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Purpose The CentreVu® Internet Solution Guide Version 4.1(585-215-025)
document provides an overview of elements of the Solution, such as
operations and features, prerequisites and the baseline configuration,
some troubleshooting items, and a glossary.

The Preface introduces the main elements of the document, including the
following:

[Intended audience for this document

[Contents of this document

[Conventions used in this document

[Related documents

[Using this documeht

[How to order this documeht.

Reason for reissue The reason for reissuing ti@entreVu Internet Solution Guide is to
provide documentation on the new features provided in Release 4.1 of t
CentreVu Internet Solution.

Safety labels The CentreVu Internet Solution Guide does not require the use of safety
labels.



Preface Message Care Solution Guide for the CentreVu Internet Solution, 585-215-025
Issue 2, October 1999

P-2

Intended-Audience This solution guide isintended for anyone installing, configuring,
administering or using the CentreVu Internet Solution, including agents,
supervisors, trainers, Webmasters, and system administrators. This
document should also be useful to Lucent Technologies personnel in
Technical Service Centers (TSC), Sales, the Design Support Center, the
International Technical Assistance Center (ITAC), the NetCare Services
Organization, and the Centers of Excellence. It should also be helpful for
data networking security personnel, firewall administrators, and anyone
else who might use or support a CentreVu Internet Solution.

This document is intended for anyone who needs to know the following:

*  Overall configuration and connectivity of t@entreVu Internet
Solution

»  Data connectivity for th€entreVu Internet Solution with the call
center's network

e Operational details about ti=ntreVu Internet Solution

« DEFINITY® Enterprise Communications Server (ECS) switch
administration and connectivity for tientreMu Internet Solution

e CentreVu Call Management System (CMS) connectivity, installation,
and database items for t@entreVu Internet Solution

e CentreVu CMS and Supervisor reports for t@entreVu Internet
Solution

e CentreVu Computer-Telephony connectivity and administration for
the CentreVu Internet Solution

* Recommended Web page design guidelines faCénge\Vu Internet
Solution

*  Firewall and security issues relative to @entreVu Internet
Solution

*  Troubleshooting for th€entreVu Internet Solution.
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How to use The CentreMu Internet Solution Guide is organized into the following:

Chapter 1, “About theCentreVu Internet Solution”

Introduces and briefly describes thentre\Vu Internet Solution. The information
in Chapter 1 includes descriptions of components, features, requirements, an
how the solution works.

Chapter 2[“Prepare your call center for tigentreVu Internet Solution”
Explains how to prepare your call center so that you can integrafextreMu
Internet Solution quickly and effectively.

Chapter 3,/ “Install and uninstalCentreVu Internet Solution software”
Describes, at a high-level, the procedures for installie@reVu Internet
Solution software.

Chapter 4, “Install and uninstall th&lessage Care™ software”

Describes, at a high-level, the procedures for installind/issage Care
software and other related software.

Chapter 5/ “Administration”

Informs you of the administration required for bentreVu Internet Solution.
After you have installed and connected all necessary components, you must
administer youCentreVu Internet Solution so that you can use all of its features
and functions.

“Agent login and logout”

Describes how an agent logs in and logs out oCtrgreVu Internet Solution.

Chapter 7,|“How to Process Internet calls”

Details how agent handles various types of incoming Internet calls. The call-
handling information covers PagePop, Escorted Browsing, and Call Control
Windows.

Chapter 8[“How to process message calls”

Describes how an agent handles various types of message calls and also
describes the functionality provided by tessage Care software to handle
those messages.

“Reports”

Discusses the reporting capabilities of @emtreVu Internet Solution.

Chapter 10,|“ CentreVu Internet Solution Databases”

Describes the different databaskkegsage Care database and ICMS database)
used for theCentreVu Internet Solution.



Preface

Message Care Solution Guide for the CentreV u Internet Solution, 585-215-025
Issue 2, October 1999

P-4

[Chapter 11]“Web page guidelines”

Contains guidelines for creating or modifying Web pages foCém&reVu
Internet Solution.

[Chapter 12| “Monitor and maintain th€entreVu Internet Solution”
Covers basic monitoring and maintenance tasks.

Chapter 13,[“Troubleshooting”

Identifies problems that may occur during installation and operation of the
CentreVu Internet Solution, and suggests diagnostic and corrective actions that
can be taken toward their resolution.

Chapter 14,|“Error logs”

Discusse£entreVu Internet Solution errors and error logs.

“Mulisite configuration”

Discusses the multisite feature which includes functions, installation, and
administration.

[Appendix B “Using Another CTI Application”

Contains information about using another Computer-Telephony Integration
(CTI) application to log in to thBEFINITY ECS.

[Appendix C|“Overcoming feature limitations due to browser security
restrictions”

Describes how to work with browser security restrictions regarding the HTML
forms-sharing feature and the Send Page button.

