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1. IPECS CCS REPORT

1.1 Pre-Installation Requirements

The requirements for CCS Report are divided into two parts:
1.1.1 System Requirements
1.1.2 SMDR Configuration Requirements (applicable only when CCS Desk is not available)

111 System Requirements

The Server and the Client workstations must meet the following minimum specifications.

CCS Report Server Recommended Hardware

Install Scope Up to 500 Calls Up to 1000 Calls More than 1000
P Per Day Per Day Calls per day
Dedlc_ated Server Yes Yes Yes
Required
Dedicated SQL Server
Required No Yes Yes
Virtual Server
Possible Yes Yes Yes
Windows 7 Windows 7 Windows 7
Professional Professional Professional
Operating System or or or
Windows Server Windows Server Windows Server
2008 R2 2008 R2 2008 R2
CPU 132120 3.3GHz 132120 3.3GHz 13 2120 3.3GHz
RAM 4 GB 6 GB 8 GB
Disk Space 40 GB 100 GB 200 GB
Additional SMTP Server for report delivery via email

Requirements:

SMDR enabled on the PBX
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CCS Report Client Recommended Hardware

Install Scope

Without Dashboard and
Reporting Manager

With Dashboard and Reporting
Manager

Operating System

Windows 7 Professional

Windows 7 Professional

Requirements:

Adobe Reader 9 or higher

CPU Core 2 Duo 1.6GHz 13 2120 3.3GHz
RAM 1GB 2GB
Disk Space 10 GB 10 GB
Additional Internet Explorer 8 or higher
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1.1.2 SMDR Configuration Requirements

NOTE: SMDR is not required when CCS Desk is available.

- When using SMDR data source, the following options must be configured on the iPECS —

SMDR attributes PGM 177.

Attribute Value Range
Save Enable m_
Print Enable fon =]
Record Type All Call hd
Long Distance Call Digit Counter 07-15
Print Incoming Call fon =]
Print Lost Call fon =]
Recards In Detail fon =]
Hidden Dialed Digit o ] 0-8

Dialed Digit Hide Optian | Right =]

SMDR Currency Unit I:l Max 3 characters

SMDR Cost Per Metering Pulse Must be & digits

SMDR Decimal Location o ] 0-5

Start Timer 0 Jrisen 000-250
1Mo ] Wax 2 digits
-1 Vaeom e
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£ Wids £ aIgivs

Long Distance Code 3 |:| Max 2 digits
s Max 2 digits
s | Max 2 digits

SMDR Ring/CLICPMN Service-| fcu =]

SMDR Ring/CLIGPM Service-I| [cPy =]

Print MSH [oFF =]

Frint Serial Mo oM -

SMDR Interface Service | oFF =]

SMDR ICM Save [oFF =]

SMDR 1M Print [oFF =]

SMDR Disconnect Cause |OFFj

Long Time Call 0 Jetomin 000-144

SMDR Output Limit from any CO to NET Call | [OFF =]

Transferred Call Charge Rate |Individua| Station j

Aftendant Transfer Charge Rate |Individua| Charging j

- The On-Line SMDR Print in PGM 175 must be configured to a TCP port.

Attribute Value TCP PORT
Off-line SMDR/Statistics Print | |NULL > | |eo05 |
ADMIN Data Print |serial Port1 =] | [NULL |
Traffic Print |serial Port1 =] | [NULL |
SMDI Print [serialPortt =] | [NULL |
Call Inforrmation Print MULL j 5004

on-line SMDR Print

Serial Port1 =

Trace Print MUILL

Debug Print [serialPortt =] | [NULL |
ACD Package Print [serialPortt =] | [NULL |
SMOR Interface Data Print [MuLL S |

| Save |
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1.2 Installation

1.2.1 CCS Report Server Installation

This is for a new install of CCS Report Server ONLY on a Single Server

Step 1 - Run the CCSinstaller application with Administrator privilege.

CCElnstaller.exe

Step 2 - If Microsoft .NET Framework 4.0 is not yet installed, you will receive the message to

install it > Select Yes.

CCSInstaller <]

':0:' 5 requires .net 4 b be installed,  Install now?

The installation may take a few minutes to complete.

NOTE
You will be prompted to reboot your system once the install completes. Please ensure you do

the reboot before continuing with the install.

N |

|0| The dok net 4 installation requires a rebook,  Rebook now?
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Step 3 - Once you log back in, the CCS Installation will continue and you will receive the
Option to Install the Client or Server - Select Multi-Server Installation - Click Forward.

CcCS

Please selectinstall type

" Client Installation

Installs Client and/or Client Manager Compaonents to
workstation

" Single-Server Installation

Installs ALL Components to a Single Server

+ Multi-Server Installation;

Allows the Installer to Choose Components to be installed

|\

@ LG

ERIC N

g

> R

Fornmard Cancel

Step 4 - At the next screen, you will need to enter your CCS License Code and PABX details.

Software Registration Code — the CCS License Package Code.
PABX IP Address — the IP address of the iPECS MFIM.
PABX Password — the administration password for iPECS.

10
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Step 5 - Choose the CCS Report components to be installed > Click Forward.

CCS

-
> @.c

ERICS50MN

[@Dashboard

[JCCS Chat Server
[CCS Desk Manager
[1CCS PABX

[1CCS Announce
[1CCs Record
[1CCS Desk Client
[1CCS Desk Server

Wl Dashboard Gateway
W Reporting Manager

v Databasze

W Reporting Weh Server
W Feporing Server

ot package details, loading ...

@ 5 R

Back Farward Cancel

Step 6 - Complete the software registration form.

The iPECS serial number that will be linked against the license is shown at the end of the form

- Click Forward.

CcCCS

Cantack Mame

Email Address

Campany hame

Wweb Page
Streek I
Suburb I
State |

-

ﬁ @ LG Counkry I

ERICSSON ~ L [ LI
Gat package details, loading ... Back Fommard Cancel

11
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CCS

-
> @.a

ERICS50N

State

Counkry

Phone Mumber

PostZode

Reseller Mame

Pabi Serial Mumber 000DA4F4035010650

|
|
|
Region/City |
|
|
|

Got package details, loading ...

Step 7 - Read and agree to the CCS Software License Agreement - Click Forward.

CcCS

-
> @G

ERICS50N

Software Licence Agreement il

HAFPORTANT - YOU SHOULD READ THIS AGREEMENT
CAREFULLY BEFORE USING THIS SOFTWARE. BY
VERIFYING AND USING THE S0OFTWARE, YOU INDICATE
YOUR ACCERPTANCE OF THE FOLLOWING SOFTWARE
LICENCE AGREEMENT.

This is a Software licence agreement between you (you' or
‘Licensee’) and LG-Ericsson Co., Ltd. ('LG-Ericss=an’) for use of

the Software. This is not an agreement far sale of the Software.

This is a Licence Agreement anly. Please read the terms and
conditions of this agreement before using the Software. By -

meifuime medfae veine thn Cedusnen e mra mmvamime be e Lemsllo

¥ | hawe read and accept this licence:

[Got package detailz, loading ...

@ 5 R

Back Fomward Cancel

12
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Step 8 - Confirm the installation path for the CCS program files - Click Forward to start the

installation.

Install To

ccs CAProgram Files\CCS

-
2 @G

ERICS50N

Back Fomward Cancel

Step 9 - The CCS Installer will check if Microsoft SQL Server (default instance) has been
installed on the machine. If not, the Installer will have to install the SQL Server first thus asks for

the location to store the database files & Click OK.

atsbaseFles tocation T
Install location for SEL prograr files IEZ\P[DE"EIF“ Files [x86]"Microzoft SOL Server' | OF. I
Install loc:ation for data files IE:"-.F'ngram Files [#BE]\Microzaft SHL Server | Cancel |

13
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Step 10 - The CCS Installer will start installing each component to completion. You will then

get to the CCS Report Configuration Window as shown in the next step.

5 @Lc
ERICSS0M

Wbt e

Step 11 - CCS Report Configuration

There are 2 tabs which require configuration:

4 CCS Report Configuration

Server Settings I Mail & Subszcription Settingsl

— Server Settings

[ratabaze server location
Jllacal]

Test

cCcs

g @.c

Emczson
—

% Pmpost inital

cCcs

z @.c

ncason

rataleg 5

P[] B

— Self Diagnostic

After Install Self Diagnostic

Server Address

|Iocalhost Test |
Part I?EIBS
Metwark Credential Setting
Ciomain User Hame Password
I || I Test |
| Send Ud | K| .|—|
Target Test Email
Save Cancel

14



IPECS CCS Report
User Manual

Issue 1.8

Server Settings

Database Server Location — the address of the machine that runs CCS Report database. Click

‘Test’ button to test the connection.

Server Address — the address of the machine that runs CCS Report server. Click ‘Test’ button

to test the connection.

Port — the port number to connect to CCS Report Server. This setting is read-only.

Network Credential Setting — specify a Windows account that has administrator privilege. This

is used for temporary files during subscription, export and tests.

The other configurations in this tab are not required at this stage.

# CCS Report Configuration

Server Settings  Mail & Subscription Settings I

— Mail Settings

Huozt

Part

Pazzward

Usemarme I

Damain

Timeouts |3EI zecondz

— Subscription Settings
File Path

M File Lirnit (kE]

Sender Email Address I

{10000

Save Cancel

Mail Settings

Host — the name of the SMTP email server.

Port — the port number for SMTP.

15
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Username — the user account to use SMTP.

Password — the password to the SMTP user account.

Domain — the domain for the SMTP user account, if required.

Timeouts — the time it waits when attempting to connect with the SMTP server.

Subscription Settings

File Path —the address to store the subscription file for server file sharing. This can be set to a
network UNC path e.g. \\server\folder, however, the network credential setting must have

enough access to write into this folder.

Sender Email Address — the ‘From’ address when sending email from CCS Report Web.
Max File Limit (kB) — the maximum number of bytes allowed by the SMTP email server.
- Press the Save button after completing the configurations.

Step 12 - The installation will continue to install the other CCS components > You will be

prompted to Reboot - Select Yes.

CCsInstaller <]

':9:' 12C5 Inskall requires a reboot, Rebook now?

Step 13 - After reboot, CCS Report Server will be started automatically together with CCS
Report Configuration Wizard.

16
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Step 13.1 - You will need to select your install type = Click Next.

&3 Configuration Wizard

Step, Srlp® Shp@
Site Name ' Country Name '

Choose type of setup to configure

Full Install j Choose type of setup:

1. Full Install.  Show all options.

2. Load existing configuration: Loads a saved
configuration, then runs the turbo install wizard.

3. Restore from backup. Restore a backed up
database.

Back: | Mext I Cancel

Select setup type v

There are 3 available options:

Full Install — run each step of the configuration wizard.

Load existing configuration — use a saved export file from the configuration wizard to create

the new CCS Report configuration wizard.

Restore from Backup — use a Microsoft SQL backup file of the CCS Report database to create

the new CCS Report configuration.

Note

This document will only discuss the ‘Full Install’ type.

17
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Step 13.2 - Enter the site name - Click Next.

&7 Configuration Wizard

Shp@ Step Shp©
Startup ; Courtry Name g

Site Mame . )
The name of the site is used in reports and
Company ABC| an manitaring pragrams.
Back Mext Cancel
Select the name of the site i

Site Name — the name of the site.

18
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Step 13.3 - Enter the Country Name for this site = Click Next.

&7 Configuration Wizard

sm:@
Site Hame '

Shp

Country MName

Shp@
Exchange ‘

The country is show on reports, and used
to pravide the correct billing infarmation

Enter Country narme or select from list

Back Mext Cancel

Select the country in which the site is located v

Name — select the country for this site.

19
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Step 13.4 — Enter the location (Exchange) details for this site = Click Next.

£ Configuration Wizard M= I
§ hp@ Step e Step @
Country Hame ' Exchangs Connection Type '

Enter local nurnber or location (exchange), or select
The location {exchange) of the site

location (exchange) from list

tocaI_Nulmher, or |0299591agg| Saarch | is needed for call billing.
oration: The location (exchange) can be
ISydney j selected by either entering the local

number in the text box, and clicking
‘Search’ or by choosing the narne
of the location from the drop down
list.

Selected Exchange |Sydney

Back Mext Cancel

|Se|ect the exchange the site uses ¥

Local Number or Exchange Name — choose the exchange for the site from the drop down list.
Alternatively the site’s phone number can be entered and click the ‘Select’ button to find the
matching exchange.

Selected Exchange — shows the result of the Local Number search.

20
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Step 13.5 - Select the Connection Type = Click Next.

L Configuration Wizard

sm:@

e @
E:xchange ' Connection D=tz '
How does CCS Repont connect to the

call data source? LIk Logging. The pabx SMOR is
connected to a machine on the network
ILIK Logging j that the CCS Repart Server can

communicate with.
CCS Report CTI
iIPECS CM Logging

Back Mext Cancel

|Se|e|:t how CCE Report Cannects to the call data 4

There are 3 Connection Types that can be selected:

LIK Logging — connects to the iPECS LIK via TCP/IP connection. This requires the network
address of the iPECS LIK plus port number.

CCS Report CTI — connects to CTI server i.e. CCS Desk. This requires the network address of
the CCS Desk Server.

iIPECS CM Logging — A special mode for connection to the iPECS CM. This requires the

network address of the iPECS CM as well as the port that it listens to.

Note

This document will only discuss the ‘LIK Logging’ connection mode.

21
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Step 13.6 — Select the Decoder and enter the iPECS LIK IP address - Click Next.

%7 Configuration Wizard

Step

oo ®
Connection Type '

Select Decoder

Step e

Connection Data

D=y start and
end

The decoder translates the SMDR output
IPECS 2 = format from the pabx into the format used by
I J CCS Report.

Enter the network address for LIK

Logging The address is either the IP address or the
netwark name of the machine,
10.10.10.1:8002|

Back Mext Cancel

Select site's address and decoder

A decoder must be selected to match the PABX make and model. The network address of the
call data source must be entered in the edit box using the IP Address and port number,
separated by a colon symbol.

For example:
IP Address = 192.168.0.1 and Port number = 9240
- 192.168.0.1:9240

22
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Step 13.7 - Day start and end allows you to configure the start and end of business during

normal days and weekends - Click Next.

&7 Configuration Wizard

e @
Connection Data '

Step o

D=y start and
end

Day start hour

CHE-

Day end hour

The alarm timeouts for CC3 Report differ
depending on whether it is day or night.

The hours that start the times considered

m day or night are configured here.
Weekend day start hour
|9 3:

Wyeekend day end hour

[ 4

Cancel

Back | et I

Select the day start and end haurs i

23
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Step 13.8 — The wizard will jump to Step 9 to configure the inactivity timeouts for each time

zone. Only the number of downloads before inactivity can be changed. Timeouts can also be

ignored for certain time zones - Click Next.

L# Configuration Wizard

Stnp

Sales Tax

Corfiguration ’

Day inactivity timeout

|D1:DD:DD I lgnaore timeaut

Might inactivity timeout

IEIA:EID:EID ' lgnore timeout

Day inactiity tirmeout

IEI1:EID:EID ¥ lgnore timeout

Might inactivity timeout

IDd:DD:DD ' Ignore timeout

If CCS Report doesn't receive any call data
for at least the timeout period it will raise an
alarm.

The timeouts are different for day time and
night time, and each can be set here.

Back Mext Cancel

Set the inactivity timeouts for day and night
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Step 13.9 - Enter a Sales Tax Name and Rate - Click Next.

& Configuration Wizard
@ s
Im=ctiwity Line Group
ti meouts Corfiguration
Sales Tax Mame
The name and armount of sales tax is used
GET for reporting and calculating the cost of
calls.
Sales tax amount
|1D.DD 3: Y
Back | Mext I Cancel
Select the name and value of sales tax v
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Step 13.10 - Create the first trunk group for the site by providing a name and selecting a
carrier. The list of carrier is determined by the country selected earlier > Click Next.

Note

More trunk groups can be created with CCS Report Manager.

L# Configuration Wizard

St-p

Sales Tax

Corfiguration ’

Trunk Group Marme

snp@

Digit

Modification ’

Trunk lines are divided into trunk groups,

First Trunk Group each of which has a seperate name for
reparting, and calls outgaing on a trunk are
Carrier all assigned a common carrier for the

purpose of calculating call costs.

Back Mext Cancel

Select the name of the line group, and it's carrier
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Step 13.11 - Create one digit modification settings for the trunk group, if applicable - Click
Next.

Note
More digit modifications can be created with CCS Report Manager.

& Configuration Wizard

Step St‘cp St‘cp®
Iéi::ﬁgiﬁ:t?on s E:.!:;.‘gifi.:ati.:.n [EdiEmiEm RE”QE’
Digit modification Digit modifications are applied to dialed
present? number as the first part of calculating
the cost of a call.
Digit modification name Prefix to match They can be used to modify or rermaove an
- — urwwanted prefix on a call, or change the
IF'VSt Digit Mod 1893 carrier from the Trunk group default.
- . The digit modification will anly be applied to
|4 3 tP_\lur?m?r of dlthLS_ to remohve from the numbers starting with the prefix to match.
ront ob & matching nurmner The specified number of digits will be
Prafix to add Mew carrier rermoved from the frant of the number, the

prefix to add prepended, and the carrier set

I WWorldCormn to the new carrier.

Back Mext Cancel

Define a digit modification made on reported numbers, if any 4
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Step 13.12 - Add the extensions to be monitored and reported by CCS Report with this step >

Click Next.
L7 Configuration Wizard
seo®
Digit Schedule Serwer
Modification ’ Setup
Department | Marne Extensior| | Add Ext Range I
» Sales Persan 1an Import CSY |
Sales Sales Persan 101 Mote: Comma Seperated “alues
Sales Sales Person 102 format should be ordered _
Sales Sales Parson 103 Department, Mame, Extension
Sales Sales Person 104
Sales Sales Person 105 Import Excel
Sales Sales Persan 106 Mote: Direu_:tor},r impon fram
excel reguires Microsoft
Sales Sales Person s Excel to be installed locally.
Sales Sales Person 108 I
Sales Sales Person 109
Sales Sales Person 10
Sales Sales Persan 1M1
Sale Sales Persan 12 hd
Back Mext Cancel
Extensian ranges at the site 4

There are several different methods to create or import your Extension Range:

Use the Add Ext Range tool to create range of new devices against a department or name.

I Add Extension Range =]
Department I
Person Mame |
Start Range I
End Range I
Ok I Cancel |
4
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Import CSV —load a CSV file that contains the required information. The CSV file must be

formatted correctly as per example below.

