type

Aninstalled Symposium Call Center Server client PC can connect to only one
type of switch—Meridian 1 or DMS/M SL-100. To change to another switch
type, you must completely uninstall the client system software, and then reinstall
it with the correct switch type.

To start the client installation

ATTENTION by ng the installation, there are points where the setup

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

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

1 Log on to the client PC.

Note: If the client PC is running Windows NT Workstation or Windows 2000
Professional, log on as Administrator. You must be logged on with local
administrative privileges to install, upgrade, or convert Symposium Call
Center Server Client software.
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2 Exit all applications, including screen savers, and close all windows.

3 Insert the Client installation CD or, if you are installing from a remote
CD-ROM, map the client installation CD to a drive letter on the client PC
and select Reconnect at Logon.

4  Click Start 0 Run O Browse, and then select Setup.exe from the root
directory on the CD.

ATTENTION If you encounter the error I nternal Error

2755. 1631, E:\ SynposiumCall Center Server
(Cient).nsi during this step, you must delete any
keys with a null value from the following registry:
HKEY_LOCAL_MACHINE\SYSTEM\CurrentControlSet\
Control\Session

Manager\Environment. When finished, restart the system
and begin the installation again.

5 Click OK to run.

Result: The InstallShield Wizard and Windows Installer screens appeatr.
Windows installer checks the system configuration.

m [f the system is configured properly, the Symposium Call Center Server
Client Compatibility Check dialog box appears.

= [f Windows installer must reconfigure the system, you might be asked to
restart the computer. Remove the CD from the CD-ROM drive (if you are
installing from a CD), follow the prompt to restart the computer, and
begin again at step 1.
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Result: The Symposium Call Center Server Client compatibility check
dialog box appears, and the program checks the client PC for conflicting
software and software version. When the check is complete, the program
reports any detected problems. If a problem is detected, refer to the log file
in C:\cltprep.log for recommended actions.

Symposium Call Center Server (Client) compatibility check

Test List [click to select] Drezcription:
. Temp Directony This test checks whether Seagate Crystal Report is installed or nat. If installed, _:j
J Path Length whether its version is compatible with Symposium Call Center Server [Client]
requirement.
./ Mictosoft TCPAP i =
j Runining Applications Fiesult / Recommended Actions:
Sybaze Open Client
- e _ " This test passed successfully. __AJ
ztal Repork:
I7]

Testing completed ... all tests passed successfully, Help i

Thiz iz the current status of your machine with our recommended actions. *Would you =
Continue l

like to continue with the Sympozium Call Center Server [Client] software installation? Cancel i
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6 If all tests pass successfully, click Continue.

Result: The Symposium Call Center Server (Client) InstallShield Wizard
window appears with a welcome message.

fi# Symposium Call Center Server (Client) - Installshield Wiz x|

Welcome to the InstallShield Wizard for
Symposium Call Center Server (Client)

The Installshield{R) wizard will install Svmposium Call Center
Server {(Client) on wour computer, To conkinue, click Mext,

SYMPOSIUM

Call Center

oerver
|C | ien “ Click Cancel ko exit the Setup Wizard

Cancel |

Tip: The InstallShield window may appear with an installation error
message. For example, if you are using Windows 95 and do not have
DCOMH95 installed, you must install it before proceeding. In this case, the
Install DCOM95 now button appears. Click the button or run the executable
copy of DCOM95.exe located on the root directory of the CD. Restart the
system and run Setup again to continue the Symposium Call Center Server
Client installation.

< Back
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7 Click Next.

Result: The Customer Information dialog box appears.

;i% Symposium Call Center Server {Client) - InstallShield Wizard

Customer Information N ,Q—RT E L
Please enter wour information, N ETWORKS

User Mame:
iSysOPs

Organization:
;Nnrtel Metworks|

Installshield

= Back l Mext = I Cancel
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8  Type or confirm the User Name and the Organization, and then click Next.

Result: The Destination Folder dialog box appears.