Glossary

Provides a list of terms and definitions that relate taCérgre\Vu Internet
Solution.
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This document uses the following conventions:

Convention Description

Internet calls (Real-time = Refers to the four types of real-time calls: Internet
calls) voice and chat, chat-only, request for callback,
and callback and collaborate.

Message calls (Messaging) Refers to email and fax messages.

Initial Capital Letters Names of windows and keyboard keys. For
example: This field is in the Phone Settings
window.

KEY + KEY Key combinations for which you must press and

hold down one key while you press another. For
example: ALT+F4

<information> Refers to information that you are requested to
provide. For example, to access the
administration Web pages, enter the following:
http://<ICM_server_name>/admin

In this case, you are being asked to enter the
actual ICM server name or IP address.

Click and double click Whenever you are asked to click or double click
the mouse button, click the left hand, or primary
button, unless the specified.

Terms For definitions of terms and acronyms used in this

guide, please see the “Glossdry.”

Related documentation Many documents other than the CentreVu Internet Solution Guide pertain

to the solution. The most important set of documents are:

* DEFINITY ECS documentation

e CentreVu Computer-Telephony documentation

e CentreVu Call Management System and Supervisor documentation
*  Web guidelines documentation
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This document includes information for the CentreVu Internet Solution.
Standard installation and administration activities for components other
than Message Care and Internet Call Center (ICC) (for example,
DEFINITY ECS, CentreMu CMS, and so forth) are covered in the
respective documentation.

About customer-provided equipment

This guide assumes that it isthe call center’s responsibility to procure,
provision, and maintain all customer-provided equipment.

About customer expertise

This guide assumes that the customer is familiar with basic call center
operations and has the technical expertise to implement the CentreVu
Internet Solution as described in this document.

This document is the CentreVu Internet Solution Guide, Document No.
585-215-025, Comcode 108507435, Issue 2, December 1999. To order
this document, do one of the following:

Call or fax the Lucent Technologies Publications Center:

US Voice: 1-800-457-1235
International Voice: +1-317-322—-6416
US Fax: 1-800-457-1764
International Fax: +1-317-322—6699

Write to the Lucent Technologies BCS Publications Center:

Lucent Technologies BCS Publications Center
2855 N. Franklin Road

Indianapolis, IN 46219

U.S.A.



About the CentreVu® Internet Solution

Overview

CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

1-1

1 About the CentreVu® Internet
Solution

Overview

Purpose This section introduces the Centre\Vu Internet Solution, which includes
discussions of major components and system operations.

For the purpose of this document, Internet Call Center (ICC) refersto
real-time communications and Message Care™ refers to messaging.

Audience Thissectionisintended for anyone interested in an overview of the
CentreVulnternet Solution, features and elements of the solution, and
how it is supported before and after the sale.

Contents  Specific topics covered in this section are as follows:

|What is new in this release of the CentreVu Internet Solution?|(1-2)

[What is the CentreVu Internet Solution?| (1-4)

|What are the features of the CentreVu Internet Solution?| (1-7)

[What do you need to make the CentreVu Internet Solution work? (1-13)

|How does the CentreVu Internet Solution work for real-time calls?| (1-31)

|How does the CentreVu Internet Solution work for messaging?|(1-34)

[What is localized?| (1-39)
[Where can | get CentreVu Internet Solution assistance?|(1-42)

U
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What is new in this release of the CentreVu Internet Solution?

Overview Release 4.1 of the CentreMu Internet Solution builds on the strengths of
the previous release, thus enhancing established functionality while
providing new features.

4.1 of the Centre\Vu Internet Solution includes the following:
*  Globalization—Message Care support for Japanese.

Message Care supports the Japanese version of Microsoft Corp.
Microsoft® NT and the Japanese version of Microsoft Corp.
Microsoft SQL 7.0. When Message Caresinstalled on a Japanese
NT server, it automatically enters a Japanese operational mode (J
Mode).

When operating in M ode, agents and supervisors may work in
either English or Japanese.

*  Complete installation procedures for tessage Care system is
included in this document.

« Enhancement to help callers connect to the ICC call center when a
firewall is involved—in some instances, callers using Netscape
Communications, Ind\etscape™ 4.x browsers have difficulty
connecting to an ICC call center because of the company’s firewall,
despite the use of HTTP Tunneling. (When afirewall isinvolved,
|CC uses HTTP Tunneling to open a connection through an HTTP
port instead of the ICM port when the caller's firewall does not allow
the applet to communicate directly to the ICM over a socket
connection.)