DEPARTMENT, CONTACT, EXT
Support, Taupheeq Omar, 100

Import Excel - load an Excel spreadsheet that contains the required information. To use this
tool, Excel 2007 or later must be installed on the server machine.
e Select the workbook with the Open File... button.
e Select the worksheets and columns that contain the Department, Name and
Extension.
e Click on the Import button.

¢ The imported extension range will be displayed on the cells at the bottom.

[ Import Excel = S
Worksheets Columns
Department -
Mame -
Extension -
Import
Department MName Extension
Ok | [ Cancel
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Step 13.13 - Schedule Server Setup allows you to configure email settings for CCS Report
Server - Click Next.

Note

This must be configured with the same settings as CCS Report Configuration in Step 11.

L Configuration Wizard
St‘cp@ Sup St‘cp®
E:xtension Range ' ;;;iju'e SERREr Setup backups '
Server name Imail.cumpany.cum| The CCS Report scheduler will send ermnail
via the defined email server.
Port |25
Uszermame I
Password I
Daornain I
Timeout (ms) IEDDDD :I
Back Mext Cancel
|Setup of main sener used by Scheduling service v

Server Name — the network address of the SMTP email server.

Port —the SMTP port number.

Username — the user account for SMTP, if required.

Password — the password for the user, if required.

Domain — the domain name for the user, if required.

Timeout — the number of seconds it waits when attempting to send an email.
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Step 13.14 - A database backup can be scheduled daily by the Configuration Wizard. This is
important because the CCS Report database contains all the call data records and system

configuration.

Note
This step can be skipped by disabling the ‘Schedule Backup’ box. Otherwise all information

must be completed before it can move to the next step.

- Click Next.

L# Configuration Wizard

sg.p Step 5 “P
g;huepdul 2 Server Enzble site '

¥ Schedule Backup
User Marme ICOMF‘ANYMdministratDr

Password I-------- Test Pass |

Backup location
CAProgram Files (x86)\WWicrosoft S30OL Se | .. I

Time to run backup IEIEI:DEI:DEI

Back [ st Cancel

|Setup backup infarmation

Schedule Backup — enables the feature.

User Name — the Windows user with administrator privilege.
Password — the password to the Windows user.

Test Pass — used to test the username and password.
Backup Location — storage path and name of the backup file.

Time to Run Backup — the time when the backup task will be performed daily.
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Step 13.15 - Select Activate site when created to enable CCS Report Server to start collecting
call data records for this site = Click Next.

£ Configuration Wizard

Stlp@ Step @
Setup backups ' Enable site

¥ Activate site when created.

A site needs to be active to log calls.

If yau are going ta do more configuration of
the site after this wizard completes, create
it inactive, then activate it once finished.

Back | Mext I Cancel

Should the site he created enabled or not
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Step 13.16 - The wizard will jump to Step 18 which provides a Summary of all the settings used.

The summary of the configurations can be printed and saved as a text file.

The configuration can also be exported so that it can be loaded into the configuration wizard.

Please consult Step 13.1 for more information.

L Configuration Wizard

S“P St-p@ Step(ig)
Enable site ; " Finish

CCS Report will be configured with these featur

Site Name: Company ABC Print this configuration list Print

Create site active

| v

Save summary to file Save
Backup scheduled at 00:00:00

Backup location C:A\Program Files (x86)\Microsoft
S0L ServerthSSOL 1TWWMS50LEackupidata. bak

did

Export configuration Expont

Country: Australia
Exchange: Sydney

Connection Type: CCS Report CTI
CCS Report CTl Address: localhost e

Email address to send Ul to

Day start hour: 9
Day end hour: 17 I
Day inactivity timeout: 07:00:00

Might inactivity timeout: 04:00:00 | Send |
Back | Finish I Cancel |

|Summary of options and final confirmation 4

-> Click Finish to write the configuration into the database.

- Click Yes on the warning. Any existing configuration will be overwritten and is not

recoverable.

Warning |

Entering these changes will overnwrite any existing syskem
l % configuration. Do wou wank bo continue?

=1 Mo Cancel
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1.2.2 CCS Report Client Installation

Step 1 - Run the CCSinstaller application with Administrator privilege.

CCElnstaller.exe

Step 2 - If Microsoft .NET Framework 4.0 is not already installed, you will receive the message

to install it > Select Yes.

CCSInstaller [ <]

lol CZ5 requires .net 4 to be installed, Inskall now?

The installation may take a few minutes to complete.

NOTE
You will be prompted to reboot your system once the install completes. Please ensure you do

the reboot before continuing with the install.

CCSInstaller

[0] The dot net 4 installation requires a reboot,  Rebook now?
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Step 3 - Once you log back in the CCS Installation will continue and you will receive the Option
to Install the Client or Server - Select Client Installation - Click Forward.

CcCS

Please selectinstall type

@ Client nstaliation
Installs Client and/or Client Manager Components to
workstation

" Single-Server Installation

Installs ALL Components to a Single Server

" Multi-Server Installation

Allows the Installer to Choose Components to be installed

-
> @.c

ERIC550N

5 R

Forward Cancel

Step 4 - Enter the CCS Report Server address - Click Forward.

cCSsS

Server Address  |localhost

-
> @G

ERICSS50N

& 5 R

Back Farward Cancel

Step 5 - Choose the CCS Report Client component to be installed - Click Forward.
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Other CCS components might also be listed if the server components are also running on the

same server machine.

WReport Client

CCS

-
S @.G

ERICS50N

Back . Foward | Cancel

Step 6 - Read and agree to the CCS Software License Agreement > Click Forward.

CCSs Software Licence Agreement i|

WAPORTANT - YOU SHOULD READ THIS AGREEMENT
CAREFULLY BEFORE USING THIZ SOFTWARE. BY
VERIFYING AND USING THE SOFTWARE, YOU ININCATE
YOUR ACCEFTANCE OF THE FOLLOWING SOFTWARE
LICENCE AGREEMENT.

This is a Software licence agreement between you ('you' ar
Licensee’) and LG-Ericsson Co., Ltd. (LG-Ericsson’ for use of
the Software. This is not an agreement for sale of the Software.
This is a Licence Agreement only. Please read the terms and

conditions of this agreement before using the Software. By
mvifuime Aamddlar el Dedbusara umn Aava o savamina e e Leeallo LI
-’f- ¥ | have read and accept this licence:
> @.c P
ERICSSON
| @ B R
Got package detailz, loading ... Back, Farward Cancel
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Step 7 - Confirm the installation path for the CCS program files - Click Forward.

Install To

ccs C:\Program Files\CCS

W\

@ LG

ERIC! N

g

Back  Forward Cancel

Step 8 - The installer will ask for the location of the MSSQL database.

Configure the correct IP address or machine name as applicable - Click OK.

-

Database Server Location l = | (=] |&r

Diatabase Server Location

|[I|:u:al}

ok |[ cancel ]
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1.2.3 CCS Dashboard Client Installation

Step 1 - Run the CCSinstaller application with Administrator privilege.

CCElnstaller.exe

Step 2 - If Microsoft .NET Framework 4.0 is not already installed, you will receive the message

to install it > Select Yes.

CCSInstaller E

|:0] CC5 requires ek 4 o be installed, Install now?

The installation may take a few minutes to complete.

NOTE
You will be prompted to reboot your system once the install completes. Please ensure you do

the reboot before continuing with the install.

CCSInstaller E

lol The dat net 4 installation requires a reboat,  Reboak now?
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Step 3 - Once you log back in the CCS Installation will continue and you will receive the Option
to Install the Client or Server - Select Client Installation - Click Forward.

CcCS

Please selectinstall type

@ Client nstaliation
Installs Client and/or Client Manager Components to
workstation

" Single-Server Installation

Installs ALL Components to a Single Server

" Multi-Server Installation

Allows the Installer to Choose Components to be installed

-
> @.c

ERIC550N

5 R

Forward Cancel

Step 4 - Enter the CCS Dashboard Gateway address - Click Forward.

cCS

Server Address  |localhost

-
> @.G

ERIC550N

& 5 R

Back Farward Cancel
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Step 5 - Choose the CCS Dashboard Client component to be installed - Click Forward.
Other CCS components might also be listed if the server components are also running on the

same server machine.

Issue 1.8

[OReport Client

cCS ¥ Dashbosrd

\\

@ LG

ERIC

g

& 5 R

Back Farward Cancel

Step 6 - Read and agree to the CCS Software License Agreement - Click Forward.

CCSs Software Licence Agreement i|

WAPORTANT - YOU SHOULD READ THIS AGREEMENT
CAREFULLY BEFORE USING THIZ SOFTWARE. BY
VERIFYING AND USING THE SOFTWARE, YOU ININCATE
YOUR ACCEFTANCE OF THE FOLLOWING SOFTWARE
LICENCE AGREEMENT.

This is a Software licence agreement between you ('you' ar
Licensee’) and LG-Ericsson Co., Ltd. (LG-Ericsson’ for use of
the Software. This is not an agreement for sale of the Software.
This is a Licence Agreement only. Please read the terms and

conditions of this agreement before using the Software. By
amrifuime el mime tle D efboamen wen mes o mmemmiee e e el LI
-’f' ¥ i hawe read and accept this licence:
> @.c P
ERICSSON
| @ B R
Got package detailz, loading ... Back Farward Cancel
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Step 7 - Confirm the installation path for the CCS program files - Click Forward.

Install To

ccs C\Program Files\CCS

-
> @.a

ERICS50N

Back : Fonward || Cancel

Step 8 - Run the CCS Dashboard using the shortcut on the desktop. The ‘User Settings’

configuration screen will be prompted so we can perform the initial configuration.

™ User Settings !IEI E
Dashboard Gateway Server Name:
General I localhost

Gateway Servicel Port:
|8711

Gateway Service? Port:
|e712

oK I Cancel I Apply I
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Enter the following configurations:

- Dashboard Gateway Server Name — the name of the machine (or IP address) that hosts

the CCS Dashboard Gateway setrvice.
- Gateway Servicel Port — it must be set to 8711.
- Gateway Service2 Port — it must be set to 8712.

Step 9 - Click OK - The Dashboard must now be restarted.

I

Change to the Gateway conneckion requires a restart!
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2. IPECS CCS CHAT

2.1 Pre-Installation Requirements

The requirements for CCS Chat are divided into two parts:
3.1.1 System Requirements and

3.1.2 Installation of CCS Desk

211

System Requirements

The CCS Chat Server must meet the following minimum specifications.

CCS Chat Recommended Hardware

Install Scope Up to 100 Chat Up to 300 Chat | Up to 600 Chat [ More than 600
P Per Day Per Day Per Day Chat Per Day

Dedicated
Server No No No Yes
Required
Dedicated
SQL Server No No No No
Required
thugl Server Yes Yes Yes Yes
Possible

Windows 7
Operating Profegflonal Windows Server | Windows Server | Windows Server
System : 2008 R2 2008 R2 2008 R2

Windows Server
2008 R2

CPU 132120 3.3GHz | 132120 3.3GHz | 132120 3.3GHz | 13 2120 3.3GHz
RAM 4 GB 4GB 4GB 8 GB
Disk Space 40 GB 40 GB 100 GB 200 GB
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2.1.2 Installation of CCS Desk

Before CCS Chat can be configured, the installation of CCS Desk must be completed (or

included). Please consult CCS Desk Manual Section 2 for more information.
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2.2 Installation
221 CCS Chat Server

This is for a new install of CCS Chat Server

Step 1 - Run the CCSinstaller application with Administrator privilege.

CCElnstaller.exe

Step 2 - If Microsoft .NET Framework 4.0 is not already installed, you will receive the message

to install it > Select Yes.

CC5Installer

|o| 5 reguires net 4 to be installed. Install now?

The installation may take a few minutes to complete.

NOTE
You will be prompted to reboot your system once the install completes. Please ensure you do

the reboot before continuing with the install.

CCsInstaller |

lol The daok net 4 installakion requires a rebook,  Rebook now?
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Step 3 - Once you log back in the CCS Installation will continue and you will receive the Option

to Install the Client or Server - Select Multi-Server Installation = Click Forward.

cCSsS

Please selectinstall type

" ClientInstallation
Installs Client and/or Client Manager Components to
workstation

" Single-Server Installation

Installs ALL Components to a Single Server

& Multi-Server Installation;

Allows the Installer to Choose Components to be installed

-
> @.G

ERICS50ON

> B

Farnward Cancel

Step 4 - At the next screen you will need to enter your CCS license code and PABX details.

Software Registration Code — the CCS license package code.
PABX IP Address — the IP address of the iPECS MFIM.
PABX Password — the administration password for iPECS.

Enter Software Registration Code

CCS

|xm@xmn@x

Enter PABX IP Address

PDJD1D1

Enter PABX Password

|

-
> @.G

ERICSS0N

> &R

Faorward Cancel
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Step 5 - Select the CCS Chat Server component to be installed - Click Forward.

ccs [JCCS Desk Manager
[JCCS PAB
[JCCS Announce
[JCCS Record
[(JCCS Desk Client
[JCCS Desk Server
[1Dashboard
[1Dashboard Gatewsay
[IReporting Manager
[1Database
[IReporting Web Serser
[IReporting Server

-
Z @.c
ERICSSON
Got package details, loading ... Back Fanward Cancel

Step 6 - Complete the software registration form.
The iIPECS serial number that will be linked against the license is shown at the end of the form.
- Click Forward.

| v

c c s Contack Name

Email Address

Comparry Mame

‘i'eh Page

Skreet

Suburb

Skate

g @ LG : Caunkry

ERICS50N

ot package details, loading ...
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CCS

-
> @.c

ERIC550N

Skake

Caunkry

Phone Mumber

PostCode

Reseller Mame

0000 A4F403010650

|
|
|
Region|City |
|
|
Pabx Serial Number |

Got package details, loading ...

@ 5 K

Back Fonward Cancel

Step 7 - Read and agree to the CCS Software License Agreement - Click Forward.

CCS

-
> @.c

ERICS50N

Software Licence Agreement

mi w»

IMPORTANT - YOU SHOULD READ THIS AGREEMENT
CAREFULLY BEFORE USING THIS SOFTWARE. BY
VERIFYING AND USING THE SOFTWARE, YOU INDICATE
YOUR ACCEPTANCE OF THE FOLLOWING SOFTWARE
LICENCE AGREEMENT.

This is a Software licence agreement between you ('you' or
‘Licensee’) and LG-Ericsson Co_, Ltd. (LG-Ericsson’) for use of
the Software. This is not an agreement for sale of the Software.
This is a Licence Agreement only. Please read the terms and
conditions of this agreement before using the Software. By

warthrina andiar neina tha Q@afhaara e ara anrcaina ta bha laaalhe

-

¥ I have read and acceptthis licence;

Got package detailz, loading ...

@ B R

Back Farward Cancel
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Step 8 - Confirm the installation path for the CCS program files - Click Forward to start the

installation.

Install To

c c s ChProgram Files (xB0RCCS I

-

2 @.c
ERICSS50N
Got package details, loading ... Back Fnrward Cancel
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Step 9 - The CCS Chat Web Server Settings will be launched automatically when the
installation finishes. This application helps us to create / configure the SQL database for CCS
Chat.

{¥ CCS Chat Web Server Settings =]

Database Sefings cCcCS CHAT

Serer Mame (| CCALHOS
User (D : |sa
Password : I********
Connection Time Out : |1EI seconds
Create New Database Connect Existing Database
Mew Database Marme - |ceschatDB j

Server Name — the machine name or IP address of the server machine, followed by the

instance name if applicable.

User ID — the SQL username. Use ‘sa’.

Password —the password to SQL account i.e. the ‘sa’ password.

Connection Time Out — keep default.

- Click Create New Database > Click Create button to start the process.
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Step 10 - We need to make several configurations with the CCS Chat Admin page.

The admin page can be accessed from the CCS Chat server by opening the address below with
a web browser: http://localhost/CCSChat/AdminPage

User ID is admin

Password is blank by default.

g?EES Chat Administrator - Login - ¥Windows Internet Explorer

@"‘ = | & hitpiflocalhost/cc O x| | B 42 (= CCS Chat Administrata,., X | |

m g

UserID : Iadmin| x

Password I

Sign in I Cancel
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Step 11 - Click Set Options and ensure the following configurations are correct:

e Queue Server IP address: the IP address of the CCS Desk server. 127.0.0.1 can be

used if CCS Desk is running on the same machine.

e CCS Chat Web Server Root Path: this must be changed to the proper URL with the

correct web server name or IP address. For example: http://red/CCSChat/.

Port configuration might be required when the web administrator has manually modified the

CCS Chat website binding configuration in 1IS. The screenshot below shows the required

configuration when the CCS Chat website is bound to port 8080.

£ CCs Chat Administrator - Option Setting - Windows Internet Explorer

@ ® [@ ritpsfflocalhosticeSChat fadminPage adminoption O ][44 & CCs Chat Administrator - Op. . X

Administrator Options CCS CHAT

Welcome, admin

=-Options
~Set Agent's Custom Greeting Message
Set Chat Source
Set Users

Set Options

Set Wait Messages

Restart WebServer

Logout

Set CCS Chat Options

Queue Server Port : IW
|Queue server 1P Address - [127.0.0.1 |
CCS Chat Server Address : W
| ccs Chat Web Server Root Path : |http://red:8080/CCS Chat/ |
CCS Chat Server OCS Domain : W
CCS Chat Server OCS User Name : lCCSChm—
€CS Chat Server OCS URT : [ccschat@yourdomaincom
Timeout Setting : l?lﬂ— seconds
Message Wait Delay Setting : l30— seconds
[JRenew Password
CCS Chat Server OCS Old Password : l—
CCS Chat Server OCS New Password : l—
CCS Chat Server OCS Confirm New . l—
Password :

Save Cancel

- Once all settings are configured, click Save = Click OK to restart the web server.
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3. CONFIGURING CCS REPORT

3.1 Using CCS Report Manager

Further CCS Report configurations can be done with the CCS Report Manager. Run CCS
Report Manager from the CCS Report Application Launcher.

& iPECS CCS Report Application Launcher M= B3

CCS REPORT

g !
;/2_’7 mECs mECs
CGS Report Server CCS Report Config CCS Report Chent
ireCs
CCS Report Manager cos E!p!‘t !@D‘bﬂﬂ
-
Z @.c
ERICS50N
CCS Report Manager E

CCS REPORT

CCS Report Manager
Version 6,0,4,0 (13)

Serial number: 295454

Copyright, 2002-2012. All rights reserved.
-
> @.c

ERICSSON

Marne: || Pazzword: I 0k I Cancel
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Use the same CCS Report credentials which by default is set as username ‘Administrator’ with no

password. On the main screen of CCS Report Manager, click on the Configuration Editor icon.

File Edit Yiew ‘Window Help

I T FTT

3.1.1 Site Configuration

In the ‘Site Configuration’ screen is a list of the sites configured for this installation of CCS

Report.

