AVAYA

IP Office Contact Center Installation
Task Based Guide

Release 9.0.3
Issue 1.01
10 2014






IP Office Contact Center Installation

Legal

© 2014 Avaya Inc.
All Rights Reserved.

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
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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, 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.
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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").

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
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with your system and that, if Toll Fraud occurs, it can result in substantial additional charges
for your telecommunications services.

Avaya Toll Fraud intervention

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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IP Office Contact Center

Overview

The initial installation of IP Office Contact Center involves the installation of a
number of components:

Sybase Database Installation

The installation of the IP Office Contact Center software

Licensing

Preparing the Configuration Data — For Use with the Excel Spread Sheet
Importing Data to the Sybase Database

e Activating the Task Flow in Task Flow Editor

e Importing the IP Office Configuration File

e Installing the Contact Center User Interface on the Agent’s PC’s
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Flow Chart

Obtain all required information prior to installation of IP Office Contact Center. Refer to the
IP Office Contact Center Required Information section of this guide.

v

Install Sybase onto the Windows server. Refer to the Installing the Sybase Database
section of this guide.

A 4

Install IP Office Contact Center Software. Refer to the Contact Center Software
Installation section of this guide.

License the IP Office Contact Center system. Refer to the Licensing section of this guide.

v

Prepare the Configuration Data Spread Sheet. Refer to the Preparing the Configuration
Data — For Use with the Excel Spread Sheet section of this guide.

A 4

Import the Configuration File. Refer to the Importing Data to the Sybase Database
section of this guide.

\ 4

Activate the default Task Flow. Refer to the Activating the Task Flow section of this
guide.

v

Import the Configuration file to the IP Office. Refer to the Importing the IP Office
Configuration File section of this guide.

v

Install the IP Office Contact Center User Interface software. Refer to the Installing the
Contact Center User Interface on the Agent’s PC’s section of this guide.

A 4

Log in to the User Interface. Refer to the Logging into the User Interface section of this
guide.

v

View and test the default Call Flow. Refer to the Viewing the Default Call Flows section
of this guide.
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IP Office Contact Center Capacities & License
Requirements

Platform Multi Site Agents Agents Groups
Server Edition 32 Nodes Up to 100 120
IP Office 500V2 Up to 30 120
Licenses ADI PLDS Provided
Features
VM Pro Ports Base IPOCC SW | 30/100
Contact Store Voice Agent | Skills Based
License Routing & Call
Recording)
Multichannel email, chat and
outbound
campaigns
Supervisor Includes voice and
multi-channel
license
IP Office Type Provided Features
Licensing
IP Office Preferred | For call recording capability
Edition / VM Ports
CTI Pro License Enables 3rd Party TAPI
VMPro Recording | Enables Contact Recorder
Administrators
Avaya IP Endpoint | Facilitates the CHAP connection
License
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IP Office Contact Center Server Requirements

IP Office Contact Center must be installed on a Server that meets the minimum
specifications shown below.

Server Requirements
Hardware
RAM 8GB
Two Seagate ST500DMO002 500GB 7200 rpm,
Hard Disk Free Space SATA 6G 16MB Cache Raid 1
500GB free storage capacity
RAID Raid Controller Intel C202 on board
Connectivit 1 NIC 1GB (For servers with multiple Network
y Cards, disable all NICs not used for Contact Center)
Media DVD Rom Drive
Processor
Minimum processor speed | Quad Core 3.1 GHz
Server Operating System
Operatina Svstem Microsoft® Windows 2008 R2 SP1 64-bit Standard
b 95y Edition or Windows 2012 R2 64-bit Standard Edition

| Note: No other applications installed, which use Tomcat

A Turnkey Server (Preconfigured Server) is available for purchase from Avaya,
Please speak to your reseller if required.
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IP Office Contact Center Agent PC Requirements

IP Office Contact Center user's PC’s must meet the following minimum PC
requirements

Agent PC Requirements

Hardware

RAM Min 4GB

Hard Disk Free Space Min 10GB
Connectivity Ethernet Adapter
Processor

Minimum processor speed | Intel Pentium 4 processor 2.2 GHz or higher

Server Operating System

Operating System Microsoft® Windows 7, or Windows 8.1

Web Browser

Microsoft® Internet Explorer

8.x or higher Mozilla Firefox 3.6 or higher

IP Office Contact Center supports the following IP Office platforms running 9.0.3
Feature Pack.

e IP500 V2

e |P Office Server Edition

Telephone Support for Use with IP Office Contact Center

The following telephones are supported for the IP Office Contact Center:
e Avaya 1400 series telephones

Avaya 1600 series telephones

Avaya 9500 series telephones

Avaya 96x1 (H.323) telephones

Avaya 96x0 (H.323) telephones

IP Office Video Softphone
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IP Office Contact Center Required Information

For a successful installation to a take place, there are a number of configuration
parameters and details that should be obtained and checked with the customer.
These include:

e What IP address will be assigned to the IP Office Contact Center server?

e Whatis the IP Address of the IP Office?

What is the IP Office Contact Center Server’s Host Name?

Is the Windows Firewall enabled on the server?

How many agent groups are required?

How many Agents are required?

How many Supervisors are required?

Does the customer intend to use IP Office Contact Center Chat services?
o If Yes, the XMPP Host Name and Domain is required.

e Does the customer intend to use IP Office Contact Center Email services?

o If Yes, the UMR Domain is required.

e Does the customer intend to record calls? (This will require the
implementation of Contact Recorder. Please refer to the IP Office Contact
Center Contact Recorder Configuration Task Based Guide).

e Will the IP Office Contact Center system utilize Text to Speech?

o If so, please ensure that the IP Office Contact Center server’s Voice
Control Speech configuration has been setup with the required
languages.

Windows 2008 Server - Voice Control Speech

% ¥oice Control Speech Configuration [_ O]
e e g ee T e [ Settings
SRS i : per T [T m o
(& Internet Explorer J v Language Text-to-speech Speech recognition Language Text-to-spasch Spesch recognition
“F Windows Update ‘ \-) ‘ Voice Speech model Woice Speech model
Accessories / ’ Wendar: Yendor:
Adrministrative Tools
#vaya IP Office Contact Center P kS e | = | ] e [ =] | IEl
Toacs v . ¥ B [eosate e )| Tl Stoeten | =i B
Unifsd Misis Archiving ; French [ =1 | =] Soverien [ =] | Il
e D et | gl T | = o
L 4 "
— p Italian | = 7| Hungarien [ k2l =
Watchdog . Partuguese I j I j Hebrew I j I j
:Egﬂa:aqe:e:t Agents Control Panel Netherlands | = | Hongkong Cantoress | = =
17 Sy ok ek [ = | =] medwnchiess | = | =
Startup Devices and Printers B I j I j S I j I j
Sybase Administrative Toaks 3 Darish | j | j Korean | j | j
TS Finn\s.h I j I j User defined 1 I j I j
Swedish | =0 | user defined 2 [ =1 =
Run... Norwegian | = | User defined 3 | = =
E 4 Greek [ =l | User defined 4 | = =
ek o Widaws Searky & Folsh | B ] werdefneds | = =
||Sear(hpmyﬂ<3ndfiles 2 Logoff |» i. Russisn [ =] =
:EI' — e @ — Mumber of text ta speech licenses IE—
| i E
- e J U%‘ l_j’ =T TS? ] Mumber of speech recognition licenses g
«
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Windows 2012 Server - Voice Control Speech

A Voice Control Speech Configuration tli-
Settings
Language Text-to-speech Speach recognition Language Text-to-speech Speach recognition
Voke Speech model Voice Speech model
Vendor Vendor:
German v Czech v
Engish Iv] Slovakian v
French Slovenian v
Spanish Turk v
Rtakan v Hungarian v
Portuguese v Hebrow v
Netherlands v Hongkong Cantonese v
Belgum v Mandarin Chinese v
Basque v Japanese v
Danish v Korean v
Fineish v User defined 1 v
Swedish v User defined 2 v
Norwegian v User defined 3 v
Greek v User defined 4 v
Polish v User defined S v
Russian ~
Number of text to speech kcenses
Number of speech recogrition kcenses
oK Cancel

Servers Computer Name

The server's computer name should only be comprised of letters and digits. It
should not contain spaces or underscores. The name should also begin with a
letter rather than a digit.

The Server interfaces depicted in this guide include both the Windows 2008 and
Windows 2012 server interface.

1. The server’'s computer name can be found by selecting Start, right clicking
Computer, then selecting Properties.

With Windows 2012 Server, right click on the Windows icon and select
System

Programs and Features
Power Options

Event Viewer

System

Device Manage
Network Connection
Disk Management
Computer Management
Command Prompt

7_; A T e o -y
é Internet Explorer Right Click
l Notepad Open
' Manage

Mletworl —

Command Prompt (&dmin)

E‘_ HF Array Configuration Utility

t64-bit) Map network drive...

Discannect netwark drive. ..

Task Manager

Contrel
@ WCSpeechConfiguration S B Control Panel
S File Explorer
ile Ex
Adrninis
Search
Help and Suppart Run
Run... .
Shut down or sign out 4

yooal Programs, Windows Sscurity

I Search pro;peﬁs and files =) Logoff ¥

s oy B ) "E‘Tl $

‘ Windows 2012 Server ’
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2. The name will be displayed. To change the name, click the Change
Settings link.

2 System [H[=] E3
—~— — 1
CI [8 ~ ContrclPanel ~ Al Control Panel Ttems ~ System v &3 [ search control Fanet [2]
A 1
©
Control Panel Home view basic information about your computer
& Device Manager Windows edition
' Remote settings Windows Server 2008 R2 Standard
& Adv System settings Copyright @ 2009 Microsoft Corporation. Allights reserved.
Service Pack 1
System
Processor: Inkel(R) Meon(R) CPU ES-2620 0 @ 2.00GHz  2.00 GHz
Instaled memory (RAM): 6.00 GB (7.84 GB usable)
System bype: Ed-bit Coperating System
Pen and Touch: No Pen or Touch Input is available for this Display
(Computer name, domain, and workgroup settings =
Computer name: abcipocs HyChangs settings
Full computer name: abcipoce
Computer description:
‘Workgroup: WORKGROUP

‘Wirdows: activation

A You must activate today, Activate Windows now

Product ID: 00477-179-0000007-834034  Change product key

See also

Action Center

3. The System Properties are displayed. From the Computer Name tab click
the Change button and define the name in the Computer Name field.

Z1system | [=] 3
GO PB4 - Control Panel = ARachl anal racer _ Guctace ~ 3 [Seoreh controporet B
= System Properties | %] =
Gontrel PanelHome Hardware | Advanced | Remote | Computer Name /Domain Changes L
i Y o son Lo identi | Youcan change the name and th chip of this
#) Device Manager "L‘ ::rl;i:m uses the Following information bo identify your computer computer, Changes might affect acces: to network fesources.
) Remote settings informatior:
' Advanced system settings Computer desciplion: I
For example: "I15 Production Server” or Computer name:
“Accourting Server” [bepoce

Full compuiter name: Iraining Ful -

‘Workgroup: 'WORKGROUP training

Ta tename this computer of change its domain o More... I

workgroup, chick Change. _ Change.. 2.00

[~ Member of
" Domainc
splay I
& Workgroup:
|WORKGROUP
By Change settings
o |
0K Cancel Apply

Windows Firewall

Ensure that the Windows Firewall is enabled.

1. The Firewall settings can be checked by selecting Start, Control Panel.

With Windows 2012 server, right click on the Windows icon and select Control
Panel.
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HMetwork

Devices and Printers

Administrative Tools 3

Help and Support

» All Programs
ya

Windows Security

I |5earch p?ﬁs and files

@ Log off >|

4

e & & ) T 3

2. Then click the Firewall link.

Il Control Panel Items

Programs and Features
Power Options

Event Viewer

System

Device Manager
Network Connections
Disk Management
Computer Management

Command Prompt

Command Prompt (Admin)

Task Manager
Control Panel
File Explorer
Search

Run

Shut down or sign out

Run..
EEE— Desktop

SIS

Windows Server 2012

I\ )( ) E‘ = Control Panel + all Control Panel Items -

[‘i]] I Search Control Panel

Fy:
@ AuboPlay

+ Date and Time

# Devices and Printers
Folder Options

&, 15051 Initiakar

Adjust your computer's settings

Administrative Tools
L8| Color Management:
'Z@i Default Programs
B/ pisplay

A Fonts

2 Kevboard

&?‘y Agentless Management:
Credential Manager
g Device Manager

IZ@Z' Ease of Access Center
Internet Options

¥ Mouse

Wieww byt Smallicons ™

= Metwaork and Sharing Center

ﬁ Power Options

% Remateapp and Desktop Connections
i Taskbatr and Stark Menu

:ﬂ, User Accounts

E natification Area Icons
E{ Pragrams and Features
% Sound

7| Tewt ko Speech

0 Windows Firewall

|| Phane and Madem
& Region and Language
1B system

E Traubleshooking

21 windows Update
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With Windows 2012 Server, select the System and Security link.

L |w » Control Panel »

W C,-| [|SearchC0ntroI Panel

Adjust your computer’s settings

&  System and Security &
Review your computer's status
&) View event logs

_ Network and Internet
M Connectto the Internet
~=R ., View network status and tasks

Hardware
View devices and printers
. Add a device

Programs
k, Uninstall a program

e‘ Turn Windows features on or off

User Accounts
g‘ Change account type

Appearance
Change desktop background
Adjust screen resclution

Clock, Language, and Region
Add a language

Change input methods

Set the time and date

Change date, time, or number formats

Ease of Access
Let Windows suggest settings
Optimize visual display

orE

Windows 2012 Server I

Wiew by:  Category =

Followed by the Windows Firewall link.

@ - 1 |% » Control Panel » Systern and Security »

v C;‘ | Search Control Panel

Control Panel Home

® System and Security
Network and Internet

\P Action Center
Review your computer's status and resolve issues

@ Change User Account Control settings

Hardware Windows Firewall

Check firewall status

Allow an app through Windows Firewall

Pragrams
User Accounts M.' syﬂem

View amount of RAM
Appearance

Launch remote assist]

Windows Firewall

Set firewall security options to help
protect your computer from hackers [ote access
and malicious software. I

Clock, Language, and Region
Ease of Access

View update history

\@ Power Options

Require a password when the computer wakes

Windows Update
Turn automatic updating on or off | Check for updates | Install optional updates

Change when the computer sleeps

Administrative Tools
P

Defragment and optimize your drives

) View event logs

# Schedule tasks | ) Generate a system health report

Windows

2012 Server |

Troubleshoot common computer problems

Change what the power buttons do

ﬁ Create and format hard disk partitions
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3. Select the Turn Windows Firewall On or Off link. The firewall settings can
be checked / enabled.

indows Firewall [olx

L€ 16 ;.v & - Control Panel ~ All Contrel Panel ltems ~ Windows Firewal v &3 | search cantrol Panel

Control Panel Hame:

Help protect your computer with Windows Firewall

Allow a program or Feature Windows Firewall can help prewent hackers or malicious software from gaining access to your computer through the
through Windows Firewsall Internet or a network,
| ) Change notfication settings How daes a frewal help pratect my computer?
| wihat are netwerk lacations?
Turn Windows Firewall on or off 5 are netwark locations
) Restare defaults . 7 Home or work (private) netwarks Not Connected j|

) Advanced settings

. & public networks Connected |

Networks in public places such as airports or coffes shops

Troubleshoot my network

| ‘windows Firewall state: on

Tncoming comnections: Block il connections ko programs that are nok on khe list of
allowed programs

Active public networks:

Motification skate:

| | Ssarch Control Fanel

See also Customize settings for each type of network
Action Certer Y¥ou can modfy the Firewall settings For each type of network location that you use.

Metwork and Sharing Center What are netwark locations?

Home or work (private) network location settings
an & Turn on Windaws Firewall

I Block all incoming connections, including those in the list of allowed programs

™ MakiFy me when Windows Firewall blocks a new program

@ € Turn off Windows Firewall (not recommended)

Public network lacation settings
au @ Turn on Windows Firewall

I~ Block allincaming comnectins, including those in the list of slowed programs

[ Motify me when Windows Firewall blocks a new program

@ 1 Turn off Windows Firewall {nat recommended)

Cancel

Time & Date Settings

1. From the server’'s Control Panel activate daylight saving time when setting
the servers local time.

( )\ P) 581"+ Control Panel ~ Al Control Panel tems = G (5o Cortot ot

Adjust your computer’s settings View by: Smallicons ~
"B Action Center ) Administrative Taols D Agentless Management: B dutaPlsy
Kl Color Management [ Credertial Manager Date and Time ————— ) Defal Programs
i3 Device Manager 5 Devices and Printers = Display @ Ease of Access Center
7 Folder Optians A Fots 7 Internet Options €551 Initiator
2 Keyboard 7 Mouse EE Network and Sharing Center Elnotification Area Irans
{1 Phone and Modem & Power Options [ Programs and Features ¥ Region and Language
& Rematedpp and Desktop Connections % sound System el Taskbar and start Menu
12| Text to Speech i Troubleshacting £, User accounts B Windows Firewall

£ windows Update

¥ Date and Time B Time Zone Settings
Dats and Time | agdtional Clocks | Interret Time | Set the time zone

Time zone;

Date:
Thursday, February 20, 2014

[ Butamatically adjust clack for Daylight Seving Time

Tirne: Current date and time:  Thursday, February 20, 2014, %26 AM
9:26:59 AM

Change date and time...

(UTC-08:00) Pacific Time (US & Canada) r
Change time zone...

Daylight Saving Time begins on Sunday, March 09, 2014 2t 2:00 AM. The
clack is setto ga forward 1 hour at that time,

Tirne zone

¥ Motify e when the clack changes

Get more time zone information onling
How do [setthe clock and time zone?

oK Cancel Aol
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With Windows 2012 server, click the Clock, Language and Region link.

Adjust screen resolution

@ - 4 l@ » Control Panel » v ¢ ] [ Search Control Panel »p
Adjust your computer’s settings Viewby: Category ¥
[% System and Security a User Accounts
Review your computer's status Ch t
& View event logs O Ol st g
- Appearance
o Network and Internet Change desktop background
M Connect to the Intemet
-g,

View network status and tasks
Clock, Language, and Regiol

:;!ardw_are § (2 Add a language
- dev:c.es . ) & Change input methods
V Addsdevice Set the time and date
programs Change date, time, or number formats
@ Uninstall a program Ease of Access
@ Turn Windows features on or off @ Let Windows suggest settings
Optimize visual display

Windows Server 2012 |

Click the Change the Time Zone link.

@ - 4 [w » Control Panel » v C,] [ Search Control Panel r

Adjust your computer’s settings Viewby: Category v

w System and Security a User Accounts
Review your computer's status ch t
& View event logs O Change sccout type
- Appearance

_ Network and Internet PP
> Change desktop background
M Connect to the Intemet

‘4

Adjust screen resolution
View network status and tasks ’

Clock, Language, and Regio

L—?ardwye . e, Add 2 language
iew dmses and printers \ 4 Change input methods
Add a device Set the time and date
Programs Change date, time, or number formats
@ Uninstall 2 program Ease of Access
G Turn Windows features on or off @ Let Windows suggest settings
Optimize visual display

Windows 2012 Server '

IP Office Contact Center Installation 102014 21



IP Office Contact Center Installation

Activate daylight saving time when setting the servers local time.

Date and Time -

Date and Time | Additional Clocks | Internet Time |

Date:
29 &pril 2014

Time:
151451

| 'E‘:;f'Change date and tirme..,

Tirme zone

{UTC) Dublin, Edinburgh, Lisbon, Londaon

Change time zone..,

Daylight Saving Tirme ends on 26 October 2004 3t 02:00, The clock is setto
go back 1 hour at that tirme.

Motify me when the clock changes

| (0] || Cancel | Apply

Windows 2012 Server

Time Zone Settings

Set the time zone:

Time zohe:

|(UTC}I Dublin, Edinburgh, Lisbon, Landon W

[w] Automatically adjust clock for Daylight Saving Tirme

urrent date and tirne: 29 April 2014, 15:15

0] | | Cancel

SNMP
Do not activate SNMP.

Server User Name and Password
The account used to administer the server requires administrative privileges.

IP Address

The server requires a single static IP address utilizing TCP/IP as the network
protocol. IP Office Contact Center does not support the use of multiple IP
addresses on the same network card.

IP Office Contact Center does not support the use of multiple Network Interface
Cards.
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Power Settings

The server’'s power settings should be configured as follows.
1. From the server’s Control Panel, click the Power Options link.

All Control Panel Items

[ [Ox]

OO 58] + ControlPanel + Al Cantrol Panel Ttems

= m I Search Control Panel m

Adjust your computer’'s settings

P Action Center [ Administrative Taols
(5 Autoplay il color Management
7 Date and Time: & Default Programs
@ Devices and Printers ‘! Display

Folder Options A Fonts
ﬂ i5CSI Initiator E2Kevboard

¥ Metwork and Sharing Center

3 Pawer Options

% Rematedpp and Deskkop Connections

Sl notification Area Icons
Programs and Features

% Sound

View by Smallicons ¥

@ Agentless Management
Credential Manager
54 Device Manager

@ Ease of Access Center
Internet Options

¥ Mouss

I phone and Madem

& Rregion and Language

18 system

With a Windows 2012 server, from the Control Panel select the Hardware

link.

e Control Panel

€ 3) ~ 1 [ ControlPanel »

Adjust your computer’s settings

System and Security
3 Rev our computer's status
J & event logs

Metwork and Internet
Connect to the Intemet

View net status and tasks
y Ir.. Hnrdwarc*'/-’
ﬂ‘ View devices and printers
Add a device
Drc}grams
Uninstall o

& Turn

jows festures on or off

8,
L
P
@

View by:  Category =

User Accounts

®¥ Change account type

Appearance
Change desktop background
Adjust screen resolution

Clock, Language, and Region
Add a language

Change input methods

Set
Change date, time, or number formats

me and date

Ease of Access
Let Windows suggest settings
Optimize visual display

Windows 2012 Server

Click the Change power-saving settings link.

