AVAYA

IP Office 5.0

Customer Call Reporter 1.1
Installation

15-601133 Issue 2b - (16 July 2009)



© 2009 Avaya All Rights Reserved.

Notice

While reasonable efforts were made to ensure that the information in this document 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 document may be
incorporated in future releases.

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

Link Disclaimer

Avaya Inc. is not responsible for the contents or reliability of any linked Web sites referenced elsewhere 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 and we have no control over the availability of the linked
pages.

License
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Copyright

Except where expressly stated otherwise, the Product is protected by copyright and other laws respecting proprietary rights.
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Third-Party Components

Certain software programs or portions thereof included in the Product may contain software distributed under third party
agreements (“Third Party Components”), which may contain terms that expand or limit rights to use certain portions of the
Product (“Third Party Terms”). Information identifying Third Party Components and the Third Party Terms that apply to them is
available on Avaya’'s web site at: http://support.avaya.com/ThirdPartyLicense/

Avaya 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. Suspected security
vulnerabilities with Avaya Products should be reported to Avaya by sending mail to: securityalerts@avaya.com.

For additional support telephone numbers, see the Avaya Support web site (http://www.avaya.com/support).

Trademarks

Avaya and the Avaya logo are registered trademarks of Avaya Inc. in the United States of America and other jurisdictions.
Unless otherwise provided in this document, marks identified by “®,” “™” and “SM” are registered marks, trademarks and
service marks, respectively, of Avaya Inc. All other trademarks are the property of their respective owners.

Documentation information
For the most current versions of documentation, go to the Avaya Support web site (http://www.avaya.com/support) or the IP
Office Knowledge Base (http://marketingtools.avaya.com/knowledgebase/).

Avaya Support

Avaya provides a telephone number for you to use to report problems or to ask questions about your contact center. The
support telephone number is 1 800 628 2888 in the United States. For additional support telephone numbers, see the Avaya
Web site: http://www.avaya.com/support.
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IP Office Customer Call Reporter:

1. IP Office Customer Call Reporter

IP Office Customer Call Reporter is a call center application for providing both the display of current statistics and
historical reports on the performance of agents and agent groups (queues).

The diagram below illustrates key components in a simple IP Office Customer Call Reporter installation.

IP Office
Web Browser

CCR Administrator
CCR Supervisors
CCR Agents

CCR Server PC
15 Web Server
MS-SOL Server
CCR Services

Data/Phone
M etwork

o IP Office Control Unit
IP Office Customer Call Reporter 1.1 is supported by all IP Office control units running IP Office 5.0. The IP Office
telephone system controls the distribution of calls and provides call information to the IP Office Customer Call
Reporter system. The IP Office also stores the licenses used to allow IP Office Customer Call Reporter operation.

o IP Office Customer Call Reporter Server PC
The main IP Office Customer Call Reporter server hosts a number of functions, some installed as part of IP Office
Customer Call Reporter and others that must be pre-installed

e IIS Web Server
All users access the IP Office Customer Call Reporter using web browsers. This is done using Microsoft IIS V6
on the IP Office Customer Call Reporter server PC. The IIS must be enabled and configured before IP Office
Customer Call Reporter is installed.

¢ Microsoft SQL 2005 Database (MS-SQL 2005)
The IP Office Customer Call Reporter server stores information in an MS-SQL database. Typically the database
will be on the same PC as the IP Office Customer Call Reporter server application, however an MS-SQL
database located on another server can be supported if required. The MS-SQL database must be installed
before IP Office Customer Call Reporter is installed. Different versions of MS-SQL are supported and guidance
on the selection criteria are given in the Database Requirements/ 10 section.

o IP Office Customer Call Reporter Services
The IP Office Customer Call Reporter application itself consists of a number of services. In a simple installation
they are all installed on the IP Office Customer Call Reporter server PC. For more advance installations some
may be installed on separate server PC's, see Distributed Installation[ 13,

¢ SMTP Email Server
Access to an SMTP email server is required for the emailing of reports and use of the forgotten password function.

¢ Networked Printer
Reports can be viewed in a web browser or emailed to a user, either option allows the user to view and then print
to any printer they can access from their PC. However for automatic report printing the IP Office Customer Call
Reporter server must be able to access the network printer selected during the report setup.

¢ Web Browser Clients
Users access IP Office Customer Call Reporter using web browsers. The user's name and password determines
their role. Full details of what the administrator, supervisors and agents can do through the web browser are
detailed in the IP Office Customer Call Reporter User Guide.

¢ Administrator
The administrator is able to configure various aspects of IP Office Customer Call Reporter operation and to
access diagnostics information. The administrator also creates and manages the supervisors. Their is only one
administrator account which is configured during installation.
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e Supervisors
Supervisors are able to view the status of queues and the agents in those queues. They can also run
immediate reports and schedule automatic reports. If allowed by the administrator, the supervisor can also
amend their own views and reset the view statistics for the whole system. The number of supervisors (up to
30 supported) is controlled by IP Office licenses.

o Agents
Once an agent logs in to a phone extension on the IP Office system they start to receive calls on behalf of the
hunt groups (queue) of which they have been configured as a member. In addition they can log in to IP Office
Customer Call Reporter using a web browser. They can then see statistics for the queues to which they belong
and their own statistics for calls handled on behalf of that queue. Agents cannot amend the views they see or
run reports. The number of agent able to log in is control by licenses (up to a total of 150)

e Licenses
IP Office Customer Call Reporter is a licensed application. Licensed are entered into the configuration of the IP
Office system and are unique to the serial number of the Feature Key being used by that IP Office. The licenses
set the number of agents that can be configured on the IP Office (up to a total of 150 agents) and the total
number of supervisors (up to 30 supported).

o Voicemail Server/ 1
IP Office Customer Call Reporter can provide voicemail reports for IP Office systems running IP Office Voicemail
Pro. This can be installed on the same server as IP Office if limited to 16 voicemail ports.
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IP Office Customer Call Reporter:

1.1 Summary

Web Browsers

e Google Chrome.

e Mozilla Firefox 3.0.

e Windows Safari 2.0.
e Internet Explorer 8.

e Internet Explorer 7[21,

IP Office Customer Call Reporter was designed and tested with the

listed web browsers. If used with other any other browser a warning

will be displayed but operation is not prevented. The following

browser features must be enabled:

e Javascript enabled.

e Pop-ups allowed. Required for report viewing, realtime graph and
help windows.

e If audio for alarms has been enabled, an audio plugin is required
for user's browsers. Use Windows Media Player(4l or Quick Time.

User Operating

e Windows XP Professional SP2.

Browser access is tested and supported on the listed operating

Systems e« Windows Vista Ultimate . systems. Only 32-bit versions of the operating systems are
» Windows Vista Enterprise. supported.

o Windows Vista Business. ,I;-\ccests frtor: t():»th:r operatciin.g iKste;ns is n?t precltltdeCidbbu; has not
« Windows Vista Home een tested by Avaya and is therefore not supported by Avaya.
Premium.

Agents Up to 150. The number of agents and supervisors usable is controlled by the

Supervisors Up to 30. ny:;:neqr of licenses entered into the configurations of the IP Office

Administrator |1 only. '

IP Office IP Office 5.0 A single IP Office. Minimum software level 5.0.

Systems IP Office Customer Call Reporter is only supported in an IP Office

Small Community Network of IP Office 4.0+ systems.

IP Office Customer Call Reporter itself does not support SCN features
such as remote hot desking of agent or distributed hunt groups. It
may be used in conjunction with a single IP Office that is part of the
SCN but it can only report on queues and agents on the one IP Office
for which it has been configured during installation.

IP Office IP Office Customer Call Reporter connects to the IP Office over the LAN using an IP Office service user
Connection account. This account accesses the same interface as used by the IP Office System Status Application
(SSA) and so reduces the number of possible SSA connections to the IP Office to 1.

+ Note: IP Office IP Address
The IP Office's IP address is used to tag agent and queue data stored in the IP Office Customer
Call Reporter database. If the IP Office's IP address or name is changed after installation of IP
Office Customer Call Reporter, new data for the existing queues and agents will be tagged with
the new IP address. This will result in reports including multiple entries for each agent and
queue.

Languages For browser access and reports the supported languages are Dutch, English (UK), English (US),
French, German, Italian, Brazilian Portuguese, Russian and Spanish. For embedded help the
languages are English, Brazilian Portuguese, German and Italian.

Voicemail IP Office Customer Call Reporter Voicemail Reports require the IP Office to be using an IP Office

Server Voicemail Pro server. This can be installed on the same PC as the IP Office Customer Call Reporter

applications, however in that scenario support is limited to 16 voicemail ports.

1.T3 Phone Support
IP Office Customer Call Reporter is currently not supported with T3 Series and T3 IP Series phones. It is also not
supported with non-Avaya H323 phones.

2.Internet Explorer 7 Limitation
IE7 is supported for only 100 statistics values in any section of a view. That is up to 100 statistic values for queues
and up to 100 statistic values for the agents in the currently selected queue.

3. Citrix Support
Supervisor and agent browser access to IP Office Customer Call Reporter from Citrix clients is supported. This
does not include support for installation of the IP Office Customer Call Reporter application on the Citrix sever. IP
Office Customer Call Reporter browser access has been tested with Citrix MetaFrame Presentation Server Client

4.0.

4.Windows Media Player Support
When using a browser other than Internet Explorer, Windows Media Player may be supported by the addition of
the Firefox Windows Media Play plugin. This plugin is available from
http://port25.technet.com/pages/windows-media-player-firefox-plugin-download.aspx. Currently this plugin is

useable with Google Chrome, Mozilla Firefox and Windows Safari.
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1.2 Database Requirements

IP Office Customer Call Reporter can use the following versions of Microsoft SQL (MS-SQL) as its database for storing

information:

¢ Microsoft SQL 2005 Express Edition

This is the free to use edition of MS-SQL 2005 which can be downloaded from Microsoft at
http://www.microsoft.com/downloads.

¢ Microsoft SQL 2005
The licensed version of MS-SQL 2005 is available in a number of different editions (Workgroup, Standard,
Enterprise and Developer). The licensing for these is done using Microsoft licenses, not IP Office licenses. For full
details of the different editions available refer to
http://www.microsoft.com/sqlserver/2005/en/us/compare-features.aspx.

The following general criteria can be used to determine which version of Microsoft SQL is required for an installation.

Feature MS-SQL 2005 MS-SQL 2005
Express Edition
Licensing Free Licensed
Location On the IP Office Customer Call Yes Yes
Reporter Server PC
On separate server PC No Yes
Supported Call Limit 500,000 No limit.[t]
Maximum Database Sizel?] 4GB No limit.[t]
Minimum Server RAM 1GB 3GBI3]
Automatic Backup Functions Not Included Included

1. A database size limit is defined as part of the database configuration.

2.For MS-SQL 2005 Express Edition the database size limit is fixed. For other editions IP Office Customer Call
Reporter is able to adjust the size after giving a warning. See below for details.

3.The minimum server RAM depends on the particular licensed edition of MS-SQL 2005.

Regardless of which edition of MS-SQL 2005 is used it must be installed before the IP Office Customer Call Reporter
components are installed. During installation of the IP Office Customer Call Reporter components access to MS-SQL 2005

is used as part of the IP Office Customer Call Reporter installation.

What Happens When the Database Size Limit is Reached?

Once the database has reached 75% of its maximum size, an alarm will be generated and displayed when users log in to
IP Office Customer Call Reporter.

At 80% an alarm will be generated and the IP Office Customer Call Reporter application will begin to take actions
necessary to allow it to continue recording new data. The warning messages and the action taken depend on the edition

of MS-SQL being used.

¢ MS-SQL 2005 Express Edition
When the database size limit is approached IP Office Customer Call Reporter will start providing warnings. When
the 80% limit is reached it will automatically erase the oldest 10% of data.

e Licensed MS-SQL 2005 Editions

When the database size limit is approached IP Office Customer Call Reporter will start providing warnings. When
the 80% limit is reached it will increase the set database size limit.
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IP Office Customer Call Reporter: Database Requirements

1.3 Server PC

This section details the minimum requirements for IP Office Customer Call Reporter server PC's.

¢ Windows Operating System
The IP Office Customer Call Reporter services are supported on the following operating systems. Only 32-bit
versions are supported.

e Microsoft Windows Server 2003 SP2.
e Microsoft Windows Server 2003 R2.

e Microsoft Windows Small Business Server 2003 R2.

¢ Hardware Requirements
The following are the recommended minimum requirements for the PC hosting any components of the IP Office
Customer Call Reporter server application.

¢ Processor: Intel Pentium D945 Dual Core or AMD Athlon 64 4000+.
e RAM: 2GB

¢ Free Hard Disk Space: 30GB.

¢ Additional: CD or DVD drive for software installation.

e If installing a licensed edition of MS-SQL 2005 on the IP Office Customer Call Reporter server PC the separate
requirements of the MS-SQL 2005 must be meet.

Notes

1.The installer of the IP Office Customer Call Reporter Server platform must have Windows administrative rights to
proceed with the installation. If the correct rights are not available a message appears informing the installer and
the installation will be stopped.
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1.4 Licenses

Use of IP Office Customer Call Reporter is licensed through licenses entered into the IP Office configuration. The table
below lists the available licenses.

License Function

CCR Sup The presence of at least one CCR Sup license is required to use IP Office Customer Call Reporter. The
license is available in 1, 5, 10, 15 and 25 supervisor versions. Multiple licenses can be added to achieve
the number of supervisors required up to 30 supervisors. One license instance is consumed for each
supervisor configured on the IP Office Customer Call Reporter system, regardless of whether the
Supervisor is logged in to IP Office Customer Call Reporter.

CCR Agent Enables support for IP Office Customer Call Reporter agents. The license is available in 1, 5, 10, 20, 50
and 75 agent versions. Multiple license can be added to achieve the number of agents required up to the
maximum of 150 agents. One license instance is consumed for each IP Office IP Office Customer Call
Reporteragent configured on the IP Office system, regardless of whether the Agent is logged in to an
extension or to IP Office Customer Call Reporter.

CCR CCC UPG |This license allows existing CCC licenses to be used for IP Office Customer Call Reporter, see Upgrading
from CCC[1&, The CCC licenses are used as follows:

e CCC Server - Enables 1 supervisor and 5 agents.
e CCC Supervisors - Enables the equivalent number of supervisors.

e CCC Agents - Enables the equivalent number of agents.

Note also that on IP500 systems, IP Office Customer Call Reporter V1.0 requires the IP500 to have an IP500 Upgrade
Standard to Professional license.