+° Configuration Editor

Site Canfiguration TariffMaintenanceI Sypstem Securit}ll Call Loggingl

Site Country Area Code Net Address Day Night

Company ABC | Australia localhost 0 01:00:00 0 04:00:00

Charge Test Add { Configure "}

For each site there are columns showing the site’s name, the country in which the site is located,
the area code of the site, the network address of the site and the interval between downloads

for both the day and the night.

Assuming the CCS Report license allows multiple sites, a new site can be added by clicking the
Add button. This will add a new, blank site and open the site’s configuration dialog. Without
proper license, the ‘Add’ button will be disabled. A site can be deleted by clicking the small red

trash can icon B to the left of the site. There must be at least one site, and so the first site,
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which comes in a default state with the system, cannot be deleted. A pre-existing site can be
edited by either double clicking its entry on the list, or by highlighting it and clicking the
Configure button.

To save all changes made in the Configuration Editor, either select File | Save from the menu

bar, or click the save icon =l in the tool bar. Then click ‘Yes’ so CCS Report Server reads the

new configuration.

CCS Report Manager E

'e' Re-read configuration on any running data collector?

The ‘Charging Test’ dialog is used to test the charges calculated by the call-charging algorithm

for a site. It is opened by clicking the Charge Test button on the Configuration Editor screen.

The top half of this dialog is controls, which are used to set up the parameters of a call. In the
centre is a list box, which gives detailed feedback from the call charging engine. At the bottom
of the dialog are the results displays, the Calculate button that starts the calculation of the cost

of a call and the OK button, which closes the dialog.
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Charging Test |
Maode I.ﬁ.dvanced j Site I Company ABC j
Date | 71172013 ~| Incoming Trunk | =l
Time | 12:37:56 PM = Dutgoing Trunk | |
Duation | 00213 2 Meterurits [0
Destination ||:|252'3'3E“:|2E Ower Carrier I j

HH

** Jpening Databaze
=% 0 ooess]

Eftd T LDad SpECiEIH:EIHS EREEE PR S
07113123824 milizeconds: 515
074111312:38:24 millzeconds: 527
074113123824 milizeconds: 543

w
4 | 3

Cost |$1 A3 Tier IEeneraI Tier

LI |

Carrier IGeneraI Carrier R ate IStandard

Calculate

i

Simple Mode — the carrier of the call is selected directly from the Over Carrier drop list box.

Advanced Mode — the trunk used by the call is specified and used to find the carrier of the call.

Date — set the date of the call, using the edit box, or the drop down calendar.

Time — set the time of the call, using the edit box, or the spin control.

Duration — set the duration of the call, using the edit box, or the spin control

Destination — enter the telephone number of the call's destination.

Site — list of available sites.

Incoming Trunk — select the trunk used by an incoming call when using ‘Advanced’ mode.
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Outgoing Trunk — select the trunk used by an outgoing call when using ‘Advanced’ mode.
Meter Units — set the meter units used by the call.

Over Carrier — select the carrier to use. This control is only available in ‘Simple’ mode.

When the parameters of the sample call are set up in the above controls, the call-costing
algorithm is started by clicking the Calculate button. Detailed diagnostics on the call cost
calculation is displayed on the list box in the centre of the dialog. When completed, the results
of the calculation are displayed at the base of the dialog.

Cost — the total cost of the call.

Carrier — the name of the carrier.

Tier — the name of the tier of the carrier used by the call.

Rate — the name of the time rate of the carrier used by the call.
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3.1.1.1 Configure Site
When either a new site is created or an existing site is selected for editing, the ‘Configure Site

Details’ dialog is displayed. This extensive dialog allows all features of a site to be modified.

Configure Site Details | x| I

Site Mame I':Dl'ﬂli'an.'r' ARC Configure Trunks |
Country I.-'-‘«ustralia j Configure Holidays |
Exchange ISydnE}I-DE j _l Configure Decoders |
Connection Tupe ILIK Logging j Configure B arring |

Configure Timeouts |

Persist Connection v Decoders

fil| IPECS 2
Address |1n.1n.1n.1:annz1 =

TaxMame [G57

Tax Rate 10 _:I

Dizable Site - Auailable Decoders Add

Login Dptiohz | I j

] I Cancel |

Site Name — the name of the site.
Country — the country that the site is situated. It is used to calculate the call charges.
Exchange — the exchange that the site is situated. It is used to calculate the call charges.
Connection Type — how CCS Report Server receives call record data.
1. LIK Logging. This indicates that the call data source is iPECS LIK reachable via
TCP/IP connection. The Address box must be configured with the LIK IP address

followed by the colon sign and the SMDR port number e.g. 10.10.10.1:8002. Persistent

connection can be enabled.
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2. CCS CTI. This indicates that the call data source comes from CTI server i.e. CCS Desk.
The Address is the network address of the CCS Desk Server. Port configuration is not

required.

3. IPECS CM Logging — A special mode for connection to the IPECS CM. This requires

the network address of the iPECS CM as well as the port that it listens to.
Tax Name — the name of sales tax applicable to the site.
Tax Rate — the rate at which the tax is charged.

Disable Site — When enabled, CCS Report Server will never attempt to collect calls from the

call data source.

The right hand column of controls starts with five buttons.

e Configure Trunks — modify the parameters of the trunks for a site.

e Configure Holidays — manage holidays at the site. This is necessary to get the call

charges correct on these days.

¢ Configure Decoders — starts the decoder editor, by decoders can be created and

modified.

¢ Configure Barring — configure the call barring class of service codes to bar and unbar

for budgeting and CCS Report Hospitality purposes.

¢ Configure Timeouts — configure the day, night and weekend download intervals and

inactivity timeout timers.

The Decoders list specifies the decoders selected for this site. Decoders are used to change
the output of the PABX to a standard form. A selected decoder can be removed from this list

be clicking the ‘red bin’ icon ® on the items left.
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A decoder selected in the Available Decoder list can be added to the list of decoders
selected for this site by either selecting it from the list with the mouse or selecting it in the list
with the keyboard and clicking the Add button.

3.1.1.2 Configure Trunks
The parameters of the trunks at a site, along with the trunk groups, can be edited. The

‘Trunks’ grid displays a list of all the trunks at this site. This list is automatically populated as

calls are logged.

Trunks
Name | Number | Carrier Trunk Group =
fii| Trunk 01 01 Use Group p First Trunk Group >
fiil| Trunk 02 02 Use Group p First Trunk Group >
fii| Trunk 03 03 Use Group p First Trunk Group >
it Trunk 04 04 Use Group p [First Trunk Group >
it Trunk 05 05 Use Group p [First Trunk Group >
it Trunk 06 06 Use Group p- [First Trunk Group (||
fif| Trunk 07 07 Use Group p First Trunk Group >
fitl Trunk 08 08 Use Group »First Trunk Group > =
Trunk Groups Irmpart... |
Name | Carrier | Charge Out | Meter Pulses Digit Modification
| First Trunk Group Feneral Carrier > X ] Edit 0
Add |
ok I Cancel

If CCS Report Server logs a call that uses a trunk not listed for a site, it will add that trunk to
the list of trunks for the site, with a carrier of Use Group and a Trunk Group of the first trunk
group for that site. Trunks can also be added manually for a site. To add a trunk, click the
Add button at the base of the list.
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Add Trunk Range

X
Fram IEI1 k. |

Ta |1 0 Cancel

Carries I Uze Group j

Trunk Group

A range of trunks can also be added by clicking Add Range button instead.

Added trunks can be deleted by clicking the ‘red bin’ icon ® on the left of the trunk’s name.

Any modifications to each trunk can still be made by clicking on the cell to be edited.

A set of preconfigured trunks can be imported from a CSV (comma-separated value) file by
clicking the Import button. A standard file explorer will be shown to select the CSV file. The
CSV file must be formatted as in three columns: Trunk Number, Carrier Name, Trunk

Group Name.

A trunk group can be added to the list by clicking the Add button. A trunk group can be
deleted by clicking the ‘red bin’ icon & on the left of the trunk group’s name. At least one

trunk group must always be present and so the first trunk group cannot be deleted.

The Charge Out box must always be checked unless outgoing calls using trunks on this trunk
group should be charged to zero. Calculation using Meter Pulses can also be enabled on the

trunk group.
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3.1.1.3 Digit Modification
This configuration is used to add, delete and edit digit modifications associated with a

particular trunk group.

Digit Modification

Name | Initial Prefix Remove Number Add Prefix New Carrier
fil| First Digit Mod 1893 4 WaorldCom >
Add |
aK I Cancel

A new digit modification is added by clicking the Add button at the bottom of the Name

column. A digit modification is deleted by clicking the ‘red bin’ icon @ to the left of a digit

modification’s name.

Initial Prefix — the sequence of numbers that need to match at the beginning of a dialled

number for this digit modification to apply.

Remove Number — the number of digits that are removed from the beginning of a dialled

number that has been found to begin with the ‘Initial Prefix’.

Add Prefix — the sequence of digits, which are added to the beginning of a dialled number

being modified after ‘Remove Number’ of digits has been removed.

New Carrier - Specifies the new carrier will be, or select Unchanged if change is not required.
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3.1.1.4 Configure Holidays

This is used to set public holiday dates for a site. Calls made on these days will be charged at
any public holiday rate being used by the carrier.

Public Haolidays Add Date

Holiday Dates | |

i 7H172013 LpEns |
Sun Mon Tue Wed Thu Fr Sat
W1 2 3 4 5 B
7B 9 10 @Ew 12 13
14 15 16 17 18 19 20
21 22 23 2 /XN
2229 ;- AN 1 2 3
4 5 B 7 2 9 10

oy Today: 74112013

(] Cancel

On the left is a list of the public holiday dates configured for this site. A date can be removed

from this list by clicking the ‘red bin’ icon ® to the left of the date.

On the right side of the dialog is a calendar control. To add a public holiday date, select the
date in the calendar control and click the Add Date button.
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3.1.1.5 Configure Decoders
Different makes, and even models, of PABX have different formats of SMDR output. The

purpose of a ‘decoder’ is to extract the information from these various different types of
records, and store the information into a standard database record for CCS Report. To do this,
the decoder needs to identify what type of information is being presented, and where in each

record each field is positioned and how big it is.

Il ConfigDecoder [_ D] %]
File  Options
PaB Mame
Call Type IIncoming - I Result I‘v"alid ignore - l
Call Record Type Identifiers Walid if offset 39, length 1 equals {G} Add

Walid if affset 44, length 4 equals {RING}

Delete |

Offset Length Type Offset Length Type

Inc Tranzfered Unans |24 = |2 = = |4 =
Ine Tramsterad nans 2 Ditiz((Es = =] SEmEER 1 = =]
Incoming Answered I | | . I=| = Iﬁ
Incoming Answered 2 Date [Month] |2? =i I2 =i Dialled Mumber|0 = IEI = Marmal
| ing Caller I - . - -
e T et ) Date [Year) |3D :ll |2 :II Caller ID ID :ll ID ZII IAdd 0 always 'I

add | Delets | Start Time |33 ::ll |5 jlhh:mm Yl Account Code ID ::ll ID :II
Ica" Flags J End Time IU j IU jl bk 'I Access Code IU j IU j
P— o Ciuration 16 =i 7 = e s Auth Code 0 = a =

—I 27 o Atk =] i = =

Offset [0 = Fan | S L =P 4
Length [0 =1 Party 2 |5 j |3 jIEHtension 'l Argwer Time |49 ﬂ |5 jlmm:ss 'I

=]

" Equal: " Does not equal Party 3 ID_::ll ID—jIEHtension 'I Transfer Time |0 ::ll ID_:”m

I Party 4 lﬂ_ﬂ Iﬂ_jIExtension 'l Buffer ID Iu_j Ig_jlm
Costfid [0 = [0 Hfuwen -]

|

1 2 3 L 5 6 7 8
B1234567890123456789081234567800123456780012345678901234567890123456780012345678901234567

Ly .

[ Ao Mode

There are several sections to the Decoder Configuration screen:
e PABX Name
o Call Record Types
e Identifiers
e Standard Fields
e Enhanced Fields
e Call Flags

e Test Data Input Box
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PABX Name

The PABX Name is actually the name of the Decoder. In many cases, a particular PABX
would usually require only one decoder but there might be occasions where special versions
of a decoder are required. Some PABXs, for example, have a configurable output, where the

installer can select which information is output in a record and in what order the fields appear.

To create a new decoder, select File then New PABX. Enter the PABX name with more

details when required.

Hl ConfigDecoder MNew PABX Name E
ile Cptions

Delete PARY

Mew PAER INEW PABX type A Cancel |

Exit

Call Type
There are seven call types that can be selected, however below are those the most frequently

used:

Internal — a call made from one extension to another.

Incoming — a call coming into the PABX on a trunk and going to an extension.

Outgoing — a call made from an extension to an outside number using a trunk.

Tandem — a call coming into the PABX on a trunk and exiting back out of the PABX on a

different trunk.

The other call types e.g. Feature, Unknown, Date Record, are rarely used.

Call Record Type

A Call Record Type is a set of configurations inside a decoder that decodes a particular type
of records from the PABX data. Some PABX systems can only give basic call records, but

some may output extensive call data records that CCS Report may need to log.

65



IPECS CCS Report
User Manual Issue 1.8

Identifiers
When multiple Call Record Types have been defined for a decoder, the decoder needs to

know which one refers to each call record it is processing.

Identifiers are used to tell the decoder where to look in the record for certain fields of data to

identify the record.
Example: Valid if offset 30, length 3 does not equal ‘ABC’

When the decoder is processing the call record it has received, it will look at the 30™ character
in the data, and check if the 30", 31% and 32" characters are the sequence ‘ABC’. If they are,
this identifier says that this record is valid. The decoder will then attempt to extract the
information from the record using the information in the rest of the decoder to find the various
fields.

Click on ‘Add’ to add a new identifier to the call record type.

Edit Identifier |

Ofisst [P :II
Length I':' :ll

[~ Equals

[ Walid Record

k. I Cancel

Each record consists of a number of characters in a string. The first character is offset 0, the

second if offset 1 etc.

Offset — the number of characters from the beginning of the string.

Length — the length of the string to match.
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The empty box can be used to make the Identifier valid if the data is either the same as the

text in the ‘Text to match’ field or different to it, depending n how they are set. They both have

a similar same effect, as explained.

3.1.1.6 Configure Barring

Barring Configuration [
[ $02 {€} {GHaHG}

Ear template

UnBar template

G035 ko bar I 7
G035 ko unbar I 1

Send Motification ko Administrator

| $02 {€} {UHUHUE

v

Administratar Email I admin@cnmpanY-CDm|

Send Motification ko User [

\Warning Percentage

Send warning ko user [

Send warning to Adminiskratar [

Template

T

futh Bar template | $36 {04 {GHGEHE}

Auth UnBar templatel 436 {Ck JUHUMHUE

Auth G0S to bar I 7
Auth G0OS to unbar I 1

Auth Template

o]

Cancel |

Bar Template — the string sequence that will be sent to the PABX to bar an extension.

Unbar Template — the string sequence that will be sent to the PABX to unbar an extension.

Auth Bar Template — the string sequence that will be sent to the PABX to bar an

authorization code.
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Auth Unbar Template — the string sequence that will be sent to the PABX to unbar an

authorization code.

GOS to bar / unbar — the respective class of service to be set on an extension.

Auth GOS to bar / unbar — the respective class of service to be set on an authorization code.

Send Notification to Administrator — when enabled, it will send an email notification to

Administrator.

Administrator Email — the target email address for administrator.

Send notification to User — when enabled, it will send an email notification to users as well.

Warning Percentage — If the budget is less than this value, it will be stopped.

Send warning to user — send budgeting warning to users’ email address.

Send warning to Administrator — send budgeting warning to the administrator.

Template — the template for the email notification that will be sent to administrator or user, for

extension.

Auth Template — the template for the email notification that will be sent to administrator or

user, for authorization code.
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3.1.1.7 Configure Timeouts

This configuration determines when CCS Report Server contacts the call data source to

retrieve call data records.

Download intervals and timeouts

Weekdays

Ignore kimeouk

Day Download Inkerval

Day Inactivity Timeouk

Day Sktart Hour

Ignare Lireout

Might Download Interwal

Might Inackivity Timeouk

Might Skart Hour

=
=]

I~
=]

SR =

=
=

=

=

|1? :||

=

Weekends

Ignore kirmeaut [+

Day Download Inkeral oLooon =
=

Day Inackivicy Timeout 01:00:00 :ll

R =

Day Skart Hour

Ignore Limeout v

Might Inactivity Timeout 04:00:00 :||

|1? :||
ok |

Might Dawnload Inkeryal 04:00:00 :II

Mighk Start Hour

Cancel |

There are 4 time modes with identical configurations for each: Weekdays Day, Weekdays

Night, Weekends Day, and Weekends Night.

Download Interval — the interval between downloads.

Inactivity Timeout — if a site does not log any calls in the time in this box during the day, an

alarm will be activated.

Start Hour — the start of the time zone of the CCS Report Server.

Ignore timeout — when checked, it disables the inactivity alarms.
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3.1.2 Tariff Maintenance

When a call is logged by CCS Report Server, it calculates the cost of the call, the carrier used
by the call, the tier used by the call, and the rate used by the call. This information is stored in
the database along with the other call details. Therefore, the parameters used by the carrier to
calculate the cost of a call need to be available to CCS Report. When CCS Report is installed,
some of these tariffs are already supplied but a tariff editing function is available with CCS
Report Manager.

3.1.2.1 Cost Calculation
The inputs to calculating the cost of a call are:

e The site of the call.

e The trunk number.

e The number dialled.

e The starting date and time.

e The duration of the call.

The stages of calculating cost of the call are:
e Use the site, trunk and dialled number to find the carrier used for the call.
e Use the carrier and dialled number to find the tier used for the call.
e Use the tier and date/time of the call to find the rate. Calculate the cost for a call of

this duration, taking care that a new rate is started when the call passes into another
charging period.
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Calculate the carrier

Site
Trunk Mumber
Dialled Murmber

DO ateTime
Duration

v

Laakup trunk in
gite list

Does trunk
define
Carrier?

LIse trunk
group carrier

Apply digit
modification

Two factors determine the carrier associated with a call. Initially the carrier is determined from

either the trunk or trunk group used by the call, and then both it and the dialled number can be

changed by digit modifications associated with the trunk group.

For each site there is a list of trunks. The trunk number is looked up in this. Associated with

each trunk is a trunk group, which has an assigned carrier. Individual trunks can override this

and use a different specified carrier. The initial carrier used by a call is either that assigned to

the trunk or to the trunk group.