In asituation where HTTP tunneling isinvoked, |CC checksto seeif
the caller is using a Netscape Communications, Inc. Netscapel.x
browser. If the caller’'s browser is Netscape Communications, Inc.
Netscapel.x, then JavaScript code executes to check whether the
security.lower_java network security by trusing proxies
preferenceis set to true (when this preference is set to true, the
browser can send message through the proxy to the ICM). If not,
ICC 4.1 will ask the caller for permission to edit the prefs.js(or
prefrences.jsfile to set this preference to true. If the caller grants
permission, the caller’s applet is successfully connected through the
company’s firewall. Upon the next event (such as alerting or a Web
page pop), | CC setsthe caller’'s prefs.jsfiletoits original state before
the call isdropped. However, if the caller grants permission to
change the preference file and then exits from the applet before an
event occurs, the preference may not be returned to its original state.
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*  Allow peg counting to CMS through a proxy—sprior to ICC release
4.1, reporting call-related peg counts to CMS was conducted throu
the CentreVu CMS Peg Count URL. If you cannot report call-relate:
peg counts to CMS through the CentreVu CMS Peg Count URL, th
you can report peg counts by administeringrégCount Pr oxy URL
parameter in theemparms.txt file.

L]
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What is the Centre\Vu Internet Solution?

Introduction

The CentreVu Internet Solution extendsthe DEFINITY® ECScall center
to the Internet. This allows consumersto contact your call center using an
Internet application (for example, a Web browser or email client).

Internet communication sessions are established through the following
media access types.

*  Public Switched Telephone Network (PSTN) Callback—agent and
consumer communicate (real-time communications) verbally using
regular telephone line

»  Text chat—agent and consumer communicate (real-time
communications) through text chat over the Internet

e Internet voice—agent and consumer communicate (real-time
communications) verbally over the Internet

« Email and fax—agent and consumer communicate (messaging)
through email and fax over the Internet

The CentreVu Internet Solution enables you to choose one or any
combination of the media access types for your call center.

In addition to providing a number of media access type¢heeVu
Internet Solution funnels voice, data, and message (email and fax) calls
through theDEFINITY ECS using its call distribution capabilities such as
skill-based routing, load balancing, priority algorithms, and performance
measurement capabilities.

Benefits of the CentreVu Internet Solution

Some of the benefits your call center realizes by using existing call cents
capabilities in conjunction with th@entreVu Internet Solution are:

* Additional interface (Internet) for doing business

*  Quicker and more accurate response to email and fax
»  Better management of email and fax

*  More effective collaboration with consumers

e Additional media access types through which your consumers can
contact your call center

Messaging versus real-time calls
Internet voice and chat, chat-only, request for callback, and callback an

collaborate calls are referred torasl-time and email and fax calls are
referred to asnessage calls.
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CentreVu Internet  The CentreVu Internet Solution enables you to choose one or any
Solution capacities  combination of the following media access types. The number of
simultaneous calls for each media access type can be ordered in increments
of one.

Public Switched Telephony Network (PSTN) callback
Text chat

Internet voice

Email and fax

A license enables you to use the number of calls you purchased for eac
media access type.

Additional ICC capacity
Additional capacity can be acquired with the following:

E1 channels—with sufficient E1 channels available, up to 60
simultaneous calls (mixture of voice and chat) are available per ITC

Adjunct/Switch Application Interface (ASAI) Phantom Calls—
enabling the use of ASAI phantom calls for text chat calls (available
with DEFINITY ECS 6.3 or greater) will avoid using Primary Rate
Interface (PRI) resources in the ITG (that is, Internet voice and
phantom calls do not compete for PRI resources).

Phantom calls are treated by the Automatic Call Distribution (ACD)
like ordinary voice calls in that they are routed and have call statisti
recorded about them without the use of a PRI trunk. The ASAI
phantom call feature increases the number of calls th&ethtes\Vu
Internet Solution can handle.

Multiple ITGs—with the multi-ITG capability, your ICC can increase
the capacity of additional simultaneous calls and enhance the
reliability of your system. The multiple ITGs are controlled by a
common ICM server.

Multisite—multiple ICC systems can be controlled by a common
Centralized Internet Routing Service (CIRS).

With the ISDN-PRI channels available in four ITGs, up to 240 calls (voic
and chat) are available with E1 and up to 188 calls are available (voice :
chat) with T1.
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Additional Message Care capacities
The following table lists the current capacities of the Message Care

software;

Capacity
Busy hour message rate

5-GB database for current
messages

Mailboxes

Message retrieved per polling
cycle

File Attachments

Maximum Supported

2400 messages retrieved from mailboxes
and delivered to agents per busy hour

Text nmessages

—assuming a 1K text message, 1.25
million messages can be stored in a 5-GB
database. (If you received 10,000 text
messages a day, it would take 125 days to
fill up a 5-GB database.)

Fax nessages—assuming a 46K fax
message (approximately 3 pages of text),
95,000 fax messages can be stored in a 5-
GB database.

150

A maximum of 200 message retrieved per
mailbox in a polling cycle

20 per inbound message
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What are the features of the Centre\Vu Internet Solution?