F-':T: Symposium Call Center Server {Client) - InstallShield Wizard

Destination Folder N Q—RT E L
Click Mext to install to the Folder displayed or click ™ ETWORKS

hange bo select a different. Folder,

1= Install Symposium Call Center Server (Client) ko:
‘-_‘, C\Program Filesihorkel Metworks)Swmposium Call Center Server!, Charige. ..

i Install Sybase Open Client to:
! [Please note that ywou cannat select & path that contains a space in i)

CHASEL2CLTY Change. .. !

Cancel j

9 If you do not want to install the Symposium Call Center Server Client or the
Sybase Open Client in their default paths, click the related Change button
and select the new path. (The default path for the client software is not the
same as in previous versions.)
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10 Click Next.
Result: The Switch Type dialog box appears.

fs Symposium Call Center Server [Client] - InstallShield Wizard

Switch Type NQRTEL
Select the tppe of switch and chooze whether pou want to M ETWORKS

inztall the MCC reports [for Meridian 1 anly).

Select only OME of the switch typez below.

= FEAtinE Wesentia
For Mernidian 1 switches.

Thig feature requires OKB on pour
hard drive. It has 0 of 1
subfeatures zelected. The
subfeatures require OKB on vaur
hard drive.

|etallEteEld

Help | < Back I Mewt = I Cancel |

11 Click the down arrow beside the type of switch that you are connecting your
client to (either Meridian 1 or DMS/MSL-100), and then choose Install this
feature now. If you choose Meridian 1, and if network skill-based routing is
enabled, you can click the down arrow beside NCC reports templates and
choose Install this feature now to select NCC reports.

Note: If you choose not to install NCC reports at this time, you can install
NCC reports later as described in “Reinstalling NCC reports” on page 248.

If you select both Meridian 1 and DMS/MSL-100, an error message informs
you that only one switch type is allowed.
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12 Click Next.

Result: The Verification dialog box appears.

ymposium Call Center Server [Chient] - InstallShield Wizard

Ready to Install the Program NQRTEL
The wizard iz ready to begin ingtallation. (| ETWORKS

Click Inztall ko beqgin the installation.

If wou want to review or change any of your ingtallation zettings, click the Back button. To
cancel the ingtallation, click the Cancel button,

Summary:
dzer Mame: SpelPs Organization;  Mortel Networkz

Client Destination Folder; C:4\Program Filez'\Mortel M. \Sumpogium Call Center Server'
Subaze Destination Folder, C:AWASET2CLTY
Third-party applications:

Sybaze OC12 Mot found on zvstem. Setup will ingtall thiz 3rd party component,

Dan 3.0; Mot found on swstem. Setup will install this 3rd party component.

&crobat Reader: Mot found on system. To view the Symposium Call Center Server
Chent guides, install Acrobat Reader 3.0 or higher.

[rstallEtield

13 Verify that all of the options showing in the Verification dialog box are
correct. If any errors appear, click Back, make the necessary corrections,
and then click Next.

14 Click Install.
Result:

m If you are using Windows 2000 Professional, the Data Access Objects
(DAO) setup Welcome window appears. Proceed with the DAO setup in
this step.

= If you are not using Windows 2000 Professional, the InstallShield wizard
installs the client software. See the result after step 16.
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The DAO setup Welcome window appears for Windows 2000 only.

Welzome to the DAD Setup program.  This program will install
DA0 on pour computer.

It iz strangly recommended that you exit all Windows programs
before running this Setup program.

Click Cancel to quit Setup and then cloze any programs you have
wnning. Click Mext to continue with the S etup pragram.

Wi BMIMG: Thiz program iz protected by copyright law and
international treaties.

Unauthorized reproduction or distribution of this program, or any
portion of it, may result in severe civil and criminal penalties, and
will be prozecuted to the maximum extent poszible under law,

< Back

Cancel |

15 Click Next to install DAO.

Result: A dialog box appears asking you to finish the installation of DAO.
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16 Click OK.

Result: The Installing Symposium Call Center Server (Client) window
appears. The system installs Symposium Call Center Server Client
software.

q% Symposium Call Center Server (Client) - Installshield Wizard

Installing Symposium Call Center Server {Client) N QRT E L

NETWORKS’

Please wait while the InstallShield Wizard installs Symposium Call Center
Setver [Client). This might take several minukes,

Skatus:

Mows completing action. This may take several minutes. Please wait,

Inistal Bfield

=Bath | [HEXE = | Cancel I

Note: The installation might take several minutes.