With each trunk group are associated zero or more digit modifications. The digit modifications

associated with a trunk group may result in changes to both the dialled number and the carrier

for the call.
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Calculate the Tier

U=sze lookup

code to find tier

3 lookup special
call tier

lookup
6‘— interexchange |

tier

E lookup distance
tier 4

S ite

Coarrier
b odified HNumber
D ate/Time
[ uration

Coes
number =tart
A code ™

roes
number =tart
specialcall™

Lookup
de=stination

exchange

Are source and
de=stination
related wia an
inter exchange
group and does a

relevent tier

Loes
diztance
tier handle

The set of time rates which are applied for a particular call are called a tier. For instance a

local call with a flat rate of $0.25 and an intercapital call which is charged at $0.12 a minute
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during the day and $0.13 during the night use different tiers. CCS Report has four different

types to identify the tier that a call uses. Each of these is checked in order.

International — If the dialled number begins with an international access code of the country
specified for the site then this is removed and the beginning of the remainder of the number
matched against the lookup codes of the list of countries. If a match is found then this call is
an international call. The originating country and destination country is then looked up in the

list of tiers for this country to determine the tier to use.

Special — If the beginning of the dialled number matches against the special call prefix of a tier,

then the call is a special call and uses that tier.

Inter Exchange — the area code of the call is added to the beginning of the dialled number if

there is not already an area code at the beginning of the dialled number. The destination
exchange of the call is then looked up in the numbers list for exchanges. The source and
destination exchanges are looked up to see if they are related via an exchange group. Finally

the tiers are checked to see if any of them are related to this exchange group.

Distance - the latitude and longitude of each exchange is known. From this the distance
between the two exchanges can be calculated. Then the distance is matched with the

distance bands of each tier to find the appropriate tier.
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Calculate the Rate cost

Tier
LatafTime

L uration

Add Flagfall

Lookup Rate

¥

[ oes R ate
use Fixed
Cost?

I= there any
remaining

duration®?

Does call
extend
beyond time

period?

Apply Mindhd ax
Cost

Fy Find duration

difference

Find costF or

L uration

&

Apply Maxiiin

Druration

Apply Fized
e
Cuost

Once the tier has been found the date/time of the call is used to find the call's rate and the
charges associated with that rate in the tier are used to find the cost. Associated with each

carrier are one or more period names and period sets. A period set assigns a period name to
all times of all days of the week, including holidays.
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For instance, a certain carrier might have period names flat, peak, off peak and weekend.

The carriers period sets might be called flat, which applies the flat rate to all hours of all days,
and national which applies the weekend rate all day Saturday, Sunday and public holidays,

peak rate between eight and six weekdays and off peak at other times.

One of the period sets associated with a carrier is associated with each tier.

Each tier has a rate for each period name. Each tier also has a specific costing scheme for
each rate. Hence for a call being charged the date/time is looked up for the tier's period set to

find a rate and then the charging scheme of the call is applied to the call.

There are two types of charging scheme:
e Fixed cost, where a fixed charge is applied for the call.
o Per time cost, where the cost is calculated in set increments per unit time. In this case
the duration is important. If the call lasts sufficiently long that another rate becomes
applicable this must be accounted for. Per time costs also allow the possibility of the

calls having a maximum or minimum cost or duration set.

A tier also has a flag fall cost, which is a cost that is applied to a call as soon as it begins.

75



IPECS CCS Report
User Manual Issue 1.8

3.1.2.2 Configure Tariff
The Tariff Maintenance screen is used to edit the tariffs used to calculate the costs of calls.

" Configuration Editor

Site Configuration T aniff Maintenance | Swyztern Security | Call Lnggingl

BEE] Courtries ﬂ ~ Toplevel
D:: Afghaniztan
&-H2 Alaska
+-B29 Albania
B2 Algeria o '
B2 Andora =
ﬂ:: Angola X .'I"-;-i»u-" ) i L
=-B20 Anguila i o4 Pids
B2 Antarctica A T
D:: Antigua & Barbuda j ; ; 3
B2 Argentina g e R e
-5 Armeria e s X! |
G-B8 Anba —

B2 Azcension 5

ﬂ:: fustralia world |_- Ef-tchange

-E23 Austria Country |_ =

B2 Azerbaijan Carrier @ Period M ame
Exchange Group |& Period Set

l‘

-
il

=

B33 Bahamas

n: Eahrain = Add Caoutry |
4 I

RaE il

o P [

KN
‘F! eady _ Fecharge |

This screen consists of three regions. On the left hand side is a tree through which the
hierarchy of tariff configuration sub-screens can be navigated. On the right hand side is the
current tariff configuration sub-screen is displayed. At the bottom of the screen are options for

the recharging of calls already in the database.

The top level tariff sub-screen is reached by selecting Countries in the left hand tree. On this
sub-screen is a map of the world, a key to the icons appearing in the left hand tree and the
Add Country button to add a new country to the list. A new untitled country will be created

and its editing sub-screen chosen.

When tariffs have been changed, the new rate does not apply to calls already in the database.
To recharge existing calls, click the Recharge Calls button at the bottom, set the required
data to be recharged, and click the ‘OK’ button to start. Note that recharging calls is an
intensive process and may cause CCS Report Server to stop responding while it is in

progress.

76



IPECS CCS Report
User Manual

Issue 1.8

Country

~#* Configuration Editor

wharning. Thiz will permanently modify the charging
infarmation for a chozen zet of calls. This will zave any
changes you have made to the charging and site
configuration. |t may alzo take gome time for the charging
table to load. To exit press Cancel,

Caticel |

Recharge callz between:

| 741142013 j | F04:05 PM =]

And | 741142013 j | %04:05 PM j

Site Configuration T arff Maintenance I Systemn Security | Call Logging |

=B Albania
-0 Algeria
B2 Andora

+- 2] Artigua & Barbuda
E:q Argentina
-B22 Armeria

-H23 Austria
-H2 Azerbaian

E23 Bahamas
E23 Bakrain

o P

.

SE Countries -
[-B23 Afghanistan

.

— Edit Countrie

Mame IAustraIia

Add Exchange | Add Carier |

Add Exchange Group | Delete Countl_l,ll

Lookup Codes |

Int Access Code |

| 61 | 0011
Add Add

|F|ead_l,l

Name — The name of the country.

Lookup Codes — prefixes on the dialled numbers of international calls which indicate which

country the call is destined for.

International access codes — the numbers dialled to indicate an international call from that

country. This will be used when the Tier calculation takes place.

Add Exchange / Country / Exchange Group — add new respective items to the country.
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Carrier

+“ Configuration Editor

Site Configuration T ariff Maintenance | Syztem Securit_l,ll Call Logging

=-B2 Anquila ]
B3 Antarctica J
-E83 &ntigua & Barbuda

-2 Argentina

B2 dmenia

(-2 Aba

B3 Ascension

£ Australia

E-F Cariers

ﬁ: OptuzCLD
AT TelstraPST
- Telstr

=T Telstral SO
T word % Ch
=-F] AAPT Capil
HHT A4PT Offic
ﬁ‘T Direct Teler
T Telstra Hon

ﬁ: Telstra Hon _
‘ T _>IJ

— Edit Carners

Hame IEIptusELD

AddTier |

Delete Carrier |

Add Period Set | Add Period Name|

Copy Carrier I

Create Tiers |

‘F! eady

Name — the name of the carrier.

Add Tier / Period Set / Period Name — add new respective items to the carrier.

Delete Carrier — erase the carrier.

Copy Carrier — make a copy of the carrier, including copies of all tiers, period sets and period

names.

Create Tiers — generate blank tiers for each country.

78



IPECS CCS Report
User Manual

Issue 1.8

Tier

ﬁ Configuration Editor

E-p{ Tiers
SA R | Numbers

-~y Afghanistan
-~ Albania
-y Algeria
-~y Andorra
-~y Angola
-~y Anguilla
-~y Antarctica

-y Argentina
4 Amenia
-~y Anuba
-~y Azcension
gy Austria

-
-~ 1800 Murbers

Australia d
ﬁ Carmiers |
=T OptusCLD

-y Antigua & Bark

e ol

Site Configuration T ariff Maintenance I System SEcurit_l,II Call Loggingl

< I

‘Heady

— Edit Tiers
Marne |13 Mumbers Delete Tier |
Flagfal |D $ Edit Charges |
Connection Time |0 [=] Copy |
Call Type ISpeciaI "l Edit Call T_l,lpesl
fiil| unknown calls prefixed with 13
New > |

i

Name — the name of the tier.

Flagfall — call connection fee.

Connection Time — the time that a call using this tier is deemed to take to connect. This time

is subtracted from the call's duration and not charged.

Call Type - tiers are grouped into larger sets based on their call type.

Delete Tier — erase the tier.

Edit Charges — edit call charges associated with this tier

Copy — make a copy of the tier, including all charges.

Edit Call Types — add / remove the call types that can be selected.
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Edit Call Types |

Call Types - | aK. I
Unknown

International
Mational
Local
Special

bdnhila j

At the bottom of the Tiers sub-screen is the tier types list. To add a tier type open the Add

menu at the bottom of the list and select the type of tier type you wish to add. To delete a tier

type from the list click the ‘red bin’ can icon @ to the left of the entry.

|ﬂ Inland distances all distances

fit| Inland distances up to w10 =] km

|ﬂ Inland distances above B 5 5 km

fii Inland distances  between B 5: kmand 10 3|

The inland distance tier type matches the tier against the distance between the source and
destination exchanges of the call. This tier type has four variations which are selected from
the menu. Inland distances can be up to a given number, between two distances, about a

certain distance or for all distances.

il Free - calls prefixed with 008

The special calls tier type selects the tier based on the prefix of the dialled number. The

name of the special call type is the first item and the special call prefix is the second.

!E Exchange group adelaide-gold coast: ...
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The exchange group tier type selects the tier based on the exchange group which relates the

source and destination exchange. To configure the exchange group click the three dots (...)

button.

|!E To country hndurraéﬂ

The country tier type selects the tier based on the destination country of the call. To configure

the destination country, click the three dots (...) button.

-
Select

==

Afghanistan -
Alaska
Albania

Alieria

Angola
I Anguila
Antarctica
Antigua & Barbuda
Argentina

Cancel
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Edit Charges
This is used to edit the costs charged for various rates using a tier.

Edit Charging I
Tier I.ﬁ.fghanistan Period Set |f|at j
M ame | Fined Cost | Mindk ax Duration () | Mindtd ax Cost | Cost | Time [2] |
flat Il [Jo 1] [] %0 0 $0.038333 1
peak ] []ao 1] L $0 $0.000000 &0
weekend I [Jo 1] [ %0 $0 $0.000000  BO
off peak I [Jo 1] [] %0 $0 $0.000000 GO
4| | i

At the top left hand of the dialog is the name of the tier. On the top right is a drop list entitled
‘Period Set’ from which the period set used by this tier is set. The rates whose period names
are not used by the selected period set are inapplicable and greyed out.

Name — the period name of this rate. This name cannot be edited.

Fixed Cost — whether this rate uses a fixed cost or not. Check to use a fixed cost. When this
is done the other columns merge into one, in which the fixed cost is entered by clicking on the
value.

Min/Max Duration — the minimum and maximum duration of the call.

Min/Max Cost — the minimum and maximum cost of the call.

Cost — the cost per unit time of the call. This value is added to the cost of the call for every

time of duration.
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Time — the duration of the timing period of the call. The cost of the call is incremented for

each period of this length in the duration.

Period Name

fL Configuration Editor

Site Configuration T aff Maintenance I Syztermn S ecurity I Call Lnggingl

|r1 Tiers ;I
E:@E Period Mamez

i m off peak.
(B Periad Setz

B-F] TelstraPSTH
B- TelstraPSTHE asyHalf
E-F] TelstralSOM
BT Wil ¥ Change
B-F] ALPT Capital Reach
B-HT AAPT Office Complete
I:I"-’f'ﬁ Direct Telecoms CP30
[]---‘fﬁ’ Telstra Hame Line Plus
[]---’f’ﬁ Telstra Home Line Plus
[]---‘fﬁ’ Prime Telecoms via A8
E-HT RSLCOM BusChoice
e

—]---ﬁ Ie!sltra Eus. Line Elus -
0 D

r— Edit Peniods

Mame Iﬂﬁit

Delete Peniod Marme |
Copy |

|Flead_l.J

Name — the name of the period name.

Delete Carrier — erase the period.

Copy — make a copy of the period name.

83



IPECS CCS Report
User Manual

Issue 1.8

Period Set

A period set assigns every hour of every day a period name.

1L Configuration Editor

¥ Tiers
m Period Mames
(® Period Sets
B flat
E-FT TelstraPSTN
-5 TelstraPS TNE asyHalit
=T Telstral DN

ﬁ: World ¥ Change
ﬁ: AAPT Capital Reach
- F A4FT Office Complete
ﬁ Direct Telecoms CP30
ﬁ: Telstra Home Line Plus
ﬁ: Telstra Home Line Plus
ﬁ Frime Telecoms via bt
-5 RSLOOM BusChoice
ﬁ: Telstra Bus. Line Plus
ﬁ: Telstra Bus. Line Comp
ﬁ WarldCam

i B

[+

[+

Fs

[

*

Site Configuration T ariff Maintenance | System Securityl Call Lnggingl

— Edit Periods

Mame Inational

flat
peak
weekend

|F| eady

Name — the name of the period set.

Delete Period Set — erase the period set.

Copy — A copy of this period set can be created by clicking the Copy button.

In the centre of the screen is a table of hours and days showing the assignment of period

names to times. Below is a list of the period names along with the colours with which they are

represented on the table.

On the table the rows represent weekdays, extended with the ‘special’ day ‘Holiday’ for

holidays. The columns are the hours of the day, labelled in twenty four hour time. The colour

of the table represents the period came to which that hour of that day belongs.
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+° Configuration Editor
Site Configuration T anff Maintenance | System Securityl Call Loggingl
E-BRY Ascension 2l e periods
EIE: Australia
-7 Cariers [ Marme [national Deelete Period Setl
=9 OptusCLD
-y Tiers i |
:ﬁ@ Period |
E@ Period ! ol s 4 (5 617 18 o [10l11]12]13 114115 (18] 17] 18] 10 200 21 [ 22] 23]
@ fla III Flat
- eak
W F TelhaPsT sy MEN| P -
-9 TelsiaPST weanestlllll|  weeken
EF TelstralSO Thors ==| off peak
T World % Ch :ﬂd"’
-1 AAPT Capi HO“"'M“
BT A8PT Offic
E]---ﬁ‘ Direct Tele: flat a
E:I---ﬁ= Telstra Hon K
H-HT Telstra Hon pea
-1 Prime Telec = weekend ;I
‘ o ,ﬁ“L.'J

The assignment of period names in this table is edited by selecting (by dragging on the table)

a range of cells. Then right click on the selection to bring up a menu of the period names.

The period name to change the selected cells to can then be selected from the menu.
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Exchange Group

~+" Configuration Editor

Site Configuration  Tariff Maintenance IS_l,l$tem Securityl Call Lﬂggingl

-5 Euch G H

-5 “:-tc: ange faroups :l —Edit Exchange Group
ERE =i\l ide-brishane _
e adelaide-cairre MName IE"jElai':le't"is':'aﬁE
-2 adelside-canbena

o ; i
::H adela!de-darwm Delete Exchange Group
-ix adelaide-geslong
}::“ adelaide-gold coast
52t adelaide-hobart
e adelaide-melbourne
-2 adelaide-newcastie
?{H adelaide-perth
-2 adelaide-sunshine o
-2 adelaide-sydney
- adelaide-wollongon
-z brishane-adelaide
-2 brishane-caims
- brishane-canbena
-2 brishane-darwin
-2t brishane-geslong -
oo - (] !
[ . E
|Head}, l—_ Recharge |

Name — the name of the exchange group.

Delete Exchange — the exchange group is deleted by clicking in Delete Exchange Group

button.
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Exchange

" Configuration Editor

= Euchanges ;I
..... i Aberfoyle-02 —!

----- == Adarninaby-02

----- == fdelaide-03

----- = Adelong-02

----- = Agnes Water-0O7

..... on Aireys Inlet-03

----- = Airlands-02

----- o= Ajana-08

----- a Albary-08

----- a Albert-02

----- 2 Albun-02

----- = Alderspde-08

----- == Alectown-02

----- == tlerandra-03

----- o= Alford-08

----- = &lice Springs-08

----- o Alleena-02

..... o dllora07 -
.

— Edit Exchanges

M ame

Longitude

Latitude

Area Code

Mumbers

Site Configuration T ariff Maintenance | Syztem Securit}ll Call Logging I

I."-".berfﬂ_',ﬂe Delete Exchange |

|1 52 041667 Exchange Group

oo 356323 [ ——

|02 Exchanges =
fil| Aberfoyle

Numbers | fil| Armidale
| 0267704 | Ebor
| 0267758 fil| Guyra
Add | i Hernani

fill Oban f
1 | »

J

2] e |
I o |

Name — the name of the exchange to be changed.

Latitude / Longitude — the position of the exchange.

Numbers — the list of prefixes of dialled numbers which, if they match the dialled number of a

call indicate that the call went to this exchange.

The exchange can be deleted by clicking the Delete Exchange button.

A list of exchanges related to this exchange via an exchange group can be viewed and edited

by selecting the name of the exchange group from the drop list entitled ‘Exchange Group'.

The exchanges appear in the list entitled Exchanges.

To delete an exchange from the list of exchanges for an exchange group click the red trash

can icon @ to the left of the exchange name.
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An exchange can be added to the list of exchanges related to this exchange through an
exchange group by selecting if from the drop list below the list of exchanges. If the exchange
is selected through the keyboard the Add button needs to be clicked to add it to the exchange
list.

Any exchange in the list can be selected by double clicking on its name in the Exchanges list.

This configuration determines when CCS Report Server contacts the call data source to
retrieve call data records.
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3.1.3 System Security

The System Security tab contains a list of all users of the CCS Report System. The name of the

user is shown under in the User column. The other columns describe the user’s level of access

to various system features which can be changed by right-clicking on the cell and choose the

available options.

~+" Configuration Editor

Site Configuratiunl T aiff Maintenance  System Security | Call Loggingl

Directory | Show Dialled Nbr. | Show Private Nbr.| Edit budgeting
éhdministratur Modify True True
fil| John View True

True Fase

Change Password | Add Uszer I

Directory — ‘Modify’ gives user permission to make changes in CCS Report Directory. ‘View’

restricts access to view only.

Show Dialled Numbers —When set to ‘True’, the user is able to see the full caller number /

dialled number in the reports. When set to ‘False’, the last 2 digits will be masked with XX.