" Hardware
« L vm » Control Panel » Hardware »

Control Panel H: A .
T o Devices and Printers

System and Security

Network and Internet
* Hardware
Programs
User Accounts
Appearance
Clock, Language, and Region

Ease of Access

WS Addadevice | Advanced printersetup | Mouse | 8 Device Manager
] AutoPlay
Change default settings for media or degles | Play CDs or other media automatically

Sound

Adjust system volume System sounds ~ Manage audio devices

Power Options
Change power

Chang t the power buttons do

Require s pa Change when the computer sleeps

Cheose a po

! Display
Make text and other items larger or 5

How to correct monitor flicker (refre:

Adjust screen resolution

Windows 2012 Server
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Click the High Performance radio button, followed by the Change Plan
Settings link.

\(-:‘ (:—?) - 71 ’a » Control Panel » Hardware » Power Options v ¢ I Search Control Panel »p I
L]
Control Panel Home 3
Choose or customize a power plan
Choose what the power button A power plan is a collection of hardware and system settings (like display brightness, sleep, etc.) that
does manages how your computer uses power. Tell me more about power plans
Create a power plan Preferred plans
Q g"°°“ when to tum off the ) Balanced (recommended) Change plan settings
aplay A ically bal. perf with energy ption on capable hardware.
(®) High performance Change plan settings
/ Favors pedformance, but may use more energy. /
-~ Hide additional plans ~ @
) Power saver Change plan settings
Saves energy by ing your puter’s perf where possibl

Click the Change advanced power settings link.

(&) - ¢ |$« Hardware » Power Options ¢ Edit Plan Settings w C..| I Search Control Panel 2 J

—r

Change settings for the plan: High performance
Choose the sleep and display settings that you want your computer to use.

@ Tum v o

Change advanced power settings /

Restore default settings for this plan

Windows 2012 Server | Sy | [ ]

2. Ensure that the plan used has the following settings.
o Set Turn off Hard Disks to Never.
o Set System Standby to Never.
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I@ = Control Panel ~ &ll Control Panel Tkems + Power Options

Search Control Panel

Control Panel Home select a power plan

Pawer plans can help you maximize your computer's performance or conserve energy. Make a plan active by selecting it,

Choose what the power butkon
does

or choose a plan and customize it by changing its power settings, Tell me more about power plans

Create a power plan Preferred plans

@ Choose when to kurn off the
display

* Balanced (recommended)

i Chianige plan settings

Lutornatically balances performance with energy consumption on capable hardware,

™ High performance

Favars performance, but may

Hide additional plans
" Power saver

Saves energy by reducing you

Select the Power Plan
to be utilised

- o)

e\ J- r“ = Control Panel = All Control Panel Items = Power Options = Edit Plan Settings

v (43 | search Conirol Panel

Change settings for the plan: Balanced
Chaase the sleep and display settings that you wank your computer to Use

2 Tunoff the dsplay: |10 minutes. el

Acbvanced settings |

Changs atvanced power settings

Restore defauk sattings for this plan

[Batanced [Active]

|

= power Options HE

g, Stlectthe power plan thatyou wantto custamize, and
; then chaose semings that reflect how you want your
computer o manage power.

Hard disk

Sleep
USB semings

[

PCIExpress

[CRCRCHECRC

Display

Power buttons and lid

Processor power management

Restore plan defaults

=

Power Qptions

[ I

wdvancadsatinss || \\indows 2012

Server

L

|High petformance [Active] v|

computer to manage power,

Select the powver plan that you want to customize, and
then choose settings that reflect how you want your

= Hard disk
= Turn off hard disk after

inuk

tting
+ Internet Explaorer
+ Sleep

+ USB settings

+ Power buttons and lid

+ PCIExpress

+ Processor pouver managerment
+ Display

| Restare plan

defaults

| Ok | | Cancel

Apply
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The server's settings can be viewed in a summarized manner from the Server
Manager interface.

Server manager can be opened by clicking Start, followed by Administrative
Tools and Server Manager.

- 3)

Windows
Server Manager PowerShell

Tack Manager
Administrator
i=r| Display
Security Configuration Wizard
- Control Panel
@ Internet Explorer 3 E <
£ O Services
Computer
] Notepad ‘31| Share and Storage Management
- Storage Explorer
—~ Hetwork .
58] 1P Anay Configuration Utiiey System Configuration Windows 2012 Server
(6-bit) Deskt
J— (5) Task Scheduler op
@ VCspeschConfiguration @ Windows Firewal with Advanced Securty

Devices and Frinters (3] Windows Memory Diagnostic

windows Powershell Modules
W Windows Server Backup

(&

Help and Support

—_—>
/

Run...

v A\\Pvugry Windows Sscuriy
[ s2arch proefans and fies B Legoif

[ Tstart “%l ,‘z_;;‘ J{u b

Windows 2012 Server

E. server Manager

= [
Fle Action View Heb
&= |mH
S e |
% 3 Roles _—
% @i Festures e

® Diagnostcs
# g} Configuration
¥ 3 Storage

f;} Get an overview of the status of this server, perform top management tasks, and add or remove server roles and features.

~ Server Summary [ server sumeary teip

~ Computer Information VA Activate Windows

= Sys "
FAlC or . abcipoce Changs System Properties
& View Network Connactions:
Workgroup: WORKGROLP ‘N Configure Remote Desktop
Local Area Connection: 192.168.42,50, IPv6 enabled T Configure Server Manager Remote
Managament
Local Area Connection 2: Nat connected
Remote Deskrop: Enabled

Server Manager Remote Managemert:  Disabled
Product ID: Not activated

¥ Do not show me this console & logon

~ Security Information @ Go to Windows Firewal

‘Windows Firewall: Publc: On = Configure Updates
#3 Check for New Roles
ik foxconlioe) F Run Securky Configuration Wizard

Last checked for updates: Never Vo Configure IE ESC
Last instaled updates: Never

1E Enhanced Securkty Configuration On for Administrators

(ESC): On for Users

~ Roles Summary [ Rotes summary Help

~ Roles: 0o 17 hstaled 3 GotoRoles

3 Add Roles
35 Rem

~ Features Summary [ Festures summary Help

~ Features: 0 of 41 instaled 25 AddFeatures

&5 Remove Feature

~ Resources and Support [ Resources and support Help

Help make Windows Server better by participating in the Customer Experience Improvement Program (CEIP). { Participate in CEIP
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IP Office Contact Center Installation

Note: Due to the changed connection type in IP Office Contact Center 9.0.3 it is no
longer necessary to install Microsoft TAPI.

1) Installing the Sybase Database.
1. Remote desktop to the server.

2. Copy the IP Office Contact Center software from the cd to a folder created
on servers desktop.

3. Once the IP Office Contact Center software has been copied to the
Windows 2008/2012 server, the installation can proceed.

4. Open the folder containing the IP Office Contact Center software. Double
click on the Server folder.

& 192.168.42.50 - Remote Desktop Connection

(@~ [ - mpocc - 3
Crganize *  Includein library +  Sharewith +  Burn  Mew folder ’
¢ Favorltes Mame = Date modified Type | Size ;
B Desktop Srd_Phy_SW 1/14/2014 2:00 PM File folder
4 Downloads Client 1/14/2014 2:00 P File folder
2l Recent Places Examples 1f14/2014 2:00PM  File Folder j
_— Manuals 1/14/2014 2:00 PM File folder &
= Libraries ;
) Documents Server 1/15/2014 11:37 &AM File folder '
&' Music Ukilities 11412014 2:02 PM File folder
=/ Pictures
Yideos 1
B Windows 2008 Server Example 1
18 Computer
.‘;U Local Disk (<)

&
- ~,'r',.'\.'.?t)’"‘_,°'.'§.m__.,._~mu.&~«~- v dlBn, o e e I I kst e ane st A e J
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Home Share View

v @

t | ) » IPOCC 90370014222 »

v ¢ | [ SearchiPOCC 90370014222 P |

Name Date modified

U 3rd Pty SW

J Client

i Examples

. Manuals

|| DVD contents

|| ipece_quick_start_en.pdf
%] Thumbs

W Favorites
B Desktop
8 Downloads
% Recent places

01/07/201417:27
01/07/ 2004 17:27
01/07/2014 17:27
01/07/201417:29
30/03/2014 08:22
30/03/2014 08:22
02/06/2014 13:16
28042014 11:21
02/06/2014 14:06

% This PC

€ Network

Windows 2012 Server Example

Type

File folder

File folder

File folder

File falder

File folder

File folder

Text Document
PDF File

Data Base File

5. The folder should contain two folders named InstallSybase, and IP Office

Contact Center.

6. Double left click on the Install Sybase folder.

© + 1|l » POCC9.037001422.2 » Server

I | [ Search Server

Eal

¢ Favorites '
Bl Desktop H

MName Date modified

P Office Contact Center

30/03/2014 08:22

|8 Downloads 30/03/2014 08:22

% Recent places

{8 This PC

Type

File folder
File folder

[+]L<]

2 items

7. Double left click on SybaseDB
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ISLaLus= Install_Sybase
Home Share View
= - 1T e« Server b Install_Sybase »
¢ Faverites rame
B Desktop ebf18373
& Downloads ebf18417
&l Recentplaces |2 | [§h SybaseDB
& veredist_xB6
1M This PC
&
M MNetwork <= -
4 iterns

— o |
L 7]
v o Gearch Install Sybace o
Date modified Type
170772014 17:32 File folder
H

8. A warning screen may be displayed. This may imply that there are spaces in
the folder name/filename etc. Check the names for spaces and click Yes to

continue.

9. The Sybase ASE 15.5 Installer dialog box is displayed, click Yes to

continue.

e

1 .
L " or Jadmin ?

k. *

(  Did wou start the remokedeskbop session with parameter fconsale

Sybase ASE 15.5 Installer E=

10.The Sybase ASE Installer window is displayed.

. sybase ASE Installer
r~Drive for Sybase ASE 15.5 inskallation

—Svbase ASE configuration

SCL server name: A5E

——

password length must be at least 6 characters

Password for user sa

Confirm password:

Page size
% gk - incompatible with old backups
2k

Hardware resources

CPU cares bo use

|2c0res 'l
I 1900 MB 'l

IMews installation of Adaptive Server Enterprise 15.5

Install | Exit |

MEMOrY usage
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Password for user sa

Note: This password is critical as is it used and referenced for any connections
made to the database and for importing data. It is also used when performing
maintenance tasks such as completing upgrades and Backup and Restore.
Therefore a make note of the password you create.

11.In the Password for user sa: field enter a new password. Note that the
password must be at least 6 characters in length. Avaya recommend that
Administrator is used as the sa password.

. Sybase ASE Installer

r~Drive for Sybase ASE 15.5 installation

~Sybase ASE configuration

S0L server name: ASE

Passwaord For user sa: | I x

Confirnn password:

password length musk be at least 6 charackers

~Page size
' gk - incompatible with old backups

2k
~Hardware resources
CPU cores ko use Im
MEMary usage W
N Y B
Iew installation of Adaptive Server Enterprise 15.5
Install | Ezxit |

12.Re-enter the password in the Confirm password: field.

IP Office Contact Center Installation 102014 30




IP Office Contact Center Installation

. Sybase ASE Installer E3

rDrive For Svbase ASE 15.5 installation
& Local Disk (C2)

—Svbase ASE configuration
SGL server name: | ASE

Password For user sa I LTI

Confirm password: | | ssssnn -‘

password length must be at least & characters

—Page size
¥ gk - incompatible with old backups
2k

Hardware resources

CPU cores to use I 2 cores 'I
MEMOrYy Usage I 1900 ME 'I

Mew installation of Adaptive Server Enterprise 15.5

Install | Exit

\ Note: Make sure you make a note of this password!

13.The remaining settings can be left with their default values. Click the Install
button.

. Sybase ASE Installer [ x|

rCrive for Sybase ASE 15.5 installation
ﬁLocal Disk (22}

Sybase ASE configuration
SOL server name: ASE

Password For user sa: I LLIT LT
Confirm passwaord: I [IITITY

password length must be at least & characters

~Page size
¢ gl - incompatible with old backups
2k

Hardware resources

CPU cares ko use I 2 cores 'I
TMEMOrY USage I 1900 ME 'I

Mew installation of Adaptive Server Enterprise 15.5

Install Exit |
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14.The Sybase installation will commence. This part of the process can take up
to 20 minutes to complete.

. sybase ASE Installer E

r—Drive for Sybase ASE 15,5 installation
M| ocal Disk ()

—Swbase ASE configuration

SOL server name: ASE

Password for user sa: I sssese
Confirm password: I sssme

password length must be at least & characters

—Page size
& gk - incompatible with old Backups
& ok

—Hardware resources

CPU cares ko use I 2 cares ‘I
MEMary usage I 1900 ME 'I

Copy and install Adaptive Server Enterprise files

Inistal I = |

15.0nce the Sybase installation has completed, a dialog box is displayed
requesting that the server is rebooted. Click Yes to reboot the server.

. sybase ASE Installer E

—Svbase ASE configuration
SGL server name: ASE
Passwinrd For 11ser sa: I [TTTTYY
Sybase ASE 15.5 Installer

To finish the Svbase Installation, please reboat the system,
l . Reboot the machine now ?

CPU cares ko use I Z cares 'I
MEMory usage I 1900 ME 'l

Configure and install backupserver

Inistall | Exit |
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2) Contact Center Software Installation

The IP Office Contact Center software can now be installed onto the server.

Note: As part of the installation you will require the sa User Name and Password
configured earlier

1. Open the folder containing the IP Office Contact Center software. Double
click on the Server folder.

B 192.168.42.50 - Remote Desktop Connection

.\ _JQ)"| - POCC - ;
Organize *  Include inlibrary «  Sharewith =  Burm  Mew folder ’
T Faworites Mame “ Date modified Type I Size ﬁ
Bl Deskiop 3rd_Pry_sw 1/14/2014 2:00 PM File Folder p
& Downloads Cliert 1f14/2014 Z:00FM File Folder {
=l Recent Places Examples 1f14/2014 Z:00FM File Folder J
=5 Libraries Manuals 1f14/2014 Z:00 PM File Folder J
| Documents Server 1f15/2014 11:37 &M File Folder 4
.. Music /' Utilities 1/14/2014 2:02 PM File Folder f

k=| Pictures
E Videos -

Windows 2008 Server Example
1M Computer
.‘;u Local Disk {C:)

.?};N..?t,vz,orbhd_.h\\“..mm. oA e A et AP i s B At __4J

= IPOCC_9.0.3700.1422.2 [=[o ]
m Home Share View ﬂ

T ¥ IPOCC_9.0.3700.1422.2 » v o = 4 o
" Faverites - L
B Deskiop 3rd_Pty_SW
& Downloads Client
Recent places Examples
Manuals
8 This
Litilities
€l Metwork DVD contents
ipocc_quick_start_en.pdf
s Thumbs

Windows 2012 Server Example

€ m >

9iterms = =
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2. Open the IP Office Contact Center folder.

(€)= 1L » IPOCC 30370014222 » Server v & [ Search Server

ol

L™ MName Date modified Type

i Favorites
Bl Desktop & Install_Sybase 30032014 08:22 File folder

8 Downloads [ 1! 1P Office Contact Center | 30/03/201402:22  File folder
% Recent places

% This PC

i<l

2 items

3. Before the main IP Office Contact Center software is installed, there are two
C++ files that require installing on the server.

Home Share View v e
@ v 9 |j. « Server » IP Office Contact Center » v & I [ Search IP Office Contact Center 0O ]
N Tavonaes Name - Date modified Type
Bl Desktop . Setups 01/07/2014 17:36 File folder
_® Downloads [ license 22/01/2014 14:00 Rich Text Docume..,
| Recent places SetupWizard 22/05/2014 06:17 Application
P veredist_x86_2008 15/06/201109:45  Application
1™ This PC & veredist_x86_2010 08/11/201209:57  Application

4. Double click on the vcredist_x86_2008 file.

Home Share View v B
© - 4 |L « Server b IP Dffice Contact Center » v & | | Search IP Office Contact Center 2 |
<t Favorites Mame “ Date modified Type
B Desktop ). Setups 01/07/2014 17:36 File folder
|8 Downloads =] license 22/01/2014 14:00 Rich Text Docume...
"L Recent places PN SetupWizard 22/05/2014 0&:1T7 Application
weredist_xB6_2008 15/06/2011 0%:45 Application
1% This PC TP veredist_x86_2010 08/11/20120%57  Application
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5. Click Next.

iig Microsoft Yisual C++ 2008 Redistributable Setup

Welcome to Microsoft Yisual C++ 2008
Redistributable Setup

This wizard will guide wou through the installation process.

_Hf Mexk = || Cancel |

6. Click the | have read and accept the license terms check box.

ii,? Microsoft ¥isual C++ 2008 Redistributable Setup

License Terms

Be sure to carefully read and understand all the rights and restrictions described in the
license kerms. You must accept the license terms before you can install the software.,

MICROSOFT SOFTWARE LICEMSE TERMS ﬂ
MICROSOFT ¥ISUAL C++ 2008 RUNTIME LIBRARIES (x86, [AG4 AND x64), SERVICE
PACE 1

These license terms are an agreement between Microsoft Corporation (or based on

where vou live, one of its affiliates) and vou, Please read them. They apply ko the
software named above, which includes the media on which vou received it, if any. The
terms also apply ko any Microsaoft

« Updates,

Press the Page Down key to see more text,

v T have read and accept the license terms.

< Back || Install = || Cancel

IP Office Contact Center Installation

10 2014

35



IP Office Contact Center Installation

7. Click Install.

ii,? Microsoft Yisual C++ 2008 Redistributable Setup

License Terms

Be sure ko carefully read and understand all the rights and restrictions described in the
license terms. You must accept the license terms beFore vou can install the software.,

MICR.OSOFT SOFTWARE LICEMSE TERMS ﬂ
MICROSOFT WISUAL C++ 2003 RUMTIME LIBRARIES (©86, IA64 AND X64), SERVICE
PaCE 1

These license kerms are an agreement bebween Microsoft Corporation (or based on

where vou live, one of its affiliates) and wou, Please read them. Theyw apply ko the
softbware named above, which includes the media on which vou received it, if ary. The
terms also apply ko any Microsoft

« updates,

Press the Page Down key bo see mare text,

¥ I have read and accept the license terms.

| < Back || Insktall = Zancel

8. The installation will proceed.

ii,? Microsoft ¥isual C++ 2008 Redistributable Setup

License Terms

Be sure to carefully read and understand all the rights and restrictions described in the
license terms. You musk accept the license terms before vou can install the software,

MICROSOFT SOFTWARE LICEMSE TERMS 3
MICROSOFT WISUAL C4++ 2008 RUMTIME LIERARIES (%86, TAG4 AMD X647, SERVICE
AL v
These license tern ed on
where wou live, or

= . - . . ko the

p . Setup is configuring the install. This may
software named a |_0_| i g - any. The
terms also apply b

+ Updates,

Primk

Press the Page Down key ko see more text.

[¥ |1 have read and accept the license terms.
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9. Click the Proceed.

ii,? Microsoft Yisual C++ 2008 Redistributable Setup

Setup Complete

Microsoft ¥isual C++ 2008 Redistributable has been successfully installed.

It is highly recommended that wou download and inskall the latest service packs and
security updates For this product.,

For more information, visit the Following Web site:

Product Support Center

10.Double click on the vcredist_x86 2010 file.

Home Share View

= - T o« Server » |P Office Contact Center » W -:_',-. Search IP Office Contact Center 2 .
F Farontes Mame B Date modified Type
B Desktop Setups 01/07/2014 1736 File folder
& Downloads || license 22/00,/2014 14:00 Rich Text Docums
=] Recent places A setupwizard 22/05/2014 06:17 Application
ﬂ? veredist_xB6 2003 15/06,/2011 0943 Application

18 This PC | dl’1.-'n:re-::|ist_:-cEE_El}'I|:|' | [8/11,/2012 055 Apg

D IP Office Contact Center [= o |
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11.Click the | have read and accept the license terms check box. Then click
the Install button.

B8 Microsoft Yisual C++ 2010 =86 Redistributable Setup [_ (O]

Welcome to Microsoft Yisual C++ 2010 =86 Redistributable Setup
Please, accept the license berms ko continue, Ln

MICROSOFT SOFTWARE LICENSE TERMS il

MICROSOFT ¥ISUAL C+ + 2010 RUNTIME LIBRARIES WITH
SERYICE PACK 1

These license terms are an agreement between Microsoft
Corporation {or based on where you live, one of its affiliates) and
wou. Please read them. They apply 1o the software named above, Ll

¥ 1have read and accept: the license kerms. il il

[~ es, send information about my setup experiences ka Microsoft Corporation,

For more information, read the Data Collection Palicy,

Install Cancel

12.The installation will proceed.

B Microsoft Yisual C++ 2010 =86 Redistributable Setup M=l E3

Installation Progress
Please, wait while the Microsoft Yisual C+4 2010 x86 Redistributable is being m
installed.

File security verification:

-

All Files were werified successfully.

Installation progress:

Inskalling Microsaft Yisual C++ 2010 Redistributable

Cancel
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13.Click the Finish button.

P B3

B Microsoft ¥isual C++ 2010 =86 Redistributable Setup

Installation Is Complete

Micm&oﬁw

Visual Studio

Microsoft Visual C++ 2010 x86 Redistributable has been
installed.

