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Legal
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Notice

While reasonable efforts have been made to ensure that the information in this document is
complete and accurate at the time of printing, Avaya assumes no liability for any errors. Avaya
reserves the right to make changes and corrections to the information in this document without the
obligation to notify any person or organization of such changes.

Documentation disclaimer

"Documentation” means information published by Avaya in varying mediums which may include
product information, operating instructions and performance specifications that Avaya may generally
make available to users of its products and Hosted Services. Documentation does not include
marketing materials. Avaya shall not be responsible for any modifications, additions, or deletions to
the original published version of documentation unless such modifications, additions, or deletions
were performed by Avaya. End User agrees to indemnify and hold harmless Avaya, Avaya's agents,
servants and employees against all claims, lawsuits, demands and judgments arising out of, or in
connection with, subsequent modifications, additions or deletions to this documentation, to the
extent made by End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked websites referenced within this
site or documentation provided by Avaya. Avaya is not responsible for the accuracy of any
information, statement or content provided on these sites and does not necessarily endorse the
products, services, or information described or offered within them. Avaya does not guarantee that
these links will work all the time and has no control over the availability of the linked pages.

Warranty

Avaya provides a limited warranty on Avaya hardware and software. Refer to your sales agreement
to establish the terms of the limited warranty. In addition, Avaya’s standard warranty language, as
well as information regarding support for this product while under warranty is available to Avaya
customers and other parties through the Avaya Support website: http://support.avaya.com or such
successor site as designated by Avaya. Please note that if you acquired the product(s) from an
authorized Avaya Channel Partner outside of the United States and Canada, the warranty is
provided to you by said Avaya Channel Partner and not by Avaya.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA WEBSITE,
HTTP://SUPPORT.AVAYA.COM/LICENSEINFO OR SUCH SUCCESSOR SITE AS DESIGNATED
BY AVAYA, ARE APPLICABLE TO ANYONE WHO DOWNLOADS, USES AND/OR INSTALLS
AVAYA SOFTWARE, PURCHASED FROM AVAYA INC., ANY AVAYA AFFILIATE, OR AN AVAYA
CHANNEL PARTNER (AS APPLICABLE) UNDER A COMMERCIAL AGREEMENT WITH AVAYA
OR AN AVAYA CHANNEL PARTNER. UNLESS OTHERWISE AGREED TO BY AVAYA IN
WRITING, AVAYA DOES NOT EXTEND THIS LICENSE IF THE SOFTWARE WAS OBTAINED
FROM ANYONE OTHER THAN AVAYA, AN AVAYA AFFILIATE OR AN AVAYA CHANNEL
PARTNER; AVAYA RESERVES THE RIGHT TO TAKE LEGAL ACTION AGAINST YOU AND
ANYONE ELSE USING OR SELLING THE SOFTWARE WITHOUT A LICENSE. BY INSTALLING,
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DOWNLOADING OR USING THE SOFTWARE, OR AUTHORIZING OTHERS TO DO SO, YOU,
ON BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE INSTALLING,
DOWNLOADING OR USING THE SOFTWARE (HEREINAFTER REFERRED TO
INTERCHANGEABLY AS "YOU" AND "END USER"), AGREE TO THESE TERMS AND
CONDITIONS AND CREATE A BINDING CONTRACT BETWEEN YOU AND AVAYA INC. OR THE
APPLICABLE AVAYA AFFILIATE ("AVAYA").

Avaya grants you a license within the scope of the license types described below, with the exception
of Heritage Nortel Software, for which the scope of the license is detailed below. Where the order
documentation does not expressly identify a license type, the applicable license will be a Designated
System License. The applicable number of licenses and units of capacity for which the license is
granted will be one (1), unless a different number of licenses or units of capacity is specified in the
documentation or other materials available to you. "Software" means Avaya’s computer programs in
object code, provided by Avaya or an Avaya Channel Partner, whether as stand-alone products, pre-
installed , or remotely accessed on hardware products, and any upgrades, updates, bug fixes, or
modified versions thereto. "Designated Processor" means a single stand-alone computing device.
"Server" means a Designated Processor that hosts a software application to be accessed by
multiple users. "Instance" means a single copy of the Software executing at a particular time: (i) on
one physical machine; or (ii) on one deployed software virtual machine ("VM") or similar deployment.

Licence types

Designated System(s) License (DS). End User may install and use each copy or an Instance of the
Software only on a number of Designated Processors up to the number indicated in the order. Avaya
may require the Designated Processor(s) to be identified in the order by type, serial number, feature
key, Instance, location or other specific designation, or to be provided by End User to Avaya through
electronic means established by Avaya specifically for this purpose.

Concurrent User License (CU). End User may install and use the Software on multiple Designated
Processors or one or more Servers, so long as only the licensed number of Units are accessing and
using the Software at any given time. A "Unit" means the unit on which Avaya, at its sole discretion,
bases the pricing of its licenses and can be, without limitation, an agent, port or user, an e-mail or
voice mail account in the name of a person or corporate function (e.g., webmaster or helpdesk), or a
directory entry in the administrative database utilized by the Software that permits one user to
interface with the Software. Units may be linked to a specific, identified Server or an Instance of the
Software.

Database License (DL). End User may install and use each copy or an Instance of the Software on
one Server or on multiple Servers provided that each of the Servers on which the Software is
installed communicates with no more than an Instance of the same database.

CPU License (CP). End User may install and use each copy or Instance of the Software on a
number of Servers up to the number indicated in the order provided that the performance capacity of
the Server(s) does not exceed the performance capacity specified for the Software. End User may
not re-install or operate the Software on Server(s) with a larger performance capacity without
Avaya’s prior consent and payment of an upgrade fee.

Named User License (NU). You may: (i) install and use the Software on a single Designated
Processor or Server per authorized Named User (defined below); or (ii) install and use the Software
on a Server so long as only authorized Named Users access and use the Software. "Named User",
means a user or device that has been expressly authorized by Avaya to access and use the
Software. At Avaya’s sole discretion, a "Named User" may be, without limitation, designated by
name, corporate function (e.g., webmaster or helpdesk), an e-mail or voice mail account in the name
of a person or corporate function, or a directory entry in the administrative database utilized by the
Software that permits one user to interface with the Software.

Shrinkwrap License (SR). You may install and use the Software in accordance with the terms and
conditions of the applicable license agreements, such as "shrinkwrap" or “clickthrough" license
accompanying or applicable to the Software ("Shrinkwrap License").
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Heritage Nortel Software

"Heritage Nortel Software" means the software that was acquired by Avaya as part of its purchase of
the Nortel Enterprise Solutions Business in December 2009. The Heritage Nortel Software currently
available for license from Avaya is the software contained within the list of Heritage Nortel Products
located at http://support.avaya.com/Licenselnfo/ under the link "Heritage Nortel Products", or such
successor site as designated by Avaya. For Heritage Nortel Software, Avaya grants Customer a
license to use Heritage Nortel Software provided hereunder solely to the extent of the authorized
activation or authorized usage level, solely for the purpose specified in the Documentation, and
solely as embedded in, for execution on, or (in the event the applicable Documentation permits
installation on non-Avaya equipment) for communication with Avaya equipment. Charges for
Heritage Nortel Software may be based on extent of activation or use authorized as specified in an
order or invoice.

Copyright

Except where expressly stated otherwise, no use should be made of materials on this site, the
Documentation, Software, Hosted Service, or hardware provided by Avaya. All content on this site,
the documentation, Hosted Service, and the Product provided by Avaya including the selection,
arrangement and design of the content is owned either by Avaya or its licensors and is protected by
copyright and other intellectual property laws including the sui generis rights relating to the
protection of databases. You may not modify, copy, reproduce, republish, upload, post, transmit or
distribute in any way any content, in whole or in part, including any code and software unless
expressly authorized by Avaya. Unauthorized reproduction, transmission, dissemination, storage,
and or use without the express written consent of Avaya can be a criminal, as well as a civil offense
under the applicable law.

Third Party Components

"Third Party Components" mean certain software programs or portions thereof included in the
Software or Hosted Service may contain software (including open source software) distributed under
third party agreements ("Third Party Components"), which contain terms regarding the rights to use
certain portions of the Software ("Third Party Terms"). As required, information regarding distributed
Linux OS source code (for those Products that have distributed Linux OS source code) and
identifying the copyright holders of the Third Party Components and the Third Party Terms that apply
is available in the Documentation or on Avaya’s website at: http://support.avaya.com/Copyright or
such successor site as designated by Avaya. You agree to the Third Party Terms for any such Third
Party Components

Note to Service Provider

The Product or Hosted Service may use Third Party Components subject to Third Party Terms that
do not allow hosting and require a Service Provider to be independently licensed for such purpose. It
is your responsibility to obtain such licensing.

Preventing Toll Fraud

“Toll Fraud” is the unauthorized use of your telecommunications system by an unauthorized party
(for example, a person who is not a corporate employee, agent, subcontractor, or is not working on
your company's behalf). Be aware that there can be a risk of Toll Fraud associated with your system
and that, if Toll Fraud occurs, it can result in substantial additional charges for your
telecommunications services.

Avaya Toll Fraud intervention
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If you suspect that you are being victimized by Toll Fraud and you need technical assistance or
support, call Technical Service Center Toll Fraud Intervention Hotline at +1-800-643-2353 for the
United States and Canada. For additional support telephone numbers, see the Avaya Support
website: http://support.avaya.com or such successor site as designated by Avaya. Suspected
security vulnerabilities with Avaya products should be reported to Avaya by sending mail to:
securityalerts@avaya.com.

Trademarks

The trademarks, logos and service marks ("Marks") displayed in this site, the Documentation,
Hosted Service(s), and Product(s) provided by Avaya are the registered or unregistered Marks of
Avaya, its affiliates, or other third parties. Users are not permitted to use such Marks without prior
written consent from Avaya or such third party which may own the Mark. Nothing contained in this
site, the Documentation, Hosted Service(s) and Product(s) should be construed as granting, by
implication, estoppel, or otherwise, any license or right in and to the Marks without the express
written permission of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya Inc.

All non-Avaya trademarks are the property of their respective owners. Linux® is the registered
trademark of Linus Torvalds in the U.S. and other countries.

Downloading Documentation

For the most current versions of Documentation, see the Avaya Support website:
http://support.avaya.com, or such successor site as designated by Avaya.

Contact Avaya Support

See the Avaya Support website: http://support.avaya.com for Product or Hosted Service notices and
articles, or to report a problem with your Avaya Product or Hosted Service. For a list of support
telephone numbers and contact addresses, go to the Avaya Support website:
http://support.avaya.com (or such successor site as designated by Avaya), scroll to the bottom of the
page, and select Contact Avaya Support.

Copyright Statement

The material in this Technical Training Guide has been prepared by ITEL. The copyright in the
material belongs to ITEL and no part of the material may be reproduced in any form without the prior
written permission of a duly authorized representative of ITEL. There are serious legal implications
for anyone seeking to reproduce the material or any part of it without ITEL’s permission.
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Overview

This guide provides details relating to the Backup and Restore of IP Office Contact
Center databases. It also covers the use of maintenance utilities such as TTrace
Console the generation Log files and the IP Office Contact Center Configuration Report.

As well as the steps suggested in this guide, you may also wish to utilize some of the
following diagnostic tools:

e Sybase Central v6.0

I\ Sybase Central

File Edit View Tools Connections Help

an Ve H 2 |2 % BB x|o o B

Contexk: IE Sybase Centralfadaptive Server Enterprisef/DefaultfASE {sa)/Databases|support/User Tables/custamers (dba) LI
) Utilities
Falders bl | E=3 customers (dbo)
1% Sybase Central 2 petaie | Dats|
E--@ Adaptive Server Enterprise
=+-§5f] Default Falders
E1-2) ATE (sa) 1 Colurmns
=[] Databases [ Indexes
- adb [ Triggers
-1 3k [ Foreign Keys
[]...?] o [ Check Constraints
- master [ Data Partitions
[]] mediastare
- ) model

EI] SUpROFE
=[] User Tables

[ﬂ% stomers (dbo)