Show Private Numbers — When set to ‘True’, the report generated by this user will not show

any of the ‘Private Numbers’

Show Editing of Budget — When set to ‘True’, the user can access the Budgeting area in CCS

Report Web.
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To add a user to the system, click the Add User button at the bottom of the screen. The Add
User dialog box will be displayed.

Add User I

Ilzer Hame |~J ahi

Password I“““““’1

k. Cancel

To delete a user click the red trash can icon W to the left of the user’'s name. The Administrator

is a special user and so cannot be deleted.

Change User Password |
Izer IJ:::hn j
0ld Pazswaord I “““““

REREER

Mew Pazzward I

Canfirm I“"“’1

F. I Cancel

The Change Password allows password to be modified, including the password for

Administrator.
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3.14 Call Logging

The ‘Call Logging’ tab provides a view of the CCS Report Server. This is very useful when CCS
Report Server is running as a service. The ‘Poll Now’ button can also be used from this view,
and the CCS Report Server options can also be modified from here.

+" Configuration Editor

Site Eanfiguratianl TaliffMaintenanceI System Security  Call Logging |

Fath | Tracing | Sharing | Diizplay | E mail S5

Connected to CTl server ;I
Database has 3 agents and 0 queues

Aquired Database Message L
PABX: TAPI PABX, ID: 1

Got Server Time

Licenced number of extensions = 100

Got Server Time <
4| r
Name Last Download |Amuunt| Last Connection Next Status |
0| Company ABC Ok Edit PAB:
DatefTime Duration | Party 1 | Party 2 | Dialled Number | Cost | Call Type |~

Path — When CCS Report Server downloads files, it places these in a temporary data storage

folder. This defaults on install to ‘C:\Program Files\CCS\CCS Report\tmp’, however, it can be
changed with this option.

Tracing — Controls the ability to write a log of the CCS Report Server actions, mainly used for
troubleshooting. The log files are stored in ‘C:\Users\ProgramData’ (Windows 7 or 2008 Server)

or ‘C:\Documents and Settings\All Users\Application Data’ (Windows XP or 2003 Server).
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| Enable Action Logging — check this box to enable
the feature.
[+ Enable Action Lagging
| Centrallog.t Lancel | Hide undecoded smdr in log file — omits any
Contrals whether the actions under taken by the decoder failure from the action log.

Call Lagging program are lagged ta a file pwhich
takes up additional dizk zpace, but allows greater
ability b fix problems] or not. Thiz ophion does not
need to be chozen ta log callz to the database.

[T Hide undecoded smdr in log file

Sharing — If a legacy Novalog system is already in operation, this assist the transition to CCS
Report.

Mowalog Sharing

Iv¥ Enable Movalog Sharing QK

Location of Mowvalog ' an Directony Cancel

I Browsze. ..

el

Display — Check the ‘Display Modified Dialled Numbers’ for the Dialled Number column on the
CCS Report Server logged calls pane to display the modified dialled number, which is the

dialled number after the application of digit modification and prefixed area codes.

Display Options

[+ Dizplay Modified Dialled Murmbers

] I Cancel |
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Email —When CCS Report Server starts an alarm, it can be configured to send a message to

one email address.

Email Options

Email Enabled v

Target Address I davek@company, coom

Fram &ddress Iadmin@cumpany.cum

Server Detals

Server Address |mail.-:0mpany.com

Server Port |251

Jzer Mame I

Jzer Pazzword I

Test |

| Email Enabled — enable the sending of email

notification.
Cancel | Target Address — the destination email

address.
From Address — the sender email address.

Server Address — the SMTP email server

address.

Server Port —the SMTP port number. By

default it must be configured to 25.
User Name — the SMTP username, if required.

User Password — the SMTP password,

required.

Test — sends a test email notification

using the configured settings.

SMS — When CCS Report Server starts an alarm, it can be configured to send a message to

one or more mobile phones via CCS SMS if this is installed.

SMS Options |

SMS Ensbled [

T arget Mumbers Cancel |
0412912314 Add. |

Edit...

Delete |

Mezzage Template

CCS Report Server message; %4

SMS Enabled — enable the sending of SMS notification.

Target Numbers — list of devices to receive the SMS
notification. The Add / Edit / Delete buttons perform

applicable function into this list.

Message Template — configure the SMS message that will
be sent. The special symbol %s will be replaced with the text

of the CCS Report Server alarm message.
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3.2 Using CCS Report Server

The principle purpose of the CCS Report Server is to download data from the PABX on a regular
basis, interpret this data and enter it into the CCS Report database. A secondary purpose on

CCS Report Server is to act as a license server for other CCS Report applications.

3.21 Main Interface
‘r CCS Server !E[E
File Options Help
17:43:09 Licenced number of extensions = 100 ;I
17:43:12 Connected to CTI serwver
17:43:12 Database has 3 agents and 0 cqueues
17:43:12 Aquired Database Messzage
17:43:12 PALRX: TAPT PABX, ID: 1 I
17:43:12 Waiting on 7089 I
Name Last Download |Amuunt| Last Connection Next Status
0| Company ABC Ok Edit PABx
DatesTime Duration Party 1 Party 2 Dialled Humber Cost Call Type |ﬂ
=l

This screen appears when CCS Report Server first starts. There are three panes:

1. The system message window — shows all messages relating to the operation of the server.
2. The sites screen — the status of the configured sites is displayed.

3. Thelogged calls screen — the most recent logged calls.

The ‘sites screen’ shows a list of the sites currently configured on the system.

Name — the name given to the site.

Last Download — the time that the last download from the site took place, blank if no

download has occurred yet.
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Amount — total bytes downloaded in the last download, blank if no download has

occurred yet.

Last Connection — the time that the site was last connected to. This is not the same as Last

download as the site might not have logged any data in the time between downloads.
Next — the time to the next download.

Status — the status of the site, based on the last download. This item has three states.
Ok — this means that the site is operation correctly,

Details... — a problem has occurred and an alarm has started. Click on the status to display

the error details. The alarm can be cleared by clicking Clear Error.

Failed to Connect k. I

Clear Error

Disabled — call logging for this site is disabled.

Poll Now — when clicked it will begin an immediate download from a site, regardless of

Disabled or error status.

The columns in the ‘logged calls’ screen, from left to right, are,

Date/Time — the date/time that the call began.

Duration — the duration, in seconds, of the call.

Party 1/ Party 2 — the number of the first and second party to the call. This value is prefixed

by a letter indicating what type of party it is. ‘E’ indicates that it is an extension, and the

number is the extension number, ‘T’ indicates a trunk and the number is the trunk number.
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Dialled Number — the number dialled to make this call.

Call Type — Incoming, Outgoing, Internal, Tandem, Feature or Unknown.
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3.2.2 File Menu

‘r CCS Server
File ©pkions Help

Reload Configuration
Log File

View Licensing

Exit

Reload Configuration — CCS Report Server will re-read from the database all site

configuration, all decoder configuration and all other database configuration as it would on initial

start-up.
Log File I

Log File — Allows a file of PABX data to be

Fil C:hzrndr. ket B . . -

- I ﬁl imported into the database as if it comes
s Site from a site.
Ok I Cancel | File — the location of the call data records

file.

As Site — the name of the site for the call to be logged against.

View Licensing — opens the CCS Report licensing window to view the features enabled.
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3.2.3 Options Menu

‘-n- CCS Server

File: | Options Help

O Mew Path

0o Logging Options
oo Mowalog Sharing F
03 Display Cptions i
08 Lsers T
ﬂ Email Cptions. ..
SMS Options. ..

Select Madern. .. [
] 05 Options. ..

New Path — When CCS Report Server downloads files, it places these in a temporary data

storage folder. This defaults on install to ‘C:\Program Files\CCS\CCS Report\tmp’, however, it

can be changed with this option.

Logging Options — Controls the ability to write a log of the CCS Report Server actions, mainly

used for troubleshooting. The log files are stored in ‘C:\Users\ProgramData’ (Windows 7 or
2008 Server) or ‘C:\Documents and Settings\All Users\Application Data’ (Windows XP or 2003

Server).
| Enable Action Logging — check this box to enable the

[+ Enable &ction Logging
I CentralLog, b« Cancel |

Cantralz whether the actions under taken by the
Call Logging program are logged to a file [which
takes up additional disk space, but allows areater
ability to fig problemsz] or not. This option does not
need to be chozen ta log calls to the database.

[~ Hide undecoded smdr in log file

feature.

Hide Undecoded smdr in log file — omits any decoder

failure from the action log.
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Novalog Sharing — If a legacy Novalog system is already in operation, this assist the transition
to CCS Report.

Movalog Sharing

Iv¥ Enable Movalog Sharing Ok

Location of Movalog ' an Directony Cancel

el

I Browse...

Display Options — Check the ‘Display Modified Dialled Numbers’ for the Dialled Number
column on the CCS Report Server logged calls pane to display the modified dialled number,

which is the dialled number after the application of digit modification and prefixed area codes.

Display Dptions Ed

v Dizplay Modified Dialled Murnbers

0k I Cancel |

Users — Shows a list of the users currently logged onto CCS Report Server.

Admiriztrator K I
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Email Options —When CCS Report Server starts an alarm, it can be configured to send a

message to one email address.

Email Options

Email Enabled |

Email Enabled — enable the sending of

Target Address I davek@oomparny. coom

x|
email notification.

Cancel Target Address — the destination email

Fram Address Iadmin@cnmpany.cu:um

Server Details

address.

From Address — the sender email address.

Server Address |mai|.c-:m|:'any.c0m

Server Address — the SMTP email server

Server Port |25l

address.

Uszer Mame I

User Password I

Server Port — the SMTP port number. By

Test |

default, it must be configured to 25.

User Name — the SMTP username, if

required.

User Password — the SMTP password, if

required.

Test — sends a test email notification

using the configured settings.

SMS Options — When CCS Report Server starts an alarm, it can be configured to send a

message to one or more mobile phones via CCS SMS if this is installed.

e A |

SMS Enabled v

T arget Mumbers Cancel |

0412912314 &dd... |
Edit... |

Delete |

Mezsage Template

CC5 Feport Server message: g

SMS Enabled — enable the sending of SMS notification.

Target Numbers — list of devices to receive the SMS notification.
The Add / Edit / Delete buttons perform applicable function into
this list.

Message Template — configure the SMS message that will be
sent. The special symbol %s will be replaced with the text of the

CCS Report Server alarm message.
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Select Modem... — In the case that CCS Report Server is connecting to CCS Report Remote

via a modem, the modem that is used can be selected by selecting from this menu.

ook ]
S55TF
PPTF Cancel |
RasS PPPoE Line

~WWAN Minipart (L2TP)
AgilePN

COS Options — If the CCS Report Hospitality is used to bar and unbar extensions then the
mapping of the barred and unbarred states to the internal COS of the PABX can be set using

this configuration.

CO0S Dialog |
PAB= Properties
COS ta Bar I1 Cancel |
L0 to Unbar 2
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3.24 Running CCS Report as a Service

CCS Report Server must be running at all times. When the application is started from the Start

Menu, the main interface is available on the desktop as shown in earlier sections. When

minimized, a system tray icon will be displayed. E

CCS Report Server can also run as a service. When it is running as a service, the main
interface is not available on the desktop and no system tray icon will be displayed. This also
means that the above CCS Report Server settings will not be able to be configured while it is

running as a service.

The CCS Report Configuration Wizard gives the option to run CCS Report Server as a service,
and if checked, would have installed the service automatically. To install the service manually,
run following command from the CCS Report installation folder as illustrated with the command

prompt below:

ReportSvc /service

BX Administrator: Command Prompt |£‘E|ﬁ

Microzoft Windows [Uersion 6.1.766811
Copyright <c» 2087 Microsoft Corporation. All rights reserved.

C:sProgram Files“CCSSCCS Reportshin>*ReportSvc Aservice

The service can be managed from the Windows management console for Services, or using

CCS Service Manager assuming CCS Desk is installed.

Services (Local)

CCS Report Engine Mame

Ston the service F— -
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3.3 Using CCS Report Directory

CCS Report Directory allows the administrator to assign items such as an extension number,
account code, and/or authorization code to a user and logically group these users. Additional
information such as e-mail address and mobile phone number can be added to the properties of a

directory object. Run CCS Report Directory from the CCS Report Application Launcher.

& iPECS CCS Report Application Launcher

CCS REPORT

r
o e
/;f// Tl —{ et —1 ireCs
CG:S Report Server CCS Report Config CCS Report Chent
w
CCS Report Manager CCS Report Directory
w
-
s @.c
ERICS50N
Directory B |

CCS REPORT

-
> @L.c

ERICS50N

M ame: || Paszword: I QE. I

Directory
Yersion 6,0,4,0 {0)

Setial number: 29555

Copyright, 2002-2012. All rights reserved.

Cancel
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The default username is Administrator with no password. Note that CCS Report users may only
have ‘View' access to the Directory. Only users with ‘Modify’ access are allowed to make changes

in CCS Report Directory.
3.3.1 Main Interface

The CCS Report Directory interface has a top row of buttons that are context sensitive. Buttons

that are not related to the currently selected directory object will be disabled.

CCS Report Direcktory !E E
File Edit Wiew Help

| ||m| HX| (W] P[] @] sl

- | |
Tree  |Directoy i ""l”‘"l

E|---|'|.'I Directary

Lf_l---""' Cormparry ABC

E|---"|' Accounts
. =¥ Maria Smith
: -2 101 - Company ABC
-*¢t Sales
. =¥ Peter Smith
% 102 - Compary ABC
oA 4444
E|---"|' Support

- § Iohn Smith

- 103 - Company ABC
Lol 2441

B § Unallocated
- 104 - Company ABC

For Help, press F1 MM 4

The default ‘Tree’ name is Directory. To change this name, simply double click on it and enter a

new name.

Typically only one tree is required for each CCS Report installation, but more ‘trees’ can be

2t

s
added by clicking on the ﬂ button. Trees can be deleted by using the other button L-***

The main window area contains a Windows Explorer folder view style of interface. There are

five different types of objects that can be manipulated in the directory tree. These objects are:
= Group

= Person ¥

104



IPECS CCS Report
User Manual Issue 1.8

=  Extension 3

= Account Code 8

= Authorization Code'@

A ‘Group’ object can contain either ‘Group’ or ‘Person’ objects. Typically, separate groups

would be formed for different departments or offices in a company.
A ‘Person’ object can only contain ‘Extension’, ‘Account Code’ and ‘Authorization Code’ objects.

An ‘Extension’ can either be active or inactive. The CCS Report license the number of
extensions that can be made active in CCS Report. Only calls related to ‘active’ extensions /
account codes will be logged. An inactive extension is indicated by the icon being greya

rather than red. ‘28 Right click on an extension and click ‘Edit’ to change its ‘Active’ status.

An ‘Extension’, ‘Account Code’, and ‘Authorization Code’ can be set to not charged which

means CCS Report Server will assign zero cost against call made with one of those objects. A

charged object will have the blue dollar sign by the icon. 2 Right click on an object and click

‘Edit’ to change its ‘Charged’ status.

E xtension I Mumber |1U1 Charged [ Active [ Site IEDmpan_l,J.i\BC 'I

| Name Field | Entry

Remaining Allowance: 0.00 Add to Allowance: I A_ldd
Biar Ok | Cancel I
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3.3.2 Defining CCS Directory Defaults

To modify the defaults fields for each directory object, click on the corresponding toolbar button.

This will display a window showing any existing fields that were defined.

[w| ¥|=/| ||

(T |

Perzon Defaults Mew

Name Field | Entry |
Home Address

Home Phone

Emergency Contact Name
Emergency Contact Phone
Email

Mobile

0k I Cancel

To add a new field, click on the New button and enter a name for the field in the Name Field cell.

To remove an existing field, click on the & putton.

Any changes made in this window will have a global effect on all objects of the type selected.
E.g. if a new field called ‘Mobile’ is added to Person Defaults, then all ‘Person’ objects will
contain a ‘Mobile’ field. It is recommended to leave Entry blank because it will overwrite the

values of the field in all objects
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3.3.3 Create Directory Objects
The root of the tree contains a default group that is named Directory. Select this group then

click on the = button to change the name.

CCS Report Direcktory !E E
File Edit “iew Help

ol 4[5 Bx| 2] ¥]=f]9]4] aal

- - A
Tiee |Directory [~ ""l”‘"l

E|---"|.|' Directary

I__l_I---"l' Caomparry A5C
E---'ﬂ Accounts
© - § Maria Smith
R 101 - Companry ABC
-4yt Sales
© =~ § Peter Smith

- % 102 - Camparry ABC
LAl 4444
E"""." Support

=~ § Iohn Smith

o 103 - Compary ABC
Ll 241

I'_—'I' Unallocated
-2 104 - Company ABC

For Help, press F1 l_ MM 4

The next step is to create a tree structure that logically represents the company's own office and
departmental structure. The example from the above screen shot shows two group objects that
are part of the default group, which represent two companies. Departmental ‘Sub-Groups’ such
as Accounts, Sales and Support are then created under each company. Each ‘Person’ object
can then be added to the appropriate departmental group. Finally, ‘Extension’, ‘Account Code’,

and ‘Authorization Code’ objects can be assigned to the ‘Person’ object.
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Edit - Group

Group INew Group|

| Name Field |

Entry

Script

Motes

[ o ]

Cancel |

Edit - Person

M ame IMaria Smith

Mame Field |

Entry

Home Address
" | Home Phone

Emergency Contact Name
| Emergency Contact Phone
| Email

Title:

Email Address

Motes

[ o 1]

Cancel

To create a new ‘Group’, select
the parent group that should
contain this new group.

Next click on the * button and
enter a name in the Group edit
box. Information can also be

entered for the default fields.

To add a new ‘Person’, first
select the group that they will
belong to.

Next click on the i button and
enter a name in the Name edit
box. Information can also be

entered for the default fields.
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ddExtensionRange 3|

File | Edit ‘Wiew Help
E &dd Extension Range ... Lawer Murber I'IEIEI 0k |

IJpper Murber I'I'“j Cancel |

Site I Compary ABC j

Madify Extension Rangs. ..

To add a range of ‘Extensions’, select Edit from the top menu, and then ‘Add Extension Range'.
Select the lower, upper extensions and site, and then click OK to add these extensions. The
added extensions will be active by default, unless ho more active extensions can be added.
Duplicate extensions will not be added.

Edit - Account Code | To add a new ‘Account Code’,
Name | Number [#444  Chaged [0 scive [ sie [Comearys8C =] | first select the person that it will
| Name Field | Entry belong to. Next click on the ##3

button and enter the account

code in the Number edit box.