*ou can check for maore recent versions of this package on
the & website,

14.0nce the C++ files have been installed on the server, the installation of the
IP Office Contact Center software can proceed. From the IP Office Contact
Center folder, double click on the SetupWizard icon.

‘mn- soptstantoor 1P Office Contact Center | = | 0 [0S
“ Home Share View Manage
€ - T o« Server ¢ |P Office Contact Center w O . e PO C ¢
¢ Favorites Mame B Date modified Type
B Desktop Setups D1/07/2014 17:36 File folde
& Downloads |5 license 22/01,2014 Rich Text Dacum
L Recent places | X setupWizard | 22/05/2014 06:17
<l veredist_x86_2008 15/06/2011 09:45
1% This PC gvcredlst_xEEu_EUm [B/11/2012 095
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15.The End User License screen is displayed. Click Accepted.

Avaya IP Office Contact Center - Setup Wizard [ x|

End-User License Agreement

© 2014 Avaya Inc. All Rights Reserved.
Hotice

vWhile reasonable efforts were made to ensure that the information in this Documentation vwas complete and
accurate at the time of printing, Avaya Inc. can azsume no lisbilty for any errors. Changes and carrections
to the information in this Documentation may be incorporated in future relesses. For the purpose of this
document, all Avaya subsidiaries are included into all rights and chligations from Avaya Inc. The term Avaya
shall therefore reference to Avaya Inc. as well as to its local subsidiary inoyour country if outside the LS.

Documentation disclaimer

Avaya is not responsible for any modifications, sdditions, or deletions to the original published version of this
Documertstion unless such modifications, additions, or deletions were performed by Avaya.

Link disclaimer

Avaya. iz not responszible for the contents or reliakility of any linked third party YWeb sites referenced
elzewhere within this Documentation and Avaya does not necessarily endorse the products, services, or

information described or offered within them. \We cannot guarantee that these links will work all of the time LI

_dm Cancel

16.Click the Complete link.

A Avaya IP Office Contact Center - Setup Wizard E

-
\\ ) Avaya IP Office Contact Center - Setup Wizard

How do you want to install Avaya [P Office Contact Center 2

The wizard azsiztz in installing all zerver components for fwvaypa IP Office Contact Center,
You can inztall all components at once or freely select the comporients in Expert mode.

<» Complete

=» Expert mode

¥ Ignore setup emaors and ga on

it

Iext Cancel
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17.The Settings for Avaya IP Office Contact Center Installation screen is

displayed.

A Avaya IP Office Contact Center - Setup Wizard

Seflings for Avaya |P Office Contact Center installation

Property | Walue

STATSTORE_PATH C:ProgramD ata‘reporting data
E Database System Administrator Login

Password
NEC za
B Installation

Folder C:MProgram Files (#8648 apat P Office Contact Center
E Metwork
Adapter IP 192.168.42.50

Inskall I

Zancel |

18.In the Password field, enter the sa password that was previously defined
during the installation of Sybase. The recommended SA password is

Administrator

B sybase ASE nstaler =
T |

Drive for Sybase ASE 15.5 installation i/ EX Avaya 1P Office Contact Center - Setup Wizard

& Local Dk (C2) r

Settings for Avaya |P Office Contact Center instaliation

Sybase ASE configur ation

SQL server name: [ase Propedy Yehn

STATSTORE_PATH C\ProgramData\sepoetng data
Password for user sa: I Zpsveson B Database System Administrator Login
Confirm p d: I L ssssssse t—
! Uses 14
Pasoword ISngEh MUt be 2% least 6 characters !
B Installation

Page sce Folder C\Program Fies [xBE\avapa\IP Office Contact Centet

@ 6k - rcompatible with ok bach Stk

% s Adspher IP 1921684250
Hardware resources
CPU cores to use Izwes 'l
memory ussge 100 M8 =

e [ ) ] e [ ) £ [ )
New installation of Adaptive Server Enterpeise 15.5
| = |
_Conca |
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19.Click the Install button.

A nvaya IP Office Contact Center - Setup Wizard

—
L5, Avaya IP Office Contact Center - Setup Wizard

Settings for Avaya |F Office Contact Center installation

Propeaty Valoe
STATSTORE_PATH C:\Presr smD stareporling dats
B Databaze System Administrator Login
NE] ta
B Inztallation
Fooldear CWProgeam Files 85 vapatl P Office Contact Cenber
B MNetwork
Adaphes [P 1921684250

20.The IP Office Contact Center components will install. This process can take
up to an hour to complete.

A Avaya IP Office Contact Center - Setup Wizard

N
l\ )l Avaya IP Office Contact Center - Setup Wizard

Instaling components
I Jlava Development Eit ® Coe & Unified Medi
® Apache Tomcat ® Additional & POP3 IMAP:
® wWebl ® Monitoring & SMTP Conre
& omniORE & Statistics ® Chat Taskse
® License Client ® SGServer ® Mediastore T
® Trace System @ Statistic Yigwer & ser Interfac
® WWatchdag ® Vaicelontral
@ Seszion Manager ® Addreszhook Server Databaze
® [Databaze ® Addreszhook Admin
® Tazkrepaorting Database @ Unified Media D atabase
® CHAP ® Unified Media srchive Databaze
® “oice Extenzion Adapter ® |nified Media Server
® PO Taskzerer ® nified Media Archiving
‘ | ol

| ||

Finished I Cancel
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21.As the components are installed, the status icons adjacent to the
components will change color from Grey to Green.

A Avaya IP Office Contact Center - Setup Wizard | x|

—
l'\ ) Avaya IP Office Contact Center - Setup Wizard

Installing components

Java Developrent Kit SCore ® Unified Medi
B Apache Tomcat @ |Additional @ POP3 IMAP:
B w'eblk B | Moritoring ® SMTP Conre
S JomniORE @ | Statisticz ® Chat Taskze
B License Chent B15GS5erver ® Mediastore [
B Trace System @ | Statistic Yiewer & User Interfac
B w atchdog B vV oiceControl

8 5ezzion Manager 8 |Addressbook Server Databaze

B |Databaze T Addiesshaock Admin

BT askreporting D atabaze & nified Media Databaze

B|CHAP 8 Unified Media Archive Database

8" ice Extension Adapter 8 [Inified Media Server

BYIPO Tazkzerver & Unified Media Archiving

q | |

Fimisted I Cancel |

22.You will be notified when the installation of the IP Office Contact Center
Components has finished.

A Avaya IP Office Contact Center - Setup Wizard

Installing components

@ Java Development Kit @ Core @ Unified Medi
@ Apache Tomeat @ Additional @ POP3 IMAP:
@ ‘wWeblk @ Monitoring @ SMTP Conrn
@ omniDRE @ Statistics @ Chat Taskse
@ Licenze Client @ SGServer @ hediaztore
@ Trace Syztem @ Statigtic Viewer @ Usger Interfac
@ W atchdog @ YaiceControl

@ Session Manager @ Addressbook Server Databasze

@ Databaze @ Addressbook Admin

@ Taskreporting D atabasze @ Unified Media D atabaze

@ CHaP @ Unified Media Archive Databaze

@ Voice Extension Adapter @ Unified Media Server

@ PO Taskserver @ Unified Media Archiving

4| | i

. |
| Installation successfully finished.
Logfile: C:A\UsershaD . \dwaya [P Office Contact Center-Setup'tizard 20714017157 155543 log

Finished I Cancel |
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23.Click the Finished button.

A Avaya IP Office Contact Center - Setup Wizard

N
l\ )I Avaya IP Office Contact Center - Setup Wizard

Installing components

@ Java Development kit @ Core @ Unified Medi
@ Apache Tomcat @ Additional @ POP3 IMAP:
@ wiehlk @ Manitoring @ SMTF Caonre
@ omniORE @ Statistics @ Chat Taskse
@ Licenze Clhent @ SGServer @ Mediastore
@ Trace Spstem @ Statiztic Wiewer @ Uszer Interfac
@ ‘Watchdog @ “oiceControl

@ Session Manager @ Addresshook Server D atabaze

@ Database @ Addressbook, Admin

@ Taskreporting Database @ Unified Media Database

@ CHaP @ Unified Media Archive Database

@ Yoice Extenszion Adapher @ Unified Media Server

@ 1PO Taskzerver @ Unified Media Archiving

1] | i

|

Installation successfully finished.
Logfile: C:h\sershaAD . NAvaya IP Office Contact Center-S etupwfizard_ 207401157 155543 log

— W reed | o |

24.The system will display a message requesting the system be rebooted.

A Awvaya IP Office Contact Center - Setup Wizard | X|

-
-y Avaya IP Office Contact Center - Setup Wizard

Installing compaonents

@ Jlava Development it @ Caore @ Unified Medi
@ Apache Tomeat @ Additional @ POPZ IMaP:
@ ‘wWeblM @ Monitoring @ SMTP Conrm
MR -2 17 ifice Contact Center - setup wizord 3 SRR
@ License Cl P Mediaztore
@ Trace Syzl e P Uszer Interfac
© 'Watchdog ':_ | Please remember ko reboat the computsr,
B Session M b
® Database
@ Tagkreporl
@ CHaP L
@ Yaice Extenzion Adapfer T rified Media Derver

@ PO Taskzerver @ Unified Media Archlwng

;I; i
Windows 2008 Server Example

Installation successfully finished.
Logfile: C:hUzershdD vawaya P Office Contact Center-S etuptizard_20140115T155543 log

Finished Cancel
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Avaya IP Office Contact Center - Setup Wizard

Installing components

@ Java Development Kit @ Core @ Unified Medi
@ Apache Tomcat @ Additional @ POP3 IMAP:
© Wel - Avaya IP Office Contact Center - Setup Wizard - P Conr
@ omn| Taskse
@ Lice astore [
@ Tra Intefac
® Wat o Please remember to reboot the computer,

@ Ses

® Dat

@ Tas

o cf

@ Void

@ |PO Taskserver @ Unified Media Archiving

£ m >

Installation successfully finished.
Logfile: C:\Users®AD. “Avaya IP Office Contact Center-SetupWizard_20140702T0595839 log

Windows 2012 Server Example [ Finished | [ Cancel |

25.Then click on the Start button on the server’s desktop, followed by Restart.

e e T pemt T et e -
S Command Prompt ‘ g :
- ;l Motepad 2
e Internet Explarer TRy il ,
L 4
=i Hp Array Configuration Lkilicy Documents ¢
{64-bit] 013 409 AM f
Computer B
@ W SpeechConfiguration
Metwork

Control Panel

Devices and Printers

Administrative Tools 3

Help and Support

n.. Disconnect
Lock
4 All Pragrams Windows
I Sedch programs and filas @J Logoff | » Shut dawvn

If YStark

4

Wl

Lot
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With Windows 2012 server, click the Settings icon, then click the Power icon
followed by Restart.

Windows 2012 Server

Disconnect

0 1.

1o i{ - ; :
Th | Shut down =
Network Disabled Unavailable TTA'L O
Y o Restart Inavailable

Notifications Power Keyboard

Notifications

[P

Select Application: Installation (Planned), then click the Continue button.

Operating System: Reconfiguration (Planned) A

Application: Maintenance (Unplanned)

Application: Maintenance (Planned)

Windows 2012 Server

Application: Installation (Planned)

Application: Unresponsive

— Choose a reason that best describes why you want
Application: Unstable to shut down this computer

Security issue (Unplanned) Application: Installation (Planned) v

Security issue (Planned) m

Loss of network connectivity (Unplanned) v

26.0nce restarted, log back into the server via remote desktop.

27.0nce logged in, the Watchdog Configuration Wizard will be displayed.
This wizard will automatically run and check that the services have
successfully restarted.

Watchdog Configuration in progress,

Baving Configuration

Zancel
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28.The Watchdog will display a message once it has successfully checked the
services. This window will close automatically.

%1 Watchdog Configuration Wizard

Watchdog Configuration finished.

SUCCESSFULLY FINISHED

e

It is recommended that you check that the services have correctly started.
29.To do this, from the server’s desktop select Start followed by All Programs.

s Command Prompt y
P
@ Internet Explarer

Administrator

” I Notepad
i“_. HP Array Configuration Litility Documents
(£4-bit)
Zomputer
] Display
Network
@ WCSpeechConfiguration
Control Panel
Devices and Printers
Administrative Tools 3

Help and Suppart

Run...
Windows Security

| |Search programQpens a list of your programs. [ Leg off | '|

15t 7 by =
arl = ,z_j =

4

With Windows 2012 server, click the down arrow icon and click the TT
display icon.
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Control Panel

Windows 2012 Server

Desktop

(i

Administrative
Tools

Config

Console wEW

Display NEW

Scheduler Client

User Interface NEW

VCSpeechConfiguration MNEW

Watchdog Config NEW

30. Select Avaya IP Office Contact Center.

;é Internet Explorer (64-bit)
(& Tnternst Explorer
7 wWindows Update
. Accessaries
| Adrinistrative Toaols . S
rniniskrakar
| . Avaya IP Office Contact Center
HP ™
i anagernent Agents Documents
. HP System Tools
. Maintenance
Computer
. Startup
\ Sybase Tebwork
Conkral Panel
Devices and Printers
Administrative Tools 3
Help and Suppaort
Run...
P Eack Windows Security

I |search programs and files @ Log off >|

I's __'StartJ 3% kq J—uJ

4

|
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31.Select Trace System.

(& Tnternet Explorer (G4-bit)
& Internet Explorer
“1 windows Update
ACCEssOries
Sdministrskive Tools
Avava IP Office Contact Center
Trace System
Unified Media Archiving
User Inkerface
WoiceContral
‘Wakchdog
HF Management Agents
HP System Toals

Maintenance
Startup
Svbase

Adminiskrator

Documents

Computer

Metwark

Contral Panel

Devices and Printers

Administrative Tools 3

Help and Suppart

Run...

1 Back

Windows Security

I |search programs and Files

LE]J Log off >|

4

32.Select TT Display.

(& Internet Explorer (64-hit)
& nternet Explorer
=7 windows Update
Accessaries
Adrmiristrative Tools
Avava IP Office Contact Center
Trace System
@ Config
T Console
I Display
Unified Media Archiving
User Interface

WoiceControl
‘Watchdog
HP Managerent &gents
HP System Tools
Maintenance
Startup
Sybase

Administrakor

Dacuments

Cornpuker

Metwork

Control Panel

Devices and Printers

Administrakive Tools >

Help and Support

Run...

1 Back

‘Windows Security

I |Search programs and Files

l’i‘] Log off bl

m

£ Tstart :"ﬁﬂ .'z_]

Fl

2%
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33.The Trace Display window will open and show 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.

4  TraceDisplay - localhost | = | O [

File View Help

STAMDARD

_Frccass Hiost
1: omniDRB Naming Service IPOCC
2 DB IPOCC
T Ina IPOCC
4: Tomcat IFOCC
5 TRDB IPOCC
5 MediaStoreDB IPQCC
B TaskServMan IPOCC
T-CHAP IPOCC
& IPOT askserver IFQCC
& dovaps Chap Sync IPOCC

0 Aovapa VEA IPOCC
1: chat IPOCC
2 reconsdr IPOCC
3 Kernel IPOCC
3. weclors IFOCC
4:WC IPOCC
5 Monitod IPOCC
5: Statistic IFOCC
5 TRS IPOCC
b SezsionM anager IPOCC
b StatlGen IFOCC
5: StatScheduler IFOCC
B ADB IPOCC
¥ c3kDB-Server IPOCC
7. c3LMA-Server IPOCC
7: C3000 Server IFOCC
7 UmiConfigSerwer IPOCC
7: Ui T agkserver |IFOCC
7. C3000 Chentbdapher IFOCC
7: SMTP Connechor IPOCC
7 POP3MAPS Client IFOCC
T TextTemplateSercer IPOCC
7: Rod CommandE xecubes IFOCC
T: Rod Archie IPOCC
7. Rod Rodomat IFOCC
T: Rod SchedulerServer IPOCC
7. Rod Reposeiv IFOCC
8 lad IPOCC
& oD IFOCC
8: disk |POCC

200000 OO OODOODOOODDOOEODODUOOODDODOOOD®

Ready £

Note: Until the IP Office Contact Center system is licensed the SMTP
connector will automatically stop and display a red status icon.
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Licensing

A license file has to be installed on the IP Office Contact Center system. This can
be achieved by using the Web License Manager utility which is available as part
of the IP Office Contact Center software installation. The license file is obtained
from Avaya and is generated based upon the MAC address of the Windows server
upon which the IP Office Contact Center software will be installed.

Once the MAC address of the IP Office Contact Center Server has been obtained,
the Technician is required to:

Login to PLDS.

Obtain the required License file as per the Sales order.

Once received, the license file is applied to the IP Office Contact Center
server using the WebLM utility.

It is good practice to check that the licenses have successfully been applied
to the server.

Any additional licenses required for the IP Office can be obtained using the
ADI utility.

For PLDS assistance please contact the Avaya Helpdesk Support:

APAC +65 6872 8700

Canada and CALA: +1 720 444 0130.
EMEA: +44 1483 309800,

Germany call +49 69 7505 1234

USA: -866-AVAYA IT (+1-866-282-9248) or 303-354-8999.

Licensing — Obtaining the MAC Address of the Server

1. To obtain the MAC address of the server, from the server’s desktop click the

servers Start button, then click in the search window and type cmd and
press the enter key on your keyboard.
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Programs (1)
cmd

- Gee mare results

Icmu:l £4  Llog off [ »

|£' 'Sl:arl:] ;l,ju‘, s U H

4

Prograrms and Features
Powver Options

Event Viewer

Systern

Device Manager
Network Connections
Disk Management
Computer Management

Command Prompt

L
1

Run [x]

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

Cormmand Prompt (8dmin)

Contral Panel

File Explarer |

P Open: u:rm:# [
Search
Run “a B This task will be created with adrministrative privileges,
Shut down or sign out *
Desktop QK Cancel Browse..,

Windows 2012 Server

ﬁll
&

2. The command prompt is displayed.

[z Admiinistrator: C:Windows', system32',cmd.exe

Microsoft Windows [Uersion 6.1.76811
Copyright C(c? 2800? Microsoft Corporation. All rights reserved.

C:sUzerssAdministrator>_

3. At the prompt type ipconfig/all and press the Enter key.

[+, Administrator: C:\Windows' system32'.cmd.exe

Microsoft Windows [Uersion 6.1.76811
Copyright (c>» 288? Microsoft Corporation. All rights reserved.

C:sUsers“Administrator>ipconfig-sall
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4. The network adapter settings are displayed. Make sure that you note the
details of the Network Adapter that is being used as the active network
interface for IP Office Contact Center.

Note: If the server has multiple network adapters, disable all NICs that are
not used for IP Office Contact Center. ONLY ONE NETWORK CARD IS
SUPPORTED.

[z.] Administrator: C:' Windows' system32',crnd.exe

Microsoft Windows [Uersion 6.1.76811
Copyright <c?> 2009 Microsoft Corporation. All rights reserved.

C:~UserssAdministrator>ipconfigrall
Hindows IP Configuration

Host Hame . . - WINDOWS-SBEU20J
Primary Dns Sufflx .

Mode Type . . . . Hybrid
IF Routing Enahled. . Mo
WINS Proxy Enahled. . Mo

Ethernet adapter Local Area Connection 2:
Media State . . . . . . . . . . Media disconnected

GConnection—specific DHNS Suffix
Description - . . . . . . . . . HPF Ethernet 1Gb Z-port 361i Adapter #2
Phyzical Address. - e e - - 6C-3B-E5-A7-5D-D7?
DHCP Enabled. . . - . . . . . . Yes

Autoconfiguration Enabled . Yes
Ethernet adapter Local Area Connection:

GConnection—specific DHNS Suffix

Description - . . . . . - . . HPF Ethernet 1Gb Z-port 361i Adapter
Physical Address. . . . . 6C-3B-E5-A7-5D-D8B

DHCP Enabled. . . . . Mo

Autoconf iguration Enahled Yes

Link—local IPub Address . fefl::3dcA:ce2%:elff :?aedx11 (Preferred)
IPv4 Address. . . . . . . 192 168 .42 58(Preferved)

Subnet Mask . . . . . . . 255.255.255.8

Default Gateway . . . . . A.8.8.8

DHGPub IAID . - - . 241974245

DHCPu6 Client DUID. . . . B8-81-88-891-18-5C-B2-B3-6C-3B-E5-AY-5D-D8

DHS Servers . . . - . . . . . s 192.168.42.58
MetBIOS owver Tepip. . . - . . : Enabled

Tunnel adapter isatap.{C20B8EA?-BCE4-4818-9E84-D132354AC7PA4%:
Media disconnected
Microsoft ISATAP Adapter
BE-86-B0—-B0—AB-B0—BE-EB

Mo
Yes

Media State . . . - e e e e .
Cunnectlun—dp301flc DHS Suffix
Description . . . - . . . . .
Phyzical Address. . . . - . .
DHCP Enabled. . . - . . . . .
Autoconfiguration Enabhled . .

Tunnel adapter isatap.{18242457-8BEC-4%62-A5%82-2C3539EC288F>:

Media disconnected

Microsoft ISATAFP Adapter H2
BE—-A0-A8-00—-HE-00—-B0—-E@

Mo

Yes

Media State . . . e e e e e
Cunnectlun—gpec1flc DHS Suffix
Description - . . . . . - . .
Phyzical Address. . . . - . .
DHCP Enabled. . . - . . . . .
Autoconfiguration Enabled . .

C:xUszserssAdministrator>_

IP Office Contact Center Installation 102014 53



IP Office Contact Center Installation

5. In the example below, the MAC address of the network adapter to be used
for IP Office Contact Center is 6C-3B-E5-A7-5D-D8 (this address is for
illustrative purposes only). Make a note of the server's MAC address i.e. the

Physical Address.