Result: When this section is complete, a dialog box appears asking if you
want to read the readme file.

17 Choose whether you want to read the readme file. If you click Yes, then
click File 0 Exit when you are finished.
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When the client installation is complete, the InstallShield Wizard completed
message appears.

ii.."i:‘“ Sympozium Call Center Server [Client] - InstallShield Wizard E

NERTEL
QNETWORKS

InstallShield Wizard completed

The InztallShisld wizard has successfully installed Sympozium
Call Center Server [Client]. Click Finizh to exit the 'wfizard.

Ensure you keep the CD-ROM
placed in the CD drive as
SYMPOSIUM Sybase installation continues
after the system restarts.

Call Center

oerver

(Client)

< Back Cancel

18 Click Finish.
Result: The program prompts you to restart.
19 Keep the CD in the CD-ROM drive and click Yes to restart the computer.

Note: Be sure to keep the CD-ROM in the CD-ROM drive so that Sybase
can continue its installation after the system restarts.

Result: The computer restarts. The system configures and populates the
Symposium Call Center Server Client database.

Note: If you are using Windows 2000 Professional, once the installation is
complete, add any user accounts wanting to use the client software so that the
user has Power User security access.

What's next?

If you did not receive a Supplementary CD, then continue with “Adding an SMI
system” on page 159. If you received a Supplementary CD, then install the PEP
as described in “Overview” on page 116.
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Installing the client over the network

Introduction

If you areinstalling client software on several clients, it might be easier to create
avirtual CD on one source PC to host the installation. You can then map a
network drive for the source PC to allow each user to run the installation
program from the mapped drive.

ATTENTION 75 av0id instal lation errors caused by excessive network
loading, do not perform the network installation during
peak network traffic hours.

Virtual CD

A virtual CD is acomplete copy of the Symposium Call Center Server Client
installation CD that resides on a shared directory on the network. This CD
functionsin the ssmeway asareal CD inserted into the CD drive on aclient PC.
It allowsyou to install other client PCswithout a physical CD. Thevirtual CD is
useful if you areinstalling in networked sites (Meridian 1 only).

Requirements

You must meet the following requirements for this type of installation:

m  Thesource PC has
m Pentium 90 CPU or higher
= aminimum of 32 Mbytes of RAM

= aminimum of 250 Mbytes of continuous space available on its hard
drive

m Windows NT 4.0 and the latest service pack
m aworking network connection
n file-sharing capabilities under Microsoft Network

The source PC must be dedicated to this activity (not used for other tasks
during the network installation).
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m  Thecustomer LAN (CLAN) connecting the source and client PCs must be
running Microsoft Network.

m  The CLAN must be stable, with moderate traffic volume during the
network installation process.

Before you begin

m If the Software Development Kit (SDK) isinstalled on the client PC,
uninstall it following the instructions in “Uninstalling the Software
Development Kit” on page 138.

m If aversion other than OC12 of Sybase Open Client isinstalled on the
client PC, you must uninstall it before installing the client software.

To create a virtual CD

1 In Windows Explorer, select the drive on which you want to create the
virtual CD (in this example, K).

2 Choose File O New [0 Folder, and create a new folder called CLT_VCD.

3  Insert the Nortel Networks Symposium Call Center Server Client
Application CD in the CD-ROM drive (in this example, drive E).

4  Select the root directory of the CD, and then select all of the files in the CD.

5 Choose File O Copy, and copy the entire CD to the new folder (in this
example, K\CLT_VCD).

6  When the copy is complete, select the directory K\CLT_VCD.
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7  Choose File O Sharing.
Result: The Clt_vcd (Client Virtual CD) Properties property sheet appears.

Cit_ved Propeirties EHE
General  Sharng I
& Hot Shared
i Shared As:

Shiare Miame:

[Eomment: I

Wser Limit:

& s Slowed

LB 3: zers
Eermissions. |

ak. I Cancel Zppl

8 Click Shared As.
9 The Share Name and User Limit dialog boxes become active.

10 Change the Share Name from CLT_VCD to the version number of the
software (for example, 04.01.01CLTR).

11 For user limits, click Allow