Introduction  The CentreMu Internet Solution provides many significant functional
features for your call center. The information in this section describes each
of these features.

What is covered
The following features are described:

Consumer contact features (1-7)

[Agent and caller features|(1-9)
[Reporting features|(1-10)

|[Use of another CTI application feature] (1-10)
[Multisite feature] (1-11)

[User-to-User Information (UUI) feature|(1-11)
[Localization feature] (1-11)

[HTTP tunneling feature|(1-11)

[Sample Web pages feature|(1-11)
[Encryption feature|(1-12)

[Email messaqge detection feature|(1-12)

[Auto-acknowledgment feature] (1-12)
[Message storage feature] (1-12)
[Virtual Conference feature|(1-12)
[Service Observing feature|(1-12)
[Direct Agent Dialing feature|(1-12)

Consumer contact The Internet Call Center software provides the following methods for
features consumers to contact agents:

Text chat enables agent and caller to type and send text messages
each other's desktops by means of the downloaded Agent and Cal
Control Windows (Sun Microsystems, Inflava™ servlets). This
feature is useful when the caller is not equipped to handle Internet
telephony calls (that is, they do not have Microsoft Chtigrosoft
NetMeeting® or multimedia components).

Internet telephony enables callers to talk with agents through an
existing Internet connection using the multimedia capabilities of the
computers and only one phone line.
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Caller-requested Public Switched Telephony Network (PSTN)
callback enables callers whose computers are not equipped for
Internet telephony, or who are located behind firewalls that block
Internet voice traffic, to request that an agent call them on a regula
telephone line.

Agent-initiated PSTN callback is useful if voice quality degrades
during a real-time call. The ICC agent can initiate a callback withou
prompting the caller for a phone number (if the agent already know:
the caller's phone number) or, prompt the caller to provide a
telephone number and then initiate the callback. With a second calle
phone line, text chat and escorted browsing continue to be availabl

Caller-initiated PSTN callback with collaboration enables callers
who have two phone lines (one for the Internet session and one for
the PSTN callback) to verbally communicate over the telephone
while simultaneously communicating through the Internet (text chat
and escorted browsing).

The Message Care software provides the following methods for
consumers to contact agents:

Message calls enable callers to contact agents through email (form
based and free-formatted).

Message calls enable callers to contact agents through a fax.

Agent-initiated PSTN callback is also useful fdviessage Care

agent needing to contact a consumer regarding an email message.
The Message Care agent must know the consumer's telephone
number because there will not be a caller on the line to prompt for :
number to callback.
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Agent and caller features

The CentreVu Internet Solution provides the following features for the
agent and caller:

During a real-time call, agent and caller can use their browsers to
navigate to other Web pages or sites.

For real-time calls, the escorted browsing feature provides the
following two ways in which the parties can share Web pages:

— Either party can use the Send Page button to synchronize the
other's browser to the Web page they are currently viewing.

—  Either party can type (or copy and paste) a Uniform Resource
Locator (URL) into the text chat window and send that messac
to update the other parties' browsers with the contents of that
URL. Note that a URL that is normally inaccessible to one part
(for example, behind a firewall) remains inaccessible during
escorted browsing.

Both agent and caller have the ability to end a real-time call.
Agents can transfer real-time calls and message calls to other agel
ICC only agents can conference other agents on a real-time call.

ICC agents can share HTML forms with their caller. HTML forms
sharing extends the capabilities of the escorted browsing feature b
allowing not only sharing of Web pages but also allowing a caller ar
an agent to interactively complete HTML forms. For more
information about HTML forms sharing,

7-19).

TheMessage Care software provides specific functionality that you
can use to process email and fax messages. This functionality is
accessible througklessage Care Web pages.

Agents can answer bo@entreVu Internet Solution calls (real-time
calls [Internet] and message calls [email and fax]), and convention:
(audio-only) telephone calls. Conventional telephone calls, as well
CentreVu Internet Solution calls, are delivered to the agent's voice
terminal, so the agent answers all calls using a single headset or
handset.

For a real-time, the PagePop feature provides Web-based informat
throughout call setup. This Web-based information can be providec
for the caller and the agent depending on the media access methoc
consumer uses.
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For example, during the setup of an Internet voice call, text chat call,
or PSTN callback call, the caller may browse the Internet while
awaiting connection with an agent. PagePop can return the browser
to an administered Web page when the agent is connected.

The content of the Web page presented to an agent when areal-time
call isconnected isadministrable by the call center. Thismay include
the Web page that the caller called from or information that was
entered by the caller prior to the cal, and/or information extracted
from a database based on some caller identification.

For a message call, PagePop automatically displays Web pages
based on call events (for example, when a message call is answered
by an agent, the agent’s browser will display the New Message
Display Web page).

Reporting features The CentreVu Internet Solution can collect data on calls of all media
access types. For detailed information about CentreVu Internet Solution
reporting capabilities, see[Chapter 9] Reports.