1.5 CCC and Delta Server

The IP Office Compact Contact Center (CCC) is an application previously supported by IP Office for a similarly functions
to IP Office Customer Call Reporter. It worked in conjunction with the IP Office Delta Server application to obtain call and
agent activity data from the IP Office.

e For IP Office systems with IP Office Customer Call Reporter licenses installed, CCC is no longer supported.
Provision of CCC licenses to the CCC system is disabled.

e Existing CCC license can be used with IP Office Customer Call Reporter if an IP Office Customer Call Reporter
CCC UPG license is added to the IP Office configuration. See IP Office Customer Call Reporter Licenses| 12,

e IP Office Delta Server is still supported but only for SMDR call logging output.
e A CCC database cannot be upgraded to an IP Office Customer Call Reporter database.

1.6 Small Community Network (SCN)

IP Office Customer Call Reporter is only supported in an IP Office Small Community Network of IP Office 4.0+ systems.

IP Office Customer Call Reporter itself does not support SCN features such as remote hot desking of agent or distributed
hunt groups. It may be used in conjunction with a single IP Office that is part of the SCN but it can only report on queues
and agents on the one IP Office for which it has been configured during installation.

Calls received from other parts of the IP Office SCN are currently reported as inbound external calls by IP Office
Customer Call Reporter.

1.7 Voicemail Pro

In a Small Community Network, for Voicemail Reports! 50, the Voicemail Pro must be associated with the same IP Office
system as the IP Office Customer Call Reporter server PC. It does not necessarily have to be installed on the same PC as
the IP Office Customer Call Reporter sever, however that can be done, see below.

Note that assisted transfers from the voicemail server to a queue or agent are not supported.

The IP Office Customer Call Reporter server can be installed on the same server as the IP Office VoiceMail Pro
application. However this is only supported for up to 16 voicemail ports.
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IP Office Customer Call Reporter: Voicemail Pro

1.8 Distributed Installation

The IP Office Customer Call Reporter application consists of several components which in a simple installation are all
installed on the IP Office Customer Call Reporter server PC.

For advanced scenarios some components can be installed on other PC's. The IP Office Customer Call Reporter
application components listed in Maintenance and Diagnostics/ 54,

Currently, for IP Office Customer Call Reporter version 1.0, the only supported scenario for a distributed installation are
scenarios where MS-SQL 2005 is installed on a separate server PC.

Separate Database Server

In this scenario the MS-SQL used is a licensed edition of MS-SQL 2005 installed on another server PC. This requires the
IP Office Customer Call Reporter Database component to be installed on the same PC as the MS-SQL 2005 database
server before the remaining IP Office Customer Call Reporter components are installed on the IP Office Customer Call
Reporter server PC.

Typically this type of installation would be used when the customer already has a server PC with a licensed edition of MS-
SQL 2005 installed.

CCR Server PC
Phone DatalF hone IS Web Server
Extensions Network CCR Web Client

CCR Management Service

CCR Real Time Calculation Engine
CCR Historcal Reporing Senvice
CCR Data Anahyzer Service

Database Server PC
MS-50L Server
CCR Databaze

O
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2. Installation

You must read and understand this documentation in full before attempting an IP Office Customer Call Reporter
installation. In addition you must check the IP Office Technical Bulletins relevant for the IP Office Customer Call Reporter
Software release and the IP Office software release.

Installation Process

The following list indicates the order in which IP Office Customer Call Reporter installation should be performed. It
includes ensuring that you have collected the information necessary to complete the installation.

1.IP Office Customer Call Reporter Server PC Requirements/ 17

2.Information Requirements/ 18y

3.Software Requirements/ 19

4.IP Office Connection/ 21

5.1IS Setup/2®
6.Windows .NET Updates/ 29

7.MS-SQL 2005 Express Edition Installation/ 24

8.IP Office Customer Call Reporter License Installation/3®

9.Agent and Queue Configuration[ 3™

10.SMTP Email Testing[3®
11.IP Office Customer Call Reporter Software Installation/3#

12.IP Office Customer Call Reporter Administrator Creation/3%
13.MS-SQL Service Configuration/4®
14.Firewall Settings/ 41

15.Network Printers/ 4

This installation process assumes that the IP Office system is already installed and has been tested for correct operation.

¢ Note: IP Office IP Address
The IP Office's IP address is used to tag agent and queue data stored in the IP Office Customer Call Reporter
database. If the IP Office's IP address or name is changed after installation of IP Office Customer Call Reporter,
new data for the existing queues and agents will be tagged with the new IP address. This will result in reports
including multiple entries for each agent and queue.

Additional Configuration Steps

The following can be done at any stage during or after IP Office Customer Call Reporter installation. They relate mainly to
the IP Office users and hunt groups need that need to be configured as IP Office Customer Call Reporter agents and
queues.

1. Configuring Busy Not Available Reason Codes/4™.

2.Configuring IP Office Customer Call Reporter Agents/ 453,

3. Configuring IP Office Customer Call Reporter Queues/ 46",
4.Configuring After Call Work Controls/ 48"
5.IP Office Short Codes/ 49

6.Button Programming/ 49,

7.Voicemail Report Setup! 50,

CCR Installation 1.1 Page 16
IP Office 5.0 15-601133 Issue 2b (16 July 2009)



Installation:

2.1 CCR Server PC Requirements

This section details the minimum requirements for IP Office Customer Call Reporter server PC's.

¢ Windows Operating System
The IP Office Customer Call Reporter services are supported on the following operating systems. Only 32-bit
versions are supported.

e Microsoft Windows Server 2003 SP2.
e Microsoft Windows Server 2003 R2.

e Microsoft Windows Small Business Server 2003 R2.

¢ Hardware Requirements
The following are the recommended minimum requirements for the PC hosting any components of the IP Office
Customer Call Reporter server application.

¢ Processor: Intel Pentium D945 Dual Core or AMD Athlon 64 4000+.
e RAM: 2GB

¢ Free Hard Disk Space: 30GB.

¢ Additional: CD or DVD drive for software installation.

e If installing a licensed edition of MS-SQL 2005 on the IP Office Customer Call Reporter server PC the separate
requirements of the MS-SQL 2005 must be meet.

Notes

1.The installer of the IP Office Customer Call Reporter Server platform must have Windows administrative rights to
proceed with the installation. If the correct rights are not available a message appears informing the installer and
the installation will be stopped.
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2.2 Information Requirements

In addition to general

customer details, the following information should be obtained before attempting to install IP Office

Customer Call Reporter.

Category Information

Documentation

The following are available from the Avaya Support web site (support.avaya.com):

o []IP Office Customer Call Reporter Installation Manual (this document)
e []IP Office Customer Call Reporter User Guide.

e []IP Office Technical Bulletins for the release of IP Office Customer Call Reporter and IP
Office software being used.

IP Office System
Information

e [] System name.

e [ ] Service user name and password for full configuration settings access.
e [] Service user name and password for security settings access.

e []IP Address and Mask of the control unit.

e [] Current software level.
This must be IP Office 5.0 or higher. If the IP Office system requires upgrading that must be
done prior to any IP Office Customer Call Reporter installation in accordance with the
appropriate IP Office Technical bulletins.

e [ ] Feature Key dongle serial number.

IP Office Customer
Call Reporter

e [ ] Name and password for account with full administrator rights log on.

Server PC e []PC IP address details.
SMTP Email e [ ] SMTP Server Hostname
Details

e [ ] SMTP Server Port
e [] Originator Email Address and Name.
e [ ] Server User Name (optional)

e [] Server Password (optional)

Database Details

Supervisor Details

Login names and email addresses for the supervisors.

Agent Details

Details of the IP Office users who will be configured as CCR Agents.

Hunt Group
(Queue) Details

Details of the IP Office hunt groups for CCR Agents.

CCR Installation 1.1
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Installation: Information Requirements

2.3 Software Requirements

A number of software items are required to complete the IP Office Customer Call Reporter installation. These are not all
are provided as part of the IP Office Customer Call Reporter installation package and so you should ensure that you have
all the items listed below before proceeding with installation.

Software Details

IP Office These application will be required during installation in order to configure the IP Office systems. Having
Administrator them installed and used from the IP Office Customer Call Reporter server PC is also a validation of
Applications |connectivity between that PC and the IP Office system. Both these application are installable as part of
(o]p) the IP Office Administrator Application suite. That is available on CD or DVD from Avaya. The CD image
can be downloaded from the Avaya support website (http://support.avaya.com).

o []IP Office Administrator Applications CD or DVD
This will be used to install the following onto the IP Office Customer Call Reporter server PC. They
are used during IP Office Customer Call Reporter installation.

o IP Office Manager.
o IP Office System Status Application.
o IP Office System Monitor.

Windows During installation, if the IIS 6 web server has not already been installed it may be necessary to have
Operating operating system disks available that match the IP Office Customer Call Reporter server PC's operating
System CD system.

¢ [ ] Microsoft Windows Server 2003 SP2.
¢ [ ] Microsoft Windows Server 2003 R2.
¢ [ ] Microsoft Windows Small Business Server 2003 R2.

Microsoft The following items are all required and must be pre-installed on the IP Office Customer Call Reporter
Software server before the IP Office Customer Call Reporter application is installed. They are included on the IP
Updates Office Customer Call Reporter DVD. They are not included in the downloadable application installed

available from http://support.avaya.com, however they can all be obtained from the Microsoft download
website (http://www.microsoft.com/downloads).

e [].NET 3.5 Service Pack 1 (dotnetfx35.exe)
Ensure that IIS is installed 22 and accessible before installing the .NET package. This ensures
that additional .NET components for IIS are installed during the .NET installation.

e [] Microsoft .NET Framework 3.5 Family Updates (KB959209):
The following updates are required after the .NET 3.5 Service Pack 1 has been installed. They can
be downloaded and installed. Alternatively, after installing the .NET 3.5 Service Pack 1, allow the
server to go through the Windows Update process while connected to the Internet.

e [ ] NDP20SP2-KB958481-x86.exe

e [ ] NDP30SP2-KB958483-x86.exe

e [ ] NDP35SP1-KB958484-x86.exe
e [] Visual J# 2.0 Runtime (vjredist.exe)

For all the above:

* Ensure that you obtain the correct version for the operating system and processor type of the IP
Office Customer Call Reporter server PC.

o If the IP Office Customer Call Reporter server PC does not have external internet access, ensure
that you obtain the full redistribution package.

 Ensure that IIS is installed[ 22y and accessible before installing the .NET package. This ensures
that additional .NET components for IIS are installed during the .NET installation.

MS-SQL 2005 |- Either:
e []A licensed copy of MS-SQL 2005
e [] Access details to an existing MS-SQL 2005 server PC on the same network.

e []A free copy of MS-SQL 2005 Express Edition. This can be obtained from the Microsoft
download site as listed above.

e Optional:
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Software Details

e []A copy of SQL Server Management Studio Express is also recommend for system
maintenance.

IP Office e The IP Office Customer Call Reporter application is available on DVD from Avaya. The software image
Customer Call| can also be downloaded from the Avaya support website (http://support.avaya.com).

Reporter

Application

Software

Optional IP Office Customer Call Reporter can output reports in a number for formats. To view these users will

require an application that is able to display files in that format.
e Adobe Acrobat.
e Crystal Reports.
e Microsoft Word.

e Microsoft Excel.
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Installation: Software Requirements

2.4 |IP Office Connection

This process sets up and tests connection from the IP Office Customer Call Reporter server PC to the IP Office control
unit. It uses the same protocol as will be used by the IP Office IP Office Customer Call Reporter application once it is
installed.

The IP Office Customer Call Reporter server uses a username and password for a SSI service user on the IP Office
system. It can use an existing service user account, however we recommend a specific account is created on the IP
Office system so that the accounts purpose is clearly identifiable for maintenance purposes.

¢ Number of SSI Connections Per IP Office
Each IP Office system only support up to 2 simultaneous SSI connections. Therefore when IP Office Customer Call
Reporter is connected, the IP Office SSA application will be restricted to 1 connection at any time.

e To run SSA from the same PC as IP Office Customer Call Reporter once name is running, the server PC will
require an alternate address. The System Status Application allows selection of which address it should then
use when run and should be set to use the alternate IP address.

e SSA Connection from the IP Office Customer Call Reporter Server PC
Once IP Office Customer Call Reporter is installed and running, the IP Office Customer Call Reporter Data Analyzer
component creates an SSI connection from the IP Office to the PC on which it is installed.

Configuring an IP Office Service User Account for IP Office Customer Call Reporter
1. Start IP Office Manager and select File | Advanced | Security Settings.

2.Load the security settings for the first IP Office system.

3.Click % Rights Groups and select the group System Status.

e This group exists by default on most systems. If the group does not exist, click £ to create a new Rights
Group called System Status and give it the settings listed below.

¢ On the Configuration tab ensure that Read all configuration is selected.

e On the System Status tab ensure that System Status Access is selected.

4.Click on a@ Service Users to view the existing service user accounts.

5.Click EF to create a new service user account. Enter the following settings.

¢ Name
Enter a name that clearly indicates the purpose of the account such as IP Office Customer Call Reporter.

¢ Password
Enter a password for the account. This and the name above will be used by the IP Office Customer Call
Reporter server to connect to the IP Office.

e Account Status
Select Enabled.

e Account Expiry
Select <None>.

¢ Rights Group Membership
Select the System Status Group.

6.Click |.'E‘ in the Main Toolbar or select File | Save Security Settings from the menu bar.

7.Repeat this process for any other IP Office systems.

Testing the IP Office Customer Call Reporter Service User Account
The IP Office System Status Application (SSA) uses the same IP Office connection method as IP Office Customer Call
Reporter and so can be used to test the connection from the IP Office Customer Call Reporter server PC to the IP Office.

1.0n the IP Office Customer Call Reporter server PC, start IP Office System Status.

2.Enter the IP address of the IP Office system and the user name and password configured for use by IP Office
Customer Call Reporter.

3.Click Logon.
4.The configuration details of the IP Office system should be loaded.
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2.5 IS Setup

IP Office Customer Call Reporter requires Microsoft IIS version 6 or higher to be installed and running on the IP Office
Customer Call Reporter server PC.

It is important that IIS is installed and running before any .NET software packages are installed as these will install
additional components if they detect IIS on the server. If .NET is already installed before IIS was enabled, then .NET
should be reinstalled.

Testing IIS Connection (Basic)

1.

Ul

On the IP Office Customer Call Reporter server PC start Internet Explorer.

2.Enter the address http://127.0.0.1.
3.
4

If IIS is running it should respond with a web page, even if it just lists the web site as "Under Construction".

.If no page is returned Internet Explorer will report that it could not connect to the web server. Follow the

instrutions for installing/enabling IIS given below.

.From other PC's on the customer network, using the server PC's IP address check that IIS can be browsed.

.From other PC's on the customer network, using the server PC's domain name check that IIS can be browsed.