[c+] Administrator:
Microsoft Windows

indows' system32 cmd.exe

[Version 6.1.760811
Copyright <c> 280? Microsoft Corporation.

All rights reserved.

C:slUsers“AdmninistratorXipconfigsall

Windows IFP Configuration

Host Mame . . . - . .
Primary Dns Suffix . .
Mode Type . . . . .
IP Routing Enabled. . .
WIHS Proxy Enahled. . .

Ethernet adapter Local

Media State . . . e e e e -
Cunnectlun—apec1f1c DNS Suffdix
Description . . . . . . . . . .
Physical Address. - e - .
DHCP Enabled. . . . . - e .
Autoconf iguration Enabled . . .

Cunnectlun—apec1flc DHS Suffix
Phyﬂlcal Hddreﬁﬂ.

Hutucunflguratlun Enabled
Link-local IPv6 Address
IPv4 Address. . . . . .
Subnet Mask . . . . .
Default Gateway . . .
DHCGPve IAID . . . -
DHCPu6 Client DUID. .

DNE Servers .
HetBIOS over Tcplp.

Media State . .
Cunnectlun—ﬂp331flc DNS Eufflx
Description . . . - - .« .« - .
Physical Address. e e e e .
DHCP Enahled. . . . .
Autoconf iguration Enahled -

Area Connection

WINDOWS—-SBEU20J

Hyhrid
Mo
Mo

2:

Media disconnected

HP Ethernet 1Gh 2-port 361i Adapter #H2
6C—3B-E5—-A7-5D-D9?

Yes
Yes

thernet adapter Local Area Connection

UP Etbhesne b 2ot 2613 Odontan
6C-3B-E5-A7-5D-D8 MAC ADDRESS
Yes

felBB::3dcB:ce2?:elff :Faedx11(Preferred?

%EE'%EE'gEQES(P‘EFEPPEd)

A.B.8.8 Server's |P Address
241974245
B8-81-80-81-18-5C-B2-B3

192168 .42 .58
Enabled

unnel adapter isatap.{CZBB8EA?-BCB4—4818-7E84-D132354ACTA4%:

Media disconnected

Microsoft ISATAFP Adapter
B8-AR—-B8-B—AB-B8-AA—-EB
Mo
Yes

Tunnel adapter isatap.{18242457-80EC-4562-A5%82-2C3539EC288F>:

Media State . .
Cunnectlun—ﬂpec1flc DNS Suffix
Description - . . - - . . . .
Physical Address. . . . . . .
DHCP Enabled. . . . . - -
Autoconf iguration Enahled -

C:sUserssAdninistrator_

6. The MAC address details are then
license file produced.

Media disconnected

Microsoft ISATAFP Adapter #2
BE—-BH—-BP—A0—-BB—-A0—-BA-EB

provided to Avaya and the appropriate

7. Once the license has been generated copy it to the IP Office Contact Center
server’'s desktop, it can now be applied to the server.
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8. Web License Manager can be opened on the server from a browser. From
the server’s desktop, select Start followed by Internet Explorer.

9. Enter the following address in Internet Explorers address bar:

https://localhost:8443/WebLM

ff'l:ertificate Error: Mavigation Blocked - Windows Internet Explorer

@@ = |g https: ) flocalhost: G443 weblm *
.7 Favarites | 9= @ | Suggested Sikes = @8 | Web Slice Gallery = g
(& Certificate Error: Mavigation Blocked | |

L_w__‘--«u\.k_#.rnn__\rhw-ﬂ‘_ﬂ_ **N

10.If a security warning is displayed, click OK.

Security Alert |

rio You are about to view pages over a secure connection,
S

Ay information you exchange with thiz site cannot be
viewed by anyone elze an the web.

Iv {nthe fubure, do not show this waming

_WI More Info

11.A Security Certificate warning is displayed, click Continue to this website.

ff'l:ertificate Error: Navigation Blocked - Windows Internet Explorer

@@ e Ié, Fiktps: fflocalhast: G445 WebLM

';’"j Favorites | 1’0.5 £ | Suggested Sikes = @ | Web Slice Gallery =

(€ Certificate Error: Navigation Blocked | |

|@ There is a problem with this website's security certificate.

The security certificate presented by this website was not issued by a trusted certificate authority.
The security certificate presented by this website was issued for a different wehsite's address.

Security certificate problems may indicate an attempt to fool yvou or intercept any data you send to the
server,

Woe recomm end that you cloze this wehpage and do not continue to this website.

@ Click here to dose this webpage,

@' Continue to this website (not recommended),

L WP VPR LS W RR W L Y

@ Moare information
S TR ST S S I e, Y
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12.The Web License Manager screen is displayed.

{2 Web License Manager (WebLM) - Windows Internet Explorer M= B

: : - ||od i Lo || 4 2} Bi -
@_\‘: ) = [ hitps:{locahast:a443/wbLM/ || cortficats Error || 53| ## || X | [ Bing el

o Favorlies |3 @] Suggested sites + @] Web ics Gallory +

(& vreb License Manager (WebLM) | | Eﬁ ~ [ - ) m=h - Page - Safety - Tooks - @~

=
AVAyA Web License Manager (WebLM v6.3)

User Name: |
Password:

© 2012 Avaya Inc. all Rights Reserved.

13. Enter the User Name: admin

ﬁ'WEh License Manager (WebLM) - Windows Internet Explorer

@:—-: A |g https:/flocalhost: 5445/ ebLM| j @l Certificate Errar || 1)

f\? Favorites | {.3 £ | Suggested Sites ~ @ | Web Slice Gallery -

'_fé ‘Web License Manager {WebLM) | |

AVAyA Web License Manager (WeblLM v6.3)

Wdssn- g

§
User Name: |admin )
Password: Il »
s,

ot i e Al ARSI

14.Enter the Password: weblmadmin

ﬁ'Web License Manager {(WebLM) - Windows Internet Explorer

@;—: L |g, hittps:filocalhost: G443 WebLrf j @' Certificate Error @ ?

{3 Favorites | {.3 £ | Sugoested Sites = @ | Web Slice Gallery = *

fé ‘Web License Manager {WebLkM) | | i
|

AVAyA Web License Manager (WebLM v6.3)

User Name: Iadmin

-
Password: [snsssssases | 1
el Al g i AT e BN s e sl a0 s S o ar At AT
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15.Click the Log On button.

{Z'Web License Manager {WebLM) - Windows Internet Explorer =
@: ) » [] httpsiflocahost 8443/ WebLi

|| certicate Error || B3| |42 || | [ Bing L~

.7 Favorites | 9% @] Suggested Sites = @ | Web Slice Gallery ~

(& web License Manager (webLM) | | S - B - L = - Pags - Safety - Tooks - @

=
AVAYA Web License Manager (WeblLM v6.3)

User Name: |admin
Password: ["@e0oeeesee

Lag On | Clear

© 2012 Avaya Inc. All Rights Reserved.

16.You will be prompted to change the password. Enter weblmadmin in the
Current password field.

ﬁ'Weh License Manager (WeblLM) - Windows Internet Explorer
@:—‘/ - |g https: /flocalhost: G443t ebLifweblmsetpswd., jsp j %
o7 Favorites | 953 @] Suggested Sikes ~ @] Web Slice Gallery -

'_fé eb License Manager {\WebLM) | | :

AVAyA Web License Manager (WebLM v6.3) ‘

Note: vou rust click the "Submit" button to save the data or the changes will be lost,

Current Password: (esssssssss *
Mew Password: *
Confirm Password: | *

Submit |

s iind. "n-.‘ \4,)~#“"#- e ‘ﬂ—-‘»ﬂ-—-\o—-\fwwwx.’-w LF Sy

&M»Maw
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17.Enter and confirm the new password, then click the Submit button.

ﬁ'WEh License Manager (WeblLM) - Windows Internet Explorer

@:—‘/ - |g https: filocalhost; S443MiebLiweblmsetpswd, jsp

<7 Favorites | 9% | Suggested Sites = | Web Slice Gallery -

@ Wb License Manager [webLM) | |

AVAyA Web License Manager (WeblLM v6.3)

Note: vou rust click the "Submit" button to save the data or the changes will be lost,

Current Password: |uuuuu *
New Password: |uuu *
Confirm Password: [sessss *

—_— Submit |

Iy I e R E R T S e e L

18.A prompt will be displayed confirming that the password has been

successfully changed.

{Z Web License Manager (WebLM) - Windows Internet Explorer

@\’j  [ie] hites: flovalhost: =443/ rebLiweblmsetpsud jsp

[ O]

1|1 certficateEmor || B4 K[ B

Vg Favorites | s @] Sungested Sites + (@] Wb Sice Gallary -

(& vieb License Manager (WebLM) | |

X3 v Bl - mm - Page - Safety - Toos - @+

$
3
4
P
£

AVAYA Web License Manager (WeblLM v6.3)

| “our password has been updated successfully. Log in to WebLM using the new password. |

User Name:
Password:

@ 2012 Avaya Inc. All Rights Reserved.

B

Note: This password is critical as is it used for access to the Web License
Manager utility. Therefore a make note of the password you create.

IP Office Contact Center Installation 10 2014 58



IP Office Contact Center Installation

19.Log back into Web License Manager, with the new password you have just
created.

{2 weh License Manager (WebLM) - Windows Internet Explorer [_[O]x]
@\'f/ ) @ [ hitos:iflocahost 2443 webLMfwebimsetpswd. jsp =] cenificate Error | & | €4 < | [ Bng P~
i Favorites | @] Sungested Sites = @] Web Sics Gallery +

(€ web License Manager (WebLM) | | B - - [ gmh v Page~ Safety~ Tools - (@

A\/AVA Web License Manager (WebLM v6.3)

|

‘our password has been updated successfully. Log in to WebLM using the new password

User Name: |admin
Password: 1*****®

Lug-On Clear

© 2012 Avaya Inc. All Rights Reserved.

20.The Web License Manager’s interface is displayed.

{2 web License Manager (WebLM) - Windows Internet Explorer M= B3
@_.;‘/ | = [] hitps:jflocaihost:a443/webLMweblmhome. jsp |8 cortfeata rror | B |[42|| % | [T ong £ -
.7 Favarites | 9 @] Suggested Stes » @ | Web Slice Gallary ~

(& wieh License Manager {WebLM) | | - - ) = v Pager Safety v Tools v (@~

MAyA Web License Manager (WeblLM v6.3)

Help | about | Change Password | Log off admin

YeblLM Home WebLM Home

Install license

Qieansedlprodicts WebLM is 2 Web-bssed licanse manager and Avaya's standard toal for mansging Avays softwsrs product licenses,
Uninstall license

Server properties

There are no product license files installed on this WebLM server.
Manage users

Shortcuts

Help for WwebLM Home

21.Click the Install License link.

AVAyA Web License Manager (WeblLM v6.3)

VidebLM Hgme/ wWebLM Home
Install license

Licensed products

Y

weblLM is a Web-based license rmanager and Avaya's standard tool for managing Avaya softw
Uninstall license

Server properties

There are no product license files installed on this WebLM server.
[Manage users

Shortcuts

Help for WeblLM Home

T eSS~ W P W S T RN L v e S
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22.Click the Browse button and browse to the license file.

AVAyA Web License Manager (WeblLM v6.3) Hell;

WebLM Home Install license
Install license
“fou are here: Install licenze
Licensed products
Uninstall license

Server properties

Manage users

Shortcuts

Help for Install license Enter license path: || Browse... |

Fyr e, warwey .

Install

R Y R R T WS e e L I T aF ¥ o oS

23.Select the license file and click Open.

(:'l:hoose File to Upload

.
K )v| .~ License File

Organize »  Mew folder = - E;l '@

7 Favorites HERTE - Diate modified Type | Size | |

Bl Deskiop E itel_&6C 08_license 1/16{2014 12:24 PM %ML Document
4 Downloads

= Recent Places

- Libraries
3 Documents
GJ’ Music

| Pictures

E Yideos

1M Computer
& Local Disk (C:)

ej TMetwork

File name: |itel_6C3BESATSDDS license j IAIIFiIes " =l

_~ Qpen | Cancel |
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24.Then click the Install button.

25.You will be notified that the license file has been installed successfully.

AVAyA Web License Managel’ (WebLM V6 3) Help | sbout | Change Password | Log off admin

\WehLM Home Install license

Install license
You are hera: Install license

Licensed products

v CIE
License file installed successfully.

Uninstall license

Server properties

Manage users

Shortcuts )
Enter license path: || Browse

Help for Install license

Install

26.Click on the CIE link and the installed Licensed Features will be displayed.

AVAyA Web License Ma nager (WebLM V6 . 3) Help | sbout | Change Password | Log off admin
|

WeblM Home Multivantage Customer Interaction Express - Release: 3 - 8ID: 22012050({Standard License file)

Install license
‘You are here: Licensed Products > CIE = View License Caparity

Licensed product:
- CIE License installed on: January 17, 2014 5:56:43 PM -08:00

Wiew license capacity

\iew peak usage License File Host IDs: 6C-3B-ES-47-50-D8
Uninstall license
= Licensed Features
Server properties
Feature

Manage users (Keyword) Expiration date Licensed Acquired
Mumber of concurrent E-Mail User
e — (VALUE_CIE_CC_USER_MOmvorce) -y 16,2014 20 s
Mumber of CIE IWR PORTS
July 16, 2014 el a
Help for Installed Product (VALUE_CIE_I¥R_PORT) g
Nurmnber of concurrent Supervisars July 16, 2014 5 0

(VALUE_CIE_CC_SUPERWISOR)

Number or concurrent Inbound
Voice User July 18, 2014 20 [1}
(WaLUE_CIE_CC_USER_YOICE}

Nurmnber of CIE IWR Systermns
(VALUE_CIE_IVR_CON)
Number of CLIP entries in DB
(VALUE_CIE_CC_CLIP)

Mumber of concurrent User with
Extended Woice features July 16, 2014 20 1]
(VALUE_CIE_CC_MOMTELUSER)

Number of concurrent Chat User

July 16, 2014 1 o

July 16, 2014 10 a

(VALUE_CIE_CC_USER_CHAT) July 16, 2014 = r
e e ey July 16, 2014 o flo counted
Enablement of Base3n July 18, 2014 an Mot counted

(FEAT_CIE_CC_BASE30)

Enablermnent of Textternplates for
Users July 16, 2014 20 a
(VALUE_CIE_CC_TEXTMODLLES)
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Preparing the Configuration Data — For Use with the Excel
Spread Sheet

1. Browse to the Avaya IP Office Contact Center Configuration file located
in the Utilities folder.

» Computer » Network Drve {T:) » IP Office » Phoenix Call Centre » Software » 120214 » IPOCCeg2 » Utilities
Organize v ‘:1 New « Pnmt Burn New folder t
G#* gms (\\WALNUT) (Q:)
L* projects (\WWALNUT) (R:) :
= PO} X AdjustHostname
* Network Drive (S:) 71
&M Avays_IP_Office_Contact_Center_Configuration
* Network Drive (T:) - e S
5 backup
Aastra {
Admin
RN AP g AP naads dpmeumenttiN aet e i dny D100 A ap, SAmmainimnanad M.*«u.,ut\.f

Note: This IP Office Contact Center configuration files were previously
copied to the server's desktop during the initial part of the configuration.
Please refer to the Installing the Sybase Database section of this guide.

& 192.168.4250 - Remote Desktop Connection

O [

Organize v Inchudenitxay »  Shaowth v Burn  New folder

B Computer

& vocal Dsk (C2)

4
4
i
FavceRes s 2 | Date modfied l Type l Sce &
Ml Desktop d_fty Sw 1/14/2014 2:00PM o folder <
& Downloads Chart 1/14/2014 2:00PM  Film folder {
B Racsok Plocos Examples 1/14/2014 2:00PM  Ple folder é
= Lbrares Manuals 1/14/2014 2:00PM i foider :
D Bcaniks Server 1/15/2014 11:37 &AM File felder
@' Musc Leites 1/14/2014 2:02 PM Fie folder {
e Pxtures
B videos / g

) ork,
o8 Network. S AR A o ISR bt T st P e A

2. Open the file by double click on the Avaya IP Office Contact Center
Configuration spread sheet icon

» Computer » Network Drive (T:) » IP Office » Phoenix Call Centre » Software » 120214 » IPOCCeg2 » Utilities

Organize v .‘:1 New + Print Burn New folder

* gms (\\WALNUT) (Q) -
* projects (\\WALNUT) (R:) T
AdjustHostname
* Network Drive (S:) Q -
&Y Avays IP_Office_Contact_Center_Configuration

* Network Drive (T:) :
4 backup

Aastra

i
{
f

Admin
B I Y P N e R e L SR TGy W
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3. The Excel file should be configured so that Macros are enabled. To do this
click on File, Save As, Macro Enabled Workbook.

Al =7~ & " |5 —

Home Insert

A save

B save As rr
[ Open

[ Close

...

Note: It is important that the Workbook is saved with a path that contains no
spaces / (blank) characters.

= — = e
i‘\a /& » Computer » Local Disk (C:) » v | 45 ' [ Search Local Disk (C3) }?
= e = - —

-y
Organize v New folder = ov (7] ’
*  Name 7 Date modified Type Size

4 Libraries = 2
j o o & 2f77b06f26d94 cabcbb1e9ddIS9da3bd 06/11/201317:32 File folder
i e g 95ladced1d261a9901 eacfSelcd? 18/02/20140838 File folder
= P,::" [ a5b1b6cfB44a044231221027d98d 15/01/201317:14  Filefolder
; Vld e 1. Intel 17/03/20111130  Filefolder
e = 4. ITEL 02/05/2012 11:38 File folder
= C o 1. PerflLogs 14/07/2009 04:20 File folder
=~ &tmp”;rk = 1. Program Files 29/01/2014 13:51 File folder
E::: rd;s ( )(\\ i ) 1. Program Files (x86) 17/02/2014 11:37 File folder
= kY :‘ ‘mst (\\wv;;.m;:)u:) . 1. SWSETUP 18/03/201115:17  File folder
" A:v ,°‘;\"\';‘ALNUT) 0 ® L. Users 10/09/2013 15:22 File folder
: g mflr: WALROT (M) ) Windows 06/02/20141525  File folder

ugzilla :
T W Mo mmmn mnd & ANVATAT AT /NLY -
File name: Avaya_IP_Office_Contact_Center_Configuration o -
Save as type: — £
— 4
Authors:
Excel Binary Workbook
cel 97-2003 Workbopk
..N“M \M“w«m wa bl o IO st die Aitie st et e AR B e s B

4. The file will have an .xIsm extension.

veaya_LF_Uhmice_Lontact_Lenter_Lonfiguration

Home Insert Page Layout Formulas Data Review View Add-Ins

[ save

Save As

ﬁ COpen —
napmat Ao dpene, et B atte i A bt - A gt it R . o R

Information about Avaya_IP_Office_Contact_Center_Conf...

A e Sl S\ Avaya IP_Office_Contact_Center_Configurationxlsm ——
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5. Close the file.

[ =

Home Insert Page Layout

Q Save = ;
o s Information €
£, 2aVE A \\walnut\USEfS\Ed""a"‘
5 Open

- Pe

i

Protect

Recent Workbook -

6. If you are using an older version of Excel, for example within the Office
Professional 2010 suite, you may have to manually enable Macros. Reopen
the file and click File followed by Options.

[ Open

[ Close

b |

4
¢
Recent ‘
New :
:

i

Print

Save & Send

Help
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7. Select Trust Center. Click the Trust Center Settings button.

Excel Options [? % |
General
Help keep your documents safe and your computer secure and healthy.
Formulas
Proofing Protecting your privacy
Save Microsoft cares about your privacy. For more information about how Microsoft Excel helps to protect your privacy, please
see the privacy statements.
Language .
Show the Microsoft Excel privacy statement
Advanced Office.com privacy statement

Customer Experience Improvement Program
Customize Ribbon

Quick Access Toolbar Security & more

Add-Ins Learn more about protecting your privacy and security from Office.com.
Microsaft Trustworthy Computing
Trust Center Microsoft Trustworthy Computin
Microsoft Excel Trust Center

The Trust Center contains security and privacy settings. These settings help keep your
computer secure, We recommend that you do not change these settings,

Trust Center Settings...

cone

8. Click Macro Settings. Select the Enable All Macros radio button. Click the
OK button.

Trust Center — m

Trusted Publishers

Macro Settings
Trusted Locations
) Disable all macros without notification

Trusted Documents Disable all macras with naotification

Add-ins Disable all macros except digitally signed macros

I @ Enable all macros (not recommended; potentially dangerous code can run)
ActiveX Settings

T s Developer Macro Settings
Protected View \ D Trust access to the VBA project object model

Message Bar

External Content
File Block Settings

Privacy Options

ok ][ conee
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9. Click the OK button.

T T
Excel Options Pl =

General

Help keep your documents safe and your computer secure and healthy.

Formulas

Froofing Protecting your privacy

Save Micrasoft cares about your privacy. For more infarmation about how Microsaft Excel helps ta pratect your privacy, please

see the privacy statements,
Language
Show the Microsoft Excel privacy statement
Advanced Office.com privacy statement

Customize Ribbon
Quick Access Toolbar

Add-Ins

Microsoft Trustworthy Computing
Trust Center Microsoft Trustworthy Computin

Customer Experience Improvement Program

Security & more

Learn more about protecting your privacy and security from Office.com.

Microsoft Excel Trust Center

The Trust Center contains security and privacy settings. These settings help keep your
computer secure. We recommend that you do not change these settings. Trust Center Settings...

10. Save the Excel file. For example,
Avaya_IP_Office_Contact_Center_Configuration.xlsm

11.The workbook can now be completed by moving between each tab from left
to right and completing the configuration fields.