Use of another CTI
application feature

CentreVu reporting
The following methods for collecting Message Care data are available:

Real-time and historical data for message calls (email and fax) are
collected through thMessage Care software.

The CentreVu Call Management System (CMS) can collect standard
call statistics for message calls.

Internet Call Center reporting

The following methods for collecting real-time communications data are
available:

Real-time and historical data for real-time initiated calls (Internet
voice and text chat) can be collected throGghtreMu CMS and
Supervisor.

Historical and SnapshoCéntreVu Supervisor Internet Real-Time
reports) data for real-time initiated calls (Internet voice and text chat
can be collected througPentreVu Supervisor.

With the Centre\Mu Internet Solution, the use of another Computer
Telephony Integration (CTI) application to log in to DEEFINITY ECS is
supported. Refer f@ppendix B]Using another CTl application for additional
information.




About the CentreVu® Internet Solution CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

What are the features of the CentreVu Internet Solution? 1-11

Multisite feature The multisite feature enables your call center to route real-time callsto an
ICM before the calls enter the DEFINITY ECS. With this capability, real-
time calls can be routed to the best ACD based on the resources available
on the local ICM or based on agents logged in to the local ICM. By using
resource routing, areal-time call isrouted to the most available ICM for the
call type. Resource routing is accomplished through a CIRS. The Message
Care software does not support a multisite environment. For more
information on the multisite feature, see[Appendix A] Multisite Configuration.

User-to-User Information In addition to passing customer information to Web-based applications, the
(UUI) feature  |nternet Call Center also provides the support to pass information to
telephony applications through the UUI datafield. Thisinformation can be
used as input to a downstream telephony application.

Localization feature The CentreVu Internet Solution supports localization, or trandations for
multiple languages, and provides the resource files needed to support those
languages.

Message Care can run in either M ode (Japanese operational mode) or R-
Mode (English, German, French, Colombian Spanish, Brazilian
Portuguese, or Italian operational mode). When operating in >Mode,
agents and supervisors may work in either English or Japanese.

Other languages can be supported by the Internet Call Center by providing
additional resourcefiles.

HTTP tunneling feature The |CC solution provides HTTP Tunneling to allow callers behind a
firewall to contact your call center. This extends the reach of an Internet
Call Center by allowing business-to-businessinteractions to occur between
corporate firewalls regardless of |ocations or number. To administer the
HTTP Tunneling feature, contact the Lucent Helpline number: 1-800—
242-2121.

Sample Web pages The ICC solution provides a number of sample Web pages that you car
feature customize to fit your call center needs. For example, the ICC solution
provides a sample Web page that includes Canned Phrases (enables tt
agent to quickly send text without having to type) and Agent Scripting
(allows you to put links on agent Web pages).

To see the sample Web pages, enter the following biEh://
<icm_server_name>/icc/icc_samples.html
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Encryption feature

Email message detection
feature

Auto-acknowledgment
feature

Message storage feature

Virtual Conference
feature

Service Observing
feature

Direct Agent Dialing
feature

The following 1CC messages to and from the applets are encrypted:

*  Textchat

*  URLs sent during escorted browsing

 Displayed messages

e Other application control message not visible to the agent or caller
Internet telephony (voice) is not encrypted.

TheMessage Care solution provides email message detection in the
mailboxes of your choice (must be Post Office Protocol [POP3]-
compliant).

TheMessage Care solution provides auto-acknowledgment for incoming
email messages. Seensiderations for specifying auto-acknowledgment]
[textl (2-54) for more information about auto-acknowledgments.

Message storage in an Open Database Connectivity (ODBC)-compliant
database (Microsoft Corplicrosoft SQL-Server 7).

The Virtual Conference feature allows Web-based callers to join a
conference that is hosted by a presenter. With such a conference, a
presenter pushes Web pages to all the caller's browsers participating or
the conference. Features such as text chat are also available.

The Service Observing feature allows a supervisor to observe a real-tin
call much like a supervisor would observe a PSTN call. To observe a re:
time call, the supervisor must log in to the ICM using the same skills as
the agent. The supervisor (service observer) appears as a conferee on
real-time call and can observe all chat, Web pushes, and so forth.

The Direct Agent Dialing feature allows a caller to specify that their real
time call be directed to a specific agent. There are many instances wher
caller may want to speak to a specific agent. One such instance may be

a caller to continue communicating with the same agent concerning an

ongoing problem.

To use the Direct Agent Dialing feature, a caller must know the ID of the
agent. On the “Call Us” Web page, the caller enters the agent's ID and t
real-time call is directed to the agent associated with the ID. For
information on how to implement the Direct Agent Dialing feature,
contact the MACS.
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What do you need to make the CentreVu Internet Solution work?