[ Foreign Keys

[ Check Constrair
[ Data Partitions
% syb_auto_db_exter
-] System Tables bl

B | ,

& objects
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e TT Display —

T TTraceDisplay - localhost
File Wiew Help
STANDARD
Process | Hiozt -
@ 1: omniDRE Maming Se... training
@ 2 DB training
@ 2 na training
@ 4: TRDE training
@ 4 MediaStoreDB training
@ & Tomcat training
@ B TazkServban training
@ 7. CHaP training
@ 7. IPOTaskserver training
@ 7. Avaya Chap Sunc training
@ 7 Avaya WEsR training
@ & chat training
@ 3 reconztr training
@10 kemel training
@ 10 vectors training
@11:vC training —
@ 12 Manitor training
@ 12 Stakistic training
@12 TRS training
@ 12 Seszionkanager training
@ 12 StatGen training
@13 ADB training
@ 14 c3kDB-Server training
@ 14 c3kLMA-Server training
@ 14; C3000 Server training ﬂ
Ready o

e TT Console

T 192.168.42.50 - [Taskserver_IPO / traini PBXServer]
File Extra View Window Help =181 x|
[ AddiessBock i dmnsvgca:usmsgs:m |
whvai eMedialodes=
0 ol [ dwivailableMediaModes=0]
[:l Chat [ dyTerwinalModesSize=0, dwTerminalModesCffset=0]
[:l Core [ dybevipecificSize=60, dwDevipecificOffsec=88]
D Database [ dyippInfolize=40, dwippInfoOffset=145]
|22 EMail
|3 1Po
LineDeviceUserScatus (<EMPTV>) :<INITIAL WALUES>
chap [008) / training / 4280 _
CHAPS LineDewviceHuntGroupitatus (<EMPTY>) :<INITIAL VALUESZ>
ync (010) / training / L D Contiratus ()
ineDeviceConfStatus() :
VEA (014) 7 traing / 0 L LTy o _sThTs:
[:l VR [ 7] erhvai eConf=42]
[:l MaonStat [ dylludier Avai lableConfChanne 1s=128]
D Dptional [ duluberFreeConf=42]
D System [ dylfuierFreeConfChanne 15=125]
[ dylluier ReservedCont=0]
[ dylfumber ReservedConfChanne 15=0]
| | v Ir dulumberReservedIdleConf=0]
75 Rt = [ dulumberReservedIdleConfChanne 12=0]
T3 Stanty [ dwChangeOutputMethodo logy=Oxaaasaaas]
[ dwGeneralCapabilityF lags=0x35]
[ ITS_TAPI_CONF [ dviudioCapabilityF laga=lxh]
%lg?ig}gzﬁ'ﬁ?s [ dwiudioZCapabilityF lags=0x0]
15 Test i dwinnounceCapabilityF lags=0x0]
jTSZngtz [ dyRecordingCapabilityF lags=0x13]
TS5 _Testd [ du¥ideoCapabilityF laga=0x0]
[1TS_Testd
[ TS_TSEIVRServer
[ TS_TSERouteServer . .
[ TS_TSEVoiceMaiS erver 14:14:07.823 TS_TAPI_CONF TS3EventCEConfDeviceStatus: iprocess() device=##CCNFHEE ConferenceResources: configured=42
[]TS_ 14:14:08.253 TC_General Category T3_TAPI switched on
(175 _TSIF 14:14:14.403 TC General Category T3 _TAPI CONF switched off
%E?E:‘DA‘D 14:14:15.020 TC_General Category T3 TAPI switched off
] TS_TSPID_CONF 4 |
TS_TSPIDDevStat hd
Ll SRS [Cammanc| =i } .| Serd|sep|y| Infoss
S Obipercat]  y4014:30 Soved window pos of Taskserver_IPO | training { PBXServer UM P
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e Error List

A IP Office Contact Center

Eile Gota Help

1
2 Telephary

3 Reaftime information
4 Reporting

S Agent Status Reports

E_Contact Detail Reports
8 Configuration
9 Ul config
A0 Task Flow Editor
11 IVR-Editor
12 Disler
13 E-hail configuration
14 Testblock admin
15 Address book admin

6/19/2014 2:30:4
8/19/2014 2:30:45

| Code
UI_MonError
UI_MonError
UIL_ManErrar
UI_MonError
UI_MonErrar
UI_ElemError
UI_ElemErrar
UI_ElemErrar
UI_ElemError
UI_ElemErrar
UI_ElemError
UI_ElemError
UI_ElemErrar
UI_ElemError

UI_ElemErrar

| Description
Error registering on Realtime Information server: coid=65186a4342000100, tasktype=E-rmail, monkind=10
Error registering on Realtime Information server: coid=65186a4342000100, tasktype=Telephony, mankind=14
Error registering an Realtime Information server: ccid=65186a4342000100, tasktype=Telephony, monkind=10
Error registering on Realtimme Information server: coid=65186a4342000100, tasktype=Telephony, mankind=15
Error registering on Realtime Information server: coid=65186a4342000100, tasktype=Telephony, monkind=17
Task tag CCK_Caller_Mame cannot be accessed, there is no local telephone configured at that workplace,
Task tag Support_Contract cannot be accessed, there is no local telephone configured at that workplace.
Task tag CCK_Calling_Address cannot be accessed, there is no local telephone configured at that workplace.
Task tag Product cannot be accessed, there is no local telephone configured at that workplace,
Task tag FirstTopichlame cannot be accessed, there is no local telephone configured at that workplace,
Task tag LastTopicMame cannot be accessed, there is no local telephone configured at that workplace.
Task tag CCk_Customer_Info cannot be accessed, there is no local telephone configured at that workplace.
Task tag c.waitTotal cannat be accessed, there is no local telephone configured at that warkplace,
Task tag CCOD_MDropped cannot be accessed, there is no local telephone configured at that workplace,

Task tag CCK_Caller_Marne cannaot be accessed, there is no local telephone configured at that workplace,

Administrator (-} +

6/19/2014 2:30:45

UI_ElemErrar

Task tag OD_PERS_Note cannot be accessed, there is no local telephone configured at that workplace,

6/19/2014 2:30:45
6/19/2014 2:30:45
6/20/2014 9:43:43
6/20/2014 3:20:35
6/20/2014 3:22:21
6/20/2014 3:22:30
B/20/2014 3:22:30
6/20/2014 3:22:30
6/20/2014 3:22:30
€/20/2014 3:22:30
6/20/2014 3:22:30
6/20/2014 3:22:30

UI_ElemErrar
UI_ElemErrar
CE 82059
CE 62059
CE 82075
CE 62076
CEB1&71
CE 62430
CE 9002
CE 8137z
CEBzzz0
CE 82221

Task tag CCOD_MTries cannot be accessed, there is no lacal telephane canfigured at that warkplace,

Task tag cannot be accessed, there is no local telephone configured at that warkplace,

Task flow set Task Flow Example saved by Administrator (time 6/20/2014 9:43:48 AM)

Task flow set Task Flaw Example saved by Administrator (time 6/20/2014 3:20:35 PM)

--- Caonsistency check

---Finished consistency check

--- Generate task flow script

[Logic] Free Agents? has no connections to Exit connectar 2. It is used at the following locations:
[E-rmail flow] Topic 1

--- Finished generating task flow script

Saving script in database...

The script was created.

IP Office Contact Center Maintenance
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Backing up the IP Office Contact Center Database (Manually /
Automatically)

It is recommend that the IP Office Contact Center databases be backed up before
importing the IP Office Contact Center configuration file derived from the configuration
spreadsheet.

The databases can be backed up while the IP Office Contact Center is active, however
when restoring the databases, all IP Office Contact Center services must be stopped.

Creating a Manual Backup of the IP Office Contact Center Database

1. First create a local folder backup to store the copy of the IP Office Contact
Center databases.

I L= backup (=[x
“ Horme Share Wiew N 7

) - T| . <« Local Disk (C:) backup v & Search backup ,DI

s

MName Date modified

{ Favorites

[~ Eeskt-:[ip ; This folder is empty.
& Downloads

| Recent places

1% This PC
m Desktop

Documents
& Downloads
o Music
= Pictures
g Videos
&, Local Disk (C)
¥ share (\£192,168.42.252) (V)

€l Network v« m >

Oiterns [

2. Open Sybase Central 6.0 on the IP Office Contact Center Server.
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Apps

Component Services

Computer Management

Defragment and Optimize Drives

Event Viewer

iSCSI Initiator

Local Security Policy

ODBC Data Sources (32-bit)

ODBC Data Sources (64-bit)

Performance Monitor

Task Scheduler

Windows Firewall with Advanced...

Windows Memory Diagnostic

Windows PowerShell (x86)

Windows PowerShell ISE

Windows PowerShell ISE (x86)

Config

Console

1 HP Array Configuration Utility (6...

. README

Setup HP Array Configuration Ut..

Interactive SQL

Open Client Configuration Utility
Open Client Directory Service Ed...
Server Config

Il Sybase ASE Data Source Admini..

Resource Monitor ; Display

TZ) Sybase Central v6.0

3. When the Sybase Central window opens click Connections and then select
Connect with Adaptive Server Enterprise...

e Sybase Central -

File Edit View Tool m‘ﬂelp f
a » B r“_,,:l .”a Connect with Adaptive Server Enterprise... | B R O~ |« ¥ | " t
Context: [T Sybase C¢ ! Connection Profiles Fa

v A e ...-»\L.',,._.r e T A, ‘;-x%##‘“‘u.‘-‘ggxr-._.d“‘ ..-..u..u;
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4.

5.

In the User name field enter sa.

Identification | Advanced |

% Identify yourself to the server with user name and password,

User name; [sa (d- ]

Password: l ][l Encrypt password

% Specify the server to connect to.

Select a server from the dropdown list, or enter host name and
port number separated by ":" (for example, "IPOCC:5000")

Server name: lASE v

Serverinfo: Host: IPOCC Port: 5000

I Tools 'll OK || Cancel “ Help |

In the Password field type the password that has been set during the Sybase
initial installation. For example Administrator and then click the OK button.

Identification | Advanced |

% Identify yourself to the server with user name and password,

User name: [sa ]

Password: [ouoooooooo 4« ] [] Encrypt password

% Specify the server to connect to.

Select a server from the dropdown list, or enter host name and
port number separated by ":" (for exarple, "IPOCC:5000".)

Server name: [ASE v

Serverinfo:  Host: IPOCC Port: 5000
/

Tools '|| OKa‘l Cancel ” Help |

IP Office Contact Center Maintenance
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6. The IP Office Contact Center databases are displayed.

I sybase Central

File Edit Wiew Tools Conmections Help

ERpBNEMH 8- BB YBR X0 F

Contexk: ID Sybase Centralfadaptive Server Enterprise/DefaultfASE (sa)fDatabases

% Lltilities = | *T Database | ﬂ Mount Database

Folders X | [] Databases
EP:A: Sybase Central 21| etals I
EI@ Adaptive Server Enterprise
=-55]] Default Mame Owney | Size (ME) ICreation Date
Fﬂa‘ A3E (sa) ] adb adbserver SE0.0 Apr 1, 2014 12:55 PM
E}G ] c3k =) 00.0 Apr 1, 2014 12144 PM
[]___-E adb ;] s Couser S620.0 Apr 1, 2014 12:02 PM
[]___-‘] ok () master sa 80,0 Apr 1, 2014 9:10 AM
[]___:] cc ;] mediastore mediauser 5620.0 Apr 1, 2014 1:08 PM
[]—--"] master il model sa 12.0 Apr 1, 2014 9:10 AM
- mediastore @ support 53 12.0 May 27, 2014 515 PM
[]___-‘] madel ] sybpeidb sa 96.0 Apr 1, 2014 9:19 &M
[]...:] support ;] sybsystemdb sa 24.0 Apr 1, 2014 9:10 AM
[]___?] sybpridb ;] sybsystemprocs sa 182.0 Apr 1, 2014 9:11 AM
[]___-‘] syhsystemdb F K bruser 56200 Apr 1, 2014 12:14 PM
[]...:] sybsystemprocs ;] urnarchive 5a 900.0 Apr 1, 2014 12:52 PM
[]_._"] tr 1 Proxy Databases
[]___:] urarchive —IIC] Temporary Databases
[]“'ij Proxy Databases 1 Archive Databases
I:I---D Temporary Databases D In-Memary Databases
#-[] Archive Databases
-7 In-Memary Databases
-] Lagins
[ Database Devices a|
IP Office Contact Center Database Structure
Databases Contents
adb Address book data
c3k Emails
Cc Configuration / Statistics
master Sysbase data
mediastore Chat data
model Sysbase data
syspcib Sysbase data
sybsystemdb Sysbase data
sybsystemprocs Sysbase data
tr Task Reporting data
umarchive Archived emails

IP Office Contact Center Maintenance
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7. Each database must be backed up separately. Select a database and with the
right mouse button select Backup.

i adhb "I"‘I n.
- @ 3k € Open Interactive SQL

i f —
i [E3] ] cc l ﬁackup( r

- B ma !
] me Restore |
& ] me Unmount 5
R BN J
['E] syb Quiesce ("
@ syb D
@] tr Check Consistency R
@ um Checkpoint b

- m-pro Display Statistics

#-J Ter

- @[ A Generate DDL »
- mOnt

i Delete

D Logins x e

&-[7 Databa Properties

~[J Dump

(3 Remots New 4
£l Paches Il

8. Click Backup the entire database and then click the Next button.

2 adb Backup - Select type of backup - [ASE (sa)] -

"®) Backup the entire database

(O Backup the transaction log

The transaction log records all changes to the database.

Restriction: The log must exist in its segment.

Finish Cancel

IP Office Contact Center Maintenance 10 2014 16
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9. Click the Add... button.

- Select Dump Devices -

Select Dump Devices

MNarne Default Options

| —
-
-
&

Remove

10. Select the Explicit dump device option.

Dump device
O Named dump device

'9 tapedumpl

) Explicit dump device

Physical path: |
[] At remote backup server

|asE

Tape options

Yolume name: l

Tape capacity: [

Block size: [

IP Office Contact Center Maintenance
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11.In the Physical path field type C:\backup\adb.bat and then click the OK button.
Select Dump Devices
Dump device

(O MNamed dump device

: tapedurmpl v

® Explicit dump device

Physical path: _C:\backup\adb.hatl

[] At remote backup server

|asE v]

Tape options

WYolume name:

Tape capacity: . P ‘ bytes
Block size: ‘ bytes
| OK | Cancel | l Help |

12.Click the Finish button. The backup will now start.

Select Dump Devices

Name Default Options L Add.,
= C:\backup\adb.bat Yes

|11/l lll

Remove

l

b

RN
SRS S L
"?\’%7.
-

| <Back || Net> || Finish || Cancel
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13.0nce complete, the backup log file is displayed.

Note: The backup procedure for each database may take up to 30 minutes.
Repeat this process to backup each of the databases.