Note the address as this address with the extension /CCRWebClient will be used by IP Office Customer Call
Reporter users.

.Once you have established that IIS is running and can be browsed across the customer network go to the section

on Checking the IIS Settings below.

Installing/Enabling IIS
When installing IIS you may require the original operating system media.

1.

Open the Windows Control Panel.

2.Double click the Add/Remove Programs icon.

3.Click the Add/Remove Windows Components button.
4.Select Application Server.

5.Click the Details button.

6.
7
8
9

Make sure that ASP.NET is selected.

.Make sure that Internet Information Services (IIS) is checked and highlighted.
.Click the Details button.
.Ensure that World Wide Web Server is selected and click OK.

10.Click the Details button.

11.Ensure that World Wide Web Server is checked.

12.Click OK several times and then click Next to begin installation.

Checking the IIS Settings
If IIS is already installed and running, it is important to check its settings before installing IP Office Customer Call
Reporter.

1.

2.
3.

Start IIS Manager (select Start | All Programs | Administrative Tools | Internet Information Services
(IIS) Manager).

Click on Web Service Extensions.

Check that the ASP.NET services are listed as Allowed. If necessary right click on each and select Allowed.
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Installation: IIS Setup

2.6 Windows Software Updates

The following items are all required and must be pre-installed on the IP Office Customer Call Reporter server before the
IP Office Customer Call Reporter application is installed. They are included on the IP Office Customer Call Reporter DVD.
They are not included in the downloadable application installed available from http://support.avaya.com, however they
can all be obtained from the Microsoft download website (http://www.microsoft.com/downloads).

e [ ].NET 3.5 Service Pack 1 (dotnetfx35.exe)
Ensure that 1IS is installed| 224 and accessible before installing the .NET package. This ensures that additional .NET
components for IIS are installed during the .NET installation.

¢ [ ] Microsoft .NET Framework 3.5 Family Updates (KB959209):
The following updates are required after the .NET 3.5 Service Pack 1 has been installed. They can be downloaded
and installed. Alternatively, after installing the .NET 3.5 Service Pack 1, allow the server to go through the
Windows Update process while connected to the Internet.

e [ ] NDP20SP2-KB958481-x86.exe

e [ ] NDP30SP2-KB958483-x86.exe

e [ ] NDP35SP1-KB958484-x86.exe
e []Visual J# 2.0 Runtime (vjredist.exe)

For all the above:

e Ensure that you obtain the correct version for the operating system and processor type of the IP Office Customer
Call Reporter server PC.

o If the IP Office Customer Call Reporter server PC does not have external internet access, ensure that you obtain
the full redistribution package.

o Ensure that IIS is installed[ 22 and accessible before installing the .NET package. This ensures that additional .NET
components for IIS are installed during the .NET installation.
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2.7 MS-SQL 2005 Installation

MS-SQL 2005 must be installed before attempting to install any of the IP Office Customer Call Reporter application

components. During installation of the IP Office Customer Call Reporter application, access information for the database

will be requested and tested in order to complete IP Office Customer Call Reporter installation.

This can either be the free MS-SQL 2005 Express Edition or a licensed edition of MS-SQL 2005. For details of the
differences see Database Requirements/ 109,

e If using MS-SQL 2005 Express Edition it must be installed on the same PC as the main IP Office Customer Call

Reporter application components.

e If using a licensed edition of MS-SQL 2005 it can be installed on the IP Office Customer Call Reporter server PC or
on a separate PC on the network. If installed on a separate PC then the IP Office Customer Call Reporter Database

component must also be installed on that PC separate from the other IP Office Customer Call Reporter
components. Refer to Distributed Installation[ 13

Installing a Licensed Edition of MS-SQL 2005

If installing Microsoft SQL 2005 refer to the installation instruction provided with the software. Note that IP Office
Customer Call Reporter requires the MS-SQL Server to support Mixed Mode (Windows Authentication and SQL
Server Authentication) access.

Installing Microsoft SQL 2005 Express Edition

1. Locate the software installation package you have obtained (see Software Requirements/19Y).

2. Click on the installation package to start installation.

3. If asked, select to run the file. Files are extracted onto your server. When all the files have been extracted the End

User License Agreement window opens.

4. Read the license agreement. If satisfactory check the option "I accept the licensing terms and conditions".

Click Next. The Installing Prerequisites window opens and lists the software components that are required to be

installed if any before the installation of the SQL server. Click Install.
Once all the required components are installed click Next.

The System Configuration Check window opens. When your system has been checked the Welcome to the
Microsoft SQL Server Installation Wizard opens.

8. Click Next. The System Configuration Check is run to check for any potential installation problems. When finished

the results are shown with warning messages if any problems were found.

il Microsoft SOL Server 2005 Setup

System Configuration Check
Wiait while the spstem iz checked far potential installation
problenz.
13 Total 0 Error
@ Success 13 Success 0 Warning
Detailz:
| Action Status Meszage &
@ Pending Reboat Requirenment Success
@ Default Installation Path Permission Requirement Success
@ Internet Explorer Requirement Success
@ COM Plus Catalog Requirement Success
@ ASP.MetYersion Registration B eguirement Success
@ Minimum MDAL Yersion Requirement Success
i@ Edition Change Check Success
L
4 >
Filker - | Report = |
Help Meut >
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Installation: MS-SQL 2005 Installation

9.

10. Click Next. The Feature Selection window opens.
i@ Microsoft SOL Server 2005 Express Edition Setup

Click Next. The Registration Information window opens. Enter your details.

i Microsoft SOL Server 2005 Express Edition Setup

Registration Information

The following information will personalize vour installation.

The Mame field must be filled in prior to proceeding, The Company Field is aptianal,

Campary:

Awaya

Hide advanced configuration options

I Mext = ] | Cancel |

]

Feature Selection
Select the program features wou want installed.

[=)- =2 = | Client Components

= ~ | Connectivity Components
= | Software Developrent kit

Installation path
c:'Program FilesiMicrosoft SOL Server),

Click an ican in the Follawing list ta change how a Feature is installed,

Feature descripkion
Installs the SOL Server Database
Engine, tools For managing relational
and %ML data, and replication.

This Feature requires 121 MB on your
hard drive, It has  of 3 subfeatures
selected, The subfeatures require 121
ME an your hard drive.

[ Browse, . ]

[ Disk Cost. .. ]

|

< Back

] [ Mext =

J |

Cancel ]

]
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11. Select the following features

e Database Services
Installs the SQL Server database engine, tools for managing relational and XML data and replication. This feature
requires 121MB on your hard drive.

e The sub features Data Files (creates the data folder in the destination shown under installation path) and
Shared Tools (installs the shared tools in the destination shown under installation path) should also be
installed.

e Client Components
Installs command line tools , connectivity components, programming models, management tools and
development tools. This feature requires 40MB on your hard drive.

e The sub features Connectivity Components (installs components for communication between clients and
servers, including network libraries for ODBC and OLE DB) and Software Development Kit (installs
software development kits containing resources for model designers and programmers) should also be
installed.

12. Click Next. The Authentication Mode window opens.

i Microsoft SOL Server 2005 Express Edition Setup

Authentication Mode

The authentication mode specifies the security used when
connecking ko 0L Server,

Select the authentication mode to use For this installation,

() windows Authentication Mode

(%) Mixed Mode (Windows Authentication and SQL Server Authentication)

Specify the sa logon password below:

Enter passward:

|********

Canfirm password:

|*******ﬂ

< Back ] I Mext = ] [ Cancel ]

13. Select Mixed Mode (Windows Authentication and SQL Server Authentication) and enter a password for the
sa logon.

. Important
Ensure that you securely record this password. It will be required during the installation of the IP Office
Customer Call Reporter application components and for future maintenance and upgrades of IP Office Customer
Call Reporter.
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Installation: MS-SQL 2005 Installation

14. Click Next. The Configuration Options window opens. The option Enable User Instances should be selected.
5 Microsoft SOL Server 2005 Express Edition Setup §|

Configuration Options
Configure user and administrator accounts

[+]Enable User Inskances:

This option enables users without administrator permissions ko run a separate
instance of the SOL Server Express Database Engine.

[ add user to the 50L Server Administrator role

This option adds the user who is running the SQL Server Express installation program
to the 5L Server Swstem Administrator role. By default, users on Microsoft Windows
Wiska operating system are not members of the SOL Server Syskem Administratar role.

[ < Back ] I Mext = I [ Cancel ]

15. Click Next. The Error and Usage Report settings window opens.
i Microsoft SOL Server 2005 Express Edition Setup @

Error and Usage Report Settings

Help Microsoft improve some of the S0L Server 2005 components
and services,

#utomatically send Error reports For SOL Server 2005 ko Microsoft or wour corporate error
Dfreporting server, Error reports include information regarding the condition of S0 Server

2005 when an error occurred, wour hardware configuration and other daka, Error report

may unintentionally incude personal information, which will nok be used by Microsaft,

Automatically send Feature Usage daka for S0L Server 2005 ta Microsoft, Usage data
[Jincludes ananymous information about vour hardware configuration and how you use aur
software and services,

By installing Microsaft SOL Server 2005, SOL Server and its components will be configured ko
automatically send Fatal service error reports bo Microsoft or a Corporate Error Reparting
Server, Microsoft uses error reports bo improve SOL Server functionality, and treats all
information as confidential,

< Back ] [ Mext = ] [ Cancel
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16. Click Next. The Ready to install window opens.

17. To proceed with the installation click Install. The setup progress window opens to show you how the installation is

progressing. .
P Microsoft SOL Server 2005 Setup El

Setup Progress
The selected components are being configured

Product Skabus

(P MsamLe Setup Finished

@SOL Setup Support Files Setup finished

(501 Mative Client Setup Finished

(2 50L Y55 Writer Setup Finished

I[BISOL Server Database Services Configuring components. ..
‘Workstation Components, Books Onlin, ..

Skakus

Copying new Files

File: mssglsystemresourcel df, Directory: ciiProgram FilestMicrosoft SQL S...: 524288
EENRENER

Cancel ‘

18. Click Next when the setup is finished. The Completing Microsoft SQL Server 2005 Setup window opens.

P Microsoft S0L Server 2005 Setup

Completing Microsoft 9QL Server 2005 Setup
Setup has finished configuration of Microsaft SOL Server 2005

Refer ko the setup error logs For information describing any Failure(s) that occurred during
setup, Click Finish to exit the installation wizard,

Summaty Lag

To minimize the server surface area of SQL Server 2005, some Features and services are
disabled by defaulk For new installations, To configure the surface area of SQL Server, use the

Surface Area Configuration bool,

Configuring and Managing SQL Server A
Express
+  Forimproved manageability and security, SGL

Server 2005 provides mare contral aver the S0L

Server surface area on your system. To minimize

the zurface area, the following default

configurationz have been applied to vour

ingtance of SGL zemver:

o TCRIP connections are dizabled 3

Finish

19. Click Finish to complete the installation.
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Configuring SQL Server 2005 Express

Some settings need to be configured using the SQL server Configuration Manager before the database is ready to be
used with IP Office Customer Call Reporter.

1.0pen the application SQL Server Configuration Manager.
2.Enable TCP/IP for protocols by:

e Double click SQL Server Network Configuration.

e Select Protocols for SQLEXPRESS.

e Right click TCP/IP and select Enable.

£ SOL Server Configuration Manager

File  Action Wiew Help

- i E 2

S0l Server Configuration Manager (Local) Protocol Mame Status |
SOL Server 2005 Services %™ Shared Memory Enabled
=~ & 50L Server 2005 Metwork Configuration

W Marned Pipes Disahled
E@i TCRIIP Cisabled
Wovia Disabled

H= Protocols for SQLEXPRESS
+ .. S0L Mative Client Configuration

Properties

Help

e The warning "Any changes made will be saved; however, they will not take effect until the service is stopped and
restarted” will open. Click OK.

3.Set the start mode for SQLExpress to being automatic by:
e Click SQL Service 2005 Services.

Right click SQL Server (SQLEXPRESS) and select Properties.

The SQL Server Express Properties window opens. Select the Service tab.

Change the Start Mode to Automatic.

Click Apply.
Click OK.

£ SOL Server Configuration Manager,

File Action Yiew Help

&+ B8 B 2

S0l Server Configuration Manager (Lacal) Marne | Skate | Start Mode
E StL Server 2005 Services _ _ w1 S0L Server Browser Stopped Cther (Boot, System, Disabl
= 4L, 50L Server 2005 Metwork Configuration 0L Server (SOLEXPRESS)  Running Autnmatic]
& Protocols for SQLEXPRESS

+ .. S0L Mative Client Configuration

4.Restart the SQL Server Browser and SQL Server (SQLEXPRESS) services.
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2.8 CCR License Installation

IP Office Customer Call Reporter is licensed by licenses entered into the configuration of the IP Office system. The
licenses control the number of agents supported on the IP Office system (up to the IP Office Customer Call Reporter
maximum of 150) and the number of supervisor supported on the IP Office Customer Call Reporter system (up to the IP
Office Customer Call Reporter maximum of 30).

Licenses are issues against the serial number of the feature key dongle installed with the IP Office system. The licenses
cannot be used on another IP Office system using a different feature key dongle.

The IP Office Customer Call Reporter licenses available are:

License Function

CCR Sup The presence of at least one CCR Sup license is required to use IP Office Customer Call Reporter. The
license is available in 1, 5, 10, 15 and 25 supervisor versions. Multiple licenses can be added to achieve
the number of supervisors required up to 30 supervisors. One license instance is consumed for each
supervisor configured on the IP Office Customer Call Reporter system, regardless of whether the
Supervisor is logged in to IP Office Customer Call Reporter.

CCR Agent Enables support for IP Office Customer Call Reporter agents. The license is available in 1, 5, 10, 20, 50
and 75 agent versions. Multiple license can be added to achieve the number of agents required up to the
maximum of 150 agents. One license instance is consumed for each IP Office IP Office Customer Call
Reporteragent configured on the IP Office system, regardless of whether the Agent is logged in to an
extension or to IP Office Customer Call Reporter.

CCR CCC UPG |This license allows existing CCC licenses to be used for IP Office Customer Call Reporter, see Upgrading
from CCC[1&, The CCC licenses are used as follows:

e CCC Server - Enables 1 supervisor and 5 agents.
e CCC Supervisors - Enables the equivalent number of supervisors.

e CCC Agents - Enables the equivalent number of agents.

Note also that on IP500 systems, IP Office Customer Call Reporter V1.0 requires the IP500 to have an IP500 Upgrade
Standard to Professional license.

Installing a Feature Key Dongle

IP500 IP Office system have a smart card feature key dongle present all the time. Other IP Office systems however can
run without an dongle present. If the system does not have a dongle already installed, refer to the IP Office Installation
manual for details of dongle installation.