The ‘Charged’ check box
should be selected if the cost of

calls made against the account

code is to be calculated

ok I Cancel |

Ensure that the correct site is selected on the Site pull-down menu.
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Edit - Authorisation Code x| To add a new ‘Authorization
Mame I MNumber lﬁ Charged W Active [ Site ICompanyABC 'I COde1, firSt Select the person
| Name Field | Entry that it will belong to. Next click

on the #¥3 putton and enter the
account code in the Number

edit box.

The ‘Charged’ check box

should be selected if the cost of

calls made against the
| Add | authorization code is to be
0K, I Caricel | calculated

Rermaining Allowance: 0.00 Add to Allowance:

Ensure that the correct site is selected on the Site pull-down menu.
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3.34 Updating, Deleting, Moving

As the company structure changes, it will be necessary to update the directory tree. It is
important to keep the CCS Report Directory up to date, as the information it contains can be

used by other applications.

The details of directory object can be updated by selecting the object and clicking on the =

button.

To delete a directory object, select the object then click on the #* button. A confirmation box will
appear to verify that the object should be deleted. Note that any objects that belong to the

selected object will also be deleted.
Extensions are not deleted but inactivated and moved to the ‘Unallocated’ person.

A directory object can be simply ‘dragged-and-dropped’ from one location to another.
Sometimes, the location that the object needs to be moved to is not visible in the CCS Report
Directory window. To move such objects, first select the object and then click on it with the right
mouse button and select Cut. Then select the destination object and again click on it with the

right mouse button and select Paste from the menu.

File Edit Yiew Help File Edit Wiew Help
ol b [Fe]Es] |Ix| 2w ¥ ol |el@] Bx| 2w ¥l
Tiee |Director_l,' =] P Tree IDi'ECtU'-'r' j f:"rlﬁ"o
E=1-#¢* Directary =4 Directory
=4yt Company ABC =44t Company ABC
¢t Accounts . E-%* Accounts

4t Sales
|" Support
; 3t Untitled
= § Unallocated

MeEw 3 & 1 g Togale Check

..... 10 Delete Toggle Al
_____ Edit

B ig' Expand
""" 4 Toggle Chech: Collapse

Toggle Al

----- 111 Expand
Zollapse

Cuk
Create Link

Paste

Create Link

Finally, it is important to note that any changes made to the directory will not be saved until the

button is clicked.
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3.35 Fast Search

To search the directory, click on the search icon # in the tool bar. The Directory can be

searched by Name, Extension, Department, or values in Person Fields. The edit box is entered

with the text to match, and the percentage symbol can be used as a wildcard.

CCS Report Directory N=] E3
File Edit Wiew Help
f
IZSmitH ﬁ ﬁ ﬁ ﬁ $5%
F2 - Hame F3-Extenszion =4 - Departmenl  F5-ExtraField  F12 - Tree Yiew
Name Number | Group | |
103 Support
Maria Smith 101 Accounts -
Peter Smith 102 Sales
Home Address =
Home Phone
Home Phone
Emergency Contact Name
Emergency Contact Phone Hl
Far Help, press Fl M v

In the results pane, double clicking on an entry will search for that entry.

To sort on a column, double click on its header.

Active extensions are indicated by a green mark in the active column, inactive by a red mark.

When an entry is selected, clicking on the tree view icon fz-Te=vew will return to the tree view

screen, with the selected Directory entry shown and selected.
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4. CONFIGURING CCS REPORT WEB
4.1 Using CCS Report Web

The CCS Report Web Application allows users to run reports, subscribe to scheduled reports,

print and export reports in Excel or PDF format for further manipulation.

4.1.1 Getting Started with CCS Report Web

CCS Report Web is a web based client which only requires a URL to access the reports. To
run CCS Report Web, open up Internet Explorer and type in the CCS Web URL.

Assuming that the CCS Report Web machine name is 7ult and the website is installed on the
IIS default website port 80, the URL is http://7ult/CCS%20Report

E:Welcome to CCS Report - Windows Internet Explorer = B

S I':%http:,I',I'Tult,l'CCS°.-"oZDReD0rt,l’ j b, (= welcome ko CCS Repart x | | )LT'U\ ‘\_:\7 ‘:::’

CCS REPORT

User Name

Password

Ver 6.0.4.0 (88)
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To login, use the default user ID ‘Administrator’ with a blank password.
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4.1.2

Run a New Report

To Run a new Report, select a report of your choice from the ‘New Report’ folder and click on it

to open the three step reports wizard.

My Report

Dashboard

Schedules

Budgeting

About

In this example, we are going to run a report for CCS Desk agent break. Click on ‘Call Centre’

to open the category tree, then CCS Desk sub category and then click on ‘Break Count

Grouped by Agent, Portrait’.

Call Details

L& Analysis

o) Call Center 2 Agent Login/logout
PABX ACD Reports “E  Agent Statistics, Landscape
Campaign Agent Statistics, Portrait
Queue
Agents Activity grouped by Day, Portrait
ents Activity grouped by Hour then Portrait

ent Activit Hour, Stacked Graph

ents Activity grouped by Hour, Landsca
Break Count grouped by Agent, Portrait

CCS Record

Break Duration grouped ent, Portrait

Break Duration grouped by Break T Portrait
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41.3 Filter — Step 1

CCS Report Web guides you through the process of selecting data and options for your Report
in a simple 3 Step Wizard. The first step allows you to select from a list of multiple criterion.

Each individual filter criteria will be discussed in more details in this section.

W Filter iPECsS cecSs

Next

Add criteria to select calls by : Selected Criteria Total Selected - 85,047 records
Date - s

: Including calls made last week Edit

Extension

Number Dialed

Cost

The default filter will generate a report that contains all calls made on today’s date. To add a
filter simply click on the criteria from the left hand plain or to remove a filter click on delete on

the right plain under selected criteria.

Access Code  Account Code
ACD Agent

Authorization
Code

Break Type Call Flag

Answer Time
Selected Criteria Total Selected - 63,370 records

Call Type Caller ID Including calls made last week Edit
Carrier, Tier, and i |
Rate

Campaign Including Incoming calls Edit Delete
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4.1.3.1 Date Range
To change the date range, click on the Edit label on the right hand plain. By default the date
range is set to ‘Today'.

Selected Criteria

Including calls made today

This will open another window with more details. From the ‘Selected’ drop down list, select the

applicable date range.

Back

Selecting Calls based on the date they were made
Selected Today
This Week
Start Date This Month
This Year
End Date Yesterday
Last Week
Last Month
Last Year
Specified Dates
In The Last Time Period

Selecting ‘Specified Dates’ allows user to select a start and end date.

Back

Selecting Calls based on the date they were made

Selected Specified Dates

Start Date 7/19/2013

End Date 7/19/2013

Su Mo Tu We Th Fr Sa

1 2 3 4 5 6

7 & 910 11 12 13

14 15 16 17 18 20

21 22 23 24 15 26 27
28 30 31

rMaonday, July 29, 2013
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4.1.3.2 Extension
Calls can be filtered based on the Extension number. This filter requires one boolean

operator and specific numeric values.

Add criteria to select calls by:

Dat

Extension

Mumber Dialed

Back

Selecting extensions

4.1.3.3 Numbers Dialed
Calls can be filtered based on the Numbers Dialed. This filter requires one boolean operator

and specific numeric values.

numbers dialed

075539800
Add
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4.1.3.4 Cost
Calls can be filtered based on the Cost calculated by CCS Report. This filter requires one

boolean operator and specific numeric values.

Back

Selecting costs

4.1.3.5 Access Codes
If the PABX supports this feature, calls can be filtered based on the Access Codes. This filter

requires one boolean operator and specific numeric values.

access codes

Beginning With

1441
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4.1.3.6 Account Codes
If the PABX supports this feature, calls can be filtered based on the Account Codes. This

filter requires one boolean operator and specific numeric values.

account codes

4.1.3.7 Agent
When integrated with CCS Desk, CCS Report can filter the calls based on the CCS Desk

agents. Because of the complex scenario and possibilities that could happen with a call i.e.
transfers, diverts, recalled, etc., there are 3 modes available that determines how the report

analyzes the agent data.

Back

Calls made at the following agents.
When either cradle to grave orspedfic
agents are chosen, the calls will be
split across multiple entries and this
may have an effect on the total number

of calls displayed.

Cradle to Grave On
Cradle to Grave Off
Specific Agents

Add

Cradle to Grave On — calls and statistics are split and reported against each agent involved in

the call.
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Cradle to Grave Off — calls and statistics will be combined and reported against one agent,
which can be chosen from the following: First Agent, Last Agent, or the one with the Longest
Talk Time.

Cradle to Grave Off

First Agent

Last Agent
Longest Talk Time

Add

Specific Agents — select a list of agents that will be included in the report. Excluded agents’

calls and statistics will be ignored by the report

Specific Agents
M lohn
M Maria

M Peter

4.1.3.8 Answer Time
If the PABX supports ths feature, calls can be filtered based on the Answer Time. This filter

requires one boolean operator and specific hh:mm:ss values.

Back

Selecting answer times

Between

00:00:03

00:00:18
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4.1.3.9 Authorization Codes
If the PABX supports this feature, calls can be filtered based on their Authorization Codes.

This filter requires one boolean operator and specific numeric values. You can also ‘Exclude’

the selected codes.

authorization codes

Beginning With

4321

4.1.3.10 Break Type
When integrated with CCS Desk, CCS Report can filter the calls based on the Break Types.

Back
Calls made at the following break types
M coffes
W Lunch
& Meeting

W out of Office

Select All Select None [ Exclude Items
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4.1.3.11  Call Flags
If the PABX supports this feature, calls can be filtered based on their Call Flags. This filter

has two drop-down menus. The first one defines if the call type should be included or

excluded. The second defines the call flag.

Calls with call flags of

Divert On Busy
Divert On Mo Answer
Divert Preset

Pickup

Group Pickup

Speed Dial
Unanswered
Engaged

Operator Involved
Conference
Supervised Transfer
Unsupervised Transfer
Caller Error

Pre Optimise Trunk
Post Optimise Trunk
CallCleared

4.1.3.12 Call Type
Calls can be filtered based on their Call Type. This filter has two drop-down menus and one

edit box. The first menu defines if the call type should be included or excluded. The second

menu defines the call type.

Calls with call types of

Unknown
Internal
Outgoing
Incoming
Tandem
Feature
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4.1.3.13 Caller ID
If the PABX supports this feature, calls can be filtered based on the Caller ID. This filter
requires one boolean operators and specific numeric values.

Caller ID

Beginning With

0400040036

4.1.3.14  Campaign
When integrated with CCS Q or CCS Call, CCS Report can filter the calls based on the

campaigns. Click ‘Campaigns’ and simply tick the required campaign. You can also ‘Exclude
Items’ selected.

Back

Calls made at the following campaigns

QLo 3
VIC-Date

. Wa-Data

Select all SelectNone [ Exclude Items
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4.1.3.15  Carrier, Tier, Rate
Based on the carrier setting in CCS Report, reports can be filtered using corresponding

Carrier, Tier, or Rate selection.

Back

|+

B AAPT Capital Reach
W AAPT Office Complete
M Direct Telecoms CP30
M General Carrier
B OptusCLD
M Prime Telecoms via AAPT
M RSLCOM BusChoice
H Telstra Bus. Line Complete
Telstra Bus. Line Plus
2 M 13 Numbers
1800 Numbers
Afghanistan

HE B EE B H

" M Aoonla

4.1.3.16  Completion Code
When integrated with CCS Desk and Completion Code is used, CCS Report can filter the calls

based on the completion codes. Click ‘Completion Codes’ and simply tick the required codes.

You can also ‘Exclude Items’ selected.

Back

Calls made at the following completion
codes

M No Answer
M Not Interested
M sale

M 5cheduled Callback

M Exclude
Items

Select All Select None
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4.1.3.17  Directory
On the Directory tab of a filter, queries are based on the directory structure of the organisation

configured in CCS Report Directory. The tree forms the directory, with check boxes against
the groups, people, extensions, account codes, and authorization codes. Tick the items to be
reported.

In the example below, we are selecting Bill's extension from the Sales group, and every item
in Technical group. The selected item and all sub items will have a check box containing a tick
beside them. Parents to a checked item will have their check boxes given a grey background;

however, this does not indicate that they are disabled.

Back

E EDirectory
= [lSales
= @Bill Smith
100
W o977
B [ Lisa Arms
W 102
W 6743
E E Technical

B B Dean Cross
103

E [ Tony Lee
101
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4.1.3.18  Duration
Calls can be filtered based on their Duration. This filter requires one boolean operator and

specific hh:mm:ss values.

Back

Selecting durations

Greater Than

00:00:30

00:00:00

4.13.19 Email / SMS
When integrated with CCS Console, CCS Report can filter the SMS, Email, and Print

transactions generated performed using CCS Console. The first menu defines if the call type

should be included or excluded. The second menu defines the transaction type.
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4.1.3.20  Private Number

CCS Report administrators are able to import a list of private and busines numbers, and calls
can be filtered based Private Numbers. This filter requires one boolean operator and specific
numeric values.

private numbers

Beginning With

12345678

41321 Queue
When integrated with CCS Q or CCS Call, CCS Report can filter the calls based on the
campaigns. Tick the required queue. You can also ‘Exclude Items’ selected.

Back
Calls made atthe following queues
W -ccounts

[ Helpdesk

W zales

Select All select Mone [ Exclude Items
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4.1.3.22 Site

CCS Report can be used as a centralized reporting system for multiple sites / PABXs. Calls
can be filtered based on the Sites. Tick the required site. You can also ‘Exclude Iltems’
selected.

Back

Calls made atthe following sites

Select All select None [ Exclude Items

4.1.3.23 Times of Day
Calls can be filtered based on the Times of Day that the call was made.This filter requires

one boolean operator and specific hh:mm:ss values.

Back

Selecting Times Of Day
Between

12:00:00

12:30:00
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4.1.3.24  Trunk Group
Calls can be filtered based on the Trunk Groups configured in CCS Report. Tick the required

trunk group. You can also ‘Exclude Items’ selected.

Back

Calls rade atthe following trunk groups

Select Al SelectMone [ Exclude ltems

4.1.3.25  Trunk Line
Calls can be filtered based on the Trunk Line number. This filter requires one boolean

operator and specific numeric values.

Back

Selecting trunk lines

Between
Y
-
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41.4 Report Options — Step 2

Step 2 allows us to create a title for our report — and also select any report options that may be
available.

irecCs CCS

Title Break Count grouped by Agent, Portrait

Chart Type Both
Bar

Show Cover Pie Cover

We will select a ‘Both’ in this instance.

Click ‘Next’ to Continue.
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415 Report Viewer — Step 3

Your Report is Ready! Your Report is displayed to the screen providing you with further options.

Ll' | Report Viewer

Save 3 Export Tend Report a "I. aa

Colfes

Creation Date : 10252010

Mick Milan
Gill Srnith

B Lunch g of Office : 3 N Priorty Task: 2
Taupheeq Omar T
Mick: Milan Z Training. 2 = Coffee - 11.8%
Full Sevuth - Y ’ EE Lunch - 17 5%

S Mesting ™~ C— Menting - 29 4%
rauphseq omar 1 Ot of Offica - 17 6%

L m— Friority Task - 11,8%

Hick mMilan Meeting | & — ——Coftes 2

et of office = Tranrung - 11 8%
Nick Milan T
Tauphmeg Srar Lisuzh 3

Bill Srruth
= Priority Task
Nick Milan

Taupheen Omar

= Training
Tauphesq Ormar
Mick Milan

— —

aunt
0 = KWW e ® @

" Coffes Lunch Meéting Out of Office I"riorit\:' Tazsk Trail-ning_
Break Type
Hreak Type Duration Count % of Total Count
Coffee
Mick Milan 0:00:43 1 5.9%
Oill Smith 0:00:47 1 5.9%
Total n:01:30 2 11.0%
Lunch
Taupheeq Omar 00030 1 5.9%

You can print, email, or output to PDF, Excel and many more formats.

By clicking on the ‘Back’ Button at the top left of the screen you can go back and edit selections

you have made.

By clicking on the ‘Save’ Button on the top left hand corner you can save this report to your ‘My

Reports’ categories on the main command screen of CCS Report.

These options will be discussed in more details below.
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4.1.5.1 Save Options
Once a report has been run, the report template with the selected criteria can be saved for

future use. The ‘Save’ or ‘Save As’ button on the Top menu allows a user to save the report

to a specified folder.

I:|" Report Viewer

Back Subscription Export send Report Print
4 4 bkl 100% > [#
Document Map X

Break Count grouped by

QusueReports-BreakTypeMurnbersByAgent

= Coffee
Mick Milan Dates : 10:25/2010 to 10:25/2010
Bill Smith
= Lunch Out of Office : 3 Priarity Task: 2
Taupheeq Omar P/—‘
Wiels Milan

g Save Report ireCsS CcCS

Add Folder
Folder Narme : CZSER

Break Counts by Agents M share With Others

Report Templates can be saved in the generic Reports or under a Specified Folder for ease of

use and identification in the case of multiple users or categories.

All Reports
Reports

ZE Break Counts by Agents
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4.1.5.2 Subscription
Once a Report Template is saved, CCS Report Web allows users to subscribe to the report

based on a defined schedule. Below we will look at an hourly schedule to be emailed to a

recipient.

Lj' Report Viewer

Send Repart  Print Preview

| Docurnent Map i [ PP T D T A e B —

To setup a report Subscription, open a saved report template and click on ‘Subscription’.

4.1.5.3 Mail Setting
Before a Subscription can be enabled, the following CCS Report Settings must be configured

first. On the main CCS Report Web Interface, click on ‘Settings’.

a My Report
Ll'i New Report
+,’ Dashboard

Schedules

Select ‘Mail Settings’ from the list on the right hand plain.

Web Client Settings
Folder Management

Address of Call logging server that this client will access

il Settings Configure SMTP Mail Server for report subscription

g

‘¥ Subscription Setting Configure report subscription
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Enter your SMTP details and user name and password. There is also a facility to test the SMTP
settings.

‘*"' Setting

Mail Settings

Sender Email supenisor@company.com

Host mail.company.com

Port 25

User Name Supervisor

Password TITTIT Y]

Domain

Timeout (seconds) 60000

Tester Recipient _ Test SMTP

Sawve Cancel

4.1.5.4 Subscription Setting
Specify the folder location for file storage and from address for emails. There is a feature to

test the folder access to ensure CCS Report Web to create subscription into that folder.

'*f Setting

Subscription Setting

File Path Ch Test Accessibility

Sender Email Address supervisor@oompany.com
Max File Limit (kB) 10,000

Sawve Cancel
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4.1.5.5 Subscription Settings
Once the mail settings and subscription settings is entered correctly, the saved reports can

now be subscribed. Simply open a saved report template and click on ‘Subscriptions’.