3 Backup Messages - [ASE (sa)] - | o -

Eile Edit Zearch Tools Help

ERES < = ¥ BB x

Backup 3Zerver: 4.172.1.1: The walue of 'reserwved pages thre
Backup Server: 4.172.1.2: The walue of 'allocated pages thry _
Backup 3erver zsezsion id iz: 6l. Usze thizs walue when Execut=
Backup Serwver: 4.41.1.1: Creating new disk file Civbackup':

Backup Serwer: 6.28.1.1: Dumpfile name 'adbldl?704944 !
Backup Serwer: 4.188.1.1: Database adb: 13588 kilobytes [(2%)
Backup Serwer: 4.1838.1.1: Database adb: 2214 kilobytes (242
Backup Zerwver: 4.155.1.1: Database adb: 2596 Eilobytes (553
Backup 3erver: 4.155.1.1: Database adb: 3570 Eilobytes (863
Backup 3Zerver: 4.155.1.1: Database adb: 3900 kEilobytes (100
Backup 3erver: 3.43.1.1: Dump phase number 1 completed. v

< (]| >

FME:Cmumnﬂ

Creating a Daily Automatic IP Office Contact Center Database Backup to a
Network location

To automatically backup the Database Batch files and the Windows scheduler are
utilized. This process can be divided into two parts.
e Part 1 relates to creating a local backup to the IP Office Contact Center Server
from the IP Office Contact Center Database.
e Part 2 relates to moving the files from the IP Office Contact Center server to the
Customer network.

Each time the daily backup schedule is completed the IP Office Contact Center

Database files are copied to a network folder that are date stamped, for example 2014-
06-26
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Home Thare Wit

© = 4 [ L b Metwork ¢ 19216842252 » share b ipocchackup |» 2014-06-26 & | [ Search 2014-06-26
-
8 Dewmloads i Marme Date rmodified Type Size
2| Recent places .
2 F __ adbtmp 26/06/2014 0251 TP File 3992 kB
B This e | backupJlog 26/06/2014 0351 Text Docurment 13 KB
f " I;: o L €3kdmp 26/06/2014 0250 DMP File 19,366 KB
5 5 )
B 0o pm L ccdmp 26/06/2014 040 DMP File 154,954 KB
CURTE) .
08 Download | mediastore.dnp 26/06/2014 0251 DMP File 26,608 KB
oads
B Musi L trdmp 26/06/2014 0250 DMP File A2 KE
Lsic
"__ Pict - | umarchive.dmp 26/06/2014 09:51 DMP File 5,306 KB
= Flctures
Part 1
1. Inside the IP Office Contact Center ISO image, open the Utilities folder.
LN A L
File Home Share Wiew v @
© _— |j.. » IPOCC_0.0.2000.1405 » v c,| [ searchipocconzo00 105 2 |
N Z Marne - Date modified Type Size
i} Favorites P
B Desktop L Trd Py S 14/04/2014 15:52 File falder
j Downloads . Client 1470472014 15:52 File folder
2 Recent places | Examples 09/06/2014 17:27 File folder
L Manuals 1470472014 15:52 File folder
1M This PC _Lu Server 140472014 15:52 File falder
‘H Desktop = | L Utilities 1470442014 15:33 File falder
_E Documents u DD contents bt 1M2014 15:40 Text Docurnent TKRE
|1 Downiloads | ipocc_quick_start_en.pdf 04/02/2074 1407 FOF File SB9 KR
_ﬂ husic @ ReleaseMotes IPOCCS.0.2,2000.docx 04,/02,/2014 13:32 Office Open 3ML ... 135 KR
_ﬁl Pictures
_‘ Wideos
2, Local Disk (C3)
S share (4,192,168,
[~
Qiterns  1itern selected = =

2. Copy the backup.bat file to the C:\ directory. Using the right mouse button click

Copy.

IP Office Contact Center Maintenance
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Marne - Date rmog
SdjustHostharme,exe 402,207
|| &wvaya_|P_Office_Contact_Center_Config.. 27700207
backup.bat

Open M

Edit

Print

'&' Fun as administrator

Share with »

Restore previous wersions

Send to *

Cut

Copry

149 kB

2 share (0192168,

Create shortcut
Delete

Fename

Properties

3. Select the C: Drive.

48 This PC
jm Desktop

| Documents

[

=

B Dowenloads
B Music

[- = Pictures

[- & Videos

b iy Local Disk {C:)

B share (W192.168.42.252) (v

4. Click Paste to copy the file to the C:\ folder.
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Wieuy *
Sort by 3
Group by J
Refresh

Paste

Paste shortcut

Undo Mowe Ctrl+Z
Share with k
ey k
Properties

5. The file is displayed.

b = | Application Tools Local Disk {C:) =-|0 -
Haome Share Wiewy Manage o

i
-

(€) (3) » 1 | » ThisPC » Local Disk (C) » v o | | Search Local Disk (1) A |
B Desktop ~ Marme Date modified Type Size
4 Dowenloads .
. ) cpgsysterm 29/04/2M413:58 File folder
= Recent places )
J Perflogs 221087203 16:52 File folder
o J Program Files 0206 20141002 File folder
M This PC . )
J Program Files (x86) 020672014 14:42 File folder
e Desktop .
| Share 2970420141316 File folder
| Documents .
| Sybase 02062014 15:59 File falder
J- Dowenloads = .
J ternp 25/06/20M412:00 File folder
o Music )
) . Users 29/04/2 M4 11:27 File folder
=| Pictures i .
) J Windows 02062014 15:21 File folder
& Videos : :
s backup.bat 14702014 14:34 Wifindowes Batch File 2 KB
iy Local Disk (C s
|| srh_installer.log 29/04/20M413:59 Text Docurment 1KE

5 share (0 192.168.42.252) (v2)

“! Metnork

Titems  1itern selected T49KE

Part 2
1. Create a folder that will be used to store the backup files on the server. From this
repository, the files will be moved using a batch file to the required network
location. Open windows explorer and navigate to C:\. Then using the right
mouse button select New followed by folder.
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=l mn=l Drive Tools Local Disk {C:) I;‘i-
Haome Share e Manage v 0
® < 4 | » ThisPC » Local Disk (C3) v & | [ Search Lacal Disk (¢ 2|
¢ Favorites MNarme Date modified Type Size
B Desktop | cpgsystem 207042014 13:58 File folder
4 Downloads . PerfLogs 2270872013 16:52 File folder
5l Recent places . Program Files e LS
. Program Files (x88) Sort by b Er
1 This PC _ J Share Group by b oEr
m Desktop = Sybase Refresh et
| Documents . temp er
Paste
4 Downloads o Users er
. X Paste shortcut
i Music J Wind s - - er
=, t
= Pictures & backup.bat nee Move e 5 Batch File ZKE
& Videos mowefiles.bat Share with * s Bateh File TKE
E, Laocal Disk {C:) . smh_installerlog Mew » ‘ . Folder
g share (0102168422528 (V) Properties E‘ Shortcut
¥ |&| | Bitmap image
12 iterns
Contact
B End =
= | Rich Text Document
$ Disable . TextDocument
Security options Export.. 1 Compressed (zipped) Folder

2. Name the folder, for example backup and the press the keyboards Enter key to
create the folder.

~lmm = Local Disk ()
Harme Share e
®© ~ 4 [& » ThisPC » Local Disk (C) » v & | [ searchLocal
v Favorites - Marme - Date modified Type Size
B Desktop , cpgsystem 2970472014 1358 File folder
& Downloads . Perflogs 2270852013 16:52 File falder
5l Recent places . Prograrn Files 0206 2014 10012 File falder
J Prograrn Files (x36) 02/06/2014 1442 File falder
M This PC | Share 29704524138 File falder
i Desktop s | Sybase 02/08/2014 15:58 File folder
| Documents | temp 25/06/ 2014 12:00 File falder
& Downloads . Users 297024 1127 File folder
W Music ) Windows 02/06/2014 15321 File falder
= Pictures backup.bat 140172014 14:34 Windows Batch File 2 KB
& ideos rmowvefiles.bat 25/06/201415:12 Windows Batch File 1KB
i Laocal Disk (T . smh_installerlog 2970472014 13:59 Test Document 1EKB
% share (14192,168.42.252) ¥) [oackue ] 26/06/2014 03:45  File folder
W
13 itermns 1itern selected

3. A batch file can now be created that will move the IP Office Contact Center
backup to the date stamped backup folder. Right click within the Window and
select New and then select Text Document.
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Application Tools
Home Share Wiew Manage v 0
@ @ - T [:- » This PC » Local Disk (C) » W c..l | Search Local Disk (C:) = ]
Bl Desktop Al Name - Date modified Type Size
& Downloads T L cpasystem 29/04/2014 1358 File folder
El Recentplaces 1 PerfLogs 2/08/20131652  File folder
Program Files 02/06/2014 10012 File folder
18 This PC i ijnml’iles(x&ﬁ) 02/06/2014 1442 File folder
flz:i::zm L. Share 29/04/2014 1316 File folder
> B Downloods R . Sybase 02/06/201415:59 File folder
> 1 Music | temp 25/06/201412:00 File folder
» (B Pictures . Users 2042 MA 1127 File folder
> [l Videos . Windows 02/06/2014 15:1 File folder
b iy Local Disk (C) I backup.bat 14/01/2014 14:34 Windows Batch File 2KB
__ smh_installer.log 29/04/2014 13:59 Text Document 1KE
I ¥ share (\\192.168.42.252) (Y?)
Right Click
- € Netwark > View
11iterns  1item selected 1.40KB Sort by =
Group by
Refresh
Paste
Paste shortout
Undo Delete Ctrl+Z
Share with
New J. Folder
Properties [#] | shortcut
!j Bitmap image
[ Contact
& | Rich Text Docurnent
I__] Text Document
I_h Compressed (nipped) Folder
4. Change the name to movefiles.bat.
=
Narne
L cpgsystem
L. Perflogs
L. Program Files
L. Program Files (x86)
| Share
| Sybase
. ternp
L Users
L Windows
@] backup.bat /
__ smh_installer.log _—
|UImwefiles.baﬂ ‘lr
IP Office Contact Center Maintenance 102014 24



IP Office Contact Center Maintenance

5. Click Yes to confirm the rename.

Rename

! _ [f you change a file name extension, the file might become unusable.

Are you sure you want to change it?

6. With the right mouse button select the movefiles.bat file and click Edit.

] priovefiles ba 25ANASN1A 167
Open
| Edit
Print
— '5' Run as administrator

7. Within the File window, type the below.

SET dd=%DATE:~0,2%
SET mm=%DATE:~3,2%
SET yyyy=%DATE:~6,4%

set curr_date=%yyyy%-%mm%-%dd%
set new_dir=\\XXX. XXX . XXX . XXX\share\ipoccbackup\%curr_date%

mkdir %new_dir%

move c:\backup\*.* %new_dir%

' movefiles.bat - Motepad
File Edit Farmat “iew Help

SET dd=%DaTE:~0,2%
SET mm=%DATE:~3,2%
SET wyyw=%DATE::~6,4%

set curr_date=%aans-mmi-doi
set new_dir="Soodd o reod redsharet i pocchackuphXcurr_datex

mkdir %new_dirk

move C:wbackuph . ® Enew_dirk

o

Note: In the above file, XXX XXX XXX XX X\share is replaced with
the network device location (IP Address or host name) and the
name of the shared folder that must be setup by the customer’s

network administrator with the correct network rights access.
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8. Select File and then click Save.

Edit Format View Help

F Ctrl+N
Open/ Ctrl+0
Ctrl+3
Save As...
Page Setup...
Print... Ctrl+P

Exi
— %.._.,,,__ T

9. You can test that the folder can be opened by opening the Run window on the
server, entering the path to the file and clicking the OK button.

Type the name of a program, folder, document, or Internet
resource, and YWindows will open it foryou,

(1419216842 252share v

@ This task will be created with administrative privileges,

| | Cancel | | Browvse...

10.When the network share is shown, using the right mouse button try and create
a document in the shared folder. If the document is created without issue, the
network share appears to be working. Close the network share window down.

Home Share Wi v 9
T Ij‘ b Mebwork » 10216842252 » share v o| [ Search share P |
& Downloads A1 Name - Date modified Type Size
o Recent places
| | View ) |is empty.
1% This PC Sort by »
m Desktop Group by L
1| Documents Refresh
Download
: M”'," o Customize this folder...
A usic
&/ Pictures = Pasts
H Videos Paste shortcut
& Local Disk (C) Undo Renarme Ctil+Z
¥ share (\W192.16842.252) (v) New ] | J. | Folder
Properties E‘ Shortcut
€ Network & Bitmap image
V] Contact
Diterns |5 Rich Text Document =e
_| | TextDocument
Ompresse Ippe older
b |c d (zipped) Fold
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Setting the Task Scheduler to run the Backups

1. Now we need to setup the Task Scheduler to determine the interval at which the
backups will be run. From the IP Office Contact Center servers Administrative
Tools interface select Task Scheduler.

ApPpPS

Qf} Companent Services e Task Scheduler

’
g Computer Management = Windows Firewall with Advanced...

2. Once Task Scheduler opens, click Action followed by Create Basic Task.

(1) Task Scheduler = =[x
@ = L Create Basic Task... /

| @ Create Task...

Actions

b g  Import Task. Start Menu Cache Files-5-1-5-21-2507502934-6060% | Task Scheduler Library -

Display &1l Running Tasks .
) 3 Create Basic Task...

Enable All Tasks History

L Create Task..