Overview

The CentreVu Internet Solution provides several media access types to
connect your call center with the Internet. The media access type(s) you
purchased for your CentreVu Internet Solution determine the Centre\Mu
Internet Solution hardware and software required. The information in this
section is based on the CentreMu Internet Solution standard configuration.
For information about the standard configuration, see[Standard configuration]
illustration| (2-3).

Complete details for each hardware and software component required for
the CentreVu Internet Solution can be found later in this section.

The following table displays the different media access types and the
L ucent Technol ogies-provided hardware and software required to use each
type of media.

Software Required Hardware Required
Medi aTy | ICM/CTI CentreVu | M DEFINITYECS |
pe Computer cC T
Telephony C G
IPvoice X X X - X X
and chat
*Chat X X X - X X
only
PSTN X X X - X —
call-back
Emailand X X - X X —
fax

Note: ICC=Internet Call Center software and MC= Message Care
software.

*Chat-only calls using the DEFINITY ECS Phantom Call feature does not
requirean ITG.
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What versions of Lucent- The following list summarizes the versions of Lucent Technologies-
provided software and  provided hardware and software required to realize a CentreVu I nternet
hardware do you need? g ytion that exercises all media access types. However, your
configuration will determine exactly what hardware and software
components you need. See the tableWhét do you need to make the]

[CentreVu Internet Solution work?](1-13)” section to determine what you need
from Lucent Technologies.

* Internet Telephony Gateway (ITG)—Release 4.1

 DEFINITY ECS—Generic 3 Release 6.3 and R7.1. If you do not
install theMessage Care software and have an ITG, then G3V5 can
be used.

* Internet Call Manager (ICM) software and the Computer Telephony
Integration (CTI) software—Release 4.1

*  CentreVu Computer-Telephony for Microsoft Corpindows NT®
software (CentreVUCT)—Release 3.10 Version 3.0 or greater

*  Message Care software—Release 4.1

e CentreVu Call Management System (CMS) aBenhtreVu
Supervisor—€entreMu CMS Release 3 Version 5ai.f or greater and
CentreVu Supervisor BJ EDI load or greater

CentreVu Call Management System (CMS) abehtreVu Supervisor
are required for Internet Call Center (ICC) reports.

. Internet Call Center software—Release 4.1

*  For remote diagnostic access, Symantec Corporation
pcANYWHERE®

What other software and The following list summarizes the versions of additional hardware and
hardware do you need?  goftware that is required but not provided by Lucent Technologies.
However, your configuration will determine exactly what hardware and
software components you need.

*  Microsoft Corp.Microsoft SQL-Server 7.0 with Service Pack 1 (for
Message Care)

. JRun Pro 2.3 from LiveSoftware—JRun runs on the ICM and
provides the servlet engine.

e Agent desktop requirements
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The following components are needed:

—  An operating system—sp@ent requirements] (1-29) for
information about the supported operating systems.

— An Internet browser—s@eent requirements|(1-29) for
information about the supported Internet browsers.

Caller desktop requirements (for real-time calls only)
The following components are required:

— An operating system—sfiller requirements| (1-30) for
information about the supported operating systems.

— An Internet browser—sé®aller requirements](1-30) for
information about the supported Internet browsers.

—  Microsoft Corp Microsoft NetMeeting 2.0 or greater to provide
Internet telephony capability

— Assingle telephone line for Internet voice, text chat, and non-
collaborative callback. A second phone line is required to
support collaborative PSTN callback (callback and collaborate

— Access to the Internet—deeller requirements] (1-30) for
information about Internet access.

Mail Server (for theMlessage Care software)—Post Office Protocol 3
(POP3)-compliant over a Transmission Control Protocol (TCP/IP)
stack. To handle outgoing messages, the server must also be Simg
Mail Transfer Protocol (SMTP)-compliant.

NT server for the ICM/CT]I software and the ICC software—300 MH:
Intel CorporatiorPentium® |1-based PC with at least 128MB of

RAM, aCD-ROM drive, and a Network Interface Card. The NT

server should be running the Microsoft Corp. MicrosoftWindows NT
4.0 operating system (with NTFS file system) with service pack 4 or
greater and Microsoft Corp. MicrosoftInternet Information Services

(I1S) Version 4 or greater.

NT server for theCentreVu Computer-Telephony software and the
Message Care software—450 MHz Intel CorporatidPentium II-
based PC with at least 256MB of RAM, an 10-GB hard-disk drive,
CD-ROM drive, and two Network Interface Cards. The NT server
should be running the Microsoft Comdicrosoft Windows NT 4.0
operating system (with NTFS file system) with service pack 4 or
greater and Microsoft CorMicrosoft Internet Information Services
(IIS) Version 4 or greater.
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Important! Message Care can reside on the same server asthe
ICM, CTI, and/or CentreVu CT.

Do not install Active Desktop on your NT server in which Message
Carewill reside.