Subscriptions

Subscription Setting

Subscription Name  [glelfldIRET]s14

Rep ame ireak Count grouped by Agent, Portrait
Delivery Method

Acrobat (PDF) File
My Subscriptions

Hourly

4.1.5.6 New Subscription Folder
Subscriptions can be saved to individual users’ folders for ease of use and identification.

Simply click on the plus (+) sign next to the ‘Save To’ option and create a new folder.

Add Folder
Folder Name

m Cancel
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4.1.5.7 New Schedule
New schedule can be added at the time of subscription by simply clicking on the plus (+) sign

next to the ‘Schedule’ option.

& ) Subscriptions ireCs CCS

Subscription Setting

Schedule Property

Start and End Dates

Begin running this schedule on : 7/19/2013
M s5top this schedule on _Eﬁ-

Hourly Schedule

Run the schedule every :

u Hours
Starttime : m Z m Ex.(19:55)

Click on save once a schedule has been specified.

4.1.5.8 Testing Subscription
Once a subscription is setup, it can be tested by going into the ‘Schedules’ options of the main

Web menu.

a My Report
'..' New Report
Dashboard

i
13

=t
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Select the Subscription item you would like to test.

Subscription Name Schedule Name

/77 New Subscription

|| All Subscriptions
My Subscriptions

sent Every Hour

| Schedules

= Subscription

All Subscriptions
Iy Subscriptions

Schedules

/"7 New Subscription [ = x

Subscription Name Schedule Name

L Hourly Subscription

Test_Only_Break Counts by Agent
CCS

| [CRM] Regarding: [Mone]
Sents Tue 771872013 136 AM
To:  # Taupheeq Omar

-] Message Test_OnIy_Break Counts by &gent_26_10_2010_12 35_34.PDF [53 KE)

Test_Only_Break Counts by &gent
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4.1.5.9 Export Report

Reports can be exported into PDF or Excel formats from the Report Viewer by clicking on the
‘Export’ button on the menu bar. Save the export to a specified location.

J'.]'_' Report Viewer

Back

Report Print Pri

4 4 B Bl

Crocument Map

Rraalr Fannt arannad lhaw A

-

0% of FrrmRepaortyiewer.aspx from 10.1.1.61 Cormpleted

¢

w26 10 2010 12 45_0&,pdf from 10.1.1.61

== | = |

E stimated time left:
Download bo:
Transfer rate:

[7] Cloze thiz dialog box when download completes

Open Folder

4.1.5.10 Print Report

A report can be printed from the report view by clicking the ‘Print Preview’ button on the menu
bar.

]'._l': Report Viewer

leport Print

4 4 bkl 100% ~ 4

Document Map l

= Break Count grouped by Ageni
Coffee
Lunch

Dates : 107252010 to 10731/2010
Meeting
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41.6 Dashboard

CCS Report Web allows a certain report statistics to be created and made available for CCS
Dashboard. To create a new statistic, enter on the ‘Dashboard’ section and select ‘New
Dashboard’.

4.1.6.1 Filter — Step 1
The first step allows you to select from a list of multiple criterion. This process is identical to

the first step in generating reports.

JE¥ New Dashboard Statistics - Windows Internet Explorer

ireC=s CCS
MNext

Add criteria to select calls by : Selected Criteria Total Selected : 4 records
Date
. Including calls made today Edit
Extension
Number Dialed
Cost

0% v g
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4.1.6.2 Choose Statistic — Step 2

E!Dashhoard Statistics Setting - Windows Internet Explorer

Dashboard Statistic

Dashboard Setting

Statistic Name Total Duration Today

Statistic ltem
O call Duration ® Answer Time @ ACD Agent Talk Time
.AgentTaIk.TimE ® Queue Time .AgentWaitTime
.RingTime .RingTime Maybe In Queue ® Hold Time
@ Other Time L ] Completion Code Entry Time @ [nitial Agent Time
® rbandoned ACD Call @ sbandoned Call @ Answered ACD Call
® Answered Call ® overflowed Call ® call Cost
® Call Cost + Tax ® Unanswered Call .EngagedCaII
® Al calls

Statistic Function
O sum ® Average
® Maximum @ Minimum

Total Criteria 0 hours 0 minutes 0 seconds

iy statsucs [V [Rg

®I00% ~ 4

To complete the second step, the following configuration must be completed:
Statistic Name — the name of the statistic. This is what CCS Dashboard will see.
Statistic Item — choose the statistic to report from the list of statistics items available.

Statistic Function — determines how to calculate the records. Some statistic item may only
have ‘Sum’ to choose from.

Once completed, click ‘Save’ and the CCS Dashboard should be able to use this new statistic.
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5. CONFIGURING CCS DASHBOARD
5.1 USING CCS DASHBOARD

5.1.1 File Menu

Business Intelligence Dashboard
File] Options Add Group

MNew Ctrl + N

Open Ctrl + O

Save As ...

Save Ctrl + 5

Mew Global File
Open Global File
Save As Global File
Save Global File

Email Setting ...
Quit

New — create a new Dashboard canvas, and set the ‘Configuration File Settings’ in Options to

default to local configuration file when the Dashboard is reopened.

Open — open a saved XML local configuration file. Use the explorer window to find the file.

Save As ... — save the current Dashboard layout into an XML local configuration file.

Save — overwrite the opened XML local configuration file.

New Global File — create a new Dashboard canvas, and set the ‘Configuration File Settings’ in

Options to default to global configuration file when the Dashboard is reopened.

Open Global File — open a saved global configuration file.

Save As Global File — save the current Dashboard layout into a global configuration file.

Save Global File — overwrite the opened global configuration file.
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5.1.1.1 Email Setting

Properties Window E

Email Setlings

Mail Server mail.company.com

Usemame

Password

From testuser@company.com

Port

oK Cancel |

Configure the email server settings to be used for email notifications.

Mail Server — address of the SMTP email server.

Username — the SMTP user account.

Password — the password to the user.

From — the sender’s email address.

Port — the port number for SMTP.
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5.1.2 Options Menu

Hide Menu — hide the top menu. Once hidden, the menu can be shown again by right clicking

on the empty area of the canvas and select ‘Show Menu’.

File Options Add Group

Status Bar — show or hide the status bar. The status bar shows the current state of the
Dashboard, the configuration file opened, the software version, and the main data source it

connects to.

Dashboard Stop - C:\Program Files (x86)\CCS\CCS Dashboard\test.xml - Ver.7.0.0.0 (04) Connected to bcalhuﬂ__._::;;g;

Full Screen — maximize the Dashboard canvas to full screen.

Auto Run — when enabled, the Dashboard will auto-run the most recent local/global

configuration file as soon as it launches.

Snap to Grid — enable / disable the snap function.
e Snap to Grid — activates the grids.

e Snap to Grid Size — change the size of each grid.

Business Intelligence Dashboard
File Options * Add Group

Dashbeard Stop - C:\Program Files (xB6)\CCS\CCS Dashboard\test.xml - Ver.7.0.0.0 (04) Connected to Io:allmsl__:_-:;
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5.1.2.1 Options
Open the ‘User Settings’ configuration screen.

Advanced
= User settings ol Dashboard Gateway Server Name — the
name of the machine that hosts the CCS
Dashboard Gateway Server Name:
General - .
llocahst Dashboard Gateway service
Gateway Servicel Port:
|8711
Gateway Service2 Port: .
[a712 Gateway Servicel Port — must always be
set to 8711.
Gateway Service2 Port — must always be
set to 8712.
oK Cancel Apply
General
# User Settings O] Auto Save on Run Dashboard —
Ed ; automatically saves the configuration before
vance ¥ Auto Save On Run Dashboard
I¥ Run Dashboard On Startup the dashboard enters ‘running’ mode.
[ Hide Menus On Run Dashboard
¥ Show Full Screen On Run Dashboard .
Confouration il Settnge Run Dashboard on Startup — enable this to
QU EET IR 712 start Dashboard when Windows starts.
" Use Global Configuration File
Hide Menus On Run Dashboard — hide the
top menu bar when the dashboard is
running.
0K Cancel Apply

Show Full Screen On Run Dashboard — maximizes to full screen when Dashboard runs.

Configuration File Settings — choose to use a Local configuration XML or a global

configuration file.

145



IPECS CCS Report
User Manual

Issue 1.8

5.1.3 Add Menu

Business Intelligence Dashboard
File Options |[Add| Group
Pie Chart
Bar Chart
Boxes
Progress Bar
Speedo

Text

Grid

Data Grid
Background
Message Scrolls
Picture

Clock

This gives a list of objects that can be created in the Dashboard. The new object is

automatically added into the canvas once selected. Details about each object will be discussed

in later section.

Business Intelligence Dashboard
File Options Add Group

TextBox

Dashboard Stop - C:\Program Files (xB6)\CCS\CCS Dashboard\test.oml - VEr.7.0.0.0 (04) Connected to

alhost
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514 Group Menu

Business Intelligence Dashboard
File Options Add |Group
Settings

Select Mode
Available Groups

Settings — currently only one setting is available in this section.
e Delete All Objects — when checked and then OK, it will erase all objects in the

Dashboard canvas.

Select Mode — choose the grouping mode.
e Group — group all selected objects into a group

e Un-Group — remove the objects from any association to a group

Available Groups — show a list of groups created.
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515 Canvas Menu

Business Intelligence Dashboard
File Options Add Group

v Show Menu
Full Screen
Always on Top

Paste

Save

Fun Dashboard

By right clicking on the empty area of the canvas, there are several options that can be selected.

Show Menu — restores the top menu once hidden.

Full Screen — activates the full screen mode.

Always on Top — keeps the Dashboard on the foreground at all times.

Paste — creates a copy of an object. The object must first be copied.

Save — saves the current Dashboard layout into local configuration file.

Run Dashboard — locks the design and activates the Dashboard to start collecting statistics.
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5.1.6 CCS Dashboard Objects

5.1.6.1 Overview

® Business Intelligence Dashboard
File  Options Add Group

No Data TextBox

TextBox

- Ver.7.0.0.0 (04) Connected to localhost

Managing objects on the Dashboard canvas are very simple. Objects can be moved by drag-
and-drop, and there are guidelines to assist the positioning of the objects. Objects can also be

stretched by using the control on the edges of the object. The ‘title’ for each object can be

edited using the ‘Set Style’ configuration.
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@ Business Intelligence Dashboard
File  Options Add Group

Set Value
Set Style

Copy
Paste

Bring to Front

Send To Back
No Data
Delete

- Loaded Defaultoml - Ver.7.0.0.0 (04) onnecied to localhost

Right click on an object to several menus related to the object.

Set Value — modify the data and threshold settings for the object.

Set Style — modify the style settings for the object. Note that style is not supported in some

objects.

Copy — create a copy of the object, which can be pasted to an empty area on the canvas.

Paste — paste the copied object.

Bring to Front — adjust the Z value of the object, bringing the object on top of other overlaying

objects.

Send to Back — adjust the Z value of the object, pushing the object behind other overlaying

objects.

Delete — delete the object from the canvas.

150



IPECS CCS Report
User Manual Issue 1.8

5.1.6.2 Set Value
Although some objects do not have identical settings for their ‘Set Value’, below is a typical

configuration screen for objects that display data.

Data Type
Display Format
Maximum Value
Minimum Value
Etatistic Type

Refresh Interval{s}

Edit Threshoid [l

Data Type — there are 4 possible data types to choose from.

Agents — connects with CCS Desk to obtain real-time agent information.

Queues — connects with CCS Desk to obtain real-time queue information.

CCS Report Statistics — connects to CCS Report and run the statistics created with
CCS Report.

Custom Statistics — connects to an ODBC data source to run a query or stored

procedure.

Display Format — there are 4 display modes available.

Number — basic numeric value e.g. 303.

Percentage % - adds the percentage symbol to the value.

HH:MM:SS — assumes the value is in seconds and converts it to hours, minutes and
seconds.

MM:SS — assumes the value is in seconds and converts it to minutes and seconds.

Maximum Value — set the upper limit, applicable when the object contains a gauge e.g.

Progress Bar and Speedo.

Minimum Value — set the lower limit, applicable when the object contains a graph e.g. Progress

Bar and Speedo.
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Statistic Type: Agents — Select one of the statistics in the list then click on the three dots (...)

button to select the CCS Desk agents to be monitored.

Data Type

WECETE 8 Percentage Yt

Maximum Value
Minimum Value

Statistic Type

Break Status
Extension

SR el Logaed In

Login Time
Queue Calls Toda

Refresh Interval(s)
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Statistic Type: Queue — select one of the statistics in the list then click on the three dots (...)
button to select the queue to be monitored.

oata o [
Display Format ([0 *

Maximum Value
Minimum Value

Statistic Type

Refresh Interval(s}

Edit Threshold ﬂugenlsEreak
Agents Busy
Agents In
Calls Wait Average
Calls Waiting
Calls Wait Maximum
DateChangad
Day Calls Abandoned
% Day Calls Abandoned
% Day Calls Answered
Day Calls Escalated
% Day Calls Escalated
Day Calls Received
Day Calls Started
DayCallsTatal\Wait
Day Calls Wait Average
Day Calls Wait Maximum
Day Emails Received
DayEmailsTotalWait
Day Emails Wait Average
Day Emails Wait Maximum
Emails Wait Average
Emails Waiting
Emails Wait Maximum
Calls Answerad
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Statistic Type: CCS Report Statistics — select one of the CCS Report statistics in the list.

W= Rl CCS Feport Statistics =

Display Format
Madmum Value
Minimum Yalue
b= vl 3 Ol Total Calls Today bl
Refresh Interval(z) |§l

Edit Threshold !

Statistic Type: Custom Statistics — select the configured ODBC data source from the list then

click on the three dots (...) button to configure the custom query.

Dota Type
Dipey Fomat [T
Maximum Value _
Minimum Value _

-
Roiosh vl

Edit Threshold !

Custom Querny

Query Generator
Select Stored Procedure

Param Mame | Param Type | Param Yalue

Generate Query
Or Type your custom query

select count(*) from thidiresxd
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Refresh Interval(s) — specify how frequent the Dashboard should check for new update on the

statistic selected.

Edit Thresholds — configure alert and notifications when a particular value has been reached in

this object. To enter the threshold configuration screen, click on the three dots icon (...).
There is no limit to the number of thresholds that can be added per object. The value that must
be met can be modified by clicking on it. Each level serves as a ‘greater than’ range to the level

above it.

In this example, the color of the object will be blue if the value is >= 0 and < 10.

Levels -E

Lv.0 YWhen Reached:

Lv.1 When Reached:

Lv.2 When Reached:
Lv.3 When Reached:
Lv.4 When Reached:
Lv.3 When Reached:
Lv.6 When Reached:

There are other actions that can be performed when a level is reached. Click on the three dots

(...) icon beside a level to open the configuration screen.

=11 G [Mo Sound]

=)= R OB supervisor@company.com
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Color — change the color of the object.

Sound — play an audio file once or continuously. The file can be selected from using the three

dots (...) icon next to it.

Email to — an email notification can be sent to a destination. The email will also contain the

statistic type set to the object and level / value reached.

SMS to — an SMS notification can also be sent. This requires CCS SMS module.

5.1.6.3 List of Objects and Styles

Pie Chart

Agents per Queue

Legend

| Main
u Overflow

Background Gradient 1 -

Background Gradient 2 -

118 Agents per Queue
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Bar Chart

Background Gradient 1 -

Background Gradient 2 -
Bar Auto Spaces ..
Bar Spaces gl

Bar Value Font Color -
Bar Value Font Size |kl
Bar Vidih ]
Grid Line Visible

Title Font Golor -
Title Font Style -
Bar Color -

Use Set Bar Golor 1
X Aodis Font Color !

X Axis Font Size [}
X Auis Line Visible [
X Axis Test Skew M

¥ Axis Font Color -

¥ Axis Font Size [

¥ Axis Line Visible 4

zoom e [0S
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Boxes

Main Overflow

Background Gradient 1 -

Background Gradient 2 -

41 Main

itie Font Color [

Title Font Style [

vaiue Font Color [N

Value Font Style -
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Progress Bar

Background Gradient 1 . |

Background Gradient 2 [N

Reverse Bar Colors .

Title Font Color

Title Font Style -
Value Font Color .|
value Font Style !
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Speedo

Gradiend Color 1
Gradient Color 2
Gradiend Color 3

Title
Title Font Golor

Titke Font Style [}
Value Font Color

Vialue Font Style -

Text

A Simple Text

L A Simple Text
Title Font Color

Title Font Style -
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Grid

Background Gradient 1 -

Background Gradient 2 -

Title Font Color -

Titel Font Style -
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Data Grid

Total Calls Missed Answered % Answered

A 21 100. 00%

Allow For Scroll Bar .
Header Border Color -
Header Border Thickness jil

Header Font Color -

Header Font Style -
Header Gradient 1 -

Header Gradient 2 -
Header Height ek

Header Horizontal Align w

Header Separator Visible: ﬂ

Header Vertical Align w

Row Border Color -

Row Border Thickness jl

Row Font Color -

Row Font Style -
Row Gradient 1

Row Height BT
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Background

Background Gradient 1 -

Background Gradient 2 -

Message Scrolls

This Is A Text Marquee

Background Color -
L This Is A Text Marguee

Font Color -
Font Style -

Time In Seconds |5

Scroll Type R0k
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Picture

AL TENEE B o sersh Farleyv Picturestwe | . I

Piclure Stretch m

' Time & Date Settings
03-23-01 { Type Clock :
24/04/2012 D Digital ® Analog

Format

© 24 Hours # 12 Hours
Display:

O HH-MM:5S

#® HH:MM

[ Show Date

Gradient Color 1 NI Date Format

Gradieni Caolor 2 ® Long (March 23, 2009]
9 Short (2373/2009)

Time fone:
{UTC) Dublin, Edinburgh, Lisbon, London
Time fone Label:

London

Time Zone Fonl Size Rk
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5.2 Using CCS Chat
5.2.1 Admin Page

The Admin Page allows us to configure the CCS Chat system settings. It can be accessed by
adding the AdminPage at the end of the CCS Chat URL.

For example: http://localhost/CCSChat/AdminPage

The default User ID is admin and its Password is blank by default. Once logged in, the main

administration page will be loaded.