Entering Licenses
1. Start IP Office Manager on the IP Office Customer Call Reporter server PC and load the configuration from the IP
Office system.

2.Select g System.

3.0n the System tab locate the dongle Serial Number field. This should show the serial humber of the IP Office's
Feature Key dongle. Check that the serial number matches the number against which the licenses have been
issued.

®©

5.Click on EF to enter a new license.

4. Select Licenses.

6.Cut and paste one of the supplied licenses into the menu displayed and click OK.

7.Check that the detail of the license type and the number of instances of that type that it enables are correct. The
license status will be listed as Unknown until the configuration has been sent to the IP Office and then loaded again
in Manager.

8.Repeat the process for all the IP Office Customer Call Reporter licenses provided for the IP Office system.

9.Click OK.

10.Click |.'1" to send the configuration back to the IP Office.

Checking Licenses
1. Start IP Office Manager on the IP Office Customer Call Reporter server PC and load the configuration from the IP
Office system.

2.Select "= Licenses.

3.Check that the Status of the IP Office Customer Call Reporter licenses are now listed as Valid.
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2.9 Agent and Queue Configuration

During installation of IP Office Customer Call Reporter, it is recommended that at least one CCR Group containing one
CCR Agent is created within the IP Office configuration.

Agent Configuration
IP Office Customer Call Reporter agents are also IP Office users and are configured through their matching user entry in
the IP Office configuration.

The number of users who can be configured as IP Office Customer Call Reporter agents is limited by the number of IP
Office Customer Call Reporter Agent licenses also entered into the configuration. A maximum of 150 agents are
supported in total by IP Office Customer Call Reporter.

The settings below (apart from Login Code) can be set within a User Rights entry. They can then be applied to the
required users. Note however that if this is the case the use of time profiles to control when the User Rights are applied
to the users is not supported.

Configuring a User as an IP Office Customer Call Reporter Agent
1.Using IP Office Manager, receive the IP Office system configuration.

2.Select or add the user who you want to configure to be IP Office Customer Call Reporter agent.

e IP Office Customer Call Reporter is designed for call center agents who do not have a permanent physical
extension, rather they log in at any available extension when they need to start making and receiving calls.

e To add a new user selecting the CF icon and then User.

¢ On the User tab enter a Name, User Name and Extension number for the agent.

e Use the steps detailed below to configure the new user as an IP Office Customer Call Reporter agent.
3.Select the Telephony tab.

4.Select Supervisor Settings.

Supervisar Settings

(I__Dgin Code bk ] ' Farce Loagin I

Login Idle Period (secs) [] Foree Account Code
Monitor Group <Mone > b
Stakus on Mo-Answer Logged Cn (Mo change) W [] outgaing Call Bar

Reset Longest Téle Time [ ] Inhibit ©ff-Switch Forwardy Transfer

& all Calls [] <an Inkrude
Cannot be Intruded

[] Can Trace Calls

( CCR Agent ]

After Call Wark Time {secs)  (3vstem Defaulk (107 ¥ [] automatic after Call work

) External Incoming

5.Enter a Login Code for the user and select Force Login. These options are mandatory for IP Office Customer Call
Reporter agents.

6.Select the option CCR Agent.

7.1f you are already familiar with After Call Work (ACW)[48Y you can configure the agent's ACW settings at this time
also.

8.The other options available are described in the IP Office Manager documentation which can be accessed by
clicking Help.

9.Click OK.

o If this is @a new user being created you may be asked "Would you like a new VoIP extension created with
this number?". Select No.

10.When all the configuration changes you require are completed send the configuration back to the IP Office.
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Queue Configuration

For an IP Office hunt group to have its call and agent data recorded by IP Office Customer Call Reporter it must be
configured as being an IP Office Customer Call Reporter Agent Group. There are no IP Office Customer Call Reporter
license restrictions on how many hunt groups can be configured for IP Office Customer Call Reporter usage.

e A CCR Agent Group should only contain users who have been configured as IP Office Customer Call Reporter
Agents| 454, IP Office Manager will provide warnings if non-agents are included in the group. During operation the
IP Office will not present queue calls to a non-agent and IP Office Customer Call Reporter will not display
information for non-agents.

e IP Office Customer Call Reporter currently does not support Small Community Networking (SCN). Therefore the
use of remote hunt group members and or members hot desking to another IP Office is not supported.

e Collective groups are not supported for IP Office Customer Call Reporter operation.

e For group's configured as a CCR Agent Group, the Queuing On option on the Queueing tab is automatically
enabled and cannot be disabled.

o If overflow is being used, it is only supported using other IP Office Customer Call Reporter groups.

e IP Office Customer Call Reporter expects hunt groups to contain at least one agent. Groups configured without any
agents are not visible to IP Office Customer Call Reporter.

Configuring a Hunt Group for IP Office Customer Call Reporter
1.Using IP Office Manager, receive the IP Office system configuration.

2.Create a hunt group and add members as normal. The only restriction to observe is that the selected members
must all be users who are configured as CCR Agents.

3.0n the Hunt Group tab select the option CCR Agent Group.

4.If Manager validation is running, Manager will warn if any of the group members are not IP Office Customer Call
Reporter Agents.

5.Click OK.

6.When all the configuration changes you require are completed send the configuration back to the IP Office.
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2.10 SMTP Email Testing

Simple SMTP Test
This quick test simply establishes that an SMTP server is listening on the default port (25) for SMTP email sending.

1.Start a command line window by selecting Start | Run and entering cmd.
2.Type Telnet <the name or address of the SMTP server> 25. For example telnet TECHPUBSERVER 25.

3.The expected response is an SMTP reply code 220 indicating that the service is ready. For example 220
TECHPUBSERVER.techpubs.local Microsoft ESMTP MAIL Service, Version: 6.0.3790.3959 ready at Wed, 19 Nov
2008 09:54:39 -0800.

4.If a positive response is received, enter quit to close the telnet connection to the SMTP server.
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2.11 CCR Software Installation

To install the IP Office Customer Call Reporter Server Application:
1.Check that the software requirements have been met, especially for IIS[224 and the necessary pre-installed
applications| 234,

2.Log on to the server PC using an account with full administration rights. The IP Office Customer Call Reporter
installer will display a warning message and then stop if you run it using an account with insufficient rights.

3.Insert the disk containing the IP Office Customer Call Reporter software or browse to its location. If the installation
does not auto-start double click on the IPOCCRsetup.exe file.

4.The InstallShield Wizard will check and inform you if any of the IP Office Customer Call Reporter server PC
requirements have not been met.

5.When completed, the welcome menu appears. Click Next.

6.The Choose Destination Location window opens. Leave the directory setting at default unless absolutely
necessary to change it. During installation a folder called IPOCCR will be created under the path selected.

IP Office Customer Call Reporter - InstallShield Wizard x|

Choose Destination Location

Select folder where setup will install files. I"rh

Setup will ingtall IP Office Customer Call Beporter in the following folder.

T o inztall ko this folder, click Mest. Toinstall to a different folder, click Browsze and zelect
another folder.

Drestination Folder

C:AProgram Filezhdwayah Browse... |

[rztalls hield

Cancel
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7.Click Next. The Select Features window opens.

IP Office Customer Call Reporter - InstallShield Wizard

x|

Select Features

Select the features zetup will inztall,

h
‘«mm

Select the features you want tainstall, and deselect the features you do not want to install

[ IPOCCRH Web Client
# IPOCCR Management Service

wIPOCCR Databaze

BO0.03 kB of space required on the C drive
121973.50 MB of space available on the C drive

[rztalls hield

» IPOCCR Real Time Calculation Service

: [» IPOCCR Hiztoncal Reporting Service
“W|POCCR Data Analyzer Service

— Dezcription

Frovides Real-Time and
Histonical data to Supervizors
and Agents.

¢ Back I MHest > I

Cancel |

8.The software components of IP Office Customer Call Reporter are listed. The components that should be selected
will depend on the type of installation being performed.

Feature Installation Notes

IPOCCR Database

This IP Office Customer Call Reporter component must be run on the same
PC as the MS-SQL server software.

e When installing on the same server PC as the MS-SQL, select the
IPOCCR Database component. The Browse button on the later
Database Server installation screen will be greyed out as the local
MS-SQL servers will be listed in the drop-down list.

e When installing on a different server PC than the MS-SQL, do not
select the IPOCCR Database component. The Browse button on
the later Database Server installation screen can then be used to
browse for the remote MS-SQL server.

IPOCCR Web Client

IPOCCR Management Service

IPOCCR Real Time Calculation
Service

IPOCCR Historical Reporting
Service

IPOCCR Data Analyzer Service

For IP Office Customer Call Reporter version 1.1, these components must
be installed on the IP Office Customer Call Reporter server PC hosting the
IIS application.
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9.Click Next. The IP Office Customer Call Reporter Component Reference window opens.

IP Office Customer Call Reporter - InstallShield Wizard x|

IPOCCR Component Heference 1
-

Enter Host Mame and Part Mumber far IPOCCE Components.

Hiztarical Service Host Mame: Il':"3‘5'|h':'St
Management Service Host Mame: ||':"3~5"|h':'St
Feal Time Service Hozt Mame: IIDcthDst

[rztalls hield

Cancel |

10.Enter any host names required. Note that host names must be used and not IP addresses.

11.Click Next. The Database Server window opens. This menu is used to setup the connection from the IP Office
Customer Call Reporter server to the MS-SQL database installed for use by IP Office Customer Call Reporter.

IP Office Customer Call Reporter - InstallShield Wizard x|

-

Databaze Server ]
Select databaze server and authentication method. l“‘rh

Databaze server that wow are installing to:

|[IncaI]HSDLE><PHESS =] | Erowse. |

Connect uzsing:

" Windows authentication

¥ SOL Server authentication using the Lagin 1D and pazsward belaw

Login D I za

Password: | 1
Mame of databaze catalog:

JvapaSBCCRT
|FztallSthield

< Back | Hewt > I Canicel

e If you selected to install the IPOCCR Database component onto the PC in the earlier installation screen, then
the Browse button is disabled. In this case use the drop-down list to select the local MS-SQL database
instance that you installed for use by IP Office Customer Call Reporter.

o If the MS-SQL database instance to be used for IP Office Customer Call Reporter and the IP Office Customer
Call Reporter Database component have been installed on a different server PC, use the Browse button to
browse to the location or enter the path directly.

¢ Change the Connect using settings to match the access settings configured when installing the MS-SQL
databasel 244,
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12.Click Next. The Logon Information window opens. These settings are used by IP Office Customer Call Reporter
to access the server PC services for printers and scheduled tasks.

IP Office Customer Call Reporter - InstallShield Wizard

Logon Information

Specify a uzer account and password.

Specify an Admin uzer account for Scheduled T azk and Printer configuration.

Uszer name:
I.-’-‘-.dministratu:ur Browse. .. |
Pazsword:
|
ImztallEhield

¢ Back I MHest > I Cancel

13.Enter a name and password of an administrator rights account on the server PC. The Browse button can be used
to select an existing account name.

14.Click Next. The Select IP Office window opens. This is used to indicate the IP Office system which the IP Office
Customer Call ReporterDatabase Analyzer service should connect.

B select IP Office -0 x|
Select an IP Office system For IP OFFICE CUSTOMER CALL REPORTER.,
= | IP Address | Twpe | Wersion | Licensed | Required Licence |
Release 4.2
IPSO0 Sike & 192,168,421 IPS00 4.2(121105) O 0
TP Discovery Progress [T]
Unit/Broadcast Address
|255.255.255.255 j Refresh | Ik I Cancel |
A
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15.Click OK. For the selected IP Office system, the Service User Login window is displayed. Enter the name and
password of the service user account created on each IP Office system for IP Office Customer Call Reporter usage.

Service User Login

IP Office IPS00 Sike A - IP 500

Service Lser Mame I.ﬁ.dministratnr

Service User Password I.""""""

(0] 4 Cancel | Help |

16.Click OK. The Start IPOCCR Installation window opens. A summary of the selected components that are about
to be installed is shown. If you need to make any changes click Back and make the necessary changes.

IP Office Customer Call Reporter - InstallShield Wizard x|
Start IPOCCR Installation A

&h

Setup haz enough infarmation ta start copping the program files. 1F yow want ba review or
change any zettingz, click Back. [F vou are satisfied with the zettings, click Mext to begin
copying files.

Current S ettings:

IP Office Customer Call Reporter will be installed in following location: -
C:\Program Filestdwayah

Fallowing features will be inztalled:
IPOCCR *weh Client
IPOCCR Management Service
IPOCCR Real Time Calculation Service
IPOCCR Databaze

IPOCCH Hiztorical Beparting Service o
IPOCCR Data &nalyzer Service -
4] _>I_I
| mstallS hield
< Back

17.When the details are correct, click Next to start the installation.

18.Selecting Yes allows IP Office Customer Call Reporter supervisors to cancel reports that they select to view by

clicking a Cancel option in the pop-up report window. If you select No, supervisors cannot cancel report
generation once it has been started.

Avaya CCR Manager Database Login ﬂ
?)

\_..rj It is recommended to enable &vayaCCRManager Database Login, YWould you like to enable nov?

19.When the installation is complete the 'InstallShield Wizard Complete' window opens.

20.Click Finish.

21.If installation has been successful the default web browser on the server should start and display the IP Office
Customer Call Reporter menu for setting up the IP Office Customer Call Reporter administrator account/ 39,
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2.12 CCR Administrator Creation

The following section relates to the default screen that should appear following installation of the IP Office Customer Call
Reporter application components on the IP Office Customer Call Reporter server PC.

1. When the installation is complete the default local browser will be run to display the IP Office Customer Call
Reporter. The page that appears is the one used to create the IP Office Customer Call Reporter administrator
account and should be similar to the one below. There is only one administrator account and only one person can
log on as an administrator at any time. If the standard IP Office Customer Call Reporter Log In screen appears,
use the browser's refresh option.

edlie AC | SIMatg

() Help )
Username: ||
Password: |
Confirm Password: |
Full Name: |Enter the full usemame
Extension: |Enter the extension
E-mail: |Enter the e-mail address
L -

2.Enter the details for the IP Office Customer Call Reporter administrator:

e Username
The logon name for the IP Office Customer Call Reporter administrator account.

e Password & Confirm Password
Enter and confirm the password that the administrator will use.

e Full Name
This name is used for information display within IP Office Customer Call Reporter.

o Extension
Enter the telephone extension number associated with the administrator. This is for information only.

e E-mail
Enter the email address associated with the administrator. This is used for IP Office Customer Call Reporter
functions such as the Forgotten Password function.

3.Click Create. The administrator account is created and you will be logged in to IP Office Customer Call Reporter as
the administrator.