12.The first tab named “Brief Instructions” provides step by step instructions
detailing how to complete the workbook.

Home | Insert  Pagelayout  Formulas  Data  Review  View  Add-ns
3 A prial S0 el AT A = = Autosum
o - @] Fin-
Past » L ¢ Format 5
e B ZU-|[Z-[&H-A /o ; = o Gcears i
Clipboard = Font Alignment Number Styles Cells Editing
Ba - fe| R9.0.3700.1422 v
A B C D E F G H | J K L M N =
1 =
2
3 Avaya IP Office Contact Center A\\/AYA
4 R9.0.3700.1422
5
6 Attention: This Spreadsheet can only be used in combination with IPOCC R9.0.3!
7 =
8
9 .
10 | Pre-Requisites
1; Before import can take place following file must be copied into an arbitrary folder on the computer where the
b database is installed: Datalmport.exe. The Windows user executing the executable file must have write privileges in
14 this folder. L
15
1® | Step by Step Instruction for Data Import
E *After setup of Avaya IP Office Contact Centermake a back up from the databases cc and c3k
20 *Open file Avaya_IP_Office_Contact_Center.xltm with Microsoft Excel 2007 or later
g; *Use "Save As" to save the file as Excel workbook with macros (.xlsm). It must be saved to a path containing no
2 space (blank) characters.
24 *Activate macros for the workbook
25
26 *When macros don't work close workbook and open it again.
g; *Fill in data on the worksheets. As a best practise work from leftto right, because data inthe worksheets is
29 partially dependant from each other. Fields with no input will be handeld as if they had the same values as the
30 defaults in the AvayaIP Office Contact Center configuration Ul E
LR L Brief Instruction | Base Data Chap Agentgroups Profiles .~ Agents .~ Job Codes .~ Topics Topic-AG Assignment Time Off .~ Data Import Detailed Description 2 4r[]
e ———— = -
Ready | |[EDE 0% (=) ) (¥)
——
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13.Tips to help you complete the workbook can be viewed by clicking
tool tip icon against specific fields.

the red

PBX, Access Code Topics, Chat-Serverand E-
Mail Settings

AVAYA

PBX
IHostname of
computer on which ics
Name Type Version 1POCC the IPOCC is lied,
Hostname max. 127 characters Postdial
More
|__1|PBXServer IPOffice R9.03 - 7 1] Access
| Codes
{
Chat-Server E-Mail Settings
E Name XMPP Hostname XMPP Domain E-Mail Domain
|_1|ChatServer CHANGE-ME CHANGE-ME CHANGE.ME

14.The first tab to be completed is the Base Data tab.

FA= B R R

Arial

Avaya_IP_Office_Contact_Center_Configuration.xlsm - Microsoft Excel

Insert Page Layout Formulas Data Review View Add-Ins

S0 e A ¥ S Wrap Text v

EEEh X AutoSum v
/ﬂ.—’l ] Fin -

Clipboard &

Alignment

=y

MNumber

Styles Editi

E18

£ | R9.0.3

AlB

E

G

H J

Slalall ]
G G S PO

14
15

16

D E F

PBX, Access Code Topics, Chat-Serverand E-
Mail Settings

PBX

AVAYA

IPOCC

Access Code Topics

Name

Serar

Type

Version

Hostname

—|No,

PBXServer

IPOffice

R9.0.3

Access Code Topics

Postdial
Maore

1 Access

l'_m

Codes

21

22
23

Chat-Server

24

L=
=] No.

Name

XMPP Hostname

XMPP Domain

25

ChatServer

CHANGE-ME

CHANGE-ME

26
27
28

M4 4 » M

Brief Instruction

Base Data . Chap

Agentgroups Profiles

Agents

Job Codes -~ Topics

Topic-AG Assignment

E-Mail Settings

E-Mail Domain

CHANGE.ME

Time Off -~ Data Import Detailed Description
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15.1t is imperative that you enter the correct IP Office Contact Center
Hostname, XMPP Hostname, XMPP Domain and UMR Domain. Fields with
a red background must be configured.

In this example the IP Office Contact Center server hostname of abcipocc
has been added.

Note: The server's computer name should only comprise of letters and digits. It
should not contain spaces or underscores. The name should also begin with a

letter.

PBX

PBX, Access Code Topics, Chat-Serverand E-
Mail Settings

Name

ELLE]

Type Version

IPOCC
Hostname

Access Code Topics

Access Code Topics

Postdial

PBXServer

IPOffice R9.0.3

abcipocc

70

Chat-Server

Name

E:UE]
—|1No

XMPP Hostname

XMPP Domain

ChatServer

CHANGE-ME

CHANGE-ME

AVAYA

Mare
Access
Codes

E-Mail Settings

E-Mail Domain

CHANGE.ME

16.This can be checked on the server by opening a command prompt and
typing hostname after the prompt.

-

Pradrams {1}

cmd

- GEE more re:

ELY4

B4 Logoff |»

4

- A |

s B 2B B2 e
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17.The IP Office Contact Center server’s hostname is displayed.

‘ca. Administrator: C:\Windows'\system32'cmd.exe

Microsoft Windows [Uersion 6.1.760811]
Copyright {(c) 2009 Microsoft Corporation. All rights reserved.

C:\Users\Administrator>hostname
abcipocc

C:\Users\Administrator>_

18.1f Chat and Email are not going to be used, these fields can be left as
default.

19.From the Chap tab, in the LocallPAddress field, enter the IP Address of
the IP Office Contact Center server.

Chap Server AVAyA

Chap Adapter Line

A Number of Chap Adapter Line - Properties
Line No. Channels Info
LocallPAddress | LocalSignalPort| PBXIPAddress | PBXSignalPort SIP Domain DNSServerlP SIP-Extension
1 120|Topics and Queue Devices|192.165.42.50 5100 5060 699

Channel Partitioning QueueDevices/IVR \

Number of Channels
Queue Device 1 IVR
60 [30

» M| prief Instruction Base Data Chapéglmus Profles .~ Agents " Job Codes . Topics Topic-AG Assignment: Time OFf " Data 1] 4

20.In the PBXIPAddress field, enter the IP address of the IP Office.

Chap Adapter Line

Line No. Number of Info Chap Adapter Line - Properties

Channel
annels LocallPAddress | LocalSignalPort] PBXIPAddress ] PBXSignalPort | _SIP Domain | DNSServerlP | SIP-Extension
1 120[Topics and Queue Devices |192.16842 50| 5100|192.168.42.100 5050 539

Channel Partitioning QueueDevices/IVR \

Number of Channels
Queue Device 1 IVR
60 |30
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21.In the SIP Domain field, enter the SIP Domain in lowercase letters. This
must match the Domain Name set in the IP Office under System, LAN1,

VoIP tab, Domain Name.

[ Avaya IP Office Manager IPOCCaystem [2.0.200.860] [Administrator{Administratar]] - 4
File Edit View Tools Help
=23 Jin vo2E
IPOCCaystem - System - POCCsystem
IP Offices System = IPOCCsystem

Name

S IPOCCsystem

= Control Ur:(zj\

- Extension (14)
~@  User(12)
% Group )
X Short Code (58)
D service (0)
ks RAS (1)
4P Incoming Call Route (4)
&8 WanPort (0)
- Directory (0)
) Time Prefile (0)
@ Firewall Profile (1)
@l 1P Route (1)
a8 Account Code (0)
% Licence (24)
- Tunnel (0)
£ UserRights 8)
i@ Auto Attendant (0)
¥ ARS (1)
i Location (0)
A - st o B oyl At N g

|
Syﬂait LANL [LAN2 [ DNS [ Voicemail | Telephony | Directory Services | System Events | sMTP
LAN Samzks VolP | Nethork Topology|

H323 Gatekeeper Enable
[] Auto-create Extn

[ sMDR [ Twinning [vem [ ccR [ codecs|

Auto-create User [] H323 Remote Extn Enable

SIP Trunks Enable

SIP Registrar Enable

Auto-create Extn/User [C] SIP Remote Extn Enable

Domain Name ipoc.iteluk.com

Ay Moy gy B ARl frgy, BB sl b Phps Mg

upp UDP Port 5060 = Remote UDP Port 5060
Layer 4 Protocol TCP TCP Port 5060 3 Remote TCP Port (5060

TLS TLSPort 5081 = Remote TLS Port 5061
Challenge Expiry Time (secs) 10 =

RTP

R S P e————— I S f*‘._.--\.‘ﬁ-\}

Chap Adapter Line
Line No. I::uhn;:ﬁ:agf Info Chap Adapter Line - Properties
LocallPAddress | LocalSignalPort] PBXIPAddress | PBXSignalPort SIP Domain DNSServerlP SIP-Extension
1 120|Topics and Queue Devices|192.168.42.50 5100[192.168.42.100 | 5060[ipoc.iteluk com 699

Channel Partitioning QueueDevices/IVR

Number of Channels
Queue Device T
60 130

IVR

22.Enter the IP Address of the DNS server used by IP Office Contact Center.

Chap Adapter Line

. Number of Chap Adapter Line - Properties
Line No. Channels Info
LocallPAddress | LocalSignalPort] PBXIPAddress | PBXSignalPort | SIP Domain ] DNSServerlP | SIP-Extension
1 120|Topics and Queue Devices [192.168.42 50 | 5100[192 168 42 100 | 5060]ipoc iteluk com  |[192 168 42 50

Channel Partitioning QueueDevices/IVR

| Number of Channels 1
I | A

23.The SIP Extension

is used for communication between the

IP Office

Contact Center and the IP Office. This will automatically be added to the IP
Office settings when the configuration file is uploaded to the IP Office.

Chap Adapter Line

- Number of Chap Adapter Line - Properties
Line No. Channels Info
LocallPAddress | LocalSignalPort] PBXIPAddress | PBXSignaIPorﬂ SIP Domain DNSServerlP SIP-Extension
1 120|Topics and Queue Devices|192.168.42 50 5100[192 168 42 100 | 5060]ipoc itsluk com  |192 168 42 50 699

Channel Partitioning QueueDevices/IVR

| Number of Channels 1
I | A

N
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24.Repeat this process for the remaining tabs. Remember that the red tool tips
are available against the fields to assist with configuration.

|_ Brief Instruction Base Data | Chap . Agentgroups Profles ~ Agents .~ Job Codes . Topics Topic-AG Assignment Time Off -~ Data Import Detailled Description (7] |E
EREE 100% (-

Note that some of the tabs, for example the Agent and Profile tabs contain
hidden columns that should be expanded so that the configuration data can
be entered. The columns can be expanded by clicking on the plus (+) icons.

41,

[+] + [+l
A il CDE/JUV\A'qu\AE

Profiles AVAyA

re

Priviloges Telephony E-Mail Chat

Silont Monitoring
Autamatic Sign On

Supervisor
Coaching
Privilege -

W[ Brief Instruction Base Data Chap . Agentgroups | Profiles .“Agents , Job Codes , Topics

MM% e T P e e WYL L R L W e T

25.When all of the tabs have been populated with configuration data, click the
Data Import tab then click on the Create Data Import button.

Data Import AVAYA

Log Messages

+++ Stan 18/02/2014 14:38:00 +++
+++ PABX +++ Clzr‘:[a;e

+4+ Chat-Server +++ Import

WARNING: No real hostname for XMPP Server defined

WARNING: Domain of Chat Server must be entered

+++ Chap 44+ e Include Agents in IP Office

+++ UMR-Domain +++

+++ Agent Group +++ Configuration
+++ Profile +++

+4+4 Agent +++

+++ Ordercode +++

+++ Topic +++

+++ Topic - AG Assignment +++

+++ Devices +++

+++ Time OF +++

SQL-Script created

C:\Datalmport.exe created.

+++ Create IP Office configuration CSV +++
C\configuration.csv created.

+++ End 18/02/2014 14.38.05 +++

* H| Bref Instruction Base Data " Chap .~ Agentgroups . Profles ~Agents .~ Job Codes . Topks .~ Topic-AG Assgnment .~ Time Off | Data Impoft -~ Detaled Description
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26.The Data Import file will be created.

c Windows\system32\makecab.exe
5.1.26080.5512
All

Maker
Microsoft

Microsoft <(R)> Cabinet
Copyright <(c)

399.602 hytes
32.80x

files
?

in 11
check_cclna.s

27.Two files are created:

;v IPOCC2

Uersion
Corporation.

rights

of 11)

reserved..

Organize « Include in library = Sync * Burn Work offline Mew folder
-
_ . n Mame Date medified Type
- Favorites i
Ml Desktop El| Avaya_IP_Offic t Center Confin  11A42/901315:27 Microsoft Excel
& Downloads | Avaya IP_Offfte Contal |P Office Configuration File [Document
15 Recent Places ] Avaya_1P_ osoft Excel
=] configuration | 21/01/2014 15:25 Microsoft Excel
4 Libraries Datalmport I jcation
3 Documents Data |mp0rt Flle
rJ’- Music L
Importing Data to the Sybase Database
28. Copy the Data Import file over to the IP Office Contact Center Server.
v IPOCC2
Organize = Open Sync = Burn Work offline MNew folder
S e |~ Name : Date modified Type
Bl Desktop @JJ Avaya IP_Office_Contact_Center_Config... 11/12/2013 15:22 Microsoft Excel M.,
4 Downloads | fwaya [P_Office_Contact_Center_Config...  21,/01,/2014 15:25 Text Document
2 Recent Places |z|_'] Avaya_IP_Office_Contact_Center_Config...  21/01/2014 15:25 Microsoft Excel M..
L] configuration 21/01/2014 15:25 Microsoft Excel C...
4 Libraries Datalmpnrt 21/01/2014 15:24 Annlication
3 Documents Open |
,JX Music L '&' Run as administrator
[=| Pictures 1 Troubleshoot compatibility
B videos 7-Zip 3
Q Scan with Microsoft Forefront Endpoint Protection...
18 Computer Pin to Taskbar
‘:_f Local Disk (C:) Pin to Start Menu
# Edwardlones (\\walnut\users) (H:)
¥ | Always available offline
5® Development (WWALNUT) (1) . °
&9 Admin (WWALNUT) (L) o G _ '
l‘ﬂ bugz”la (\\WALNU-I—J (M:] Restore Previous VErsions
5 Management (WWALNUT) (N:) Send to 4
S smit (AWALNUT) (C) P
u
8 ITEL Public Drive (WWALNUT) (P:) z
S8 Netwark Nrive (0:) i i
— Datalmport State: @ Always available Create shortcut
k i\, Application Date modified: 21/01/2014 15:24 Date cre| Delete nc)
Rename
Properties
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29.From the server’s desktop, right click and select Paste.

Wiew
Sort by
Refresh

Mew

= 5creen resalution

[ 7start _lj;}. Q_ TT

4

4
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32.The CClmportJobber screen is displayed.

CCImportJobber

—DE login data

DE User: IE

Passwiord: I

Impoart Data

Zancel |

33.In the Password field, enter the sa password that was created earlier
during the Sybase installation process. This was previously set to

Administrator.

Dy Fior Svhusss ASE 15,5 installsbion
& Local Dk ()
Sybase ASE corfiguration

S SETVET Nane: ASE

Pagmword For urer 5a: R .,,l"'

|-Cu|;l'ﬂ'l|pﬂwd: I |-|-"|1r|1--|-

kvt leafugth st be ot et & characters

Pt soe
1+ ik - incompatible with cld backups
L
Hardesare rescorces
P cored ko usa |:"n:|:i't-|. "'|
PRy Urkie 100 MA -

Hesr irestallaticnn of Adapteee Sarver Enterpriss 155

=

e

IP Office Contact Center Installation

CCImport Jobber

DB bogin data-

OB User: E

Passward: |
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34.0nce the password has been entered, click the Import Data button.

CCImportJobber Ed I

— DB login daka

DB User: |sa

Password: ] kbbb bk

. Import Daka

Cancel |

35.The data will be imported to the database.

CCImportJobber
DB login daka
DE User: I 23

Passwiord: | kb

Impork Lraka

Skep 2 of 2 95 Yo

S0L data import §CC),

Cancel |
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36.You will be notified when the database is successfully imported.

CCImportJobber
DB login data
CE User: I =3

Passward: | T

Impaork Daka

100 %

.

Drata import successtully completed!

37.Click the Finish button.

CCImportJobber | x|

DB login daka

CE User: I =3

Password: | shakatibickof

Impork Daka

100 %%

|

Drata import successfully completed!
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38.Restart the server. From the server's desktop click Start followed by

Restart.
R NP L S S SR S m
Help and Suppork
Run. .. Disconneck
Lack.
b all F'ru:ugreprp’ Windows Se

r

I Search p?éms and files

. Im —_— e
L 7Start j Lt ra
| hap £ ~

4

Shut dawn

LLLL

“+
)

With Windows 2012 server, click the Settings icon, then click the Power
icon followed by Restart.

Windows 2012 Server

Disconnect

0] vt
= | -O:
Network Disabled Unavailable

g8 O

Notifications Power Keyboard
Notifications Power Keyboard

Windor

Select Application: Installation (Planned), then click the Continue button.

Operating System: Reconfiguration (Planned) A

Application: Maintenance (Unplanned)

Application: Maintenance (Planned)

Windows 2012 Server

Application: Installation (Planned)

Application: Unresponsive
o Choose a reason that best describes why you want
Application: Unstable to shut down this computer

Security issue (Unplanned) Application: Installation (Planned) v

Security issue (Planned) m

Loss of network connectivity (Unplanned) )
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39.0nce the server has rebooted, log back into the server via a remote desktop
connection.

40.Check that all of the server’s components are running. To do this click Start
followed by All Programs, open the Avaya IP Office Contact Center
folder. Then open the Trace System folder.

Foe - N - —
i e O TS e e e T
Accessories E

- -
| Adrministrative Tools 3
Adrministrator

J Avaya IP Office Contact Center

, Trace System
Dacuments
, Unified Media archiving

J User Interface

J oiceControl
, Watchdog
. HP Management Agents

Metwork

. HP System Tools

W

. Control Panel
. Maintenance

, Skartup
| Svbase

Devices and Printers
Administrative Tools 3

Help and Suppott

/ Run...

1 Back / windows Security
y = 3
I |search ppflarams and files H Lag aff |

f__‘startJ _EI,% ,zj' J—uJ

4

PO B PR .

With Windows 2012 server, click the down arrow icon and click the TT
display icon.

Control Panel

Windows 2012 Server

Config

Console wEW

(&

Administrative
Tools

Display NEW

Scheduler Client

User Interface NEW

VCSpeechConfiguration NEW

Watchdog Config NEW
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41.Click the TT Display link.

T e R

_"_fé int’ernet Explorer
£ Windows Lpdate
. Accessaries
J Adrinistrative Tools . f
. Awaya IP Office Contact Center Aoy
. Trace System
T Config
T Console

P

Documents

Compuker

. Unified Media Archiving
. User Interface

Metwork

. YoiceContraol
. Watchdog
. HP Management Agents

Contral Panel

Devices and Printers
. HP System Tools

b4
:

. Maintenance Adrministrative Toals
. Skartup
. Sybase Help and Support

Run...

4 Back ‘indows Security

I Search programs and files lgj Log off >|
|r;' Start J % g I_‘. i

L

A

ale 4 e

42.Check that all components are running as indicated by green icons adjacent
to the components.

4  TTraceDisplay - localhost =12 G |

File View Help

STANDARD

| Process Host
@|1: omridRB Naming Service IFOCC
@|z 0B IFOCC
@|3 s IPOCC
@4 Tomcat IPOCC
@|5 TRDE IFOCC
@5 MediaStoreDB IFOCC
@|E TazkServMan |POCC
@7 CHAP IPOCC
@8 IPOTaskserver IFOCC
@5 Avaya Chap Sync IPOCC
@I0: AvayaVEA IPOCC
@11 chat IPOCC
SN2 reconsi IFOCC
@3 Kemel |POCC
@13 vectons IFOCC
@fi4ve IPOCC
@15 Monitos IPOCC
BI5: Statistic IPOCC
@5 TRS IPOCC
@15 SessionManager IFOCC
@I5: StatGen IPOCC
@I StatScheduler IPOCC
@IE: ADB IFPOCC
@7 c3HDB-Server IPOCC
@17 cHLNAServer IPOCC
@[I7: C3000 Servar IPOCC
@I7: UmiCorfigServer IFOCC
@N7: UniT askserver IPOCC
@|17. C3000 ClentAdapter IPOCC
@[I7: SMTP Connector IPOCC
@17 POP3IMAPS Client IPOCC
@17 TedT emplateServer IPOCC
@|I7: Rod CommandE xecutes IFOCC
@I7: Rod Archie IPOCC
BI7; Rod Rodomat IPOCC
@|I7: Rod SchedulerS erver IFOCC
@[I7: Rod Repasery IPOCC
@8 lad IPOCC
ofie oD IPOCC
@18 disk IPOCC

Ready 4
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Activating a Task Flow
The Task Flow can now be activated.

1. To do this click Start followed by All Programs, open the Avaya IP Office
Contact Center folder and then open the User Interface folder.

S 2 e e T e R
€8 Tntefmiet Explorer ’ < d S
1 windows Update » '

. Accessaties = =
. Administrative Tools '
Adrministratar |

| Awaya IP Office Contact Center

. Trace Sysktem
. Unified Media Archiving
l User Interface

Documents

YN

i

= Computer
. MoiceControl
| Watchdog P—
. HPF Management Agents

+
4
HP Syskem Tool
: ELEm 1o Control Panel '
| Maintenance ,
. Startup Devices and Printers :
| Sybase
Administrative Tools
Help and Support é
Run... t
N
4 EBack ‘Windows Security ’i

ISearchpr rams and files l[_]_‘J Log aff bl
| & & = m|

it

-y

2. Click the User Interface link

R A |

| BCCessories
, Administrative Tools

Administrator
| Awava IP Office Contact Center

T
. Trace System Documents
, Unified Media Archiving
J User Inkerface . 3

A User Interface Bl
| WoiceControl Metwork
| Watchdog

HP Management Agents
) d J Contral Panel

| HP System Tools

§ Maintznance Devices and Printers

J Startup

j Sybase Administrative Tools
Help and Suppart
Run...