E:IIS Chat Administrator - Login - Windows Internet Explorer

@ ® | @ hitp:ifiocahostjcc O =] | 3| €2 (25 CC5 Chat Administrato... X | |
m A
UserID : Iadmin| x

Password : I

Sign in I Cancel
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5.2.1.1 Main Page

EEES Chat Administrator - Welcome - Windows Internet Explorer

@_‘—‘ ) | @ hitp: flocathost/CCSChatAdminPagejadmint O =] |+ @ CoS Chat adrinistrater - We. . X e

Administrator Options CCS CHAT

Welcome, admin onnected To CCS Q)

©CS Chat Application Server

B--Dpnnns Welcome to administrators tools for the configurations of CCS Chat
i-Set Agent's Custom Greeting Message
-Set Chat Source

i-Set Users

“-Set Options

L-Set Wait Messages

Restart WebServer

Logout

The main page provides links to the different Options page and to restart the Chat Web

Server.

The top right corner also shows the connection status of the web server to the CCS Q / CCS

Desk server.
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5.2.1.2 Set Agent’s Custom Greeting Message

Set CCS Chat Agent's Custom Greeting Message

Agent ID : IJack

Greeting Message : |Hi: this is Jack, how can | assist you today?
(Maximum 100 Characters)

Save Cancel |

This page allows custom greeting messages to be configured per Chat Agent, to change the
default greeting message. Agent must first be configured in the “Set Users” section before

they can appear in this list.

Simply type the Greeting Message in the box provided and click Save.
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5.2.1.3 Set Chat Source

Set CCS Chat Chat Source
New Source

Source Name : |Sales

| Ak |

Current Source

Source ID

Source Name : I

Sawve | Cancel |

EHiit Delete 1 }] Source
Edit | Delete 1 Support

Chat Source is used as an identifier when routing the call to an agent. The options will be
selectable in customer chat request form. This ‘Source Name’ setting must match with the
identical setting in CCS Desk Manager — CCS Chat tab. Please consult the CCS Desk Manual

section 6.3.3 — CCS Chat for more information.

To add a new Chat Source, enter a Source Name in the New Source section and click Add.

Existing sources can be edited using the Current Source section, by first clicking the Edit link

beside the source name. Click Save on any changes made.

To delete a source, click on the Delete link beside the source name.
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5.2.1.4 Set Users

Set CCS Chat Users

New User

User Name : IBen
User ID 12

Access Level : [J1s Administrator

User Password : I

Confirm User Password : I

Current User

Name : Jack
User ID :1
Access Level

[JRenew Password

User Old Password : |

User Mew Password : I

Confirm User New Password : |

Sawe | Cancel |
Eiit Delete User ID Name Administrator
Edit Delete 1 Jack O
Edit Delete admin

This page allows CCS Desk agents to be added into the CCS Chat system.
Select the User Name from the list in the New User section, assign a password, and click on
the Add button to complete the process. You can also grant admin page access to this user by

ticking the Is Administrator box.

Existing user can be edited using the Current User section, by first clicking the Edit link beside

the user. Click Save on any changes made.

To delete a source, click on the Delete link.
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5.2.1.5 Set Options

Set CCS Chat Optiens

Queue Server Port :[pots

Queue Server IP Address : |12?.U.U.'1

CCS Chat Server Address : |12?.[J.[].'1:444

CCS Chat Web Server Root Path : |http:Hred:SDSUICCSChatI
CCS Chat Server OCS Domain : |'_.r0urd0main.c0m

CCS Chat Server OCS User Name : |CCSChat

CCS Chat Server OCS URI : |CCSChat@'_.rourdomain.com
Timeout Setting : ll’»U— seconds

Message Wait Delay Setting : |30— seconds

[JRenew Password

CCS Chat Server OCS Old Password : |

CCS Chat Server OCS New Password : |

CCS Chat Server OCS Confirm New . I
Password ’

Save Cancel |

This page contains several key configurations that are completed during the installation process.

Queue Server Port —the communication port to communicate with CCS Q.

Queue Server IP Address — the IP address of the CCS Q server.

CCS Chat Server Address — the web address for internal communication.

CCS Chat Web Server Root Path —the main URL to access CCS Chat.

Timeout Setting — Time to cancel a chat request when there is no response from the customer

or the web server.

Message Wait Delay Setting — Time to send an updated Wait Message to the customer while

waiting for a chat agent to become available.

Other options will be removed in the next software release.
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5.2.1.6 Set Wait Messages

Set CCS Chat Wait Messages

Current Message
Message : |

Save Add |

Hiit Delete Message ID Name
Edit Delete 1 Please hold, we will be with you shortly
Edit Delete 2 Your call is important to us, please hold

This page allows configuration of wait messages. Wait messages are periodically sent to the
customer chat request screen to advise the status of their chat request. The wait message is
sent according to the position of the chat request in the queue i.e. by looking at the number of
request waiting ahead.

For example, if there is 1 request in front, send wait message ID 1.

A default wait message will be sent when there is no custom wait message configured for chat
request position

To add a new message, type the text into the Message box and click the Add button.

Existing wait message can be edited in the same form, by first clicking the Edit link beside the

message. Click Save on any changes made.

To delete a message, click on the Delete link beside the message.
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5.2.2 Customer Page

The Customer Page is where chat request is created. Internally it can be accessed by adding
the CustomerPage at the end of the CCS Chat URL.

For example: http://localhost:8080/CCSChat/CustomerPage

The end-user’'s Web Admin will have to configure a number of settings in their IIS, website and

network to make this page accessible from the internet.

To request a chat, the customer must enter complete details on all fields. They also have to

select the “Chat Source” they wish to speak to.

E Customer Chat Request - Windows Internet Explorer

@A |- |§, http: fred:a0a0/CCach: O j *3 (2 Customer Chat Request X | |

Please enter your details below: cCcCS CHAT

Mame |Sand'_.f Rivers

Email |srivers@totalsoluﬁnn.com

Company |Tnta| Solution

Description [Need help on the product

Request a chat with |Suppnr‘t

Send I Reset |
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Customer will be informed when there is no agent available to handle their request or when they

have to wait for an agent to become available. Chat request can be cancelled by the customer at

anytime by closing the browser or hitting the Cancel Request button when available.

g’tustomer Chat Request - Windows Internet Explorer M= E3 g’tustomer Chat Request - Windows Internet Explorer
= . . : - 72 e = . . : - 72
@: < I‘é Fittp: fred: B08D/C.C5Che ‘OJ . & Customer Chat Request X | | @\‘: e Ié hittp:/fred:B0B0/C C5Ch: pJ s, (= Customer Chat Request X | |

Please enter your details below: cCcS8 CHAT

Name |Sandy Rivers
Email |srivers@totalsolution.com
Company [Total Solution
Description |Need help on the product

Request a chat with ISaIes

Send | Reset:

Sandy Rivers, your request has been denied.
Reason : No Agents Currently Available for Chat

Cancel Request

IS[=] E3

Please enter your details below: cCS CHAT

Name |Sandy Rivers
Email |srivers@totalsolution.com
Company [Tota! Solution
Description |Need help on the product

Requesta chat with  [sales

Send | Reset

Sandy Rivers, your request has been queued
You are at the head of the queue, and will be dealt with next
Please hold, we will be with you shortly

Cancel Request
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The chat conversation window is opened when an agent has accepted the chat request. Note that

customer will receive the default / custom greeting message for the agent.

Need help on the product cCcS CHAT

1--Jack is available a Jack
!--Your conversation with Jack has started

Jack [12:03]:
Hi, Sandy Rivers!

4 3
Send As : Sandy Rivers

|
Send

[ End Conversation ] ’ Clear ] [ Print Chat ]

Chatting with Jack

Type chat messages in the box provided and click Enter or the Send button.

The Clear button helps customer to clear the message box should they need to re-type the chat
message.

The Print Chat button allows customer to send the chat log to printer.

Press the End Conversation button to close the chat request.

Customer will also be notified when agent has left the conversation.

I--Jack has left the conversation
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523 Agent Page

Conversation Sandy Rivers cCS CHAT

Chat Request

Customer is waiting for conversation.

Name :Sandy Rivers
Company :Total Solution
Email :srivers@totalsolution.com
Description :Need help on the product

Would you like to accept or reject?

This screen will pop on chat agent’s screen to inform that there is a chat request in the system.

They can Accept the request to start the chat, or Reject to send the call to another agent.

In this example, we are informed that “Customer is waiting for conversation” which means it is

a new customer chat request. It is possible that the chat request is an invite or a transfer from

another agent.

Chat Invitation

lagent Jack is inviting you to a conference with Customer

Customer Transfer

Ihgent Jack is transfering Customer

Name :Sandy Rivers
Company :Total Solution
Email :srivers@totalsolution.com
Description :Meed help on the product

Name :Sandy Rivers
Company :Total Solution
Email :srivers@totalsolution.com
Description :Need help on the product

Would you accept or reject?

Would you accept or reject?

The chat conversation window is opened when the agent accepts the chat request. Note that

customer will have received the default / custom greeting message sent by the system.
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Conversation Sandy Rivers cCS CHAT

More Options ==

I--CUSTOMER : Sandy Rivers(srivers@totalsolution.com) from Total Solution want to chat i Sandy Rivers
about Need help on the product

Send As : Jack

|
Send

[ End Conversation ] [ Clear ] [ Print Chat ]

hatting with Sandy Rivers

The red font indicates that Sandy Rivers is a customer, not another chat agent.

Type chat messages in the box provided and click Enter or the Send button.

The Clear button helps customer to clear the message box should they need to re-type the chat

message.

The Print Chat button allows customer to send the chat log to printer.

Press the End Conversation button to close the chat request.

Agent will also be notified when customer has left the conversation

I—Sandy Rivers has left the conversation
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The chat agent is able to view the status of the other agents by clicking on the More Options

button. The status of agents can be shown as logged in i.e. free, logged out, busy on phone, or

on break.

Conversation Sandy Rivers CcCS CHAT

=< Hide Options

I-—-CUSTOMER. : Sandy Rivers

chat about Need help on the product

(srivers@totalselution.com) from Total Selution want to

ﬂ Sandy Rivers

Send As : Jack

[ End Conversation ]

hatting with Sandy Rivers

Send

[ Clear ] [

Print Chat |

3 ‘ Tony LoggedOut
3 i Sandra LoggedOut
& ‘ Ben Adams  OnBreak
& i Jasmine BusyOnPhane
14 3
’ Transfer ] [ Invite ]

The chat agent can click on an available agent and send a request to join the conversation with

either the Invite or the Transfer button.

3 i Tony LoggedOut
3 i Sandra LoggedOut
3 i Ben Adams  LoggedOut

177



IPECS CCS Report
User Manual Issue 1

Conversation Sandy Rivers cCcCS8 CHAT

<< Hide Options

I--CUSTOMER : Sandy Rivers % Sandy Rivers g §Tony LoggedOut
(srivers@totalsolution.com) from Tetal Solution want to . S—

chat about Need help on the product % Jasmine § & sondrs LoggedOut
Sandy Rivers [22:40] : § §5enaAdams  Loggedout

Hi Jack, I need help on one of your products. Can you
conference Jasmine in if she's available? She is well-
aware on the way I use it.

Jack [22:40] :

okay let me invite her in

I--Your invitation to Jasmine has been sent.
1--Jasmine has accepted your invitation

1--Jasmine has joined this conversation

Jasmine [22:42] :

Hi guys
“ »
Send As : Jack
|
Send
4 »
[ End Conversation ] ’ Clear ] ’ Print Chat ] ’ Transfer ] ’ Invite ]

Chatting with Sandy Rivers,Jasmine

Invite is simply adds the agent into the conversation, while Transfer sends the existing chat

transcript to the additional agent.

Conversation Jack,Sandy Rivers CcCS CHAT

More Options >>

| FEEEEEEE Previous Conversation F=F**=*= 3 Jack
I--[TRANSFERRED] !--CUSTOMER : Sandy Rivers(srivers@totalsolution.com) from Total _
Solution want to chat about Need help on the product a Sandy Rivers

I--[TRANSFERRED] Sandy Rivers [22:40] :

I--[TRANSFERRED] Hi Jack, I need help on one of your products. Can you conference
Jasmine in if she's available? She is well-aware on the way I use it.
I--[TRANSFERRED] Jack [22:40] :

I--[TRANSFERRED] okay let me invite her in

--[TRANSFERRED] !--Your transfer request to Jasmine has been sent.
--[TRANSFERRED] !--Jasmine has accepted your invitation

Send As : Jasmine

Send

[ End Conversation l [ Clear ] ’ Print Chat ]
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Transfer and Invite request can be rejected by the other agent, however, a reason must be

written in the message box provided. The text is displayed only to the agent who requested the

invite / transfer.

Customer Transfer

gent Jack is transfering Customer

Mame :Sandy Rivers
Company :Total Solution
Email :srivers@totalsolution.com
Description :Meed help on the product

Would you accept or reject?

Reason

preparing a meeting

Send ] [Cancel

I—Your invitation to Jasmine has been sent
I--Jasmine has declined your transfer request. Reason :
preparing a meeting
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6. TROUBLESHOOTING

6.1.1 CCS Report is slow to start up
Problem

CCS Report is taking a long time to load on workstations.

Troubleshooting Steps

-> Check if ODBC tracing has been turned on for their machine.
The option is here in the ODBC data source Administrator Dialog-> the Start Tracing now
button slows down all ODBC on the machine by a factor of >10.

It is recommended that you turn this feature off.

Eﬂ ODEC Data Source Administrator Ed |

User DSM I Syetem DSH I File D5 M I Diivers  Tracing | Connection F'u:u:ulingl About |

—wWhen to trace

Start Tracing Mow | Start Vizual Studio Analyzer |

[~ Machineide racing for all user identities

— Log File Path Cuztom Trace DLL
C:hUzersvaDINIT WA ppD atatLoce IE: Wafindowszhzuztem32odbotrac. dil

Browse. . | Select DLL... |

. ODBLC tracing allows you to create logs of the callz ta ODBC diivers for
D: uze by support perzonnel or to aid you in debugging pour applications.
Wizual studio tracing enables Microzoft Vizual ztudio tracing for ODBC.

k. Cancel Apply Help
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6.1.2 Database error opening CCS Report
Problem

When opening CCS Report the error ‘Failed to Open Database’ is displayed.

Troubleshooting Steps
- Check the System DSN ODBC settings.

- Check the SQL Server Name: Perhaps the local machine name is required rather than

localhost or (local), this is especially pertinent if a web server is running on the same machine
as CCS Report.
- Check for SQL that the CCS User details login details are correct and that the user has

access to the CCS Database.

181



The contents of this document are subject to revision without
notice due to continued progress in methodology design and
manufacturing. Ericsson-LG Enterprise shall have no liability
for any error or damage of any kind resulting from the use of
this document.

Posted In Korea

Www.ericssonlg-enterprise.com
© Ericsson-LG Enterprise Co., Ltd. 2012



	1.  IPECS CCS REPORT
	1.1 Pre-Installation Requirements
	1.1.1 System Requirements
	1.1.2 SMDR Configuration Requirements

	1.2 Installation
	1.2.1 CCS Report Server Installation
	1.2.2 CCS Report Client Installation
	1.2.3 CCS Dashboard Client Installation


	2. iPECS CCS CHAT
	2.1 Pre-Installation Requirements
	2.1.1 System Requirements
	2.1.2 Installation of CCS Desk

	2.2 Installation
	2.2.1 CCS Chat Server


	3. CONFIGURING CCS REPORT
	3.1 Using CCS Report Manager
	3.1.1 Site Configuration
	3.1.1.1 Configure Site
	3.1.1.2 Configure Trunks
	3.1.1.3 Digit Modification
	3.1.1.4 Configure Holidays
	3.1.1.5 Configure Decoders
	3.1.1.6 Configure Barring
	3.1.1.7 Configure Timeouts

	3.1.2 Tariff Maintenance
	3.1.2.1 Cost Calculation
	3.1.2.2 Configure Tariff

	3.1.3 System Security
	3.1.4 Call Logging

	3.2 Using CCS Report Server
	3.2.1 Main Interface
	3.2.2 File Menu
	3.2.3 Options Menu
	3.2.4 Running CCS Report as a Service

	3.3 Using CCS Report Directory
	3.3.1 Main Interface
	3.3.2 Defining CCS Directory Defaults
	3.3.3 Create Directory Objects
	3.3.4 Updating, Deleting, Moving
	3.3.5 Fast Search


	4. CONFIGURING CCS REPORT WEB
	4.1 Using CCS Report Web
	4.1.1 Getting Started with CCS Report Web
	4.1.2 Run a New Report
	4.1.3 Filter – Step 1
	4.1.3.1 Date Range
	4.1.3.2 Extension
	4.1.3.3 Numbers Dialed
	4.1.3.4 Cost
	4.1.3.5 Access Codes
	4.1.3.6 Account Codes
	4.1.3.7 Agent
	4.1.3.8 Answer Time
	4.1.3.9 Authorization Codes
	4.1.3.10 Break Type
	4.1.3.11 Call Flags
	4.1.3.12 Call Type
	4.1.3.13 Caller ID
	4.1.3.14 Campaign
	4.1.3.15 Carrier, Tier, Rate
	4.1.3.16 Completion Code
	4.1.3.17 Directory
	4.1.3.18 Duration
	4.1.3.19 Email / SMS
	4.1.3.20 Private Number
	4.1.3.21 Queue
	4.1.3.22 Site
	4.1.3.23 Times of Day
	4.1.3.24 Trunk Group
	4.1.3.25 Trunk Line

	4.1.4 Report Options – Step 2
	4.1.5 Report Viewer – Step 3
	4.1.5.1 Save Options
	4.1.5.2 Subscription
	4.1.5.3 Mail Setting
	4.1.5.4 Subscription Setting
	4.1.5.5 Subscription Settings
	4.1.5.6 New Subscription Folder
	4.1.5.7 New Schedule
	4.1.5.8 Testing Subscription
	4.1.5.9 Export Report
	4.1.5.10 Print Report

	4.1.6 Dashboard
	4.1.6.1 Filter – Step 1
	4.1.6.2 Choose Statistic – Step 2



	5. CONFIGURING CCS DASHBOARD
	5.1 USING CCS DASHBOARD
	5.1.1 File Menu
	5.1.1.1 Email Setting

	5.1.2 Options Menu
	5.1.2.1 Options

	5.1.3 Add Menu
	5.1.4 Group Menu
	5.1.5 Canvas Menu
	5.1.6 CCS Dashboard Objects
	5.1.6.1 Overview
	5.1.6.2 Set Value
	5.1.6.3 List of Objects and Styles


	5.2 Using CCS Chat
	5.2.1 Admin Page
	5.2.1.1 Main Page
	5.2.1.2 Set Agent’s Custom Greeting Message
	5.2.1.3 Set Chat Source
	5.2.1.4 Set Users
	5.2.1.5 Set Options
	5.2.1.6 Set Wait Messages

	5.2.2 Customer Page
	5.2.3 Agent Page


	6. TROUBLESHOOTING
	6.1.1 CCS Report is slow to start up
	6.1.2 Database error opening CCS Report