4.Click on System Settings. You should see a list of the IP Office switches that were detected on the network. The
system to which the IP Office Customer Call Reporter is connected will be listed as True in the Connected column
with the other systems listed as False.

5.Click on Show Preference Details....

6.The key details required here to complete installation are the SMTP email server details. Enter the details as
configured earlier for the SMTP server and for the account to be used by the IP Office Customer Call Reporter.

7.Click Update.

8.The new details will be save by the IP Office Customer Call Reporter and the screen will change to show the
normal IP Office Customer Call Reporter login screen.
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2.13 MS-SQL Configuration

After installation of the MS-SQL and IP Office Customer Call Reporter components, the follow steps have to be followed to
complete installation. Failure to complete these steps will cause the IP Office Customer Call Reporter to be able to show
the queues and agents by name but will not update any statistics.

1.Start SQL Server Configuration Manager. (Start | All Programs | Microsoft SQL Server 2005 |
Configuration Tools | SQL Server Configuration Manager).

2.Select SQL Server 2005 Network Configuration and then Protocols for SQLEXPRESS or Protocols for SQL.

SQL Server Configuration Manager A |EI|1|
Ele Action Wiew Help
¢ BB 2
@ SQL Server Configuration Manager (Local) Protocol Mame | Status
~H SGL Server 2005 Services %~ Shared Memory Enabled
-] & S0L Server 2005 Metwork Configuration ¥ Mamed Pipes Disabled

El- Protocols for SQLERPRESS
.. L Mative Client Configuration

Enabled
Disabled

ETCPIP

¥ovIA

3.Right click on TCP/IP and select Enable.

4.Select SQL Server 2005 Services.

5.Right click on SQL Server(SQLEXPRESS) and select Properties. Select the Service tab and set the Start Mode

to Automatic. Click OK.

Tr SOL Server Configuration Manager =10f x|
File  Action Wiew Help
e = BER 2 PO
@ S0L Server Configuration Manager (Local) Narne | State | Start Maode | Log On As | Process ID
[ SOL Server 2005 Services EDSQL Setver (SOLEXPRESS) RuUnning Aukornatic LaocalSystern 1756
15, SQL Server 2005 Nebwork Configuration 5L Server Browser Running Aukornatic LocalSystemn 2236
- -H- Protocols for SQLERPRESS
.. S0L Mative Client Configuration SQL Server {SOLEXPRESS) Properties ﬂﬂ
Log On  Service I.O.dvanced I
B General
, "c:\Pragram Files\Microsoft SOL Set
Error Control 1
Exit Code ]
Host Mame TECHPIUESERVER
Mame SCL Server (SOLEXPRESS)
Process ID 1756
S0L Service Type SGL Server
Skart Mode Automatic
Skate Running
Binary Path
Path ta the executable file for this service,
QK I Cancel Apply | Help |
| | i3
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Installation: MS-SQL Configuration

2.14 Firewall Settings

If the server is running a firewall then traffic on some additional ports may need to be allowed. The detail here cover the
addition of those ports for the default Windows firewall.

1. Access the Widows Firewall settings (Start | Control Panel | Windows Firewall).
2.Select the Exceptions tab.
3.Click Add Port....
e Enter a name to describe the function such as IPOCCR SQL Access.
e Set the Port to 1433 and TCP.
4.Repeat the above operation but for UDP port 1434.
5.Click OK.

2.15 Network Printers

The schedule reporting features of IP Office Customer Call Reporter can either email reports to users or print them a
printer designated within the report settings. In order to use the printer option the printer must be a network printer
accessible from the IP Office Customer Call Reporter server PC.

1.Check that the IP Office Customer Call Reporter server PC has been setup for printing to the customers network
printers (select Start | Printers and Faxes). Use the Add Printer wizard if necessary to add a networked
printer.

2.For each network printer, right-click on the printer and select Properties.

3.Check that the server PC's default page setup is set to the appropriate paper size used by the printer. If this needs
changing select Printing Preferences. Due to the potential length of IP Office Customer Call Reporter reports
also enable duplex printing if supported by the printer.

4. use the Print Test Page option to confirm correct operation.
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Chapter 3.
IP Office Configuration
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3. IP Office Configuration

The IP Office Manager needs the following changes so that communication between IP Office and IP Office Customer Call
Reporter occurs. For information about displaying the different panes in IP Office Manager and saving the configuration
changes, see the IP Office Manager help.

Agents can indicate that they are in a busy not available state and the reason for being in that state. Descriptions for up
to 8 possible reasons need to be entered into the IP Office Manager. The descriptions are then available in menus that
the agents can select and also on reports that contain the agents status.

1. Configuring Busy Not Available Reason Codes/4™.

2.Configuring IP Office Customer Call Reporter Agents/ 45,

3.Configuring IP Office Customer Call Reporter Queues| 46,

4. Configuring After Call Work Controls/ 484,
5.IP Office Short Codes/ 4%,

6.Button Programming /4%

7.Voicemail Report Setup! 50,

How Do IP Office Configuration Changes Affect IP Office Customer Call Reporter
Changes to the IP Office switch configuration has an immediate effect on call routing and therefore call statistics.
However, as detailed below, it does not have an immediate effect on the agent and queue names visible in views.

The IP Office Customer Call Reporter updates its information about the queues and agents configured on the IP Office
telephone system every 5 minutes. Therefore adding, removing or renaming agents and queues do not affect views
immediately. Instead it requires users to wait up to 5 minutes and to then refresh their view by either switching to
another view and then back or by logging out and then logging in again.

¢ Note: IP Office IP Address
The IP Office's IP address is used to tag agent and queue data stored in the IP Office Customer Call Reporter
database. If the IP Office's IP address or name is changed after installation of IP Office Customer Call Reporter,
new data for the existing queues and agents will be tagged with the new IP address. This will result in reports
including multiple entries for each agent and queue.

Agents

e Adding an Agent to a Queue
Wait up to 5 minutes and then refresh the view.

¢ Removing an Agent from a Queue
Wait up to 5 minutes and then refresh the view. The agent's contribution to the queues performance are still
included in the queue statistics but they are not included in the view of agent statistics. The agent's statistics are
still accessible within historical reporting.

e Deleting an Agent
Wait up to 5 minutes and then refresh the view. The agents contribution to the queues performance are still
included in the queue statistics but they are not included in the view of agent statistics. The agent's statistics are
still accessible within historical reporting.

¢ Renaming an Agent
Wait up to 5 minutes and then refresh the view. The agent's contribution to the queues performance are still
included in the queue statistics but the agents appears with their new name and reset statistics. The agent's
statistics within historical reporting are split appropriately between the old and new names.

Queue

e Adding a Queue
Before the new queue can be added to any view, it must first be selected in the list of queues available to a
supervisor. This is done within the supervisors account details by either the administrator or by supervisors with
self-administrator rights for their own account. Again this cannot be done until up to 5 minutes after the new
queue was added to the IP Office configuration.

¢ Renaming a Queue
Wait up to 5 minutes and then refresh the view. The queue name is automatically removed from the view. To add
the queue using the new name is the same as for adding a queue detailed above. The queue's statistics within
historical reporting are split appropriately between the old and new names.

¢ Deleting a Queue
Wait up to 5 minutes and then refresh the view. The queue name is automatically removed from the view. The
queue's statistics are still accessible within historical reporting.
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IP Office Configuration:

3.1 Agent Configuration

IP Office Customer Call Reporter agents are also IP Office users and are configured through their matching user entry in
the IP Office configuration.

The number of users who can be configured as IP Office Customer Call Reporter agents is limited by the number of IP
Office Customer Call Reporter Agent licenses also entered into the configuration. A maximum of 150 agents are
supported in total by IP Office Customer Call Reporter.

The settings below (apart from Login Code) can be set within a User Rights entry. They can then be applied to the
required users. Note however that if this is the case the use of time profiles to control when the User Rights are applied
to the users is not supported.

Configuring a User as an IP Office Customer Call Reporter Agent
1.Using IP Office Manager, receive the IP Office system configuration.

2.Select or add the user who you want to configure to be IP Office Customer Call Reporter agent.

e IP Office Customer Call Reporter is designed for call center agents who do not have a permanent physical
extension, rather they log in at any available extension when they need to start making and receiving calls.

e To add a new user selecting the CF icon and then User.

¢ On the User tab enter a Name, User Name and Extension number for the agent.

e Use the steps detailed below to configure the new user as an IP Office Customer Call Reporter agent.
3.Select the Telephony tab.

4.Select Supervisor Settings.
Supervisar Settings

(I__Dgin Code bk ] ' Farce Loagin I

Login Idle Period (secs) [] Foree Account Code
Monitor Group <Mone > b
Stakus on Mo-Answer Logged Cn (Mo change) W [] outgaing Call Bar

Reset Longest Téle Time [ ] Inhibit ©ff-Switch Forwardy Transfer

& all Calls [] <an Inkrude
Cannot be Intruded

[] Can Trace Calls

( CCR Agent ]

After Call Wark Time {secs)  (3vstem Defaulk (107 ¥ [] automatic after Call work

) External Incoming

5.Enter a Login Code for the user and select Force Login. These options are mandatory for IP Office Customer Call
Reporter agents.

6.Select the option CCR Agent.

7.1f you are already familiar with After Call Work (ACW)[48Y you can configure the agent's ACW settings at this time
also.

8.The other options available are described in the IP Office Manager documentation which can be accessed by
clicking Help.

9.Click OK.

o If this is @a new user being created you may be asked "Would you like a new VoIP extension created with
this number?". Select No.

10.When all the configuration changes you require are completed send the configuration back to the IP Office.

CCR Installation 1.1 Page 45
IP Office 5.0 15-601133 Issue 2b (16 July 2009)



3.2 Hunt Group (Queue) Configuration

For an IP Office hunt group to have its call and agent data recorded by IP Office Customer Call Reporter it must be
configured as being an IP Office Customer Call Reporter Agent Group. There are no IP Office Customer Call Reporter
license restrictions on how many hunt groups can be configured for IP Office Customer Call Reporter usage.

e A CCR Agent Group should only contain users who have been configured as IP Office Customer Call Reporter
Agents| 454, IP Office Manager will provide warnings if non-agents are included in the group. During operation the
IP Office will not present queue calls to a non-agent and IP Office Customer Call Reporter will not display
information for non-agents.

o IP Office Customer Call Reporter currently does not support Small Community Networking (SCN). Therefore the
use of remote hunt group members and or members hot desking to another IP Office is not supported.

e Collective groups are not supported for IP Office Customer Call Reporter operation.

e For group's configured as a CCR Agent Group, the Queuing On option on the Queueing tab is automatically
enabled and cannot be disabled.

o If overflow is being used, it is only supported using other IP Office Customer Call Reporter groups.

e IP Office Customer Call Reporter expects hunt groups to contain at least one agent. Groups configured without any
agents are not visible to IP Office Customer Call Reporter.

Configuring a Hunt Group for IP Office Customer Call Reporter
1.Using IP Office Manager, receive the IP Office system configuration.

2.Create a hunt group and add members as normal. The only restriction to observe is that the selected members
must all be users who are configured as CCR Agents.

3.0n the Hunt Group tab select the option CCR Agent Group.

4.If Manager validation is running, Manager will warn if any of the group members are not IP Office Customer Call
Reporter Agents.

5.Click OK.

6.When all the configuration changes you require are completed send the configuration back to the IP Office.
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IP Office Configuration: Hunt Group (Queue) Configuration

3.3 Reason Codes

Reason codes are used in conjunction with the Busy Not Available state (Busy NA) which can be selected by IP Office
Customer Call Reporter agents.

When agent on suitable phones (2410, 5410, 2420, 5420, 4610, 5610, 5620, 5621, 4620, 4621, 4625, 1608, 1616)
select Busy NA using a programmable button! 45", the phone also prompts them to select one reason codes entered in the
IP Office configuration. The selected reason code is then included in information reported by the IP Office Customer Call
Reporter.

Entering Reason Codes
1.Using IP Office Manager, receive the IP Office system configuration.

2.Select System.
3.Select the IPOCCR tab.

Busy Mok Available Reason Codes

Code | Reason

0 Unsupported
1 Lunch

2

3

4

=

&

7

g

9 Busy Mot Available

Default After Call Woark Time (seconds) |10 e

4.For each number enter a reason code. Each reason can be up to 31 characters. It is recommended to enter the
codes in order starting with those that are most likely to be used as this simplifies selection of the required reason
code from the phone. Reason codes 0 and 9 are fixed and are used as follows:

e 0: Unsupported
This reason code is used for agents using phones that do not allow the selection of a reason code.

e 9: Busy Not Available
This reason code is used if the agent is using a phone that allows reason code selection but fails to select one
when they enable Busy Not Answer state. For example, this may occur if the agent enables Busy NA using a
short code or Phone Manager or is forced into Busy NA state by the IP Office's Agent Status on No Answer
feature.

5.Click OK.

6.When all the configuration changes you require are completed send the configuration back to the IP Office.
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3.4 After Call Work Controls

After Call Work (ACW) is used after a call to indicate that the agent is performing call related task that need to be done
before answering another queue call.

While in ACW:

o IP Office Customer Call Reporter reports the agent's state as being Busy ACW and includes the agent in Agents
ACW statistics.

e No queue calls are present to the agent to be answered.
e There is no change to the agent's phone, for example dial tone changes.

o If the agent has an ACW button, that button indicates that they are in ACW state and can be used to exit the
state.

e An ACW timeout for the agent is started which will automatically take them out of ACW when it expires.

Through the IP Office configuration you can control:
e Whether an agent is allowed to use ACW.

e If an agent is allowed to use ACW, you can set how long they can remain that state before the system
automatically cancels the ACW. This time can be set at both a system default level and on a per agent basis.

e If automatic ACW should be applied to an agent whenever they finish a queue call.
e Provide a button for the agent to view whether they are in ACW state and to cancel/select it as required.

e Provide short codes for the same.

Setting the Default ACW Timeout
A timeout is applied whenever an agent goes into the ACW state. When the timeout expires the agent is automatically
taken out of the ACW state. By default all agents use the system default ACW timeout.

1.Using IP Office Manager, receive the IP Office system configuration.

2.Select System.

3.Select the IPOCCR tab.

4.Set the Default After Call Work Time to the required number of seconds (Range = 10 to 999 seconds).

Setting an Agent Specific ACW Timeout/Disabling Agent ACW
The timeout applied to automatically cancel ACW can be adjusted for each individual agent if required. This can include
disabling the use of ACW.

1.Using IP Office Manager, receive the IP Office system configuration.
2.Select User and select the agent.
3.Select the Telephony tab and then the Supervisor Settings sub-tab.