1 Back. ‘Windows Security

||Searchprogramsandfiles l_‘J Log off >|
|f:'5tartJ 5',% 7 _.—_T_,J o

!

A by Ay Ay it B P g i
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3. To login enter a Username and Password of Administrator

AVAYA

IP Office Contact Center

Username I.ﬁ.dministratur j

Login

Password I------------ﬂ

Exit

Telephone Extension I{Nu:une;- j

Copyright 1995 - 2013 Awaya Inc.

4. Click the Login button.

AVAYA

IP Office Contact Center

Username I.ﬁ.dministratur j

Login

Password I------------ﬂ

Exit

Telephone Extension I{Nu:une;- j

Copyright 1935 - 2013 Avaya Inc.

IP Office Contact Center Installation
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5. The first time you login with Administrator account, you will be asked to
change the default password. Click the OK button.

"l,-""'-,l'l arn I n I;]

The password does not meet the security guidelinegs,

-.
L

—=—=  Please change it!

6. The IP Office Contact Center interface is displayed.

e Help
H Message-Board (Glohal)

Hello ..
Break Time: 0:00:00 Signed On Time:  0:00:00
Calls: offered: a completed: o
E-Mails:  completed: o

Administrator - Agent History (Period: today) T
Date | Time | Address | Calledaddress | Original topic | Lasttopic | Task typs Hote | Subie.

0:00/ 0:00 H Administrator ()~

7. To change the Administrator default password, choose File and then select
Change password.....

A |IP Office Contact Center

File Goto Home Help

Change password...

Change alias...
_ ge = age-Bo
Exit

HEnd .,

8. In the Old Password field, enter the password Administrator, then enter
and confirm the new password. Click the OK button.
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Old passwﬂrd dkkck ks kkk sk
ok kR ok

Mew password

Canfirrmation FESSREREREN

[ oK ] [ Cancel ]

9. Click the OK button to complete the change password process.

Infarmatian

Password changed successfully,

10.Click the Go to link and select Configuration.

A

IP Office Contact Center

File Goto Home Help

1 Home

2 Telephany

3 Reaftime information
4 Reporting

S Agent Status Reports

6 Contact Detail Repaorts

] CU“figli'ra“U"' 0:00:00 Signed On Time:  0:00:00

2 Ul confiy ared: 0 completed: o

10 Task Flowy Editor leted: 0

11 IvR-Editor rRiEtE

12 Dialer A Hi Period i)

13 E.el configuretion - Agent History {Period: today)

14 Tewxthlock admin e | Address | Called address | Original topic | Last topic | Task type] Note | Sub

15 Address book admin

R T Y W P W R e eI PP RPN “.;
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11.In this example, the Agent tab has been selected and the imported agent’s
details are displayed. This indicates that the data has successfully imported
to the database.

Configuration  System  Service Windows Help
View: [ <an "
¥ CHAP server I %VEA - * Country | (i Queue device | = Telephone I E Telephane group “‘b
@ | @Topic | HAgent goup {1 Profile | §YTeam | EZCustomer | [ Estenal destination | &k Workplace | g3 Announcement | [ &ni
)
[ Name 2| Tel | E-mil | Chat | Hurber | PEx
Guwrine ® PBXServer
Mary ® PBXSemver l
SupervisorGs = PBXServer l
Susan = PBRServer j
ol A I g I gl e B v sl . e A n s B gy e, gon.

12.Select Go to and select Task Flow Editor.

A 1P Office Contact Center

File Goto Help

1 Home
2 Telephany
3 Resltime infarmation

Service  Windows Help

4 Reparting
5 Agent Status Reports | %VEA
B Cartact Detail Reports c | MGaentgop 3
¥ Error List

& Configuration
g Ul config |
10 Task Flow Editor ﬁ
11 IWR-Edlitor

12 Dialer

13 E-Mail configuration

14 Texthlock admin
15 Address book admin

EECTP— ] .-r-_.‘f"\"“;

13.The Task Flow Editor screen is displayed.

I Administrator ()~

flow set Tools Help

DEH|v | EE D

Press F1 for Help. [ O [ Tuesday, January 21, 2014 [+:41:51 PM
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14.Click the Open folder icon

A IP Office Contact Center

File Goto Help

Agent Portal Task Flow sek Tools  Help

ﬁ DE-"EI(|%IEEEEID]]

15.Select Import TF-Set and click the OK button.

{2} Open task flow set

Irmoart TF-S et

" Cancel

e
16.Do not enter a password. Click OK.
£ Y Open task flow set Ed
W () Password
Erter the task flow set password: "s = 0k I
|

I Cancel |

A
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17.The Task Flow is displayed.

IP Office Contact Center

Goto Hel [

IR Az e Taskflowset Edit Tools Windows Help

DEld v | & 4B oIe
o) ImpurtTF-SetlEE List 1|>|

F-[0 Telephory |

ol e ol o

18.From the menu bar select Task flow set followed by Activate.

A, IP Office Contact Center

File Goto Help

Aaent Portal Task Flow set  Edit  Tools  Windows  Help
Chrl-+M
Chrl+0

Ackivate in addition
Reactivate...

Save Chrl+5
Save as...

Information

Delete. ..
Default kask flow set, ..
Ackive task Flow set, .

Export. ..
Impork. ..

PrimE, . .
Primk presiew

19.The Task Flow is checked and then activated.

Task Flow Editor

' L
@ Task Flow set successfully activated,
o

4

:'!‘.:.31;:! Conziztency check

Checking configuration data...
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If an error is encountered within the Task Flow, please refer to the Error List
section of the IP Office 9.0 IP Office Contact Center Maintenance Task Based
Guide.

20.Click the OK button.

Task Flow Editor

L
|0| Task Flow set successfully activated,
- -

21.The Task Flow can now be closed. Select Task flow set followed by the
Close button.

A IP Office Contact Center

File Goto Help

Agent Paortal Task Flow set Edit Tools  Windows  Help
L New Chrl4+h

' Open |40

Ackivake

J fchivate in additian
Reactivate. .,
Save Chrl+5
Save as...

Information

Delete. ..
Default kask Flow set, .,
Ackive task Flow set, .

Export...
Imnport...

Prinit, ... L 4P
PHRE preview

R TSN TS

22.You will be prompted to save the changes. Click Yes.

Task Flow Editor E3

./ \.
l@' Do you want to save the last changes in the database?
o e

es Mo Cancel
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23.The default Task Flow Set has to be defined. To do this click Task flow set
followed by Default task flow set

A IP Office Contact Center

File Goto Help

RTTEININ Task flow st Tools  Help
Mlew Chrl4+M

ﬁ Open el
Reactivate, ..

Delete, ..
) Default kask Flow sek, .

Active task Flow set, .,

Expark, ..
Irnpork. ..

24.You will be prompted that No default TF set configured. Click OK.

Task Flow Editor I

.- lj Mo defaulk TF set configured

—n * |

25.Select Import TF-Set followed by OK.

) use default task flow set

Eﬁ Import TF-Set 0k
\ " Cancel |

[~ Feset
A
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26.Do not enter a password, click OK.

{ Y Use default task flow set

i) Password

E3
Enter the tazk flow zet paszword: oK |

I Cancel

[~ Reset

A

27.The server is now configured.

1:06 1 0-00 H Administrator () v

Task flow set_Tooks _Help

D& H| )& 5 R

A0 Fress Fi For Help. [ lwum [ [Tuesday, January 21, 2014 [5:40:31 FM |
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Importing the IP Office Configuration File

As part of the installation process you will have previously completed the
configuration spread sheet in order to create the Data Import file. When the Data
Import file is created, a second Excel file is also created that includes the IP Office
configuration settings for IP Office Contact Center. These settings include details
relating to the agents, groups etc that can be uploaded to the IP Office.

1. To import the configuration file, launch IP Office Manager and open the
configuration of the IP Office.

B Select IP Office =8| &

Name 1P Address Type Vession Edition

Apphcation Server 0.0

o [POCCeystern 19216842100 PH0VE 90.3.0 build 41 TP Office

Configuration Service User Legin

P Office: POCCgystem - 1P 500 V2

Service User Hame Adrninistrator

| Service User Password  #484sssssssss

| e e

TCP Discovery Progress

Unit/Broadcast Address

255.155.155.255 S I e— —m Cancel

2. From IP Office Manager's menu bar, select File followed by Import/Export
then select Import.

%" Avaya IP Office Manager IPOCCsystem [Administrator{Administrator)]

File | Edit  View Tools Help

Open Configuration... Ctrl+0 {_} ‘E
R * IPOCCsystem -

: Save Configuration Ctrl+5 —
[ |E IPOCCsystem

Change Working Directory... System | LANL | LANZ | DNS | Voicemail | Telzphony] Directory Services | Systemn Events | :
Preferences...

Save Configuration As...

MName IPOCCsystem

-

MMA; 47N A9 N %

Offline
Contact Information

Advanced
Backuprestor!/

I Import/Export E’ rmation to place System under special control
Exit Export... \

; RAS Cl}‘
i} Incoming Call Route (
f WanPort (0]
.. . Hﬁg’f--@,. .“‘) IV W SRR R L e L

*| v w w

g
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3. Locate the IP Office Configuration file that was created when the Data
Import file was produced. To do this click the browser button and browse to
the location of the configuration file.

| E-E‘Tnport P a— =3 = _|‘
I
Itljr::\railabla humber oftems Browse For Folder M‘
[7] Configuration  File nat found-C:\Program Files (x86)\Avaya\IP Office\Manager\IPOCCsystem\\Configuration.csv
[7] Directory File not found-C\Program Files (x86)\Avaya\IP Office\Manager\ JPOCCsystern'\Directory.csv
[ Group File not found-C:\Pragram Files (x86)\AvayatIP Office'ManagerIPOCCsystemHuntGroup.csv
[7] Licence File not found-C:\Program Files (x86)\Avaya\IP Office\Manager[POCCsystem!License.csv » (8 Computer i
[7] Short Code File not found-C:\Program Files (x86)\Avaya\IP Office\Manager IPOCCsystem'\ShortCode.csv g G-F Network
[ User File not found-C\Program Files (x86)\Avaya\IP Office\Manager\ JPOCCsystern'\User.csv » [ Control Panel j '
£ RecycleBin
» ) CCA_HELP
. Draft TBGs
. IPOCC2 =
. IPOCCdata
. New folder
. New felder (2)
. Videos i
[ Make New Folder ] [ OK ] [ Cancel
LeckIn File Type 4
CAProgram Files (x86)\Avaya\IP Office\Manager\IPOCCsystern /d
[ 0K ] l Cancel ] l Help I

4. The Configuration file will be shown as being available for selection. Click
the check box adjacent to the file.

—
ot Import

nﬂg

Items MNumber of Items

Available

navailable

Directory File not found-\ywalnut\Users\Edwardlones\Desktop\IPOCC2\Directory.csv
Group File not found-Vwalnut\Users\Edwardlones\Desktop\IPOCC2\HuntGroup.csv
[7] Licence File not found-Vwalnut\Users\Edwardlones\Desktoph\IPOCC2Y License.csv
[7] Short Cade File not found-\\walnut\Users\Edwardlones\Desktop\IPOCC2\ShortCode.csv
7] User File not found-Ywalnut\Users\Edwardlones\DesktophIPOCC2\ User.csv

The path to the file's location is displayed

/

The File Type is displayed

/

_Look In i | File Type "
\\walnut\Users\EdwardJones\ Desktop\IPOCC2 [ ]]lcsv Text(esv) -|
’ oK ] ’ Cancel l [ Help ]
Note: the file type must be set to CSV Text(.csv) \
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5. Click the OK button.

= T —
o Import ‘ =HlC] 2 |
Items MNurmber of ltems
Available
Configuration 20
Unavailable
[] Directory File not found-\\walnut' Users\Edwardlones\DesktophIPOCC2\Directory.csv
[E] Group File not found-Ywwalnut\Users\Edward)enes\Desktop'\IPOCC2\HuntGroup. csv
[ Licence File not found-\\walnut\Users\EdwardJones\Desktop\IPOCC2\License.csv
[] Short Code File not found-Ywalnut\Users\Edwardlenes\DesktophIPOCC2\ShortCode.csv
[] User File not found-\\walnut\Users\Edward)ones\Desktop\IPOCC2\User.csv
LockIn File Type
\\walnut\Users\EdwardJones\Desktop\IPOCC2 [ ] [csv Tedtesd v
_* oK ] [ Cancel ] [ Help ]
Il I

The configuration data is uploaded to the IP Office. This can be checked by

selecting the User link. The users that were created and uploaded to the IP
Office Contact Center will be the same as those uploaded to the IP Office
Configuration.

extensions associated for the
Office Manager.

Note: Only users (relating to the agents) are created, therefore the
users will have to be created manually via IP

1”. Ede  View Tools Help
’

to-d A@EE v o2
POCCsystem = User .
| IPOffices | User = b
| & soorean Name Extension User | Voicemail | B
¢ Opesator (3) Basic User
9 POCCsystem Name
< System 1) | i~ Contact Center 8699
11 Line @) | - Extn2000 2000 Password
Control Unit (2) | Extn2001 2001
& Extension A‘/ |§ eanc02 2002 Confirm Password
i et | .
& Grovp ) | = Ean20oe 2008 Account Status
X Shot Code (68) | En2009 2009 Folt Nome:
@ Service ()
& RAS (1) Extension
@ Incoming Call Route (
 WanPort () ! Email Address

= Directory (0)
£ Time Profile 0)

Location (0)

Locale
Priceity

System Phone Right:

| G Dusun device

| #BvEA | @ Courty
| 48 Agent g 2 Agert Iaﬁtﬂa | ) Tesm | E)Cumtomer |

[ Emal [

| Tel
X

x
x
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7. A user called Contact Center is also created, that is associated with the
SIP extension that was previously defined in the Data Import spread sheet.
This SIP extension is used as a connection path between IP Office and the
Contact Center server.

%" Avaya IP Office Manager IPOCCsystem [9.0.200.858] [Administrator(Administrator)]

|: - Contact Center 8699
D
i
e~

Extn2001
P Y

File Edit View Tools Help
2 E-HIE 28
[POCCsystem - 8699 Contact Center -
IP Offices | User =
Name Extension

Password

2001 ™
bt

%" Avaya IP Office Manager IPOCCsystem [9.0.200.858] [Administrator(Admiisirator]]

i

-9 Incoming Call Route (

& WanPort (0)

@ Directory (0

@ Firewall Pro
@ 1P Route (1)

)

-£1) Time Profile (0)

file (1)

- Account Code (0)

% Licence (24)

W Tunnel (0)

-5 User Rights

®

i Auto Attendant (0)

K ARS (1)

&7 2006 L7

&8 2007 8L 8
H323 Bxtension

™%, 8001 2008 0

;8002 2009 0

8003 2010 0

0

0

0
SIP Extension
\

Module

Port

Force Authorisat]

bt A b A | oo e A st P irabin e et A o bt nl

File Edt View Tooks Help
L5-dIE 28
IPOCCsystem ~ Bxdension ~ 9000 8699 -
IP Offices Extension = \ SIP Extension: 9000 8699
-~ R BOOTP (11) 1d Extension Module Port Ban | volp || 738 Fax
: g2 l‘;zecﬁctw(ﬂ Digital Extension o
“ system
o Sy @1 20 1 1 4
i Line@ @2 21 1 2 3699 a
= Control Unit (2 &3 2002 BD1 3 "
- a" E"tE"égl" a2 &4 203 BDL 4 o r
ser
% Grovp () &5 2004 B 5 g )
- 8% Short Core (68) &6 w05 BDL 6 Unknoun SIP d
@ service ) Analogue Extension e 2T e
& RAS (1)

Automatic

IPOProperties  ~

£ | 8699

28

A

B o D E

Chap Server

Chap Adapter Line

H J

AVAYA

Line No.

Number of

Channels ik

Chap Adapter Line - Properties

¥ 1

LocallPAddress | LocalSi

ort] PBXIPAddress | PBXSignalPort | SIP Domain ]| DNSServerlP

1 120[Topics and Queue Devices[162.168 4250 |

5100[192 16842 100 | 5060]ipoc teluk com | 192 168 42 50

|
SIP Extension
[ 5699

Channel Partitioning QueueDevices/IVR

Number of Channels

Queue Device | VR

60

[30

B o e L P I I i L T P
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8. A short code is also created that is used for routing calls from the IP Office
to the IP Office Contact Center and should be referenced in the required
Incoming Call Routes.

File Edit View Tools Help
_‘fr 7 H E
IPOCCsystem = Short Code = T0X =
IP Offices | Short Code = 70X: Dial Extn
& BOOTP (11) Code Telephone Mumber Feature “ Short Code |
Operator (3) Conference Add
= IPOCCsystem <47 Conference Add Code T0X
52 System (1) X
T Line (2 eature 1a n -
7 Line (2) Dial F Dial Ext .
<2 Control Unit (2) |eEn KENI Dial "
48 Extension (12) BN ML Dial Telephone Mumber ~ 8699]>>.
& g::LS?l)J { L . Dial F Line Group ID 0 -
@3 Short Code (68) Dial Emergency L Locale [ v
@B Service (0) Bx-o11 911 Dial Emergency 3
ol RAS (1) - Force Account Code [
e Incoming Call Route ( Dial Extn
- f) WanPort (0) 5 Dial Bxtn
a8 Directory (0) Display heg
£ Time Profile (0) j
B} Firewall Profile (1) BX-DSSN " [0)151/ERR - "N Display Msg
 cadl T S gt g b st g Ll ape B e s g B gt o g a0

9. Select the System link followed by the LAN1 tab. Then select the VolP tab.

IP Offices | System =

- R BOOTP (11) Name

""" i Operator (3) %9 IPOCCsystem
[E-%2p IPOCCsystem LAN Settings{| VeIP Network Topology
-4 System (1) affpm—
-9 Line (2) H323 Gatekeeper Enable
-2 Control Unit (2] B _

& Extension (12) Auto-create Extn [] Auto-create User [T] H323 Rem p
@ User (13)
5% Group (1)
@M% Short Code (58) SIP Trunks Enable

IPOCCsystem

‘ Systen'“ LANL l__iANZ | DNS | Voicernail | Telephonyl Directory Ser\.ricesl Systern E\rentsl SMTP | SMDR |Twi

b e 7

LY

oy RAS (1) SIP Registrar Enable

- Incoming Call Route (2) V| Auto-create Extn/User SIP Remot
@ WanPort (0] / -

-4 Directory (0) Domain Name ipoc.iteluk.com

L]
'
2
3
c]
R i S

(@ Firewall Profile (1) upe UDP Port 5060 E Remote UDP Po
- Jfilll IP Route (1)
-l Account Code (0) Layer 4 Protocol TCP TCP Port 2060 = Remote TCP Po

% Licence (24) —
- i Tunnel (0) £ TLs TLS Port 5061 ~ Remote TLS Port
a-‘. User Rights (8) -
.. Auto Attendant (0) Challenge Expiry Time (secs) 10 =

R I B T W CET i v R S L prerier S

A ragtdh oy, A

\

10.Ensure that the H323 Gatekeeper Enable check box is selected.

a J
| System = IPOCCsystem ’
»
P tor 31 Name | Systermn | LAML |LAN2 | DNS | Voicemail |Te|ephoﬂy Directory Services | Systern Events | SMTP | SMDR | "
perator = IPOCCsystem
IPOCCsystem | LAN Settings| VoIP |Network Topology| i
..... =) System (‘1)
17 Line (3) L H323 Gatekeeper Enable ‘
..... <2 Control Unit (2) / Auto-create Bdn [7] Auto-create User [T] H323 Rey
----- 4 Extension (16) 3
§ User(ly)
..... 28 Group )
----- 8% Short Code (72) SIP Trunks Enable
@ Service (0]
..... o RAS (1) SIP Registrar Enable
""" g {:rm:‘i:tg(éa” Route (1) Auto-create Extn/User [C] SIP Rem
anPo
e @8 Directo - - " B e i ¥ E el il g st
&R Ul N gy S A gt A A s o,
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11.Ensure that the SIP Trunks Enable check box is selected.

gOOTf fléJJ Name | System | LANL | LAN2 | DNS | Voicemail | Telephony | Directory Services | System Events | smTp | smDr | 7
perator 2 IPOCCsystem
-2 [POCCsystem | LAN Settings | VelP | Network Topology|
..... 29 System (1) -
..... 7 Line (3) H323 Gatekeeper Enable
----- “= Control Unit (2) Auto-create Extn Auto-create User H323 Re
----- 4 Extension (16)
..... I User (11)
..... ‘ Group (2)
----- % Short Code (72) -w SIP Trunks Enable
----- o Service (0]
..... l RAS (1) SIP Registrar Enable
g mg:;”:;gm(;a” Route (1) Auto-create Extn/User SIP Rem
Y, Ao ) - ; '-‘HM"‘"H““*

12.Ensure that the SIP Registrar check box is selected.