MNew Folder...
Irport Task...
Refresh
res iytf Display &ll Running Tasks
Help

is] Enable All Tasks Histo
o P

o

3. In the Name field type Daily IPOCC Backup and then click the Next button.

Create Basic Task Wizard -
D] Create aBasic Task
Create a Basic Task Use this wizard to quickly schedule a cormmon task. For more advanced options or settings
Trigger such as multiple task actions or triggers, use the Create Task command in the Actions pane.
Action Name: Daily IPOCC Backup
gath Description: ‘
Next » Cancel
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4. Select the required interval. In this example Daily has been selected. Click the
Next button.

@ Task Trigger

Create a Basic Task When do you want the task to start?
|
Action e
Finish Weekly
) Monthly
) One tirme
() When the computer starts
) When | log on

O When a specific event is logged

< Back | Mext » Cancel |

5. Define the Start Date and Time when the backup will run. In this example, they
will be run on a daily basis. Therefore 1 has been entered as the Recur interval.
Click the Next button.

@ Daily

Create 3 Basic Task
Trigger
ez | ¢
Action

Finish

Start: |zafwzo14 B~ | |GD:0&(JD %l [ Synchronize across time zones

< Back et > || Cancel |
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6. Click Start a program and then click the Next button.

@ Action

Create a Basic Task

Trigger What action do you want the task to perfarm?

Daily
Start a program

FCE O Send an e-mail (deprecated)

) Display a message (deprecated)

< Back || Mext > Cancel

7. Click the Browse... button.

E Start a Program

Create a Basic Task

Trigger Program/script:
Daily ||

Action
Start a Pragram £dd arguments (optional):

Finish Start in {optional):
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8. Click the backup.bat file and then select the Open button.

T | v ThisPC v Local Disk () » v & | | Search Local Disk (C3 P |
Organize *  MNew folder = - [ @
S Favorites A Mame Date modified Type
B Desktap | cpgsystern 200042014 13:58 File folder
@ Downloads . Perflogs 22/08/2013 1052 File folder
“El Recent places . Program Files 02062014 10112 File folder
. Program Files (xB6) 02/06/2014 14:42 File falder
1 This PC . Share 20/04/2014 1318 File folder
jm Desktop E | Sybase 0206214 15:59 File folder
| Docurnents L temp 23/06/2014 12:00 File falder
@ Downloads L Users 284241127 File folder
W Music L Windowes 02/06/201415:21 File falder
(=] Pictures | backup.bat 1450072014 14:34 Windows Ba
B videos mowvefiles,bat 25/06/2014 15:12 Windows Ba
iy Local Disk (€9 | | smib_installerlog 20/04/2014 13:59 Text Docum
L share (0192,168.
- v]l<] n | >
File name: [backup.bat v |arfiles ¢ v
| Open | | Cancel |

9. Inthe Add arguments (optional) field, type the IP Office Contact Center
Database password that has previously been set during the installation of
Sybase, for example Administrator followed by the directory location of the
backup folder for example, C:\backup. Click the Next button.

@ Start a Program

Create a Basic Task

Trigger Program/script:

Daily Cihbackup.bat | | Browse... l
Action

Start a Program Add arguments (optional):
Finish Start in (optional): 4l

< Back et > || Cancel
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10.In the Start In (optional) field type C:\. Then click the Next button.

@ Start a Program

Create a Basic Task
Trigger Program/script:

Daily |C:\backup.bat | | Browse.. |
Action
Start 3 Program Add arguments (optional):

[hadrninimtor C:\b:ckupl

Finish Start in (optional): 2 |

| < Back | ext > H Cancel

11.The Trigger and Action are displayed. Click the Finish button.

E Summary

Create a Basic Task
Trigger Marne:

Daiky IPOCC Backup

Daily Description:
Action
Start a Program

Trigger: |Daily; At 00:00 every day
Action: |Start a program; C:\backup.bat Administrator CA\backup

[] Open the Properties dialog for this task when | click Finish
When you click Finish, the new task will be created and added to yoly Windows schedule.
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12.The new task is displayed. Click the Create Basic Task option to create the
‘move’ task. The task to move the files from the backup folder will occur after the
backup files have been created and saved in the backup folder. In this example,

a period of 3 hours will be allowed between the backup of the files and the files
being moved to a defined location on the customers network.

() { 2cjul
File Aﬂ Vl'ew_ Help y:
«s z@ A /[

| T — T
b b Task Scheduler Library (€] Daily IPOCC Backup ask Scheduler Librar

(® Optiize Start Menu Cache Files-S-1-5-21-2507509934-6080] | Creste Basic Task..

e Create Task..

>

Import Task...
73 Display All Running Tasks
i Mg i g ._ . PN _— s mbww“

13.In the Name field type Move IPOCC Backup files and then click the Next
button.

Create a Basic Task

Use this wizard to quickly schedule a cornrmon task. For more advanced options or settings
such as multiple task actions or triggers, use the Create Task command in the Actions pane.
Mame: [Move IPOCC Backup files

Action
Finish

Description:

Mext » || Cancel
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14.Check that Daily is selected and then click the Next button.

@ Task Trigger

Create a Basic Task When do you want the task to start?
-y
Action o
Finish rekly
O Monthly
) One time
() When the computer starts
O When | log on

) When a specific event is logged

15.Click the Start Date and Time and define the time backup should run (in this
example 3 hours after the initial Backup task has completed). In this example the
Recur every period will be 1 day. Click the Next button.

@ Daily

Create a Basic Task

Start: IZ@'OEHOH B~ l |03:00:00 @l [] Synchronize across time zones

Trigger

Recur every: El days

Action
Finish

ext > || Cancel
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16.Click Start a program and then select the Next button.

@ Action

Create a Basic Task
Trigger What action do you want the task to perform?
Daily

Start a program

Finish O Send an e-mail (deprecated)

) Display a message (deprecated)

Mext > || Cancel

17. Click the Browse... button.

@ Start a Program

Create a Basic Task

Trigger Program/script:
Daily ||

Action
Starta Program Add arguments (optional):

Finish Start in (optional):
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18.Click the movefiles.bat file and then click the Open button.

1 | » ThisPC » Local Disk (C) » v & | | search Local Disk (C) |
Organize v  New folder ==~ [ @
¢ Favorites Z Narne - Date modified Type
B Desktop | backup 26/06/2014 08:45 File folder
& Downloads | cpqgsystem 29/04/2014 13:58 File folder
2] Recent places | Perflogs 22/08/2013 16:52 File folder
| Program Files 02/06/201410:12 File folder
1% This PC | Program Files (x86) 02/06/2014 14:42 File folder
ju Desktop = | Share 29/04/201413:16 File folder
.jfl Documents | Sybase 02/06/2014 15:59 File folder
8 Downloads | temp 25/06/201412:00  File folder
W Music . Users 20/04/2014 11:27 File folder
& Pictures | Windows 02/06/2014 15:21 File folder
B Videos [&] backup.bat 14/01/201414:38  Windows Ba
a Local Disk (C:) [@ movefiles.bat 25/06/2014 15:12 Windows Ba
% share (\\192.168. || smh_installer.log 29/04/2014 13:39 Text Docum
- (v][<] [0 I
File name: | movefiles bat v| [Anfiles ¢ v|
=b Open I I Cancel |

19.Click the Next button.

@ Start a Program

Create a Basic Task

Trigger Program/script:
Daily Cimovefiles.bat “ Browse... |
Action

Start a Program Add arguments (optional): I:I
st in g I

< Back Mext > | | Cancel
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20.In the Start In (optional) field type C:\ and then select the Next button.

@ Start a Program

Create a Basic Task
Trigger

Daily
Action

Program/script:

|c:\mmﬁ|u.m

Add arguments (optional):

Start in (optional):

21.Click the Finish button.

@ Summary

Create a Basic Task
Trigger

Daily
Action

Start a Program

Name: Mowve IPOCC Backup files

Description:

Trigger: | Daily; At 03:00 every day

Action: |Sta=t a program; C:\movefiles.bat

A

[] Open the Properties dialog for this task when | click Finish
When you click Finish, the new task will be created and added to

ur Windows schedule,

< Back

inish || Cancel
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22.The new task is displayed; however the tasks will only run when the
Administrators account is logged in to the Server.

File Action ‘iew Help
¢ 2@ B

@ Task Scheduler (Local)

- i MName
b @ Task Scheduler Library ® Daily IPOCC Backup -
(% Move IPOCC Backup files

(5 Optirnize Start Menu Cache Files-5-1-5-21-2507509934-6060

asKk scheduler LD

E Create Basic Task...
o Create Task...

Import Task..

23. This can be overcome by defining that the Task can be run regardless of
whether the administrators account is logged in. Using the right mouse button
select the first task and click Properties.

(5 Move IPOC
(5 Optimize S End 5-
Disable
\ Export...
roperties
5 <o Delete

“Gaoeal | Teimpr~ahdotal Con

24.Click the option to Run whether user is logged on or not

General |Triggers IActions I Condiﬁonsl Settings I History (disabled) |

Narme: [Dsily IPOCC Backup ]

Location:
Authon IPOCC\Administrator

Description:

Security options

When running the task, use the following user account:

\ [POCCrAdministrator Change User or Group...

d

Run only when user is logged on
Run whether user is logged on or not
[] Do not store password. The task will only have access to local computer resources.

] Run with highest privileges

[] Hidden Configure for: | Windows Vista™, Windows Server™ 2008 v |

0K | I Cancel [
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25.Click the Run with the highest privileges check box and then click the OK
button.

General |Triggers IActions | Conditions | Settings | History (disabled) |

Narne: [Daily IPOCC Backup

Location:  \
Author: IPOCC Administrator

Description:

Security options
When running the task, use the following user account:
IPOCC\Administrator Change User or Group...

O Run only when user is logged on

\ ® Run whether user is logged on or not
¥ [] Do not store password. The task will only have access to local computer resources.
Run with highest privileges /
[] Hidden Configure for: | Windows Vista™, Windows Server™ 2008 / v |

Vi
0K Cancel
o] | |

26.To be able to run the task while logged off, the account requires the correct rights
to run the task. Enter the User name and Password for the required account
and then click the OK button.

Enter user account information for running this task.

User name: € 1POCC\Administrator

Password: escesscsens
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27.Repeat the process in relation to the second task. Using the right mouse button

select the second task and click Properties.

MName
@® Daily IPOCC Backup
[C]Move IPOCC Backu p files }

(5 Optimize Start Menu Cache Run
End
Disable A
Export... /
< = Properties
General | Triggers | Actions Delete
P

28.Click the option to Run whether user is logged on or not

General | Triggers | Actions | Conditions | Settings | History (disabled) |

Narme: IMM IPOCC Backup files

Location: %
Author: IPOCC W Administrator

Description:

Security options

When running the task, use the following user account:

-

IPOCCHAdministrator Change User or Group...

Run only when user is logged on
Run whether user is logged on or not

[] Do not store password. The task will only have access to local computer resources.

[[] Run with highest privileges

7] Hidden Configure for: | Windows Vista™, Windows Server™ 2008
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29.Click the Run with the highest privileges check box and then click the OK
button.

General |Triggers IAct:ions I Conditions I Settings I History (disabled) l

Name: IMM IPOCC Backup files

Location:
Author: IPOCC\Administrator

Description:

Security options
When running the task, use the following user account:
IPOCChAdministrator Change User or Group...

O Run only when user is logged on
® Run whether user is logged on or not

["] Do not stare password. The task will only have access to local computer resources,

Run with highest privileges

(] Hidden Configure for: |Windows Wista™, Windows Server™ 2008 v|

| OK || Cancel |

30.To be able to run the task while logged off, the account requires the correct rights
to run the task. Enter the User name and Password for the required account
and then click the OK button.

it

Enter user account infarmation For running Ehis kask,

User name: '@ POCCAdministrator vl [

Fassword: | sesssssnnny
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Testing the Tasks

1. In this example, as the scheduled tasks do not run until early morning, it is worth
testing each task.

Marne Status Triggers
(B Daily IPOCC Backup Ready At 0000 every day

(5 Mowe IPOCC Backup files Feady A 03:00 every day
(5 Optirnize Start Menu Cache., Disabled  WWhen cormputer is idle

2. Select the Daily IPOCC Backup task and then select the Run option.

File Action ‘iew Help

@ 2w

e
0:: renll:)::a:rta ;:::z :Z“:-.\e:he... Eie:adl::‘ed ‘Jni:h?r;ac):r::r:t::yls idle @ Creste Basic Task.,
& Create Task..
Irmport Task...
il Display All Running Tasks
<] n | > | | o] Enable &Il Tasks History
General |Triggers |Aclinns | Conditions [ Settings [ History ;I;’ ] MNewFolder...
Name: |Daily IPOCC Backup - View N
Location: % (@ Refresh -
Author.  IPOCC\Administrator - Help
Description: Eglﬁmd‘ |P é -
P Run
®  End

3. The Task Status changes to Running.

Satus  Trigger

U] Diaily IPOCC Backup Running At 00:00 every day
™ Mowve IPOCC Backup files Ready At 03:00 every day
(D Optirnize Start Menu Cache.. Disabled WWhen cornputer is idle
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4. The backup files are created.