4.Set the After Call Work Time to the required number of seconds (Range = 0 to 999 seconds). Setting a value of
0 disables ACW operation for the user.

5.1If you want ACW state to be applied automatically after every queue call enable the Automatic After Call Work
option.

ACW Button

For agent's using ACW, it is recommended that they have a programmable button configured for ACW. The button will
allow them to manually enter and exit the ACW state and will indicate when they are in the ACW state. Refer to Button
Programming%.

After Call Work Short Codes

Agent For agents without programmable buttons, two short codes are available to allow them to manually enter and exit
the ACW state. The two features do not use any telephone number value and do not toggle. The ACW timeout applicable
for the user is still applied. The short code features are:

o Start ACW
e Clear ACW
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IP Office Configuration: After Call Work Controls

3.5 IP Office Short Codes

The follow IP Office short code features are useful for agents working with IP Office Customer Call Reporter. These can
be used to add system, user or user rights short codes. For full details refer to the IP Office Manager application help.

e Extn Login
Allows agents to login at an extension.

¢ Extn Logout
Allows a logged in agent to log off from an extension.

o Start After Call Work
Allows an agent to change their status to After Call Work. The status will be automatically cancels after the agent's
configured After Call Work time expires.

¢ Clear After Call Work
Allows an agent to end After Call Work status.

e Do Not Disturb On
Allows an agent to change their status should be changed to Busy Not Available. When that state is selected using
as short code the Reason Code is default to Busy Not Available.

¢ Do Not Disturb Off
Allows an agent to end Busy Not Available status.

e Hunt Group Enable / Hunt Group Disable
Short codes using these features can be used to enable/disable the agent's membership of particular queues.

e Change Login Code
Allows an agent to change their extension login code.

3.6 Button Programming

If the agent is going to be logging in at Avaya phones with programmable buttons, it may be useful to program a number
of button features for the agent. These are added through the agent's Button Programming tab in the IP Office
configuration. For full details refer to the IP Office Manager application help.

Recommended buttons, in addition to the default Call Appearance buttons, are:

e Login (Advanced -> Extension -> Extn Login)
Allows the agent to log out from the extension they are currently using.

e ACW (Advanced -> Miscellaneous -> After Call Work)
This button allows the user to manually enter and exit the After Call Work state reported by IP Office Customer
Call Reporter. The button lamp or icon will indicate when the agent is in that state, including if the state is
automatically applied and ended by the IP Office system.

e DND On (Advanced -> Do Not Disturb -> Do Not Disturb On)
This button allows the user to enter and exit the Busy NA (Not Available) state reported by IP Office Customer Call
Reporter. The button lamp or icon will indicate when the agent is in that state.

 Agents using an button on the following phones will be requested to select a reason codel 47 if any have been
set: 2410, 5410, 2420, 5420, 4610, 5610, 5620, 5621, 4620, 4621, 4625, 1608, 1616.

e HGEna (Advanced -> Hunt Group -> Hunt Group Enable)
Hunt group enable buttons can be used by agent to enable and disable their membership of a group (queue) or
their membership of all groups. For specific groups the button is programmed with the group number or name.
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3.7 Voicemail Report Setup

Reports based on the IP Office Customer Call Reporter's Voicemail Report template can be used to track the usage of
customized call flows that have been added to Voicemail Prol 12, The reporting is not automatic, only specific labels that
have been assigned to call flow actions are reported on. This is best explained by example.

The example Voicemail Pro call flow below is a simple auto attendant that lets callers select to be transferred to either
sales or support.

8 Yoicemail Pro Client  { Intuity ) - Local ) [m]

File  Edit  Actions  Administration  Help

H@d B AL H-Pae /8 P £ B 5 8-

E:I Specific Start Points
} E:I Default Start Points

Modules > Attendant

C:I Woicemail Pro Administrators b o
INE:-:t
x g
[ &® Modules OEE

Timeout .

1

L ﬂé Attendant

2
Data - Live Active Yoicemail Sessions|- 0 Free Space:- 359.5 MB Total Space:- 9.766 [:B
Label = Attendant Label = Menu Label = Sales Label = Support

Reporting names have been assigned to some of the actions in the call flow. For example, the Start Point action has
been given the name Attendant (see Adding a Name to an Action below). The names are used in IP Office Customer Call
Reporter reports based on the Voicemail Report template.

w55 |1 /1 |1|:u:|°.'= vI
p 26M1/2008 - 26M1/2008 0618 -20:00
Report type Target Name Supervisor Hame
Trace Report Yizicemail Mark Gallagher
Label Mo. of Calls MHo. of Calls MHo. of Times
Answered Abandoned Triggered
Aftendant Menu 1 ] 2
Menu 1 ] 1
Suppart 1 0 1
Summary 3 0 3
¢ Name

This is the text name assigned to an action or actions in Voicemail Pro customized call flows.

e The same name can be assigned to several actions and to actions in different call flows. For example, if you
have several call flows with actions that transfer calls to your Sales team, you may want to name all those
action "Sales". This will result in a single reporting line in the Voicemail report for calls that went to from
voicemail to sales independent the actual call flow used.

¢ No. of Calls
When a call reaches a named action it is counted as an answered call for that name.

¢ No. Lost Calls
If, having reached a named action, the call is disconnected by the caller or by the voicemail server before it
reaches another named action, it is counted as lost.

¢ No. of Times Triggered
Each time a call reaches a named action, the call is counted as having triggered that name. The same call can be
counted as triggering the same action more than once if the call flow loops. Note however that the call must go via
another named action rather than simply looping from one of the named actions own result.
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IP Office Configuration: Voicemail Report Setup

Adding a Reporting Name to a Voicemail Action
1.Double-click on the action.

2.Select the Reporting tab.

Properties for Transfer Sales x|

Generall Entry F'rn:nmptsl Specific } | Hesultsl

r Flag the current call haz been answered by Yoice Mail
r Request ta call back the current caller

V' Send reparting infarmatian

Reparting

Group name ISaIes
Topic I
Anniotation I

ok Cancel | Help

3.Select Send reporting information.

4.In the Group name field enter the name to associate with the action. This is the name that will be used in reports

based on the the Voicemail Report template. None of the other fields are used by IP Office Customer Center
Reporter.

5.Click OK.
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4. Maintenance and Diagnostics

The diagram below gives a schematic view of the components of IP Office Customer Call Reporter.

Web Client Management Database Real Time Data
Web Browser - : 3 — . -
Service Sewvice Monitor Calculation Analyzer
| |
Microsoft IP Office
Crystal Historical MS-5QL Telephone
Reports Reporting Server System
Mi it
=100 Database
Printer Task
Discovery Scheduler

The following are installed as Windows services:

o Data Analyzer Service (Data Analyzer Service /DataAnalyser.exe)
This IP Office Customer Call Reporter component handles communication with the IP Office telephone system. It
creates an SSI connection using an IP Office service user login name and password. It then uses that connection
to receive data and passes that data to the Real Time Calculation service.

 Real Time Calculation Service (Avaya IP Office Customer Call Reporter Real Time Service /AvayaSbIP Office
Customer Call ReporterTService.exe)
This service receives data from the Data Analyzer service. It performs necessary calculations on the raw data and
then passes data to the Database Monitor and Web Client services.

o Database Monitor (Avaya IP Office Customer Call Reporter Real Time Database Monitor)
This IP Office Customer Call Reporter service manages data request and inputs from other IP Office Customer Call
Reporter components to the MS-SQL database.

¢ Note that this is not the IP Office Customer Call Reporter Database component selected during IP Office
Customer Call Reporter installation. That is an installation process that creates the IP Office Customer Call
Reporter database structure.

e Printer Discovery Service (Avaya IP Office Customer Call Reporter Printer Discovery Service / Avaya.Sbcc.
Printer.Discovery.exe)
This component is used when creating reports and running reports to access any network printers available to the
IP Office Customer Call Reporter server PC.

e MS-SQL Service (MSQLServer or SQLExpress)
This service manages input and output to the database used by IP Office Customer Call Reporter.

The following are installed as Virtual Directories used by the IIS web server:

e Web Client Service (IP Office Customer Call Reporter Web Client)
This components handles the provision of web pages in response from web clients (browsers). It can incorporate
data from both the Real Time Calculation Service and Historical Reporting service.

¢ Management Service (IP Office Customer Call Reporter Management Service)
This components controls access to IP Office Customer Call Reporter.

o Historical Reporting Service (IP Office Customer Call Reporter Historical Reporting Service)
This component is used to design and schedule reports.

e Crystal Reports Viewer (Crystal Report Viewers)
This component is used to generate the visual layout of reports.

Additional components:

e Task Scheduler
This is a standard Windows application on the IP Office Customer Call Reporter server PC. Reports scheduled for
automatic output appear as entries in its scheduled tasks. Note however that they are managed and controlled
through IP Office Customer Call Reporter.
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Maintenance and Diagnostics:

4.1 Status Lamp

The status lamp ("', or M) shown by the IP Office Customer Call Reporter web client is an indicator of the status of
the overall IP Office Customer Call Reporter application.

« @ Green Circle - On
IP Office Customer Call Reporter is running.

. Yellow Bars - Slow Flash
Some parts of IP Office Customer Call Reporter are still in the process of starting.

o B Red Box - Flash
There may be a problem in IP Office Customer Call Reporter. This is not necessarily critical but should be
investigated.

When a problem is indicated, the Status screen can be used to indicate which component may not be operating correctly
and, if necessary, restart the component.

It is important to understand that the status lamp is not an monitor of the IP Office Customer Call Reporter application
status. It is simply driven by the events that the IP Office Customer Call Reporter components write to the server PC's
event log| 6™, If an event is missed, removed or did not occur in the expected order, it is possible for the status lamp to
indicate that there is a problem even if the IP Office Customer Call Reporter application appears to be operating correctly.
To resolve this, clear the Windows Application event log and then restarting the component through the IP Office
Customer Call Reporter's System Settings tab.
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4.2 Upgrading CCR

The IP Office Customer Call Reporter components can be upgraded without requiring the previous version to be
uninstalled. All data and settings are retained. However you must ensure that you have read the appropriate IP Office
Technical Bulletins for the new IP Office Customer Call Reporter software and for the IP Office core software. They may
contain notes critical to the upgrade process.

During the upgrade, the username and password details used for the original database access are required.

It is recommended that you backup the database 5™ before starting an upgrade.

4.3 Removing CCR

IP Office Customer Call Reporter can be removed in the same was a most Windows applications. From the Control Panel
select Add or Remove Programs. Select IP Office Customer Call Reporter and Remove.

The database is not removed and the software pre-requisites are not removed.

Note that when IP Office Customer Call Reporter is removed, it uses an aggressive removal process. All files in the
application folder are removed and the folder is deleted.

If IP Office Customer Call Reporter is removed, scheduled reports are not removed from the Widows task scheduler.
These should be deleted manually. If this is not done and IP Office Customer Call Reporter is then reinstalled, those
orphaned tasks will cause a communication failure to be reported by the Historic Reporting service.
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Maintenance and Diagnostics: Removing CCR

4.4 Database Backup

MS-SQL 2005 Express Edition does not include any backup or restore functions. However the free download MS-SQL

Server Management Studio Express can be used to perform a range of manual tasks including backing up and restoring
databases.

In addition, Studio Express will display the SQL command script used for actions like backup. That script can then be
used in a number of software tools to perform those actions including automatic database backups if required.

e WARNING

Access to the IP Office Customer Call Reporter database should only be done by persons with MS-SQL experience.

Avaya does not accept any liability or responsibility for lose of data or other problems resulting from direct
database access.
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4.4.1 Manual Database Backup
¢ WARNING

Access to the IP Office Customer Call Reporter database should only be done by persons with MS-SQL experience.

Avaya does not accept any liability or responsibility for lose of data or other problems resulting from direct
database access.

1.Start SQL Server Management Studio Express and connect to the database being used for IP Office Customer Call

Reporter.
2 & Connect to Server x|
: By Microsalt
Microsoft i Windows Server System

SQL Server 2005

Server type: IDatahase Engine j

Server name: TECHPLBSERVERMNSOLEXPRESS

Authentication: I'W'inu:l-:uws Authentication j
User name: ITEEHF‘UBS'\.&dministratDr j
Pazzword: I

[T Remember password

| Connect I Cancel | Help Optionz >

2.1In the Object Explorer panel browse to the Databases folder. The key database that you may want to backup is
the AvayalP Office Customer Call ReporterRT database. This contains the historic data plus switch and IP
Office Customer Call Reporterconfiguration data.

3.Right click on the AvayalP Office Customer Call ReporterRT database and select Tasks and then Backup.

. Microsoft SOL Server Management Studio Express - |EI|5|
File Edit ew Tools indow  Community  Help
. ] — 3,
Quewoer |G| B SSSEHS BEERES,
Dbject Explorer - 0 X /Sm * X
e TE @ Ee T EE
= |3 TECHPUBSERVER|SQLEXPRESS (SQL Server 9.0.1
= [ Databases i
[ 3vstem Databases Lj AHE?ESBCCRT
| | AvayasBCCDiagnostics TECHPUBSERYER! SCLEXPRESS|\Databases\Avayat 6 Ikemis)
R .o oon 0 7 S
Ca Mew Database. ..
::JJ Mew Query Hame
¥ -
Gl Script Database as * _JDatahase Diagrams
[_JTables
Tasks » | Detach. ..
Reports » Shrink, »
Rename | Back Up... |
Delete Restore »
Refresh Generate Scripks. .. | LI
< I Properties 1]
Ready v
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Maintenance and Diagnostics: Database Backup

4.In the General settings select the type of backup that you want performed and the location to which the backup
should be sent.

. Back Up Database - AvayaSBCCRT - O] x|

Seectapa 5 Scrpt - l:j Help
2 General =
- R oLrce
' Optians [ atabase:
Recovery model; ISIMF‘LE
Backup type: I Full j
Backup component:
' [Databaze
£ Files and flegroups: I |
Backup zet
M arme: IAvayaSEEEHT-Full Databasze Backup
Description: |
Server Back i il e
TECHPUBSERVERNSALEXPRES ACRUR S2 T SRS
f* After; =
Connechor: <l ID j days
TECHPUBS Administrator © on J03/12/2008 =]
2y View connection properties Bieslislien
Back up to: i+ Disk = Tape
c:\Program Files\Microsoft SOL ServerM35 0L 1\MESOLB ackup\hvapaGBLC Add..
Ready Remove |
1| | _pl Contents |

] I Cancel |

4

5.1In the Options settings select whether the backup should overwrite any existing backup or be added to it.