U
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Internet Telephony Gateway (ITG)

Description ThelTG isanindustrial grade, Intel Corporation Pentium-based PC
running Lynx Real-Time Systems, Inc. LynxOS (a X/Open Company
Limited UNIX® -compatible real time operating system). The ITG
receives caller requests and launches calls into the call center over an
Integrated Services Digital Network-Primary Rate Interface (ISDN-PRI)
channel to the DEFINITY ECS.

The TG isrequired for the Internet voice media accesstype and is
supplied by Lucent Technologies. It contains one or more voice processing
boards to convert between packetized Internet voice and circuit-switched
voice used by the DEFINITY ECS.

The ITG may aso be used to carry text and PSTN callback calls on earlier
versions (prior to 6.3) of DEFINITY ECS.

Seethe Internet Telephony Gateway Technical Reference Issue 2(555-0:

212)document for details.
[]
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The DEFINITY ECSisadigital switch that processes and routes voice
communications. It also houses sophisticated Automatic Call Distribution
(ACD) software that allows any voice terminal (telephone) on the
DEFINITY ECSto act as acall center agent terminal.

The CentreVu Internet Solution utilizes the DEFINITY ECS's advanced
ACD features to process and route Internet and message calls to the
appropriate endpoints. The CentreVu Internet Solution uses the Adjunct/
Switch Applications Interface (ASALI) feature on the DEFINITY ECS by
way of a Java Telephony Application Programming Interface (JTAPI) to
integrate the data networking portions of the CentreVu Internet Solution
with the DEFINITY ECS CTI. Thisinterface provides capabilities such as
call progress monitoring, third party call control, and agent state changes
(log in, log out, AUX mode, and so on).

There are CentreVu Internet Solution administration requirements for the
DEFINITY ECS. For administration requirements, see[Chapter 5]

Administration.

Agent login—the functionality of thBEFINITY ECS can be described
in the context of agent operations durdgntreVu Internet Solution
calls. To staff &entreVu Internet Solution agent position, an agent
uses a browser to access a login Web page, then enters the Expert

Agent Selection (EAS) agent ID and the physical extension where th
agent will take calls. The agent submits the completed form to the ICN
server. The ICM server sends a login request containing the agent's |
and extension to théentreVu Computer Telephony server, which uses
the ASAI to log the agent in. This lets tREFINITY ECS know about
the agent.
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ICM receives call—when the ICM server receives a call request fron
the Internet, it launches the call to DEFINITY ECS using the Vector
Directory Number (VDN) extension specified. TREFINITY ECS

uses vectoring to process the call and uses EAS skills to deliver the «
to an agent's voice terminal.

Reporting progress—throughout this procesXBEINITY ECS is
reporting the progress of the call to tbentreVu Computer-Telephony
server. When the agent answers the call, the agent's phone extensic
sent to the ICM server by way of tRentreMu Computer-Telephony
server so that the ICM server knows which agent to connect to the Ca
Control Window.

Disconnecting the call—once a call is connected, the agent can
disconnect the call using different methods. The following list explair
what happens during each disconnect method:

If the agent hangs up using the voice terminal XEEINITY ECS
notifies the ICM server by way of tlgentreMu Computer-Telephony
server that the call has been dropped.

If the agent drops the call through the Agent Control Window or the
Close or Suspend button (for message calls), the ICM server notifie
the DEFINITY ECS by way of th€entreMu Computer-Telephony
server that the call has been dropped.

Log out—the agent can log out using different methods. The followir
list explains what happens during each logout method:

When the agent logs out by way of the browser, the ICM server
notifies theDEFINITY ECS through th€entreVu Computer-
Telephony server by issuing a logout request.

If the agent logs out by way of tiEEFINITY ECS using the voice
terminal, the ICM server is notified through @entreVu Computer-
Telephony server.
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Real-time communications (1CC) requires the following DEFINITY
components.

 DEFINITY ECS G3V5 or greater (if ASAI Phantom calls are used,
thenDEFINITY ECS R6.3 is needed)

*  Expert Agent Selection (EAS)

*  ASAI software enabled (to support tBentreMu Computer
Telephony server)

*  Primary Rate Interface (PRI) hardware and software (if the
DEFINITY ECS connects to an ITG)

«  LAN Gateway or the MAPD board with LAN Gateway software

Enabling the use of ASAI phantom calls for text chat and callbacks will
avoid using PRI resources. This is because the calls are launched using
ASAI, and are kept completely internal to DEFINITY ECS. Voice calls
still require the use of PRI B channels because there is an audio
component which must come from the ITG over@ig=INITY PRI

trunks.

Messaging Message Care) requiresDEFINITY ECS G3, Release 6.3,
which includes support for ASAI message calls. A message call originate
under CTI control from a station administered without hardware
(AWOH)—a station from which ® EFINITY ECS can send a message
call, even though there is no physical telephone. This altegsage

Care message calls into ti#EEFINITY ECS gueue without using any port
resources.