Home Share Wi v 0
@ - T |_j, » This PC » Local Disk (C:) » backup w G| | Search backup » |

' Favorites - Marme “ Date rnodified Type Size

B Desktop | | | adb.tmp 26/06/2014 0951 THAP File 3,832 KE|

j Downloads | backup.log 26/06/2074 0251 Text Document 13 KB

5 Recent places |1 e3kdmp 26/06/2014 0250 DR File 19,566 KB

| ccdmp 26/06/2014 0945 DrAP File 154,954 KB

1% This PC || mediastore.dmp 26/06/2014 0251 DrAP File 26,603 KB

| Desktop = | trdmp 26/06/2014 0950 DrAP File 27,232 KB

_B Documents u urnarchive.dmp 26/06/2014 0351 DkAP File 25,008 KB

j Downloads

Depending on the size of the backup and performance of the IP Office Contact Center
Server, this process may take some time to complete.

5. Follow the same procedure in relation to the second task. Select the Move
IPOCC Backup files task and then select the Run option.

File Action View Help

& 2 (m E3m

() Task Scheduler (Local)
b L Task Scheduler Libr:

Name
(® Daily IPOCC Backup

Triggers
At 00:00 every day

duler Library 4

[ Move IPOCC Backup files Ready At 03:00 every day @ Cret Bac k...
(5 Optimize Start Me .. Disabled When computer is idle

% Create Task..,

Import Task...

[ Display All Running Tasks
</ bl ] >1 | &] Enable All Tasks History
General | Triggers | Actions | Conditions | Settings | History <> | 1 NewFolder..

Name: IMove IPOCC Backup files - View »
=

|G Refresh
Help

Location:
Author: IPOCC\Administrator

Description:

P Run

m End

6. The Task Status changes to Running.

Marne status Triggers
(5 Daily IPOCC Backup Ready A 00:00
U] M ceve IPOCC Backup files Rurnning At 03:00,

(5 Optimize Start Menu Cache Fil.. Disabled WWhen co
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7. When the task is complete, check your network share folder for the backup files
contained within the date stamped folder.

Home Share Wikw v @
© w0 [l » Metwork » 102.16242352 » share § ipocchackup » 2014-06-26 v & | [ search 2012-06-26 o]
8 Downloads * Name * Date modified Type Size
| Recent pla
i Recent places [} adb.tmp WE/06/2014 0351 TMP File 3,992 KB
B This pC | backuplog 26/06/2014 0951 Text Docurment 13KB
f hl: o () e3kdmp IG/0620140950  DMPFile 19,866 KB
B Do’ "m [ cc.dmp J6/06/20140945  OMP File 154,954 KB
[441
® w| Ed | mediastoredmp 26/06/2014 0951 DMP File 26,602 KB
Mu“'. oads (] trdmp I6/0620140050  DMP File 27,232 KB
f p_”:" . L) umarchive.dmp J6/06/200140951  DMPFile 25,906 KB
Ictures
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Restoring IP Office Contact Center Databases

Before you can restore any of the IP Office Contact Center databases you must stop all

of the IP Office Contact Center Services.
1. From the Windows menu click Run.

Search

Run |

Shut dowen or sigh out L

Desktop

2. In the open field type services.msc and then click the OK button.

Run -

'E;!
= Type the name of a program, folder, document, or Internet
resource, and Windows will open it for you,
Open: | v

' This task will be created with administrative privileges.

\
™ ok

H Cancel H Browse... ‘

3. Select the IPOCC Watchdog service and then click to Stop the service.

o Services [=T= ]
File Action ‘fiew Help
e mEc= B vmlnw
+ Services (Local) ' Senices [Loca
IPOCC Watchdog Marne - Description Status Startup Type Log ~
Znternet Explarer ETW Colle.. ETW Collect... Manual Loc
Stop the service & IP Helper Prowvidestu...  Running  Autornatic Loc
Restart the service 4IPOCC Address Book Server  Avaya IPOf..  Running  Manual Loc
24 IPOCC CHAP Server Avaya IPOf..  Running  Manual Loc
Description: L IPOCT CHAP synchronizer  Awvaya IP Of..  Running  Manual Loc
Avaya IP Office C‘Imlact Center LaIPOCC Chat Taskserver Ayvaya IPOf..  Running  Manual Loc
:\::E::t?ugn:upcms:s several L5 IPOCC omniORE Ayaya IPOf..  Running  Manual Loc
S4IPOCC Rod Archie Ayaya IPOf..  Running  Manual Loc
“4IPOCC Rod CommandExec.. Avaya IPOf.. Running  Manual Loc
L5IPOCC Rod Reposery Awvaya IP Of.. Running  Manual Loc
S5 IPOCC Rod Rodormat Awaya IPOf.. Running  Manual Loc
L IPOCC Rod SchedulerServer  Swaya IPOf..  Running  Manual Loc
+ IPOCC Statistic Generator Awaya IPOf..  Running  Manual Loc
4 IPOCC Statistic Scheduler Avaya P OF... Manual Loc _
5 IPOCC Trace Server Avaya IPOf...  Running  Automatic Loc
LA IPOCC UlSessionhanager Ayvaya IPOf..  Running  Manual Loc
S IPOCC UM Clientdapter Ayaya IPOf..  Running  Manual Loc
LA IPOCC UM DB-Server Avaya IPOf..  Running  Manual Loc
S IPOCC UM LNA-Server Avaya IPOf..  Running  Manual Loc
S IPOCC UM POP3IMAPA Clie... Avaya IPOf.. Running  Manual Loc
CLIPOCC UM Server Awaya IPOf.. Running  Manual Loc
L IPOCC UM SMTP Connector  Avaya IP Of..  Running  Manual Loc
o IPOCC UM TexdTemplateSe.. Avaya IPOf..  Running  Manual Loc
2 IPOCC UM UmiConfigServer  Awaya IP Of..  Running  Manual Loc
SAIPOCC UM UMRTaskserver  Avaya IPOf..  Running  Manual Loc
S5 IPOCCVEA Avaya IPOf..  Running  Manual Loc
Running  Automatic
o MPsec Policy Aaent Internet Pro..  Runnina  Manual (Trig.,  Net
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4. The Service Control window is displayed as the services are closed down.

Senvice Contraol -

YWindows iz attempting to stop the following zervice on Local Computer...

IPOCE ‘W atchdog

Cloze

5. The Services are stopped which is indicated by the word Running no longer
being displayed. The restore process can proceed.

IPOCC WEA Awaya IP OFf... Manual Loc

$3IPOCC Watchdog Awvaya IP Of... - Automatic Loc

Internet Pro... Running Manual (Trig... Met

IPsec Policy Agent

6. Open Sybase Central 6.0 on the IP Office Contact Center Server.

ApPPS

Component Services
Computer Management
-
. Defragment and Optimize Drives
Event Viewer

iSCSI Initiator

Local Security Policy

ODBC Data Sources (32-bit)

ODBC Data Sources (64-bit)

Performance Monitor

Resource Monitor

IP Office Contact Center Maintenance

Task Scheduler

Windows Firewall with Advanced...

Windows Memory Diagnostic

Windows PowerShell (x86)

Windows PowerShell ISE

Windows PowerShell ISE (x86)

Config

Display

Console \ =
12\

HP Array Configuration Utility (6...

README

Setup HP Array Configuration Ut...

Interactive SQL

Open Client Configuration Utility

Open Client Directory Service Ed...

Server Config

Sybase ASE Data Source Admini

Sybase Central v6.0
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7. When the Sysbase Central windows opens, click Connections and then select
Connect with Adaptive Server Enterprise....

File Edit View Tools | Connections| Help
a » B ‘ [ﬁ [|@ Connectwith Adaptive Server Enterprise... |‘ R = | K7 Ca ‘r
[of ction Profil Fo
Context: ¥4 Sybase Ce @ | L S w
! Disconnect F12

8. In the User name field type sa.

|dentification | Advanced |

@ Identify yourself to the server with user name and password,
—

User name: lsa #" l

Password: l ] [] Encrypt password

% Specify the server to connect to.

Select a server from the dropdown list, or enter host name and
port numnber separated by ":" (for example, "IPOCC:5000".)

Server name: IASE v |

Serverinfo:  Host: IPOCC Port: 5000

Tools 'll OK || Cancel || Help |
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9. Inthe Password field type the password for the database set during the Sybase
initial installation. For example, Administrator and then select the OK button.

|dentification | Advanced]

Username: sa /

Select a server from the dropdown list, or enter host name and
port number separated by ":" (for example, "IPOCC:5000".)

Server narme: lASE v

N

% Identify yourself to the server with user name and password.

_
Password: _ooooooooou| &~ | [] Encrypt password

% Specify the server to connect to.

Serverinfo:  Host: IPOCC Port: 5000

10.The IP Office Contact Center databases are displayed.

I Tools *NK || Cancel “ Help |

ﬁ Sybase Central

El@ Adaptive Server Enterprise
B@ Default
] e ASE (s53)
E} D Databases

) ' adb

Efl :' c3k

- e

EJ{' master

j mediastore
[Qi' model

- sybpcidb
3 sybsystemdb
[' sybsystemprocs
[;3 j tr

gk ' umarchive
Y W

Bt w~5
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Databases Contents

adb Address book data
c3k Emails

Cc Configuration / Statistics
master Sysbase data
mediastore Chat data

model Sysbase data
syspcib Sysbase data
sybsystemdb Sysbase data
sybsystemprocs Sysbase data

tr Task Reporting data
umarchive Archived emails

11.Each database has to be restored individually. Select a database and using the

right mouse button click Restore.

unc

\ | Display Statistics
vﬂ,l:]«fj&w,‘ e R

12.Click Restore the entire database and then select the Next button.

&0 | Right Click “E Sym“
® E adqs o)
] K Open Interactive SQL i

® = cc Backup broc
& ma: e 1

[ Restore fiew
® ' met — “ser
' mo Unmount 3oL o
’ syb ' Jser t
B o Quiesce 5 | -
w1 syb . Jefa

p Check Consistency
] tr ) tule
& ] S Checkpoint

7. cc Restore - Select type of restore - [ASE ({sa)]

® Restore the entire database

() Restore the transaction log

z E.‘-u'l

The transaction log records all changes to the database.

Einish Cancel
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13.Click the Add... button.

cc Restore - Select Dump Devices - [ASE (sa)] -

Select Dump Devices

MNarne Default Options

Cancel

14.Click the Explicit dump device radio button.

7.3 Select Dump Devices -

Dump device

O Named dump device

) tapedumpl

@ Explicit dump device
Physical path: I

[] At remote backup server

ASE

Tape options

Yolume name:

Tape capacity: bytes

Block size:

bytes

Ok Cancel || Help
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15.1In the Physical path field, type the location and name of the database to be

restored. For example, C:\backup\adb.bat and then select the OK button.

7.3 Select Dump Devices
Dump device
O Narmed dump device

& tapedumpl

(® Explicit dump device /
Physical path: | C:\backup\adb.bat

[ At remote backup server

ASE

Tape options

Yolume name:

Tape capacity: bytes

Block size: bytes

}‘OK || Cancel || Help

16. Click the Finish button.

Select Durnp Devices

adb Restore - Select Dump Devices - [ASE (sa)]

MName Default Options
= Ci\backup\adb.bat Yes Re
REemove
< Back MNext » Finish Cancel
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17.0nce the restore process is complete, the log file is displayed. Note that the
restore process can take up 30 minutes for each database.

b | Festore Messages - [ASE (sa;] — | = -

File Edit Zearch Tools Help

ERES < = ¥ BB x| B

Backup 3erver zession id is: 74. Use this walue when execut
Backup Server: 6.28.1.1: Dumpfile name 'adbl4l7704A944 "=

Backup Serwver: 4.182.1.1: Database adb: 9356 kilobytes [1%)
Backup Serwer: 4.188.1.1: Datahase adbh: 133126 kilobytes (:
Backup Serwer: 4.1858.1.1: Database adbh: 305165 kilobytes (f
Backup Serwver: 4.155.1.1: Database adb: 479242 kilobytes (£
Backup Serwver: 4.1585.1.1: Database adb: 563212 kilobytes (1
Backup 3erwver: 4.1535.1.1: Database adb: 563226 kilobytes (1

Backup Serwver: 3.42.1.1: LOAD is complete [(database adhb).
Started estimating recowvery log boundaries for databasze 'ac
Databaszse 'adb', checkpoint=(6d005, 26), first=(6d005, Z&), -

M omminn ] mdmm 2] by mdmimnmn mmm o ommmmmmmm 1 omomn Te memen e m o e il -]

£ i >

|Line: Caolumm: |

18.The selected database is restored but is currently off-line. Right click on the
offline database and select Online.

Folders X ?

3% Sybase Central
S| @ Adaptive Server Enterprise
i) Default

B ASE

&0
= ' ad'
® ' c3l< Backup
2 cc| rRsstoreA‘/
) ' ma| Online ™

- me

&) mg X Delete
@[ sybpcidb

- sybsystemdb
[+ ] sybsystemprocs

ot
S" umarchive 'j

LW T T T Vg reeegper. B Ve
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19. Repeat the above process to restore the remaining databases.

v Sybase Central = | = -

File Edit Miew Tools Connections Help

€« DUBKE- B @23 YDA X oo F

Context: | [l Svbase Centralfidaptive Server Enterprise/Default/ASE (sa)/Databases/c3k W
B Utilities *

Falders 3k

&2 mybase Lentral

Eﬁ’ Adaptive Server Enterprise - Details

E}‘ﬂ Defaufe Faolders
=g ASE (sa)
B[ Databases 03 User Tables

] adh [} Systern Tables
] [ Proxy.TabIes
] cc = | ||CJ Functions
] master [ Procedures
] mediastare L Views
] model [ Users
] sybpcidb [ Groups
] aybsysterndb [ User Defined Datatypes
] sybsysternprocs [ Java Objects
] tr [ Defaults
] urnarchive O Rules
[0 Prasy Databases (7 Segments
D Temporary Databases [ Extended Stored Procedures
D Archive Databases
B[ In-Mermory Databases | v

|14 objects

20.All of the IP Office Contact Center services must be now be restarted. From the
Windows menu click Run.