------ R BOOTP (1) flams | System | LANL |LAN2 | DNS | Voicemail | Telephony | Directory Services | system Events | smTe | smor [ ¢
Operator (3) % POCCsystem
- IPOCCsystem | LAN Settings | VelP | Network Topology |
-
H323 Gatekeeper Enable
Auto-create Extn Auto-create User H323 Re
..... I User (11)
..... ' Group (2)
----- g Short Code (72) SIP Trunks Enable
----- Service (0]
..... A RAS (1) & SIP Registrar Enable
g mgi;n"):tgm(;a” Route (1) Auto-create Extn/User SIP Rem
< P Directonsllin. » atte- st | g, sl et el A g M S gt I OOt gt o AT ot s,

13.In the Domain Name field, ensure that the SIP domain is correct (in lower
case letters only).

R M
" EOOTL’ (1(133] ame | systen]| LANL ||aN2 | DNS | vaicemail | Telephony | Directory Services | System Events | SMTP | SMDR | Twi
""" {7/ Operator “IPOCCsystem
=% POCCsystern | LaN settings]| VelP |etwerk Topology|

% System (1) ——

7 Line (2) H323 Gatekeeper Enable

=2 Control Unit (2) Auto-create Extn Auto-create User H323 Rem

- Extension (12) '
§ Userq3)

338 Group (1)

- @% Short Code (58) SIP Trunks Enable

0 Service (0)
% RAS (1) SIP Registrar Enable

Incoming Call Route (2) 7| Auto- te Extn/U SIP Remot

48 WanPort (0) uto-create Extn/User |

‘ Directary (0] Domain Name ipoc.iteluk.com ’
37 Time Profile (0)

@ Firewall Profile (1) uop UDP Port 5060 H Remote UDP Por‘

IP Route (1)

Account Code (0) Layer 4 Protocol TCP TCP Port Remote TCP Por

-- W Licence (24)

i Tunnel (0) TLs TLS Port Remcte TLS Part

--§4 User Rights (8)

- Auto Attendant () Challenge Expiry Time (secs) 10 E
»

e I N PN LRy S N
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Note: This is the SIP Domain name previously defined in the Data Import
Spread sheet under CHAP Server tab.

Chap Server

Chap Adapter Line

G H T J K

AVAYA

Number of

Line No- | channels

Info

PO SN VYT W

Chap Adapter Line - Properti

DNSServerlP SIP-Extension

[19] 1 120

21
Sy W PN W S TN S e NP T U AT SRR SIS e R e SO SN o\'—j

[ Topics and Queue Devices

192 168 42 50

LocallPAddress | LocalSignalPort | PBXIPAddress | PBXSignalPort SIP Domain
192 168 42 50 5100/192 168 42 100 506(]ipoc iteluk com

14.Select the TLS check box as TLS must be enabled. The default ports can

be used.

£ IPOCCsystem

= System (1)

19 Line (3)

“= Contrel Unit (2)
& Extension (16)

& Useriy)

## Group (2)

¥ Short Code (72)
B Service (0)

& RAS (1)

) Incoming Call Route (1)
2 WanPort (0)

@ Directory (0)

£ Time Profile (0)
@ Firewall Profile (1)
@l IF Route 2)

am Account Code (0)
% Licence (24)

@ Tunnel (0)

£ User Rights 3)

¥ ARS (1)

&8 Location (0)

TR TR AN e )

IP Offices ‘ System = IPOCCsystem = v
+ R BOOTP (13) Name —— -
s System | LANL | LAN2 | DNS | Voicemail | Telephony | Directory Services | System Events | sMTP | SMDR | Twinning [ vem [ ccrR | Codecs
% Operator (3) W IPOCCsystem | | | | phony i1 | 24 | | | 9| | | ‘

| LAN Seitings | VelP | Metwork Topology |

H323 Gatekeeper Enable

Auto-create Extn [7] Auto-create User [7] H323 Remote Bxtn Enable

SIP Trunks Enable

SIP Registrar Enable

Aute-create Extn/User [7] SIP Remote Extn Enable

Domain Name ipocc.iteluk.com

upp UDP Port 5060 2 Remote UDP Port 5060
TCP TCP Port 5060 = Remote TCP Port (9060
| TLs TLS Port 5061 B Remote TLS Port 5061

Challenge Expiry Time (secs) 10 z

RTP

m

PUST LIRNEY LY SV SRR SR L PF e AP RO SR S e S LS

15.Ensure that UDP and TCP are also selected. The default ports can be used.

System

IP Office Contact Center Installation

IPOCCsystem =) o | <
L3 EJOOT: (1(333) Llame AN |Lan2 [ DNs | Voicemail | Telephony | Directory Services [ System Events [ sMTP [ sMDR | Twinning [ veM [cCR | Codecs|
perator “1POCCsystem
IPOCCsystem [ LaN settings | VelP | Network Topology|
= System (1) .
47 Line (3) H323 Gatekeeper Enable T
= Control Unit (2) Auto-create Extn [7] Auto-create User [F] H323 Remote Extn Enable

& Ext (16)
& Extension
& Userqin)
% Group )
B Short Code (72) SIP Trunks Enable
B Service (0)
o RAS (1) SIP Registrar Enable
@ Incoming Call Route (1) Auto-create Extn/User [] SIP Remote Extn Enable L
B WanPort (0) @ 3
: Directory (0) Domain Name ipocc.iteluk.com
£ Time Profile (0)
g Firewsll Profile (1) uDp UDP Port 5060 = Remote UDP Port [5060

IP Route (2)
am Account Code (0) Layer 4 Protocol TCP TCP Port 5060 : Remote TCP Port 5060
%= Licence (24)
i@ Tunnel Q) s TLSPort 5061 2 Remote TLS Port 5061
£ User Rights (8
' ARS (1) Challenge Expiry Time (secs) 10 : I
5 Location (0)

RTP
P st et e gl e et 0 B e tastmn et e, St o Pt o B e B e B
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16. Then click the OK button.

& BoOTP (13) Mame System| LANL | LAN2 | DNS | Voicemail | Telephony | Directory Services | System Events | sMTP [ SMDR [ Twinning [vem [ ccr | codees|
## Operator G) =% IPOCCsystem
£ POCCsystem LAN settings| VolP | Network Topology |
----- % System (1) A
47 Line (3) H323 Gatekeeper Enable M
= Contral Unit 2) Auto-create Extn Auto-create User H323 Remaote Extn Ensble
----- & Extension (16)
& User(ll)
#§ Group (2)
----- WK Short Code (72) SIP Trunks Enable
----- @ Senvice (0)
L RAS (D) SIP Registrar Enable
 Incoming Call Route (1) Auto-create Exin/User SIP Remote Extn Ensble 3
----- ) WanPort (0) @ 3
= Directory (0) Domain Name ipocc.iteluk.com
{7 Time Profile (0)
""" = Firewall Profile (1) upp UDR Port 5060 | RemoteuDp Port
..... [l 1P Route (2)
am Account Code (0) Layer4 Protocol Tcp TCP Port 5060 Remote TCP Part
= Licence (24)
..... W& Tunnel (0) LS TLSPort 5061 Remote TLS Port  |5061 z
§5 UserRights 8)

¢ ARS (1) Challenge Expiry Time (secs) © L
----- i@ Location (0)

RTP
Port Number Range

Minimurm 40152 [ Maximum 53246
Port Number Range (NAT)

Minimum qo152 [ Maximum 53246

Enable RTCP Monitaring on Port 5005

Rafiag

Keepalives
scope abies 3) b tmeout C—

Initial keepalives [Disabled -] \ z
\ﬁ ok || Cancel || Hep
KT

17.Click the Extension link.

| Pofices ] Extension |

R BOOTP (13) Id Extension || Extn  |yolP | 738 Fax
v+ Operator (3) Digital Extension
[=-#=p IPOC Csystem Extension Id

_____ = System (1) 1 a007
..... 1 Line (3) oy 2 2008 Base Extension

N
----- “2r Control Uni ] &009 _
..... A& Bxtension &4 8010 Caller Display Type
""" I' gser Elg] &5 8011 Reset Volume After Calls
..... roup
----- 8% Short Code (72) A6 8012 _
""" @ service (1) Analogue Extensi Device Type

B3 TSNP Py | SR SURI
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18.Select the SIP extension that was created for the CHAP connection to the
IP Office Contact Center server. Click VolP tab.

IP Offices | Extension SIP Extension: 8002 699 ef-® X vl<]|>
- & 800TP 13) Id Extension]
¢ Operator (3) Digital Extension
= Ipfxgyc;z:ean) o1 w0 P Address PR R 7] VelP Silence Suppression
i lne @ &2 5008 7] Local Hold Music
= Contral Unit (2} &3 8009 Codec Selection Custom '] [7] Allow Direct Media Path
4 Extension (16) &1 8010
i Usertit . Unused Selected
e (1) &5 s Re-invite Supported
2 Group @) - 6.729(2) 8K C5-ACELP von | [B711 ULAWESK
% Short Code 72) &6 802 67231 6K3 MP-MLG G711 ALAW 64K [ Codec Lockdown
g ;;r;‘aﬁ) © Analogue Extensi
@ Incoming Call Route (1) | 7 8001
€9 WanPort 0) &3 8002 P
: $irect;wf(?3 o H323 Extension
£7) Time Profile
@ Firewall Profile (1) 8004 8004
B P Route () 2005 3005
Bm Account Code (0) "%,8006 2010 i
. Licence (24) 2007 2003
@& Tunnel ()
§5 User Rights (8) SIP Bitension Reserye License [None -
B‘;CRSP 8000 8005 Anspurtmppurt [None -
ocation (0} 8001 8013 M
8002 630 K om0 Gain [Defaute -
w8023 8015 1P->TDM Gain [Defautt -
DTMF Support [RPcasz3 -
A i g, At e i ot o S0 s P pmstn A, AP A AR g Bt i o r BB g, iy, Al Al o o e g

19.From the Codec Selection drop down list select Custom.

IP Offices | Extension ||i= SIP Extension: 8002 699 [ R S
. & BOOTP (13) 1d Extensior| VolP | 738 Fax
i Operator (3) Digital Extension
& IP?E:;Z;E(T) P P Address R R — [ VolP Silence Suppression
1 Line () &2 8008 Muld Music
= Control Unit (2) &3 8009 Codec Selection [custom 7™ 71 llow Direct Media Path
& Extension (16)
&4 8010 Unused Selected
§ usergn) PE— Re-invite Supported
% Group @ L 5.729(a) BK C5-ACELP vos | [o711 viAwesK
8% Short Code (72) &6 a2 6.723.1 6K3 MP-MLQ G711 ALAW 64K 7] Codec Lockdown
2 ;;r;‘a? © Analogue Extensi
@ Incoming Call Route 1) | €7 8001
€0 WanPort () &8 8002 <<t
: $Ifert;ryftlﬂ3 o H323 Extension
£ Time Profile
@ Firewall Profile (1) w8004 8004
il P Route (2) w8005 8005
#m Account Code (0) 8006 2010 e
. Licence (24) w8007 8003
¥ Tunnel ()
§3 User Rights 6] SIP Extension Reserve License [None -
¢ ARS (1) 5000 5006
B Location (0} ~—amn o Fax Transport Support | None ]
w8002 699 TOM->IP Gain [Defautt -
8023 8015 1p->TDM Gain [Defaute -
DTMF Support [RFcasz -
e T W e b st o AR e e 4, A e B el Bt g ol it P .

20.From the Selected panel, select only G.711 ALAW 64K and G.711 ULAW
64k. The IP Office Contact Center system only functions if both G.711
ALAW 64K and G.711 ULAW 64k are selected.

= SIP Extension: 8002 699 & -4

|Btn | VolP | 738 Fax|

[] VoIP Silence Suppression

1P Address o .o .0 .0
[T Local Hold Music
Codec Selection [Custom 7] [ Allow Direct Media Path
Unused Selected

Re-invite Supported
6.729(z) 8K CS-ACELP —. || [e71 uawesk @ PP

G.723.1 613 MP-MLQ G711 ALAW 64K [7] Codec Lockdown z

e BN e e, el i, Lol st i I e A A g A, et e,
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21.The other codecs should be displayed in the Unused panel.

|Bxtn | VolP | 738 Fax|
1P Address | 0 o0 . 0 . o VolIP Silence Suppression
Local Held Music
Codec Selection Eudom '] Allow Direct Media Path
Unused Selected
Re-invite Supported
(5.729(a) BK C5-ACELP P G711 ULAW 64K
(G.723.1 6K3 MP-MLQ (G.711 ALAW 64K Codec Lockdown
-
P N N e e s, e I W T SR P R
22.Click the OK button.
Extnsion T EATARIE
Id Extension| | | g VolP | T38 Fax
Digital Edznzion VolIP Silence Suppression
&1 8007 IP Address 0.0 .0 .0
42 8008 Local Hold Music
&3 8009 Codec Selection [custom - Allow Direct Media Path
&4 8010 Unused Selected R te s ted
&5 a0l G.729(a) 8K C5-ACELP vas | [G71ULAWEIK einvite Supporte
&6 8012 G.723.1 6K3 MP-MLQ G711 ALAW 64K Codec Lockdown
Analogue Extensi ﬁ
7 8001
&8 8002 ceg
H323 Extension
.8004 3004 4
", 8005 &005
", 8006 2010 £
", 3007 8003
SIP Extension Reserve License [None ']
8000 8006 Fax Transport Support [None ']
", 8001 8013
w8002 699 TOM->IP Gain [Defauit -
w802 8015 1p->TDM Gain [Defautt -
DTMF Support [RFczs33 -
* ok || concel |[ Help
C T S

23.Save the configuration back to the IP Office. Click the Save icon.

File Edit View Tools Help %
‘25 -d | EEEL v =28 :
© IPOCCsyste - Extension - 8002699 -\ i

& BOOTP (13) Id Extension|| [ pen | VoIP | 738 Fax
Elg:l gi;}egct‘"f] Digital Extension elp il
! em (sl HENCH
- sys?e‘m o &1 8007 1P Address 0.0 .0 0
7 Line 3) &2 8008 Local Hold
) ..f g;:::l: :nu\; gzj &3 8009 Codec Selection [Cuslnm '] Allow Dire
& 8010 Unused Selected )
§ Usert)) &5 2011 Re-invite 51
4§38 Group (2) 6.729(a) 8K C5-ACELP . G711 ULAW 64K
8% Short Code (72) &6 8012 5.723.1 6K3 MP-MLQ G711 ALAW 64K Codec Locl
@ Senvice @ Analogue Extensi ?
ok RAS () &7 8001
@ Incoming Call Route (1)
-4 WanPort (0) &8 8002 <o
- : Directary (0) H323 Extension
7 Time Profile (0) g |
£
) Firewall Profile (1) 8004 8004 ¥
IP Route (2) 5005 8005
~#m Account Code (0) 8006 2010 N »>>
T At e gt g I ) A T e R SN
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24.You will be prompted to complete an Immediate reboot of the system. Click
OK. The IP Office will reboot.

Save Configuration

IP Office Settings
IPOCCsystem
Configuration Reboot Mode
Merge

I @ Immediate |

‘When Free
Timed

Reboot Time

10:43

Call Barring

——» ok || cancel |[ Hep |

25.0nce the IP Office has rebooted, the server will also require a reboot. Log
back into the IP Office Contact Center Server. From the server's desktop
click Start followed by Restart.

Help and Suppork

Run... Disconneck
Lock
» all F‘rngrey Windows Se
I Search p?éms and files P2} | Logoff F Shut down
\ Im — =
|f 'start J %-} 12| o £

-
< L}

With Windows 2012 server, click the Settings icon, then click the Power icon
followed by Restart.

Windows 2012 Server

Disconnect

lll'-:l"i I‘ -O lil—| Shut down _é
Network Disabled  Unavailable T L)
[T o Restart Inavailable

= | h
I
Notifications Power Keyboard = U

Notifications Power Keyboard

[P
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Select Application: Installation (Planned), then click the Continue button.

Operating System: Reconfiguration (Planned) A

Application: Maintenance (Unplanned)

Application: Maintenance (Planned)

Application: Installation (Planned) WindOWS 2012 Server i

Application: Unresponsive

Choose a reason that best describes why you want
to shut down this computer

Application: Unstable

Security issue (Unplanned) Application: Installation (Planned) v

Security issue (Planned) m

Loss of network connectivity (Unplanned) v

26.0nce the server has rebooted, log back into the server via a remote desktop
connection.

27.Check that all of the server’'s components are running. To do this click Start
followed by All Programs, open the Avaya IP Office Contact Center
folder. Then open the Trace System folder.

| Accessories -
, Administrative Tools :
Administrator

J Avaya IP Office Contact Center

, Trace Syskem
Daocurnents
, Unified Media Archiving

, User Interface

.-
T s Ol T ST e e S

| WaiceContral
, Watchdog
. HF Managernent Agents

Metwark

HP Systemn Tool
) ¥EEm 100l Contral Panel %
. Maintenance
| Startup Devices and Prinkers
| Svbase

-

Administrative Tools

Help and Support

/ Run...
1 Back. / Windows Security

I |search ppflgrams and files l[_ﬂ] Log off Dl

f,_‘startJ g,%ﬂ p'z_] _.—-uJ

4

POes NP e
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With Windows 2012 server, click the down arrow icon and click the TT
display icon.

Control Panel

Windows 2012 Server

Desktop

(&

Administrative
Tools

Config

Console WEW

Display NeEw

Scheduler Client

User Interface NEW

VCSpeechConfiguration NEW

Watchdog Config NEW

28.Click the TT Display link.

e -—-

e d e R B RN SO
& Inkernet Explorer ’ ‘ )
< Windows Update e t

. Accessories
, Administrative Tools -
. Awvaya IP Office Contact Center EESELE
. Trace Syskem
T Config
T Console

Documents

Computer

. Unified Media Archiving

Mebwork
| User Interface
YoiceControl
. MoiceControl Control Panel
. Watchdog ’
. HP Management Agents Devices and Printers '

. HP System Tools

J Maintenance Adrinistrative Tools oy
. Startup ar
) Sybase Help and Suppart: ¥
Run...
1 Back Windows Security )
I Search programs and Files P2 Logoff |» )

o | & &

4

LPY WY ¥V

IP Office Contact Center Installation 10 2014 102



IP Office Contact Center Installation

29.Check that all components are running as indicated by green icons adjacent
to the components.

Eile View Help
STANDARD

|_Host
IFOCC
IFOCC
IPOCC
IFOCC
IFOCC
IPOCC
IPOCC
IFOCC
IFOCC
IPOCC
IFOCC
IFOCC
IFOCC
IPOCC
IFOCC
IFOCC
IPOCC
IFOCC
IFOCC
IFOCC
IPOCC
IFOCC
IFOCC
IPOCC
IFOCC
IFOCC
IFOCC
IPOCC
IFOCC
IFOCC
IPOCC
IPOCC
IFOCC
IFOCC
IPOCC
IFOCC
IFOCC
IPOCC
IPOCC
IFOCC

l§
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IP Office Contact Center User Interface

Adding the server as a Trusted Site to Internet Explorer
To add the server as a trusted site to Internet Explorer:

1. Open Internet Explorer and select Internet Options.

\" 'l *4 | K I 4 Bing 2=
(-' e
M~ B - () o= v Page~ Safety v | Took - @+
i o N
\(_ f.’.t Diagnose Connection Problems. .. ‘I
k | Reopen Last Browsing Session
\‘gr of security se ~ »
& a security risk L1 Pop-up Blocker
i [ 21 Manage Add-ons

1
Faccess to netw )
Yy that has been | 9% Loietine

JEnhanced Secy @ Compatibilicy Yiew

H

Compatibility Yiew Settings

= Full Screen Fi1

t Toolbars 4
A

{ Explaorer Bars »

I\‘ <% Developer Tools Fiz

i

\5 Suggested Sites

1

% Inkerne

2. Click the Security tab followed by Trusted Sites.

Internet Options

Select a zone ko view or change security settings,

[ 7]

'Genera Privacy | Conkent | Cannections I Pragrams | Advanced I

@ & / ©

Local inkranet  Trusted sites  Restricted
sites

Internet
5 . . Sites |
@ This zone is For Internet websites,

except those listed in trusted and
restricted zones,

—Security level For this zone
Allowed levels For this zone: Medium ta High
4 - High
- - Appropriate for websites that might hawve harmful
content

- Maximum safeguards
- Less secure Features are disabled

|¥ Enable Protected Mode (requires restarting Internet Explorer)

Custom level... Default [evel

Reset all zones to default level

Ok I Cancel | Anply
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3. Click the Sites button and add the hostname of the server in the following
format: http://<hostname>

Note: the server name in the screen capture below is for illustrative purposes only.
Internet Options ﬂ B
‘General Securty | privacy | Content | Connections | Programs | Advanced |

Select a zone to view or change security settings.

@ & v O

Internet  Local intranet  Trusted stes  Restricted

sites Trusted sites E3
Trusted sites sit
:’ This zone contains websites that you i 7 You can add and remave websites from this zone. All websites in
W trust not to damage your computer or v this zone will use the zone's security settings.
your files. ,
You have websites in this zone. N |
- Security level for this 2one - - \WWSWMNOWM: 4
Allowed levels for this zone: Al | http:j avcipoce
- | - Medium
N - Prompts before downloading potentially unsafe Webskes:
content ) http://* update.microsoft.com ﬂ Remove I
-_I_f - Unsigned ActiveX controls will not be downloaded hittp:/f* windowsupdate.com
74 [0 http://* windowsupdate.microsoft.com
[~ Enable Protected Mode (requires restarting Internet Explorer) Ppslgomsatt.oom: =l
Custom level... l Default level l I™ Require server verification (https:) for all sites in this zone
Reset al zones to defaultlevel |
Close l

oK | Cancel I Apply |

A similar process can be followed with Mozilla Firefox:

4. Open the Firefox browser and select, Tools followed by Options.

B Google - Mozilla Firefox i s S o S S - -
File Edit View History Bookmarks [Tools| Help

“
gGoogle Downloads Ctrl+J
Z : > Add-ons  Ctrl+Shift+A
= @ https)//www.googhco.uk
Set Up Sync...
12 Most Visited || Getting Started [ é]e |
|25 Most Visited | _ ing Started :__ Wb TiEcae . oogle (
Page Info
1 E
Options «/

B o gmih, i At Ao, oot AP somptnm A..'-’
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Adding the Server’s Host Name to the IP Office Contact Center
User PC’s Host File

Each IP Office Contact Center User's PC must have the IP Office Contact Center
server's host file amended to reference the IP Office Contact Center server’s
Hostname.