Back Up Database - AvayaSBCCRT - O] =|

Select apag L8 Seript = (Y Help

A General

Oewenarite media
f* Back up to the existing media set

f* Append to the existing backup set
" Dvenwite all existing backup sets

[T Check media set name and backup set expiration

hedia set name:; I

" Back up to a new media set, and eraze all existing backup sets

Mew media zet name: |

Mew media zet description: I ﬂ
Reliabilty
Server } : -
TECHPUBSERVERNSOLEXPRE! B o lbeslip uion e
] [~ Pertarm checksurmn before writing ta media
Connection: .
TECHPUBS A drrinistratar I™ Contirue an errar

Tranzaction log

3+ Yiew connection properties | Truncate the ransaction log

£ Bachk up the tailof the log, and leave the database in the restaring state
Tape dive

Ready [T Urload the tape after backup

™| Bewind the tape befare unloading

Ok I Cancel | Y
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6.To run the backup click OK. The progress of the backup process is displayed. Check in the location specified that
the backup file has been created.

7.At this stage you can also click Script to see the text of the SQL command constructed from the backup
parameters you have specified. This can be saved as a file. That file can then be used to manually run the when
required or it can be used to setup a scheduled automatic backup.

l}:f Microsoft SQL Server Management Studio Express - |I:I|£|

File Edit Wiew Query Tools ‘Window  Community  Help

Dewouey [ B[S H @ BB BB R
oY &2 Y07 master - | B Exerute o W 30 | | 25| 3

TEEHPUBSER'H'ER...kupscript.sqI*] - ¥
BACEUP DATABLIE [AvayalBCCRT] To |DISK = N'c:WProgram Files'Microsoft
S0L Server' MIZ0L. 1% M3Z0LY Backuph Lvaya3BCCRT.bak' WITH NOFORMAT, INIT,
MALME = N'Avaya3BCCRT-Full Database Backup', 3KIP, NOREWIND, NOUNLOALD,

STATI = 10
GO [
_'j Meszages
&0 percent processed. s

70 percent processed.

80 percent processed.

20 percent processed.

Processed 1272 pages for database 'AwvayalBCCRT', file 'AwvayaSECCRT' on file 1.

100 percent processed.

Processed 1 pages for database 'AwvayaSBCCRT', file 'AwawalSBCCRT log' on file 1.

BACEFUOF DATABASE successfully processed 1E73 pages in &.60F seconds (1.E579 Hstecj.._r:J

F

1

|@ Hue.. |TEEHPUBSEHUEHESDLEXF‘HESS [S.0RTHM] TECHPUES \Adrmiriztratar (55) |master |EIEI:I:IEI:EI? |Elr|:|ws

Ready Ln 1 Caol 35 Ch 35 INS v
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Maintenance and Diagnostics: Database Backup

4.4.1.1 Event Logging

The various components of IP Office Customer Call Reporter[ 5% write event messages to the server PCs event log. The
tables below lists the application event log messages that may appear for IP Office Customer Call Reporter.

H Event Viewer oy ] 4
File  Action \iew Help
¢ | Bm F0R| 2@ E
Event Viewer {Local) Application 41
H] Application -
Security Tvpe Date Time Source Categar Event Ll &
: System l\FE:'InI‘c-rrnati-:n 310352009 13:34:38 Avava IPOCCR Data Analvezer Service Link Up 1001 N_I
Directory Service @Information 31/0342009 13:34:38 Avaya IPOCCR Realtime Calculation Service Mone 1305 M
DS Server (D nformation  31f0372009 13:34:36 Avaya IPOCCR Data Analvzer Service Lirk Initia... 3001 N
File Replication Service eError 310352009 13133129 Braya IPOCCR Daka Analyzer Service Link Down 2001 M
Internet Explarer Qerror 310302009 133 [EAE——— glx|| ©
14| viPra User Log Erformation  31/03j2009  13:3: M
@)Irformation  31/03/2009  13:3  Event | M
Erformation 31/03/2009  13:3: M
QError 31/03/2009 1350 Date: /0372009 Source:  Avaya lPOCCR Data An + | N
QError 31/03/2009 13:2¢ Timne: 13:34:38 Category: Link Up m 5
information  31/nafzons 13 1¥RE Information  EventlD: 1001 —I A
Qerror stfosjzong 131 Usem NAA s
QErmr 31/03/2009 15:1¢  Computer: TECHPUBSERYER 3
Qeror 31032009 131 Desurintion: 5
Qo 032008 130 SoscnRfen: 5
QError 51 /03/2009 130 IThe Data &nalyzer Service established commurication with the [P Office. 5
] 192.168.42.1
Qerror 3f03f2009 125 5o
:T Data: & Butes € 'words K
0000: E& 65 72 732 E9 &f €2 3d Tersion= ﬂ
0008: 30 Ze 33 30 Ze 30 Ze 30 0.30.0.0
00l0: Ec 49 6e 73 74 &1 Se 53 SInstanc ;I
QK I Cancel | Lpply |

Information Events

Event |Description

1001 |The Data Analyzer Service established communication with the IP Office.

1002 |The Data Analyzer Service established communication with the Realtime Calculation Service.
1003 |The Realtime Calculation Service established communication with the Database.

1004 |The Historical Reporting Service established communication with the Database.
1005 |The Management Service established communication with the Database.

1006 |The Data Analyzer Service started.

1007 |The Management Service started.

1008 |The Realtime Calculation Service started.

1009 |The Historical Reporting Service started.

1010 |The Client started.

1011 |The Report Scheduler Task started.

1012 |The Printer Discovery Service started.

1013 |The Report Scheduler Task established communication with the Historical Reporting Service.
1014 |The Database Monitor Service started.

1015 |The Client established communication with the Management Service.

1016 |The Client established communication with the Historical Reporting Service.
1017 |The Client established communication with the Printer Discovery Service.

1018 |The Client established communication with the Realtime Calculation Service.

1019 |The Report Scheduler Task stopped.

1020 |The Database Monitor Service established communication with the Database.

1021 |The Report Scheduler Task established communication with the Management Service.

2001 |The Data Analyzer Service experienced communication failure with the IP Office.

2002 | The Data Analyzer Service experienced communication failure with the Realtime Calculation Service.

2003 | The Realtime Calculation Service experienced communication failure with the Database.
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Event |Description

2004 |The Historical Reporting Service experienced communication failure with the Database.

2005 The Management Service experienced communication failure with the Database.

2006 |The Client experienced communication failure with the Management Service.

2007 |The Client experienced communication failure with the Realtime Calculation Service Service.
2008 |The Client experienced communication failure with the Historical Reporting Service.

2009 |The Data Analyzer Service stopped.

2010 The Management Service stopped.

2011 |The Realtime Calculation Service stopped.

2012 | The Historical Reporting Service stopped.

2013 |The Printer Discovery Service stopped.

2014 | The Report Scheduler Task experienced communication failure with the Historical Reporting Service.
2015 The Database Monitor Service stopped.

2016 |The Client experienced communication failure with the Printer Discovery Service.

2017 The Client stopped.

2018 | The Database Monitor Service experienced communication failure with the Database.

2019 | The Report Scheduler Task experienced communication failure with the Management Service.
3001 |The Data Analyzer Service is initializing communication with the IP Office.

3002 |The Data Analyzer Service is initializing communication with the Realtime Calculation Service.
3003 |The Realtime Calculation Service is initializing communication with the Database.

3004 |The Historical Reporting Service is initializing communication with the Database.

3005 |The Management Service is initializing communication with the Database.

3006 |[The Data Analyzer Service is initializing.

3007 |The Management Service is initializing.

3008 |The Realtime Calculation Service is initializing.

3009 |The Historical Reporting Service is initializing.

3010 |[The Clientis initializing.

3011 |The Report Scheduler Task is initializing.

3012 |[The Printer Discovery Service is initializing.

3013 |The Report Scheduler Task is initializing communication with the Historical Reporting Service.
3014 |The Database Monitor Service is initializing.

3015 |[The Client is initializing communication with the Management Service.

3016 |[The Client is initializing communication with the Historical Reporting Service.

3017 |[The Client is initializing communication with the Printer Discovery Service.

3018 |The Client is initializing communication with the Realtime Calculation Service.

3019 |The Database Monitor is initializing communication with the Database.

3020 |[The Report Scheduler Task is initializing communication with the Management Service.
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Maintenance and Diagnostics: Database Backup

4.4.2 Automatic Database Backup

This process uses the Windows Scheduler to run a previously saved SQL script file.

1.Using the manual database backup process|584, setup and test the backup process works as required, for example
placing the file in the required location.

2.0nce the manual backup process works as required, view the script and save this as an .sql file.

3.Using a text editor such as Notepad, create a bat file containing a command similar to the following example but
using the name of your backup .sql file.

P backup.bat - Notepad i [m] B
File Edit Format Wew Help

sglamd -5 JMNsglexpress -E -1 "bhackupscript.sgl” =]
4 2
e sqlcmd

This is a reference to sqlcmd.exe which is an application executable installed as part of MS-SQL.

e -S
The SQL server. In this example .\sqlexpress refers to MS-SQL 2005 Express Edition. If necessary you can
run a command window, type sqlcmd -L to list the servers.

o -E
This is an instruction to access the server using Windows authentication mode. This requires the command to
be run using an account with access to the MS-SQL 2005 server PC. Note: The alternate options -U and -P
can be used to enter a SQL user name and password however these appear in plain text in the batch file and
so are not recommended.

o -i
This is the input file for sqlcmd.exe to execute, in this example the previously saved .sql file containing the
backup script.

4.Save this file into the same folder as the .sql file.

o

File Edt Wiew Favorites Tools  Help .1.’
0 Back -~ . - T}' | ,'-:' Search | Folders | B 3 x ) | =
Address Ilf,.\ Ciikest j @o

|_-=hJ backupscripk,sgl

5.Double-click on the batch file. A command window should appear showing the progress of the backup and then
closes when the backup has been completed.

6.Select Start | System Tools | Scheduled Tasks.
7.Double-click on Add Scheduled Task. The Scheduled Task Wizard will begin. Click Next >.
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8.Click on the Browse button and browse to the batch file previously created. Select the file and click Next >.

Scheduled Task Wizard x|

Click the program pou want Windows b,
To zee more programs, click Browse.

Application | Y ersion IA
@ Accessibiity Wizard | h2370.39%.. —
‘:_ﬂ Activate Windows B.2.3730.0 [=r...
m.ﬁ.:tive Directony Account Cle...  6.5.6344.0

A Address Book 6.00.3730.33...

EL Backup 5.2.3790.395. .

2l Calculatar 5.2.3730.0 [zr...

TR L mr mm b hd —m F 7 2700 2aF ll

Browse. .. |
< Back I et | Cancel |

9.Enter a name for the task and set when it should run. Click Next >. Depending on the selected schedule enter
additional information required and click Next >.

Scheduled Task Wizard x|

Twpe a name for thiz tazk. The tagk name can be
the same name as the program name.

Ibackud

Pertarmn this tazk:

f* Daily

T Weekly

= Monthly

" One time anly

" Wwhen my computer starts
i~ when | log on

< Back I et » I Cancel |

10.Enter the user name and password for the account under which the scheduled task will run. This must be an
account with access rights to the MS-SQL server. Click Next >.

Scheduled Task Wizard x|

Enter the name and pazsword of a user. The tazk will
run ag if it weere started by that user.

Enter the uzer name: ITEI:H PLES dministrator

Enter the pazsword: I"'"" .

Lonfirm passwaord: I"""" .

If a passwiord iz ot entered, zcheduled tasks might
nat run.

< Back I Mest = I Cancel

11.Click Finish.
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Maintenance and Diagnostics: Database Backup

12.The new task will appear in the list of scheduled tasks.

File Edit Aiew Faworites Tools Adwanced Help

r= Scheduled Tasks

=10/ x|
| .;'r

L) Back = £3 ~ _?'|/'353arch * Folders | & [ xn|v

Address Iﬁ scheduled Tasks

ﬂGD

hame = I Scheduls

Mexk Run Time I Lask Run Time

|2 4dd Scheduled Task
@ backup
o shadowCopyvolume{decfSa7a-ab12-11dd-9b7d-806e6f 6963}

1

Multiple schedule times

Ak 06:00 every day, starting. ..

06:00:00 0971272008 Mewer
12:00:00 08/12/2008 0O7:00:00 0&/12/2008

I i

13.Right-click on the task and select Run. A command window should appear showing the progress of the back.
Check the backup location specified in the .sql file to see whether backup file has been created.

& C:"Program Files'\Microsoft SQL ServeriMSSQL.1:MSS0LBackup

File Edit Wiew Faworites Tools  Help

=101 %]

.'l"r

@Back T g T ? | /'j Search | Folders | = X ) | (-

Address Ib C:\Program Files\Microsoft SOL ServeriM3soL, 1YM3SQLBackup

EBE

Mame = | Size | Tvpe

| Date Modified

| attributes |

(=] AvvayaSBCCRT. bak 10,258 KE  BAK File

08)12/2005 05:04 &

CCR Installation 1.1
IP Office 5.0

Page 65
15-601133 Issue 2b (16 July 2009)




4.5 Windows Task Scheduler

Reports scheduled by IP Office Customer Call Reporter supervisors appear both in the supervisors Report Scheduler tab
and in the Windows Scheduled Tasks windows on the IP Office Customer Call Reporter server PC.

While the report tasks can be amended or deleted in the Windows Scheduled Tasks windows those changes will be
overwritten by the IP Office Customer Call Reporter application.

4.6 Windows Task Manager

The screenshot below shows the IP Office Customer Call Reporter components that appear in the Windows Task Manager
on the IP Office Customer Call Reporter server PC. If it is felt necessary to stop and restart any of these that should be

done by restarting the appropriate Windows Services| 67,

1o/

Cptions  Wiew  Help
Applications ~Processes |F‘erFu:urmanu:e I Metworking I Ilsers I

T R ;
WIWP . Eexe METWORE SERVICE 1] 90,316 K
kLaskmgr. exe Administrator 01 4,412 K
searchprotocolhost exe SYSTEM 1] 5,620 K
sqlmangr. exe Adrminiskrator 1] 5,248 K
jusched, exe Administrator oo 2172 K
searchindexer . exe SWSTEM oo 10,808 K
svchosk.exe SYSTEM (1] 7,256 K

Y Datasnalyser.exe SYSTEM oo 37,560 K 7
wins. exe SYSTEM uin} 6,468 K
sychosk,exe SYSTEM oo 4,820 K
sqlbrowser, exe SYSTEM 1] 2,568 K
OWSTIMER., EXE METWORE SERVICE 1] 10,312 K
shscrexe.exe SYSTEM uin} 6,264 K

i Avava.sboe, Printer Discovery . exe  Administrator (a1 20,076 K ¥
sychosk,exe LOZaL SERNVICE oo 2,024 ¥
nkfrs.exe SYSTEM oo 1,720k
sqlservr.exe SYSTEM oo 33,216 K
sqlservr exe SYSTEM oo 34,228 K
Iz, Bxe METWORK SERVICE oo 5,588 K
inetinfo.exe SYSTEM oo 23,396 K
svchosk,exe SYSTEM oo 2,392 K
dns.exe SYSTEM oo 21,472 K
dfssvec.exe SYSTEM oo 4,712 K

i fvayaSbocRTService exe SYSTEM oo 34,460 K i
msdke. exe METWORE SERVICE oo 4,280 K

[ show processes From all users End Process |
|F‘ru:u:esses: S0 CPU Usage: 2%  |(Commit Charge: 1173 ) 38310 o
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Maintenance and Diagnostics: Windows Task Manager

4.7 Services

The following services are installed and run by IP Office Customer Call Reporter. The services are also shown in the web
client's Status screen. It is recommended that you use the web client to restart services when such an action is required.
Refer to the IP Office Customer Call Reporter user guide.