7 - :.farcdh____:_ Ghen e .
l Run *"[ ‘
Shut down or sign out >
Desktop
T Wl [ | ’ (

21.1n the Open field type services.msc and then click the OK button.

Run -

== Type the name of a program, folder, document, or Internet
resource, and Windows will open it for you.

—
Open: [ EENINE 4 v

' This task will be created with administrative privileges.

\ OK H Cancel H Browse... |

4
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22.Right click on the IPOCC Watchdog service and then select to Start the
service.

. |Psec Policy Agent L - Ih

Help

KDC Proxy Server servici 1 :
KtmRrn for Distributed 7 Pause &
. Link-Layer Topology Di: Resume 3
. Local Session Manager Restart 1?
Microsoft iSCSI Initiator All Tasks X f
Microsoft Software Shac
«: Microsoft Storage Space Refresh i
; Multimadia Clacs Schad T }

23.When the IPOCC Watchdog is Running, it will start all other required services.

IPOCC VEA, Avaya [P Of... Manual Lo
3IPOCC Watchdog Awvaya |IP Of... Running Automatic Lo
IPsec Palicy Agent Internet Pro... Running  Manual (Trig... N

24.From the window menu click TT Display.

ApPPS

Component Services Task Scheduler HP Array Configuration Utility (6..
Computer Management B*" Windows Firewall with Advanced.. README

Defragment and Optimize Drives 2 Windows Memory Diagnostic Setup HP Array Configuration Ut...
Event Viewer ! Windows PowerShell (x86)

iSCSI Initiator Windows PowerShell ISE *5. Interactive SQL

Local Security Policy Windows PowerShell ISE (x86) Open Client Configuration Utility
ODBC Data Sources (32-bit) _ T Open Client Directory Service Ed...
ODBC Data Sources (64-bit) Config \\J Server Config

Performance Monitor Console Sybase ASE Data Source Admini

Resource Monitor : Display A7\ Sybase Central v6.0
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25.The TTraceDisplay will show the services status as they are started.

File View Help

o7 TTraceDisplay - localhost I;Ii-

STAMNDARD
Frocess Hozt
2 1: omniORE Haming Service  1POCC
@ 2 DB IPOCC
2 2 ha IPOCC
2 4: TRDE IPOCC
2 4: MediaStoreDEB IPOCC
2 5 Tomcat IPOCC
2 B TazkServian IPOCC
2 7. CHAP IPOCC
2 7 IPOT azhkzerver IPOCC
2 7 dvaya Chap Senc IPOCC
2 7 bwapa WEA IPOCC
2 8 chat IPOCC
2 9 reconstr IPOCC
2 10: Kemel IPOCC
2 10: vectors IPOCC
211 WEC IPOCC
212 Manitor IPOCC
2 12 Statistic IPOCC
212 TRS IPOCC
2 12 Sezsiond anager IPOCC
212 StatGen IPOCC
213 ADB IPOCC
2 14: c3kDB-Server IPOCC
2 14: c3kLMNA-Server IPOCC
2 14: C3000 Server IPOCC
2 14: UmrConfigServer IPOCC
2 14: U T agkzerver IPOCC
2 14: C3000 Clientddapter IPOCC
2 14: SMTP Connector IPOCC
2 14 POP3IMAPS Client IPOCC
2 14: TextTemplateServer IPOCC
2 14: Rod CommandE xecuter  IPOCC
2 14 Rod Archie IPOCC
2 14: Rod Rodomat IPOCC
2 14: Rod SchedulerServer IPOCC
2 14: Rod Reposzery IPOCC
215 lad IPOCC
215 00 IPOCC
2 15 disk IPOCC
Ready
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26.When all of the icons are Green, this indicates that the components are in

Service and IP Office Contact Center can be used.

*F TTraceDisplay - .= [ B x|

File  “iew Help

STAMDARD
Process Host
@ 1: omniDRE Mami.. |IPOCC
@ 2 DB IPOCC
@ 3 lha IPOCC
@ 4. TRDE IPOCC
@ 4: MedaStoreDB IFOCC
@ 5 Tomcat IFOCC
@ B TazkServban IFOCC
@ 7. CHAP IPOCC
@ 7 IPOT askzerver IFOCC
@ 7 Awava Chap Sync IPOCC
@ 7 AvapaVEL IFOCC
@ 8 chat IPOCC
@ 5 reconztr IFOCC
@ 10; Kernel IFOCC
@ 10; vectors IFOCC
@11 vC IPOCC
@& 12 Monitor IFOCC
@12 Statistic IPOCC
@12 TRS IPOCC
@12 SessionManager  1POCC
@ 12 StatGen IFOCC
@13 ADB IPOCC
@ 14 c3kDB-Server IFOCC
@14 c3kLNA-Server  IPOCC
@ 14 C2000 Server IFOCC
@ 14 UmiConfigServer  1POCC
@14 UriT agkgerver  IPOCC
@ 14: C3000 Clientad... IPOCC
@14 SMTP Connectar  1POCC
@14 POP3IMARPA CI... IPOCC
@14 TestTemplateS... 1POCC
@ 14 Bod Command...  IPOCC
@ 14: Rod Archie IPOCC
@& 14: Rod Rodomat IPOCC
@ 14 Rod Scheduler... 1POCC
@ 14 Rod Repozery IPOCC
@15 lad IPOCC
@15 00D IPOCC
@15 disk IPOCC
Feady

27.The Trace Display shows all the running services as indicated by a green status
icon. Any services that are yet to start will display a grey icon; those that have
just started will display a yellow icon. Any services that have failed to start

correctly will display a red icon.
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TTrace Console

TTrace Console is used to view and configure the information that is stored in the IP Office
Contact Center logs files. Each log file has default settings but optional switches can be set to
obtain more data requested by Avaya support. Please note that if optional switches are set to
active, the log files can used a lot of hard drive space.

The TTrace Console will show approximately 300 lines of information at once, with the

remaining data stored in logs files. Individual Logs files can have a maximum size of 150MB.

When the log file reaches 150MB a new file is created.

Config

Console

Display

Scheduler Client

User Interface

WCSpeechConfiguration

Watchdog Config

When TTrace Console is opened, multiple windows are displayed as default. To stop all of the
default windows opening:

1. Click File then select Other server.

§i 4 §
File | Extra Wiew ‘Windo

Other server

Exit \

it ST e e—

e SR
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2. Select your IP Office Contact Center and then select the option No automatic
opening of process windows. Then click the OK button.

Please verify the following settings oK
Host: IIFUCC Exit

Mame: |IPOCC

P 1020

Before After

E% | on. = Jmlx chap / IPOCC / 9852 =la]x N B TaskServerManager /IPOTC / 10556 = - -
o e STF_teraral Lee: s0econnect - [T_Version + Tamasager_impl::am babelaped File Extra View ‘Window
et ¢ POCE 475 TR — [ Verston + processle-iosse
s GesIPUACoRREolLer | soncennase [verzion + curzear

prac
auEIPIAConcoLier 11 30uonneot * stactruesTou Jan 16 14126148 2014
e roct et ol souemmnt et Br, Addressfinnk

L3 Database
R spact | (4

Tt e Ul
e s el | —————

co_ch_wv [219) ¢ IPOLCT i . or=C

e 0| [ ReD Repaens / POCC f 1044 [=IEIE] [+ Chat

Core
Database
EMail
IPO

erver Linrary

feea
- H

Comond s 2 i
o) Rt 57 /1P frr_veeasan - VR
) Focthint: 251 /11 T Veraion + Bepodecy: version 50.2000.33%eweserassensere

T verazon

st o
12132 214 _caar 515 Genera _——
i - | 'd [ —
| =i 1 | Sena|seg]y] oz =y
lad_srv /IPOCC 7 3620 S kernel /IPOCC { 7628
- TS AT

MonStat
Dptional

i
i
i

T i
S— st Ready [ nor
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Testing the TAPI link from TT Trace Console
To test the TAPI link:
1. Open TTrace Console and select Select IPO followed by Task Server.

2. In the command filed, enter tapimakecall. Enter the extension numbers of two of
the IP Office Contact Center extensions separated by a comma. For example,
2501,2503 . Click the Send button. If TAPI is working the phones will initiate a
call.

T training
File Extra View Window Help
|20 AddressBock -

adb_srv [028] / training / 0
UMR AddressBookddmin (017) / training / O

I coul & Taskserver_IPO / traini POCCsystem
CCLI[029] 4 Training / 3952 TT_Version * logical host=training B -I
CCLI (093] ¢ training / 16664 TT_WVersion * processId=4550 *
CCUI (100) # c2c0251206 / 6256 TT Version * current ProcessAiffinityMasks: process=fff, system=fff w
D Chat TT_Version * starttime=2Z4 Tue Feb 18 17:40:00 2014 #
[ ChatTaskserver (016) / training / 8336 TT_Version * uptime (in seconds)=2006436 =
|23 Core TT ¥ersion * Oy, Om, 22d, 20h, 20m, 363 =
kel [018) / training / 8316 TT Version * IPOConnectionType=N3-TiPI *
TaskServerMan; [008] / training / 4500 TT_Version * IPOSendPhoneMsg=off *
wairing / 9800 R e R S g E ]
|21 Database 11:03:26.325 TT_Command tapi wake call{2501,2503) received
120 EMa 11:03:26.325 TT_Command tapi make call(2501,2503) ready
I3 1F0 11:03:43.602 TT Command tapi make call (2501,2503) receiwved
chap [009) / training / 4680 11:03:43.602 TT Command tapi make call (2501,2503) ready
CHAPSnc [011) / training / 0 11:03:57.692 TT Command tapi makecall (2501,2503) received
Taskserver_IPO [010] / training / IPOCCsystem 11: <692 TT_Cormand tapi makecall (2501,2503) ready

WEA[014] / training / 0

11: .670

TT_Cowand

tapimakecall (2501,2503)

received

2 vR 11:04:06.670 TT Command tapimakeeall {2501,2503) ready
|23 ManStat 11:04:24.298 TT Command tapimakeeall 2501,2503) received
|23 fiptional 11:04:24.298 TT Command tapimakecall (2501,2503) ready
|22 System ) =

[] t_diskspace (045) / aining / 17732 - ormand [mmabecal =i

ABSORB_DBG -
ABSORB_DTL I~
ABS0RE_Naming_DEG
BSORE_Maming_DTL
Fieport_CCTrace
Report_CCTraceCalls
Report_CCTracetemany
Report_CCTraceTime
SHM_Error
SHM_General
SHM_Skill
Sw_RSDISPLAY
TC_Emar

TC_General
TC_ImplCheck

C_LicenseE rrar
W] TC_License'w aming
J@TC_Warmng

3. If the call is not initiated and there is a TAPI error, this may be resolved by
restarting the Telephony service on the server.
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Services
File Action Wiew Help
= o 3 H [ BN
Services (Local) Services (Local)

Telephony Narne - Description  Stal ~
Special Administration Console Helper Allows adm...

Start the service Spot Verifier Verifies pot...
S5DP Discovery Discovers N

Description: Storage Tiers Management Optirnizes t..

Provides Telephony API [TAPI) Superfetch Maintains a.

:-J‘Fplartfozprc';ran'=:]hatl<cr:tr:‘ Sybase BCKServer _ ASE_BS Rur

e o Yo lSiner 4%

servers that are also running the Sybase MPServer _ASE XP

service. System Event Notification Service Monitors sy... Rur
System Events Broker Coordinates... Rur
Task Scheduler Enables aus.. Rur
TCP/IP NetBIOS Helper Provades su... Rur
Telephony Provides Tel...
Themes Provides us.. Rur
Thread Ordering Server Provides or...
UPnP Device Host Allwrs UPn,.,
User Access Logging Service This service .. Rur =
User Profile Service This service .. Rur
Wirtual Disk Provides m...
Wolume Shadow Copy Marages an...
‘Windows Audio Manages au.. Rur o

\ Extended  Standard |

Log File Location

The logs files are stored in the following location : C:\ProgramData\Avaya\TTLogfiles

A2.86/2814
A2.-06/2814
01872014
01872014
01872014
01872014
01872814
01872814
i1.-87/2014
A1.-87/2814
A1.-87/2814
A1.-87/2814
A1.-87-2014

16:52
16:52

<DIR>
<DIR>
<DIR>
<DIR>
<DIR>
<DIR>
<DIR>
<DIR>
<DIR>
<DIR>
<DIR>
<DIR>
<DIR>
B Filed{s>
13 Dir(sd

ProgramData“AvayasITLogfiles >dir
Uolume in drive C has no label.
Uolume Serial Mumber is AZB89-F8DD

Directory of C:\ProgramDatasAvayasTTLogfiles

AddressBook
CCcuI
Chat
Core
Database
EMail
IPO

IUR
MonStat
Optional
System

B hytes
463.034.216.448 bytes free

SProgramDatasAvayasITLogf iles >

o Administrator; CAWiIndowssystem32ivemd.exe

=l

As default the above folder is hidden and you will have to change your Server folder options to
Show hidden file, folders and drives.