The server’'s hostname can be checked from the server's command line:

1. Login to the server and from the start menu type cmd in the search box and
press enter.

Programs (1)
Cmd

Programs and Features
Power Options

Event Viewer

System

Device Manager
Network Connections
Disk Management
Computer Management

Command Prompt - RUN =
Commany d Prampt (Admin)
Task Manager = Type the name of a program, folder, document, or Internet
Control Panel resource, and Windows will open it for you.
File Explorer oper: [emd »
Search,
P B This task will be created with administrative privileges,
4 See more results Run
IShut down or sign out
— Desktop K 1
Cmd B4 Logoff |» * e 0 [ cancel || Browse
E | — s i ] o .
Protart j E| L & | 77| IN Windows 2012 Server B, & :
= U pocc -

2. Type hostname after the prompt.

1. Administrator: C:\Windows' system32'cmd.exe

Microsoft Windows [Version 6.1.76611]
Copyright <c?> 28089? Microsoft Corporation. All rights reserved.

C:\Users\Administrator>hostname
abcipocc \

C:\Users \Administratorr>

3. The server’s hostname is displayed. In this example the server’s host name
is abcipocc

. Administrator: C:\Windows'\system32\cmd.exe

Microsoft Windows [Uersion 6.1.76011]
Copyright <(c)> 2089 Microsoft Corporation. All r»rights reserved.

C:\Users\Administrator>hostname

abcipoce ——0n1___

C:\UsersSAdministrator>
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4. The host name of the server should be added to each IP Office Contact
Center users PC. Navigate to C:\Windows\System32\drivers\etc.

. »
ol 1] Computer » Local Disk (C) » Windows » System32 » drivers » etc |
Organize v Include in library v Share with v Burn New folder
| ModemlLogs o Name 7 Date modified Type Size
.. Offline Address Books :
2 | hosts 03/03/2014 16:39 File 1KB
1. Offline Web Pages o )
Pistha | Imhosts.sam 10/06/2009 22:00 SAM File 4KB
. Fan y
. | networks 10/06/2009 22:00 File 1KB
| PCHEALTH -
|| protocol 10/06/2009 22:00 File 2KB
.. Performance > :
| services 10/06,/2009 22:00 File 18 KB
L PLA
. PolicvDefiniti
5. Right click on the hosts file and open with for example notepad.
—— - - -

@vl Ju » Computer » Local Disk (C:) » Windows » System32 » drivers » etc

Organize v | Open Burn New folder
r—
| ModemLogs Right Click & s :
. ) 9 e Open with — - M
. Offline Address Books
1. Offline Web Pages Choose the program you want to use to open this file:
P |_| Imhosts.sam g
J Panther .
. |_| networks Fe: hosts
1. PCHEALTH \
1. Performance =]/ profocol pl Adobe Reader / Internet Explorer
|| services 4 /dobe Systems Incorporated Microsoft Corporation
L. PLA
1. PolicyDefinitions Microsoft Office 2010 w. Microsoft Word
. Microsoft Corporation Microsoft Corporation
a. Prefetch
I pss Notepad <) Paint
B e _IAJ Microsoft Corporation | 2 Microsoft Corporation
1. Registration )
|\ rescache [’ 1] snagit Editor Windows Media Center
74 TechSmith Corporation Microsoft Corporation
1. Resources
.. SchCache o Windows Media Player = Windows Photo Viewer
Microsoft Corporation Microsoft Corporation
1. schemas
1. security .= WordPad
B seiviceprofiles &) Microsoft Corporation
L. servicing
| Setup ["] Always use the selected program to open this kind of file
1. ShellNew
1. SoftwareDistribution
L Sun
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6. Add the server’s IP Address and host file details in the following format, for

example 192.168.42.50 abcipocc abcipocc

| hosts - Notepad —
File Edit Format View Help
¥ Copyright (c) 1993-2009 Microsoft Corp.
#
# This is a sample HOSTS file used by Microsoft TCP/IP for Windows.
#
# This file contains the mappings of IP addresses to host names. Each
# entr¥ should be kept on an individual line. The IP address should
# be placed in the first column followed bz the corresponding host name.
| # The IP address and the host name should be separated by at least one
|# space.
#
| # Additiona11¥ comments (such as these) may be inserted on individual
|# 1ines or following the machine name denoted by a '#' symbol.
#
# For example:
| #
|# 102.54.94.97 rhino.acme.com # source server
# 38.25.63.10 X.acme.com # x client host
|# Tocalhost name resolution is handled within DNS itself.
# 127.0.0.1 Tocalhost
| # il localhost
[ 192.168.42.50  abcipocc abcipocc
|  IPOCC Servers IP IPOCC Server's Host Name
Address
l

7. Save the changes to the host file.

ﬁ hosts - Notepad :i-.._

File | Edit Format View Help
Mew cri+N 993-2009
Gpen/ Ctrl+ 0
Save - Ctrl+5 2 HOSTS -F
save A ins the m
Page Setup... I{Ept on
Print.. an-p 2 First c

. and the h:3
Exit

#*

# Add'lt'l onall commentsﬁ
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Installing the Contact Center User Interface on the

Agent’s PC’s

The Contact Center User Interface has to be installed on each agent’s PC. If the
software is not running on the agents PC they will not be displayed in IP Office

Contact Center Real Time screens or Reports.

1. The software can be found on the IP Office Contact Center installation CD

within the Client folder.

(}9v| - IPOCE -

Organize ¥ 5 Open  Includeinlibrary = Sharewith = Burm Mew Folder

2. Copy the software on to each agents PC.

T — Mame = Date modified Type Size |
Bl Desktop ) 3rd_Pty_Sw 1/17(2014 2:39 PM File Folder
& Downloads B cient 1/17/2014 2:39PM  File Folder
=L Recent Places | Examples 1/17/2014 2:39PM  File Folder
- | Manuals 1/17]2014 2:39 PM File Falder

- Libraries

3 Documents | Server 1/17/2014 2:41 PM File Falder
,J'. TMusic ) Ukilities 1/17/2014 2:41 PM File Falder

e A B A5t o i oA At e b B o e adbodeac b ahoalB i o ambianas

o T WY e WYY W

G‘\_Jﬂ . = IPOCC » Client

Organize *  Includein library = Share with = Burn Rew Folder

. f Mame ~
. Favoarites

Bl Desktop i3 contact Center User Interface
4 Downloads

2| Recert Places

3. Double left click on the installation file.

E’f}' Contact Center User Interface

IP Office Contact Center Installation

Date modified Tvpe Size | j

12122013 11:06 AM  WWindows Inskaller P.., 41,954 KB t

SR L N N e d it B Wt il pnaneta o sis ot gl _..—.H“h")
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4. The setup wizard is displayed. Click Next.

.
ﬁ User Interface - Setup ="

AVAYA

IP Office Contact Center
User Interface

The setup will install User Interface in version
9.0.3700.1422 on your computer.

Click Next to continue or Cancel to exit the setup.

Back Next Cancel

5. Accept the License Agreement and click Next.

ﬁ‘ User Interface - Setup ]
End-User License Agreement V
Please read the following license agreement carefully A\ A \YA \

e

© 2013 Avaya Inc. All Rights Reserved. .

L

Notice

While reazonable efforts were made to ensure that the information in this
Documentation was complete and accurate at the time of printing, Avaya Inc. can
assume no liability for any errors. Changes and corrections to the information in this
Documentation may be incorporated in future releases. For the purpese of this
-document, all Avaya subsidiaries are included inte all rights and obligations frem

(@ I accept the terms in the license agreement

" I do not accept the terms in the license agreement

Back [ Mext ] Cancel
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6. Click the Complete button.

5] User Interface - Setup ==

Choose Setup Type V
Choose the setup type that best suits your needs A\ A \yA \

Complete

All program features will be installed. Requires the most disk
space.

Custom

Allows users to choose which program features will be installed
and where they wil be installed. Recommended for advanced
users.

7. Enter the Host Name of the IP Office Contact Center server in the
Hostname of IP Office Contact Center Server field. Note: The Hostname
depicted below if for illustrative purposes only.

'S ™
ﬁJ User Interface - Setup = =
General settings V
Please enter the name of your IPO Contact Center server, A \ A \yA \
License server and location for data export. /
Hostname of IPOCC Server Iabcipocc*
Hostname of License Server Iabcipocc Port |3080
Location for data export [c:\ProgramData\yeporting data\ Browse...
Activate terminal selection ]
Use external Firstscreen M
Back || Next | [ cancel
- 2
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8. Enter the Host Name of the IP Office Contact Center server in the
Hostname of License Server field.

s ™
1) User Interface - Setup = =
General settings V
Please enter the name of your IPO Contact Center server, A\ A \yA\
License server and location for data export.
Hostname of IPOCC Server Iabcipocc
Hostname of License Server Fbcipocct Port IWBO
Location for data export |c:\°rog'arrﬂata‘nreporthg data\, Browse...
Activate terminal selection ]
Use external Firstscreen [
| Bak || mext | [ cancel |
L ")

9. All of the other settings can be left in their default state. Click Next.

10. Click the Install button.

B e —

ﬁ User Interface - Setup - Pa— PR — =,

Ready to install User Interface AVAyA

|| Click Install to begin the installation. Click Back to review or change any of your
installation settings. Click Cancel to exit the wizard. L

Back Install Cancel I
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11.The installation will proceed.

= = e e T b
ﬁ User Interface - Setup J——— o R —— [ g
Installing User Interface Ay‘ N
" Please wait while the Setup installs User Interface,
! ||
L
I Status:
\ — N
|
N
Il
Il
'l
'l
|| Back Next I
12.Click the Finish button.
- = e e e — = B
ﬁ UserInter[ace—Setup- — - PR — = e
l I
| IP Office Contact Center I
|
| User Interface
| User Interface successfully installed. i
|
| |
| |
| Click the Finish button to exit the setup.
| | /
| Back Cancel I

.= — = e —
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Logging into the User Interface

To login to the User Interface:

1. From the start menu, select Avaya IP Office Contact Center, open the
User Interface folder and double click on the User Interface icon.

<# XPS Viewer
) 7-Zip
. Mccessories
|,. HAvaya IP Office Contact Center |
. UserInterface

J CallManagement
J Camtasia Studic 6

) Skype
. Snagit9
. Spybot - Search 8 Destroy -

With Windows 2012 server, select the down arrow icon followed by the
User Interface icon.

Control Panel Internet Explorer

Windows 2012 Server

Desktop

(&

Administrative
Tools

Config

— -
Console NEW

Display NEw

5 . Scheduler Client

User Interface NEW

1 VCSpeechConfiguration NEW

Watchdog Config NEW
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2. The User interface sign in screen is displayed.

AVAYA

IP Office Contact Center

Usernarne - Login

P d -

Telephane Extension | <MNone:=

3. In the Username field, enter the user name that has previously been
configured for this agent.

IP Office Contact Center

Login
Password )
Telephone Extension  <Nonex -
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4. From the Telephony Extension drop down box, select the extension to be
used by this agent.

AVAYA

IP Office Contact Center

P d -
Telephone Extension | SRR H‘_

5. Enter the password for the user in the Password field. The default
password for logging in to the agent user interface is cc123456

AVAYA

IP Office Contact Center

Password  sessssss

Telephone Extension 803 -
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6. Click the Login button.

AVAYA

IP Office Contact Center

Telephone Extension 803 -

7. The IP Office Contact Center user Interface is displayed.

A P Office Contact Center

FEile Goto Home Help 0:00/ 0:00 Agent1(803)
Agent Portal r
Message-Board (Global) B
‘ Hello ...
J Agent Statistics Agentl - Out of office notice
Break Time: 0:00:00 Signed On Time:  1:01:22
m calls: offered: 1} completed: i}
LN
E-Mails: completed: o
Agent1 - Agent History (Period: today)
Date Tirme | address | called address Original topic | Last topic Task type| Note | Subje =
< m r
Supervision )
« m ’
Administration
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Viewing the Default Call Flows

As part of the installation process, the configuration data is added to the Macro
enabled Excel spreadsheet, in preparation for the configuration file to be uploaded
to the IP Office Contact Center server.

The spreadsheet includes data fields relating for example to Topics, Agent Groups
and Agents. As illustrated in the example below:

A B C E F G H

Agent Group | AVAyKA

= o L R

Telephony E-Mail

Name Comment

serial No.

Tashk Type
[Telephony
Sign Off
Prevention
Queue Factor
[Sign Off
Prevention
[Task Type Chat

>
=]
[=]
o

Sales
Marketing
Admin

=
L]
L
Ring Timeout
o
|| =¢|[Task Type E-Mail

—
(%)
Lo L0 ]

>
=]
[=]
o

-
(=]
co|=i| |

%]
=
[1=]

2110
2 1
23 12
24 13
25 14
26 15
27 16
28 17
29 18
30 19
20
2 A
33 22
34| 23
35 24
36| 25
37| 26
38| 27
39 28
40 29
W 4 v M| Brief Instruction Base Dafa  Chap || Agentgroups | Profiles . Agents . Job Codes , Topics .~ Topic-AG Assignment

This data forms the basis of the default calls flows that can be utilized after the
configuration has been uploaded to the IP Office Contact Center server and the
default task flow set activated. (As outlined in section Activating a Task Flow
section of this guide).
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The task flows that reflect the data added to the configuration spread sheet can be
viewed as follows:
1. From the IP Office Contact Center User Interface select Go to followed by
Task Flow Editor.

A 1P Office Contact Center

File Goto Help

Home: Service  Windows  Help

1

2 Telephony

3 Realtime information
4 Reporting

5 Agert Status Reports I FEVEA

6 Contact Detail Reports o] I fﬁ.&gent group -ﬂ
7 Error List
& Configuration }

9 Ul carig |

10 Task Flow Editar *"’

11 IWR-Eclitor

12 Dialer

13 E-Mail configuration
14 Texthlock admin

-«
15 Address book acmin }
Sy Y TR

2. Click the Open folder icon

A, IP Office Contact Center

File Goto Help

Aaent Partal Task Flow set Tools  Help

ﬁ DE-’“HI(|%|EE.EEID]]

3. Select Import TF-Set and click the OK button.

£} Open task flow set

Iroart TFE-5 et
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4. Do not enter a password. Click OK.

£ Y Open task flow set Ed

W () Password

Enter the tazk flow zet passwaord: *ﬁ 0k I
|
I Cancel |

e

5. If the Task Flow Set has previously been activated, you will be presented
with the following dialog box. To open a copy of the Default Task Flow Set,
click the OK button.

Task Flow Editor

% The selected task Flow set is the default task flow set
) and cannot be opened.
Cpen a copy of this kask Flow sek?

6. The Generate new task flow set window is displayed enter a name a for
the task flow as required. A password can also be entered to limit access to
this Task Flow set.

{*) Generate new task flow set I

Marne: ITask Flow E xample] 0k I
Author: I.-’-‘-.dministratu:ur Cancel |

FPaszward: I \
Confirm pagzward: I

Comment:
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7. Click the OK button.

) Generate new task flow set Ed I
M ame: ITask Flaw E =annple] 0k
Author I.-’-'-.dministratu:ur Cancel |
Faszwond: I -~

Confirm paszwiord: I

Comment;

8. The Task Flow is displayed.

A IP Office Contact Center

File Goto Help

Agent Partal Task flow set  Edit  Tools Windows Help

‘ﬁ DE"EII(|%|;%%EID]]

gﬁ T ask Flow Example | Lo

J -] Telephony

9. Click the plus symbol, and the task flows will be displayed that correspond
to the number of Topics added to the configuration spreadsheet.

A IP Office Contact Center
File Goto Help

I Al s I Task Flow set  Edit  Tools ‘Windows  Help

Ll v &2 | MmEE Do

T Task Flow Example |EE 1 I hI
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10. The default call flow is illustrated below:

A P Office Contact Center

Fils Goto

| Task flow set  Edit  Tools  Windows Help
g IR =)
£Ba newirpontTF | B Lt [ v [CallFlow]:Topict

J B8 Topicl

e e SRR o

R | O—43 | |

-:lf ?li zl@

_LHolldayJ.. =
= [ial

. ..11 Distributo] - . - .
B« P@ED

1
=
&
O

.:lby

M I
= ? [z |
. ] T 0

. 1» o Tapict o .
a 0 g B—0 5
\ =
E|

o
EF

BlackTirme

? 5

Distributor - . . . . . . o

B
]

= 1
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The Call Flow comprises of the following Elements:
1. Telephones calls element

£} Telephone calls

M ame: T apic

Comment; Caricel

Select...

Pl

2. A Logic element.

{ } Logic
M arme: BlockTime: Q. I
| Fipik M= [Telephone callz] Topic Canicel |
" et OT= [Announcement scrpt] OutOfOFfice
M exit OF= [Logic] Holiday Select... |
— Condition Mew
gk blocked =="1" ﬂ Femmords. .. Taszk tag op... |
Operators. .
Tazk tag...
j Wariables...
Comment:
blacking time defined per topic [aut of office time per topic] ;I
F
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3. An Announcement script element.

{, Anmouncement script

I arme; Im

Comment: Cancel

Select...

i,

4. A Logic element

{ } Logic
M arme: aK I
[Fpuk M= [Logic] BlockTime Cancel |
" it OT= [Announcemment scpt] OutOf0 ffice
M et OF= [TaskTrap] T1 Select... |
— Condition Mew

thaliday == ;I Kepwaords. . Tazk tag op... |
O perators. .
Task tag...
j Y ariables...
Comment:
public holiday, defined as Time off in Systemn configuration ﬂ

[/
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5. A Task Trap element

) TaskTrap

K|
M arme: OE. I
_ Cereel |

Comment: to make sure, that waiting call remains in Cancel
waiting queue whern out off office time iz
reached

6. A Prioritised Distributor element

Distributor - Prioritized

M ame: k. I
Comment; Cancel |

7. A Personal Contact element

-:I'%f‘

8. A Last Agent element

g‘ﬂ

IP Office Contact Center Installation

10 2014

125



IP Office Contact Center Installation

9. A Logic element

£ Logic Eq
M arme:; ] I
[t M= [Diztributor [priaritized]] Distributor Cancel |
' et OT= [Agent group] Group 1
N et OF= [New task] Select... |
— Condition [T
ag[OTI[].freel] =0 ;I F.emwords. .. Tazk tag op... |
Operators. ..
Taszk tag...
LI “ariables. ..
Comrment:
MHumber of free agents ﬂ
=
| y

10.An Agent Group element

{} Agent group

il

M arme: Group 1
Cancel
—Sort agents by
Determine sort order far... Topic ... | Select |
General
Skills...
Add...
T lype-spec. |
Delete |
Up |
Do |
Comment;
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11. A New Task element

Pe

12.A Queue Full element

{=) Queue full [ ] |
Topic: J (8]4 I
&ogent group: I Group 1 J Cancel |
Cornrmenk:

queue Fackor is configured in Agent Group configuration

13.A Drop element

Be |
|~ [(Drop] |

14.An announcement Script element

{=) Announcement script

M arme: IE ak.

Cancel

Comment:

Select...

Pl
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15.The call flow will require amending to reflect the customers own
requirements. The call flow can then be tested by dialling the Topic
number for example, for Topic 1 dial 701.

A IP Office Contact Center

Help 0:20/ 0:00 || Administrator ()

Taskflowset  Edit Tools Windows Help

DSH v |& AR DS |

B newimpotTF BB Listof symhn\sl [CallFlow:Topic1
i - B TvR-Seript (1 announcemer 4|
[ Announcement script
LR  serint (1 Topic1 BlockTimg . - T T T T T - Outofofic:
nnouncement script (1 an O e oo ? = 1@
=& Connecting units a El Folday %
R Changs task tag . =K E_J L AR
¥ Change skil : o
&Skillreductmn .. 51 . :Dlismhutg PP PP PP .. b
. | 1
2 Loge i =305 L
A TaskTrap E
[ System conditions
ter P ca
Agent free Group 1
= [ ]
? & g &

Wier: <Al

=
=] ..
5

B Break Time co | 3epex | FECHAP server | 2gen | 4 Courtry
@i |BAenoon | PAget | RPoiic | §ITeal | ElCusiomer

oz .. .

|
HH

Name

Topicl X
Topic2 X 702
Topic3 X

[ UM [ [Monday, July 28, 2014 [5:24:34 P

For further details relating to the configuration of Task Flows, please refer to the IP
Office 9.0 IP Office Contact Center Task Flow Editor - Telephony Task Based
Guide.
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Avaya Documentation
e http://support.avaya.com/

Avaya IP Office Contact Center Task Based Guides
e |P Office Contact Center Configuration Maps

IP Office Contact Center Installation

e |P Office Contact Center Telephony User Interface Configuration
e |P Office Contact Center Task Flow Editor -Telephony

e |P Office Contact Center Reporting

e [P Office Contact Center IVR Scenarios

e |P Office Contact Center Contact Recorder Configuration

e [P Office Contact Center Email & Chat Service

e |P Office Contact Center Maintenance

e |P 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

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

©o NGO~ ®DNE

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 Voicemall

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
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Contact Store & Receptionist Console

34. IP Office Contact Store
35. IP Office Receptionist Console

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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