=10l x|
File  Action Miew Help
= | W EEIR 2E > 81w
% Services (Local) Mame / I Diescripkion I Skatus I Startup Type I Log On As -

.MET Runtime Optimization Service v2.0.... Microsoft .MET Framework MEEMN Manual Local Syskem
%ASP.NET Skate Service Provides support For out-of -process session states for A5, Manual Mebwork Service
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Extended A Standard

¢ Avaya IP Office Customer Call Reporter Real Time Service
Restarting this service will reset all view statistics for all agents and supervisors.

Service Notes
e Printer Discovery Service
If the Printer Discovery Service account details are changed then reports can no longer be scheduled. This is
because the account details are stored by the service on installation and has no provision for a potential change.

4.8 Using HTTPS

If secure access is required for IP Office Customer Call Reporter the IIS can be configured to use HTTPS. This can be
configured through the IIS Manager. For details refer to http://www.microsoft.com/technet/prodtechnol/
WindowsServer2003/Library/I1S/56bdf977-14f8-4867-9¢51-34c346d48b04.mspx?mfr=true.
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4.9 1IS Application Pool

During installation, a separate application pool is created in IIS for the IP Office Customer Call Reporter services. The
settings of this application pool should only be adjusted if you are familiar with IIS administration.

t Internet Information Services (IIS) Manager - |EI|5|
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5. The CCR Database

e WARNING
Access to the IP Office Customer Call Reporter database should only be done by persons with MS-SQL experience.
Avaya does not accept any liability or responsibility for lose of data or other problems resulting from direct
database access.

The tables and fields shown here and their relationships are only examples. The database is liable to change and differ
between different IP Office Customer Call Reporter versions.

5.1 Database Part 1

¢ WARNING
Access to the IP Office Customer Call Reporter database should only be done by persons with MS-SQL experience.
Avaya does not accept any liability or responsibility for lose of data or other problems resulting from direct
database access.

tblStatViewBridge thIRTStatlLookup tblalarmTypel ookup tblalarmStatusl ookup
j WiewID j StatID _— j BlarmTypeld ﬂ #larmstatusid
_%‘I YiewComponent e — _I SkakMarme _I AlarmTypetlame J AlarmStatushame
_@1 StatlD _| StatGroups
_@‘I CreateDate _I HasScope ﬁ ﬁ
_I DestroyDate _I ScopeDefaultInternal
_| SattOrder || ScapeDefaulExternal tblalarm thlAlarmDetails
_I HasAsAThreshold ﬂ AlarmID ﬂ AlarmDetailsID
|| HasGOSThreshold | staro o] | AlarmiD
_I HasAlarms _I SkatizrouplD J Targethlame
thlViewComponentl cokup _| AlarmType _| WigwID J Cautiontalue
ﬂ VienComponentiD _I AlarmThresholdMazximum _I Type J Criticalvalue
_I YiewCamponenthiame _I AlarmThreshaoldMinimumn || oo _I CautionLevel J Triggarvalue
_I Hasstatedlarrs e, _I CriticalLevel _I Triggerstatus
_I HasExtendedInformation _I CreateDate _I TriggerDate
_I IsWWeighted _I DestroyDate _I Cleartalue
_I HasScopeCverflowed _I SkatelD J ClearDate
tblStatParameters _I Scopelefaulbdverflowed _I AgentID J IsManuallvReset
ﬂ 1 _I IsPercentage _I HurkiGroupIh

|| viewd EO===8 " {efprie
_I YigwComponent _I IsFloatingPoink ﬁ
_| Statld _I HelpID
_I Parameteriame tblStatGrouplookup
_I Parameteryalus j StatGrouplD
_I SkatGroupharne ‘
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The CCR Database: Database Part 1

5.2 Database Part 2

e WARNING
Access to the IP Office Customer Call Reporter database should only be done by persons with MS-SQL experience.
Avaya does not accept any liability or responsibility for lose of data or other problems resulting from direct
database access.

tbIHGStatel ookup
| 7 Hastatero

_| HGState

thlActivityl ookup
| ActivityIo

_| Activity

_I RoleDescription

tblScheduledReportFormatlookup
j ReportExportFormatId
J ReportExportFormatMarne

tblScheduledReportPeriodlookup

j ReportPeriodld
J ReportPerindMame

| wiewD
ﬂ Statell

J SkateThreshold

thlvViewSettingsHGStateThreshold

_@1 Agentactivity[D

thlViewSettingsStateThreshold
amcey| | viewID

Ié Priority _| Activity Threshald
thIRoles tbISignOn
| Rolemo ma=cof g d

_I Uniqueldentifier

_I EffectiveRole
| Timeout
_I UserId

It

=

tblSupervisoriew

7] viewmo
_I SupervisorID
_I Mame
_I CreateDate

_I DestroyDate
Enabledlarms

_I IsDefault
| msModified
_I HassubTotal
_I HasTatal

_I Topalarmviewer TypelD
_I BottomAlarmyiewer TypelD

@

_I UserID
_I Frequency

_I ReportPetiod

_I Printerfame

EmailList

ﬂ Targetld

_@l FilterID

thIReportTargetsFiltersBridge

_I ExportFormat
_I PrintMoCfCopies

_I MonthlyOption

tblScheduledReport
ﬂ ScheduledReportID

_I RepartPeriodCount
e — _I StartTime

_I WeeklyDavOfWeek

thlUsers

ﬂ Userld

|| switchio
_I Username
_I Password
_I Raoles

_I FullMarne:
|| Emaio

_I Extension
_I CreateDate
_I DestroyDate

_I Self Administr akeliews

_I Enabled

_| ResetStatistics

L.

tbIReportFilters

| Fiterto
_I FilterMame

_I MonthlyDayOfMonth
_I MonthlyOcourence
_I MonthlyDayOFhw'aek

_I ReportParameterId

_I Display
_I Audio
_I HelpToolkips

_| Highlightstatistics
—

| S

8

thIReportTargets

ﬂ Targetld
_I TargetMame

tbIReportFiltersBridge

1

5

j ReportID

tbIReportTargetsBridge

j ReportID
_%‘I Targetld

j FilterID
tbIReports
j ReportD
J ReportTitle
J Reportkey

1]

&

thIReportGroups

j GroupIl
_I GroupTitle

tbIReportGroupsBridge
9
9

ReportID

GroupIh

j Reportschedul=ld
_I Repartscheduletlame

tbIReportParametersSchedulel ookup

LOOJ

tbIReportParameters
ﬂ ReportParameterId
J BaseReportld

J SavedReportMame
J LastRunDate

J MextRunDate

|| LestiodifiedDate

|| startpate

_I EndDate

|| startTime

J EndTime

J Targetld
Groupld

J FilterId

J Userld

J ReportSchedule
J IncludelInkernal
_I IncludeSaturdays
_I Includesundays
_I Targetvalue
J ReportLanguage
J GraphRepartOptions
J AZAThreshald
J LostCallThreshold

| thlcallEnd

| tblAgentActivity |

| tblAgentHGBridge

| tbIHGSupervisorBridge

tblLatestReports
ﬂ RunReportID
_I ReportMame

_I LastRunDate

_I ReportScheduleType

_I SuccessCode

_I UserID

| thTrunkSuperuisorBridge|

j ScheduledTypeld
_I ScheduledTypelame

tblScheduledTypelLookup
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5.3 Database Part 3

e WARNING

Access to the IP Office Customer Call Reporter database should only be done by persons with MS-SQL experience.
Avaya does not accept any liability or responsibility for lose of data or other problems resulting from direct

database access.

thlUsers :

tblAgentHGBridge

g He
_{g' AgentiD

_'fg‘l CreateDate

_I DestroyDate
_

IsModified

8

&

}

thlAgentActivity
ﬂ AgertactivityID
_| AgentID

_| HiID

_I ReasonCode
_I ReasonDescription

_| Activity D
_| StartDate

_I EndDate
| caltistip
_I IsForced
_I SupetvisorlD
J IsMadified

thlCallEndState
j CalEndstateID
_| CallistiD

_| AERdID

_| BERdID

_| AStatelD

_| BiStatelD

_I A5tateCreatebate
_I BStateCreatebate
_I AStateDestrovDate
_I BStatebestroyvDate
_I ParkSlok

| smodified

g

j SupervisarlD

F| HEID
H| CreateDate

J DestrovDate

tbIHGSupervisorBridge

thlCallList
5| callistio
_I CakegoryID
|| switchio

_I Carnpaignil
_I HumberDialled
| oo

|

_I CallerMame

_I ConnectedID

tbiCallEnd

| calEndD
| calustio
J SwitchiID
_I IEndFlag
_I CreateDate

J DestroyDate

J Is\oicernail

J IsOwerflowed

J CreerflowedFromHGID
J IsTwinned

J IsManualTransfer
_I IsAutoTransfer

g _I IsManualForward
= J IsAutoForward

J IsAnswered

J IsRefused
J IsMissed
_I IsLask
J IsHGCall

ConferenceTablelD
WMChannelID
TrunkChannellD
HaID

ﬂ TrunkizroupID
_'E‘I SupervisorID
_'fg‘l CreateDate

_I DestroyDate
| smodfied

=

thiTrunkSupervisorBridge

ﬂ TrunkBusyID
_I TrunkizroupID

_I CreateDate
_I DestroyDate
| tsModified

tbiTrunk GroupBusyTime

ﬁ

tbiTrunkGroup
ﬂ TrunkizroupID
_I Mame

_| SwwikchID

_I CreateDate
_I DestroyDate
_

IsModified

ﬁ

tbITrunkChannel
j TrunkChannelID

_I TrunkizroupID

_I Mame

o b
—

tblConference
ﬂ ConferenceTableID

|| switchio
_I ConferencelD
_I CreateDate
_I ClearedDate
_I Mame
_

TypelD

| 1shodified

| calo :II .
gentID
IIJE,"‘:E;IIGI'OUD _I LigitsToCO _I ExtensionIlr
J awitchiD _I IsCallRecorded J AccountCode
witel
_I CreateDate e D J IsMaodified
Mame k]
j Extensi _I DestrovDate J Stateld
:,% xXLension
J CreateDate _I IsBroken J CallEndiwatertark
_I CallbackRequested J Parksiok
DeskroyDate
j IsModi;ed _I CallCharge _I StateCreateDate
_I IsModified _I Woicemailannotation
8 _I IsTransferSetup _I Tag
#?_:cx) J IsWMAnswered
thIHGViewBridge tblExtensionHGBridge thIvor Ich | J IstMLost
| view ] Extensionio orcemarnannel | | roansweredother
9| vmchanneio .
_@I HGID j HGEID J Firstanswered
_I ‘oicemailGrouplD "
_?I CreateDate _?I CreateDate J FirstTransfer
_I AAMame L
_I DestroyDate _I DestroyDate _I CriginalHGID
VMEnkrypoink
| modified | 1stodiied | s | TransferFromagentin
_I SortOrder —I Hame J TransferFramHiEID
J ‘oicemailAgentID
. =
tbiswitch :
9 S_W'tChID . tblExtension tblVoicemail Group
_I Firmwareiersion ﬂ ExtensionID ﬂ ‘oicemailGrouplD tblVoicemailSelection
P .
u " | switchio | tiame | ¥mselectionto
_I ame J UserMumber _I SnibchID J alEndID
_I LastConfigherge J UserMame _I CreateDate J celactionDate
_I CreateDate J CreateDate _I DestroyDate _I Annotatian
_I DestroyDate J DestroyDate _I IsModified _I GroupName
_I MacAddressUpper |0 Isadified
A stadifie J Tapic
_I MacAddressLower J
Completed
| par
i i
_I S5llseriame = J IsModiied
" = | calustm
__| sstpasswor tblLicenselnfo
DomainMame i
_I v - ﬂ Licensell
_I IsModified _I SwitchID

j IncomingCallRouteID

_| SwitchID
_I _reatebate

DestroyDate

_
_I Incominghumber
_|

IsModified

[

=

thlIncomingCallRoute

g
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The CCR Database: Database Part 3

5.4 Database Part 4

e WARNING

Access to the IP Office Customer Call Reporter database should only be done by persons with MS-SQL experience.

Avaya does not accept any liability or responsibility for lose of data or other problems resulting from direct

database access.

thlViewSettings

| viewn

_I AsaThreshold

_I LostcallThreshold

_I AllAagentsBusyalarm

_I MosgentsLoggedOnalarm

_I IsDefault
| 1stodified

tbhlVersion

ﬂ WersionICr

_I Databaseversion
_I DatabaseVersionDate
_I Schemabescription

tblLastStatReset
g

_I ResetType

_I Userld

J ResetDate

tblScheduledSuccessCodel ookup

ﬂ SuccessCodeld
_I SuccessCodeMame

thlStatel ookup

| staten
_| State

_?I Languagell:

thlSystemParameters

R

J LostCallThreshold
J AnsweredCallThreshold

thblCategoryl ookup
j CategoryID

J Category

j LanguagelD

tbIRTStat

g Rrstato

_I RequestID

| stato

_| StabisrauplD
_I Calls

_I TrunkHiEAgentID
| view

_I Yalue

thlLastStatResetType
§
_I ResetType

thIRTRequest
j RequestID

J CreateDate

thIRSInfo
g o
J RSIP

J RSPCName

tbiCallback
g callbackip
J OrigCallistID
J CalllistIDs
J Mumber
J RequestDate

J Completebate

J ExpiryDake

J MarkedForDeleteion
_I Result

_I Maotes

| 1shiodied

ﬂ AlarmID
J CreateDate

J DestroyDate

J Archived
J Monitored

J ArchivedDate

tblDatabaseMonitorAlarms

J CapacikyPercentage

InstallShield

|J I55chema
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Performance figures and data quoted in this document are typical, and must be
specifically confirmed in writing by Avaya before they become applicable to any
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