1. Open Windows Explorer and then select View.
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Computer Wiew : v 0
T ™ » ThisPC v & | | Search This PC

¢ Favorites = 4 Folders (6)
B Desktop
& Downloads h Desktop
.| Recentplaces
Fl Documents

.‘_‘.)t-‘ ash. aglh B e e W R N

1% This PC

2. Click Options.

Computer View

E @ i3 Medium icons Smallicons * Bl P 4—

4 J—
[ 2% ust = Details . | |
Navigation = o= — Current Show/ Options
pane v l@”—]jﬁ Content Y view~ hide~ -
Panes Layout
8 Downloads . Desktop

&~.WWN~-«& R i -~ --..‘

3. Click the View tab and select Show hidden files, folders, and drives and then click the

OK button.

General| Yiew | Search |

Folder views
You can apply this view (such as Details o lcons) to
all folders of this type.

| ApplytoFolders | |  ResetFolders |

Advanced settings:

. Files and Folders A
[v] Always show icons, never thumbnails
[7] Always show menus
[w] Display file icon on thumbnails L
[w] Display file size information in folder tips
[7] Display the full path in the title bar
| Hidden files and folders

\\‘8 Don't show hidden files, folders, or drives

Show hidden fi|E:::_. fl:l|dE'-I':i:, G I
[ ] Hide empty drives
[] Hide extensions for known file types
[w] Hide folder merge conflicts v

[ Ftom b |

Cancel || Apoy |

4. The log file directories are displayed.
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nieEn-|

Haome Share Wie

@ @ - 4 |_j..| « Saya b TTLogfiles » v G‘ | Zearch TTLogfiles

s

oy .
'i'}f Favorites L] Marme Date modified

B Desktop | | AddressBook 26/06/2M4 00:00
|8 Downloads LoCCul 26/06/2014 00:00
(i-"—ll.'. Recent places | Chat 26/06/2M4 00:00

. Core 26/06/2014 00:00
1M This PC | Database 26/06/2014 0000

jm Desktap . EMail 26/0a/2014 00:00
_E Docurments L IPO 26/06/2014 00:00
8 Downloads IR 26/06/2014 00:00
W Music . MonStat 26/06/2014 00:00
& Pictures | Optional 26/06/2014 00:00
B Videos | System 26/06/2014 00:00
i, Lacal Disk (C3)

£ share (\4102,168.42.252) (V)

f! Metiork

11 iterns 1 itern selected

5. A new log file for each process is created each day and as default is only kept for 10
days.

Home Share i b 0
@ * b |_L| » This PC » Local Disk (C) » ProgramData » fwaya » TTLogfiles » Core v & | | Search Core P |
< Favorites L~ Mame “ Date modified Type Size -
B Desktop | u 2M4_06_21_tt_[kernel@IPOCCLIog 24/06/2MA 0000 Text Document 10 KB| _
j Downloads | | 2014_06_21_tt_[kernel@IPOCC]og_service 22/06/2014 00:00  LOG_SERVICE File TKB B
?_-17; Recent places u 2M4_06_21_tt_[TaskServertanager@IPOCC]log 23/06/2014 0000 Text Document IKE
u 201406 21 _tt_[TaskServertdanager@IPOCC]log_service  22/06/2014 00:00  LOG_SERVICE File 1KE
1M This PC u 2014 0621 _tt_[wectors@IPOCC]log 22/06/2014 00:00  Text Document 2KB
_H Desktop u 204_06_ 21 _tt_[vectors@IPOCC]log_service 24/06/2014 00:00  LOG_SERVICE File 1KB
_E Documents = u 2014 06 22 tt_[kernel@IPOCC]log 23/06/2014 0000 Text Docurment 10 KB

6. To view the options for the logs file, Click TT Config.

IP Office Contact Center Maintenance 102014 61



IP Office Contact Center Maintenance

7. You now have the option to change the details of the log file.

Config

Console

Display

Scheduler Client

User Interface

VCSpeechConfiguration

Watchdog Config

Note: The default Ports should not be changed.

i s

tt_srvaml - TTraceConfig

File “iew Help

2 EHdd OFAREH G

BE |

Parts: 1 Client: fo300 2 Conzale: |'I 03

General: ™ Bemember categom switches

Create a new file every |1 day(s)

Keep filez of the last

10 days before today

3Data:

10303

Directary for logfiles: |EI:\ProgramData\Ava}la\TTLogfiles

I}

FPracess Processh ame | Subfolder | Color | OnC

Specials: (23000 Admin EMail Cyan o~
C3000 Fax Gateway Ebail Cyan o=
C3000 FaxLayout EMail Cyan 0=
C3000 POP3-MAP4 CEMail Cyan 1]
C3000 Printer G atewak b ail Cyan 1]
C3000 S5MS Gateway EMail Cyan 1]
C3000 SMTP ConnecEkail Cyan 1]
C3000 Server Ebdail Cyan 1]
CCUl CCcut “white 1]
CHAPSwnc PO Gray 1]
ChatT askserver Chat Drark ‘rellovw o~

Ready
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Task Flow Editor Good Practice Procedures

When configuration changes are made to a Task Flow, they should be saved with the file name
representing the current date with the Task Flow also set as the default task flow set.
Consequently, if the IP Office Contact Center server is rebooted the latest default task flow will
be loaded with the latest configuration.

Agent Privileges

There may be circumstances when an agent or IP Office user does not appear to have the
ability to view certain IP Office Contact Center interface screens or change IP Office Contact
Center settings. Initially this may appear to be a maintenance issue, where as in practice it is
possible that the agent has not been assigned Privileges or Authorizations.

Privileges

Privileges determine which modules in the IP Office Contact Center system an agent can use
and which actions they can perform within the modules.

The “P” above a check box means that the agent can assign other agents with Permissions to
do other tasks.

({5 Agent privileges

Agert ] ]l ] E-Mail ] Corfiguration ] Varables
Reporting ] Realtime Infarmation Task Flow Editor lDthers

| Task Flow Editor

Edit task flow set
| Activate task flow set
| Use default task flow set

| Edit predefined conditions

Advanced mode

Authorization
Authorizations are used to determine which Topics, Agents, Agent Groups, Workplaces and
Teams an agent can view and potentially configure from their agent profile.

They also determine which Topics an agent can dial from to make an external call.
Note that an agent may require additional privileges to configure authorised features of IP Office
Contact Center. For example, the authorization can determine which agents groups an agent

can configure, if they have the Agent Group configuration privilege.

In the example below, the agent can view and configure the Marketing and Sales Agent Group
but they do not have Authorization to view the Admin, Support or Warehouse groups.
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Agent Portal Configuration  System  Service Windows Help

Karen (8003)

Wiew: <Al

B, Break Time cods
J ¢

| 3€PBX | JECHAPsever | ZHVEA | @ County

] G Queue device

I = Telephone
1 OTupic m!\gem group IgAgem I £ Profile 1 @Taam I [E5) Customer ] [ Extemal destination 1 aWurkp\ace 1 49 Announcement 1 @Aﬂnouncemem script I@IVR 1

I ﬁTe\ephone group

1 T Chat server

% Chat script

1

Name: Vit AG Tel E-mail Chat PBX
Marketing X PBXServer
Sales X PEXServer Create...
) Authorizations
Wiew, I <Al j 0K I Copy-
A t privil
& bgent | G Team | 6= Telephone | Cercel AvEnnileoes
[ﬁTelephone graup | %Campaign | Reporting | Realtime Infarmation
QTop\c mAgent aroup Agent | u | E-Hail
View
Admin W At ¥ Configuration i
¥ Marketing .4
© Free £
¥ Sales e v r’
Support & Al
‘wiarehause ¥ Blocking DV ~ Ia
X v
fdd | I Agent v
P S R e

For further details relating to IP Office Contact Center Privileges and Authorizations, please
refer to the IP Office IP Office Contact Center Telephony User Interface Configuration Task
Based Guide.

Error List

Once an IP Office Contact Center Call Flow is created it must be activated before it can
be used. During the activation process, a consistency check is undertaken to determine
if the call flow contains any configuration errors.

If an error is encountered, a General Error message is displayed.

General error E

./-. & .-\.
[ I
L7

Errors accurred while activating the kask Flow script,
Could nok activate the script.

See the log For more detailed information.

To determine which errors are contained within the call flow IP Office Contact Center’s
Error list can be viewed.

1. To open the error list, select Go To, followed by Error List.
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A IP Office Contact Center

File Goto Help

1 Home
2 Telephany
3 Reaftime information

S| mEEMmD

4 Reporting
S Agent Status Reports
£ Contact Detail Reports
7 Error List

& Configuration
9 Ul config
10 Task Flow Ecditor

11 IWR-Edlitor
12 Dialer
13 E-Mail configuration
}

14 Texthlock admin
15 Address bhook sdmin

A IP Office Contact Center
Ei

Date/Time | Code
/442014 12:34:17 PM CE 62059 Task flow set Task Flaw Exarnple saved by Administrator (time 7/4/2014 12:34:17 PM)

| Description

7/4/2014 12:34:17 PM CE 62075 --- Consistency check

7/4/2014 12:34:26 PM CE 62076 ---Finished consistency check
7/4/2014 12:34:26 PM CE 615871 --- Generate task flow script

7/4/2014 12:34:26 PM CE 61872 --- Finished generating task flow script
/442014 12:34:26 PM CE 62220 Saving script in database...

/442014 12:34:26 PM CE 62221 The script was created.

Fid4/2014 12:34:27 PM CE 559 Syntax error in Row 54/ colurnns 0

LM B T Y L

e R P R s ¥ i ¥ o S AP

The error list can now be checked using a Task Flow Script files that can be saved and
then viewed against the Error list to determine which part of the call flow may contain a

configuration error

3. From Task Flow Editor, select Tools followed by Task Flow Script.

A P Office Contact Center

File Goto Help

Agent Portal Task flow set  Edi
DB M| ¢
& Trone| 88 Ls

m Agent |

€ Teleph I Task Flow Script... |

Options...

Source Priority Groups...

Predefined conditions...

f
J

B E-mail Syntax check

% Chat Configuration check

3 Agent
MW‘

4. Save the Task Flow Script file to the required location.
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'o J\N ’i Desktop = - & | Search Deskbop (o)
Organize ~  Mew foldsr v @
17 Favorites * | Libraries Administratar . L Computer
|| Swstem Folder 3 System Folder LS| System Folder
8 Dowrlnads e =
] Recent Places L — Database IPocc2
Lf Syshem Folder File Folder File: Folder
[l Libraries
@ 3 ot Trs ek % Yot borument
o Music File Folder s
[ Pictures
B videos
=118 Computer
&, Loeal Disk (02
1€ Network
File name: IVEsmpt j
Save as bype: |Text Files (.0t} =
4

5. When the Task Flow Script file is opened, any Errors are listed against row
numbers.

.vescript - Notepad

File Edit Format Wiew Help

51. Toptionl (1 ?
52. <, "mainmenuchoice == 17}

53, "optionztiod

54, c.'mainmenuchoice. "== 3} |

5. = F- ol ) T

5G. C.positionIngueue == 1}

57. "Position2"(0{

53, c.positionIingueus == 2} *
59, "Position3z" {0 »
G0, c.positionIngueus == 37}

&l "PDSitiDM"Q{#

T gl sttt 5 1 A LT T P S S e s Y

6. These can be checked against the Error List.
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] vescript - Notepad
File Edit Format Yiew Help

51. "optionl" (O] E .
52. <. "mairmenuchoice== 1}

3 “option3"(f

54, <. "mainmenuchoice. "== 3} |

5 POETTionT T

56. c.positionIngueue == 1}

57. "Positionz"(q

58. c.positionIinqueue == 2} ‘
50, "positionz" (] &
60. c.positionIngueue == 3}

6l. "Positiond" (]

T I s, .2 3 *"ufhw._.

Date/Time | Code | Description

7472014 12:34:17 PM CE 52059 Task flow set Task Flow Exarmple saved by administrator (time 7/4/2014 12:34:17 PM)
74472014 12:34:17 PM CE 62075
Ti4/2014 12:34:26 PM CE 62076
T/472014 12:34:26 PM CE 61871
7472014 12:34:26 PM CE 61872
Ti4/2014 12:34:26 PM CE 62220
T/47/2014 12134126 PM CE 62221
|T/"4/"2014 12:34:27 PM CE 559

--- Consistency check

---Finished consistency check

--- Generate task flow script

--- Finished generating task flow seript
Saving script in database...

The script was created. -+

Syntax error in Row 54/ calumns 0

R R I P SR P PR e S T B DT P Sr A,_/)

In this example, a Task Tag has been incorrectly referenced in a call flow Logic
element. It incorrectly includes a full stop after the Tag name mainmenuchoice. The
correct Tag name is mainmenuchoice (without a fill stop after the tag name).

A 1P office Contact Center

File Goto Help 19:18 / 0:00 H

nt Portal Taskflow set  Edit Tools ‘Windows Help a
DM /|8 EAEme | d
£ Task Flow Example | EE List of syrbicls I [CallFlow]:Company Main Menu

=& Telephony
D@ Topicl L

= - |

2 topics b %Dmpanly: S %IockingEP
..... i ¥
D@ Bad Weather | |} ... ] i L ? m

ﬁ: Campany Main Menu
.8 PosandTime I(ZBIDDU Mnd L l%nnd MDEI l%nmpanlyzrl -
RO OO0
. () Select task tag E

Hig o7

x|
Marne: IDptmnS 0K | . Nare e | Type | Data .. | Resal.. |:| ok |
| IN= fLogia] Ontian 2 . LAR&gentld <Spst.. Shing
npu.t = [Lagic] Dpfian Cancel | . LARAgentMame  <Spst..  Sting Caneel |
Eexl.lt gk [;elephone el TS LastTopicAddr  <Spst..  Sting
il = [Dropl skt | . LastT opicld <Spst..  Sting
[Eerdiion Mew LastTopichame  <Spst..  Shing

Tt Murber  Intege

c."'mairmenuchaice. == 3 = | Fewwords.. Task tag ap... - td axT agkPerT User Mumber  Integer
Dperators.. ) tenulptions User Mumber  Integer
tessage-Board  User String
L. User Mumber  Integer
Condltion on... User Mumber  Integer
User Mumber  Integer
A C.. User String
5 " = = " i
c."mainmenuchoice."== 3 ote User - Sting
fati...  <Spst..  Sking
HR ... User Mumber  Integer
aler  <Syst..  Shing
1d  <Spst..  Sking LI

I | | < I \ I I I Columnz
Press F1 Far Help, .Y e | ,_ Wl_ =1
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Configuration Report

A configuration report can be generated that will detail the configuration parameters that

have been set to configure the IP Office Contact Center system.

1. To generate the report, select System followed by Configuration report...

A P Office Contact Center

File Goto Help

ERTI AN I Corfiguration | System  Service  Windows

Mame

Help

General...

Tirne off...
Reporting settings...

§  Delete Reporting Data. ..

T Realtime information default walues. .
Wariables. .,

I 41 Profile I @Tea
o | EEVEA |j

Tag lisk. ..

uration report. ..
fuvailability For Tasks (defadlt)
Skill overview. ..

Interface For staff planning...
Task Reports. .,
Shift plan. ..

Break Time code

— ¢

i

%

P NP VPV S ST L L S O "—*&)

2. The Configuration Report dialogue box is displayed, from which a wide range of
reporting parameters can be selected.

{) Configuration Report

[V General
¥ Blocked periods per topic
[ Announcements per topic

W Skils per topic

[x]
V' Gereral
Cancel |
¥ Agents per AG
IV Wirtual 4Gs

v haents

V¥ Gereral

¥ Topic authorization

¥ AG autharization

¥ Agent authorization

¥ Team autharization

¥ Telephone authorization
V¥ Tel. group authorization
¥ Campaign authorization
¥ Privileges

[+ Skills per agent

¥ Profile Faimat
[V General & Excel
¥ Topic authorization Cosv

V' AG authorization
¥ Agent authorization

¥ Team authorization

¥ Telephone authorization
[V Tel. group autharization
¥ Campaign authorization
v Privileges

v Dthers

¥ Team composition

V' Announcements

¥ Announcement scripts
W IR

¥ ¥R scripts

[V Shift plan

V¥ Queue device

¥ Break Time con

¥ Defined tags ¥ System
v Vaniables ¥ External displaps
[V Estenal destinations V¥ “wallboards
[V Customer recognition [+ Job codes
¥ PBis ¥ Reporting filker
¥ Country ¥ Telepho
V' Task server/CHAP IV Ext. trunk
v workplaces V¥ Chat server
[+ Chat scripts

Ex=port directory I

Compress I

|
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3. In this example, reporting parameters have been selected in relation to IP Office
Contact Center Topics.

GD Configuration Report

==
V] Topics V] Agent groups
V| General V| General ———
7] Blocked peiiads per topic 7] Agerts pet AG (L Corent ]
V| Announcements per topic V| Vitual AGs
V| Skills per topic
Agents Profile Format

General General e

Tapic authorization Topic authorization csv

AG authorization AG authorization

Agent authorization Agent authorization

Team authorization Team authorization

Telephone autharization Telephone autharization

Tel. group authorization Tel group authorization

Campaigh autharization Campaign authorization

Privieges Privileges

Skills per agent

Others

Team compozsition Defined tags System

Annauncements Variables External displays

Annauncement soripts External destinations Wallboards

¥R Customer recognition Job codes

I%R scripts PB#s Reporting filter

Shift plan Country Telephor

Queue device Task sarver/CHAP Ext. trunk

Break Time coc ‘Workplaces Chat server

Chat scripts

Expart directony
Compress

4. The reporting format can be selected and the location to which the report will be
exported can be defined.

@ Configuration Report

s

| Topics V| Agent groups T
| General | General T
. Cancel
/| Blocked periods per topic | Agents per AG
V| fnnouncements per topic V| Mirtual AGs
/| Skills per topic
Agents Profile Format
General General el
Topic authorization Topic authorization Ll
A5 authorization A6 authorization
Agent autharization Agent autharization
Team authorization Team authorization
Telephone authorization Telephone autharization
Tel. group authorization Tel. group authorization
Campaign autharization Campaign autharization
Privileges Privileges
Skills per agent
Others
Team compasition Defined tags Spstem
Announcements Variables Estermnal displays
Announcement scripts Extemal destinations ‘Wallboards
IR Customer recognition Job codes
I¥F seripts PBxs Reparting fiter:
Shift plan Country Telephor
Queue device Task server/CHAP Ext. trunk
Break Time coc ‘wiorkplaces Chat server
Chat scripts
Export directory Wwalnutsl sers\E dward) oneshDesktop
Compress
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5. Click the OK button.

(&) Configuration Report

Topics Agent groups
Gereral General
Blocked periods per topic Agents per AG
Announcements per topic Virtual AGs
Skills per topic

[ &gents ["| Profile Format
[] General [ General =
[T Topic autharization [ Topic autharization @ C5v

6. The Configuration report(s) are generated.

Fleaze wait!

Esporting anniouncements per topic...

1% @
a)

=
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7. Open the report to display the selected IP Office Contact Center configuration

parameters.

Ed 9~ &%

confg_enl [Compatibility Mode]

Home Insert Page Layout Farmulas Data Review View Add-Ins
% cut o] =
s o - sene . § fad Good Neutral
Eacopy ~
S U - - EBMerge & Center - | @8- % 3 | %8 5% f;’,?;‘&f’n?‘- fromatg Explanatory ...  Folowed Hyperink  Hyperink input ®
Clipboard & Font n Alignment n Number 5] styles A
BMA - fe | calculating time period [mm]
A B c D E F G H J K L M N o P a R s
i Telephony b
2 Topic "epi
3 PEX cluster Job Number of conversations 1
Max. no. of call overflow  Jobcodes code
- ACw dist. after VIR N - Use default Wait time <=Ns Waittime>Ns<=Ms Wait time > ’
Name Tel - Chat Prio.  Humber PBX  Agentgrawn o0 TECCT i VUseriet topic tength US2 o=t i y P h (tothComiai
4 agent
5 Company Main Menu x 0 7006 PBXServer =Unknown>= 0 o <None> X 5 5,10
& |Dialer Topic X 0 7009 PBXServer  Dialer Group 30 [} <Hones X 5 5,10
7 | Topict X X X 0 7001 PBXServer  Sakes 0 [) <Hone> b 5 5,10
8 [Topic2 x 0 7002 PBXServer  <Unknown» 0 [} <Hione= X s 5,10
9 [Topica x 0 7003 PBXServer  <Unknown> 0 [) <Hione> X s 5,10
10 | Topic4 DPD X 0 7004 PBXServer  sUnknown> 5 [) <Hone> X 5 5,10
11 [Topicaa x 0 7005 PBXServer  <Unknowns 0 [ <Hionex X s 5,10
12

S

Home | Insert

Page Layout

Formulas  Data

Review

View  Add-Ins

14 Warehouse
15

& cut Arial ~ls v A A ,[%] v SiwrapTedt General - % Bad Good Neutral
Copy *
Pajte o Format Painter B 7 U- - [ Merge & Center - BB o5 9 R 5% éurm&nnn;\v aft;;rg‘aetv Check cell Explanatory ...  Followed Hyperlink  Hyperlink
Clipboard ) Font 5 Alignment ) Number ) Styles
E4 - £
A 8 E 1) E F G H ] K L u N 0 P a
1 Telephony E-mail Chat
2 Agent group Agents Agents Agents :
3 Name Hame Prio, Name Hame
[ 4 |admn Dave 60
5 Hank 80
8 Karen 60 i
7 Supervisor 80
& Dialer Group Scott )
9 Marketing scott )
10 Sales Alan 80 Karen
1 Bob )
12 iaren 80
13 | Support Alan ) Bob

IP Office Contact Center Maintenance

Home | Inset  Pagelayout  Formulas Review  View  Adddns
& cut =
Arial -8 B (=) Wrap Text General - & Bad Good Neutral C
pate =5 3 28 Conditional Format | [ETIC0]
aste B I U- - Merge & Center | @+ 5, 5 | %3 ;% | Conditional Format |[ETETRES Explanotory...  Folowed Hyperink  Hyperlnk Input
+ < Format Painter = 2 > Formatting - as Table =
Clipboard = Font 5 Alignment 5 Number 5 Styles o
+
aAwa - £|
A B C[D]E F T H T K] L " N o p a R B T U v W
1 Tele]
2 Agent group Urgent info Overflow groups {
3
Flow Ring. Last Night service
Default Ann. , - Signal. - agent ug
Name Tel Chat  Mo. PBX conversation  Routing ?:3:: f:c':'q facto ':'I': Wormal Medium High o "“::"9 may 1 2 3 a group def
. time [mmsss] e T e old [% " e val
5 Admin X 0 PBXServer 0030 Avalablelong 1 0 0 5 e - [ 0 <Unknown=
& Disler Group X 0 PBXServer 00:30 Available long 0 0 0 30 30 60 90 0 0 <Unknowns
7 | Marketing b 0 FBXServer 00:30 Avalablelong 1 0 0 5 e - [ 0 <Unknown= P
8 Sales X X 0 PBXServer 00:30 Available long 1 o 0 15 30 60 90 o 0 <Unknown: >
9 Support X X 0 PBXServer 00:30 Available long 1 0 [ 15 = - - 0 0 <Unknown>
KT 9 - == — " confg_enl [Compatibility Mode] - Microsaft Excel T
Home | Inset  Pagelayout  Fomulas  Data  Review  View  Add-Ins
P & v Swwe | anem : 5 = S R
Copy ™ 2
paste 8 8 i 8 - % 43 % | Condtional Fomat  [TTERUSTINN] xplan perlink  Hyps :
S5 Format Painter Iu Elmerge scenter - | B~ % s | %8 5% Sonationa) romet Check Cell xplanatory Followed Hyperink  Hyperlink Input
Clipboard 0 Font IR Alignment 0 Number 0 Styles 5
D26 - % <
A B c v E F G H 1 J K L L} N [*} P Q
1 Topic Blocking periods
2 Name Beginning E Repetition
3 Company Main Menu Sat 03:00:00 Sun 16:59:59 Weekly
4| Dialer Topic
5 Topic1 17:30:00 08:30:00 Daity
[:3 Fri 17:30:00 Mon 08:30:00 Weekly
7 Topic2
8 Topic3
3 |Topict DFD
10 | TopicAA
1
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Avaya Documentation

http://support.avaya.com/

Avaya IP Office Contact Center Task Based Guides

IP Office Contact Center Configuration Maps

IP Office Contact Center Installation

IP Office Contact Center Telephony User Interface Configuration
IP Office Contact Center Task Flow Editor -Telephony

IP Office Contact Center Reporting

IP Office Contact Center IVR Scenarios

IP Office Contact Center Contact Recorder Configuration

IP Office Contact Center Email & Chat Service

IP Office Contact Center Maintenance

IP Office Contact Center Dialler Configuration

Please note, only the IP Office Contact Center Task Based Guides listed above are
available from Avaya. Further IP Office Task Based Guide documentation as listed
below is available directly from ITEL. http://www.iteluk.com/

ITEL IP Office 9.0 Task Based Guides

Initial Installation

©OoNo O~ ®WDNE

IP Office Configuration Maps

IP Office Hardware Installation

IP Office Initialisation

IP Office Manager

IP Office Voicemail Pro Initial Installation Guide

IP Office Small Community Networking

IP Office Customer Call Reporter Initial Installation Guide
IP Office Server Edition Configuration

IP Office Security Policies

UCM

10. IP Office Unified Communications Module
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Core Telephony

11.
12.
13.
14.
15.
16.

IP Office Telephony and Call Routing

IP Office Short Codes Summary

IP Office Hunt Group Setup and Operation

IP Office Conferencing

IP Office IP Telephony Guide

IP Office Computer Telephony Integration — 1st Party

Users, Telephone & Softphone Configuration

17.
18.
19.

IP Office Configuring IP Office Phones and User Accounts
IP Office Call Handling
IP Office Configuring the IP Office Softphone

Auto Attendant & Voicemail

20.
21.
22.
23.

IP Office Embedded Voicemail (Intuity Mode) Flowchart
IP Office Auto-Attendant Setup and Operation

IP Office Embedded Voicemail

IP Office Embedded Voicemail Flowchart

Voicemail Pro

24,
25.

IP Office Voicemail Pro Summary Guide
IP Office Voicemail Pro — Voicemail User Guide

One X Portal & IP Office Applications

26.
27.
28.
29.
30.
31.

IP Office One X Portal Guide

IP Office One X Mobile Preferred Implementation
IP Office Plug-in for Microsoft® Outlook®

IP Office MS Lync Plugin

IP Office Avaya Flare

IP Office One X Mobile Essential

Customer Call Reporter — CCR

32.
33.

IP Office Customer Call Reporter Configuration Guide
IP Office Customer Call Reporter Wallboard Guide

Contact Store & Receptionist Console

34.
35.

IP Office Contact Store
IP Office Receptionist Console
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Maintenance

36. IP Office Backup and Restore
37. IP Office System Status Application
38. IP Office Upgrading from IP Office 8.1FP1 to 9.0
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