The activatedEFINITY ECS features must include the following:
Expert Agent Selection (EAS)
e ASAI or ASAI Proprietary Adjunct Links

* An analog line to th®EFINITY ECS for remote maintenance and
access

e A DEFINITY ECS LAN gateway or MAPD for the ASAI link to the
CentreVu Computer-Telephony software.
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Dial plan

Although ASAI message calls do not use any port resources, you do need a
dial plan on your DEFINITY ECS large enough to support the number of
message calls you want to queue simultaneously. Message calls use vectors
and queue dlots. In addition, each DEFINITY ECS has a fixed number of
ASAI associations available. The Message Care software uses one
association for each Vector Directory Number (VDN) with currently active
message calls, plus additional, temporary associations for adjunct route
steps within the vectorsinvolved. This makesit important to find out how
many ASAI associations are available on your DEFINITY ECS.

Message handling vectors

CTI Interactions are possible; for more information, please see
Vectors|(2-42).

Your traffic engineering must also take into account the longer hold times
normally expected in processing email. Queue allocation between
mailboxes is also an important traffic consideration. For more information,
please see[Vectors] (2-42).

It isimportant to include traffic and CTI considerations when designing
your message handling vectors. Since vector-design requirements are
different for each call center, the Message Care software does not include
any automatic changes to vectoring or queuing mechanisms on the
DEFINITY ECS. You must program your messaging vectors to ensure that
message handling meets your service objectives, for instance, to ensure
that no message call simply sits in the queue indefinitely. For further
information on designing for the Message Care software, see[Desianl

[considerations for Message Care|(2-32).

[
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Mail server

Description The mail server containing the mailboxes polled by the Message Care
software must be POP3-compliant over a Transmission Control Protocol/
Internet Protocol (TCP/IP) stack. To handle outgoing messages from the
Message Care software, the mail server must also be Simple Mail
Transfer Protocol (SMTP)-compliant. Most leading mail servers provide
both of these protocols. However, if necessary they can be on two
separate mail servers.

An excellent example of such a server isthe Intuity AUDIX server with
Internet Messaging.
L]
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Internet Call Manager (ICM) and Computer-Telephony
Integration (CTI) process

Description

TheICM and CTI are software components which reside on an NT server.

The ICM and the CTI exchange information about agent sessions (login,
logout, agent idle, and so forth) and call (real-time and message) requests.
For example, the ICM updates the Agent Control Window based on agent
login status received from the CTI process. If an agent logsin to the
DEFINITY ECS successfully, the CTI processinforms the ICM and the
ICM then updates the Agent Control Window with a “Login was
successful” message.

Function of the ICM software
In general, the ICM provides the following functions:

* Maintains and monitors agent sessions

* Downloads the Agent and Caller Control Windows and maintains
their connections

» Updates the Agent Control Window based on agent login status
 Updates Agent and Caller Web pages based on call events

*  ProvidesCentreVu Internet Solution capabilities such as escorted
browsing once the caller and agent are connected

Function of the CTI software

In general, the CTI process provides the following functions:
* Logs agents in to theEFINITY ECS

* Launches Internet and message calls

*  Monitors Internet and message calls and reports events such as ac

answer, drop call, and transfer back to the ICM
[]
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CentreMu Computer-Telephony for Windows NT

Description

Major components of

CentreMu Computer-Telephony (Release 3.10 Version 3.0 or greater) isa
software application that runs on a server to track and associate various
elements of calls between callers and agents. CentreMu Computer-
Telephony (CentreVu CT) has an open architecture, based on the
European Computer Manufacturers Association (ECMA) Computer
Supported Telephony Application (CSTA) international standard, which
allows customers to employ the communications system and Computer-
Telephony Integration software that best meets their needs. CentreVu CT
enhances the functionality of existing communications and computer
eguipment.

The CTI process interfaces with the CentreVu CT server to monitor call

progress information within the call center domain (and then passes this
information to the ICM) and to launch calls through the call center.

Important! CentreMu CT can reside on the same server as the
ICM, CTI, and/or Message Care.

CentreVu CT \15ior components of CentreVu CT include the following:

*  TheCentreVu CT server—the&entreVu CT server acts as a conduit
between individual client/server applications andDEEINITY
ECS. It routes return messages fromBtg-INITY ECS to the
client/server that expects them. It also ensures that agents log in
using a valid login ID and password and that they have the requirec
permissions to perform whatever action they are requesting.

*  The Security Database (SDB)—tl@sntreVu CT database stores
information about the devices it controls. Telephony Services uses
this information for validation. Administrators can control access to
CentreVu CT by placing restrictions on the types of requests.
Telephony Services Release 2.32 uses Btrieve for the Security
Database engine (the underlying software that controls data).
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*  Telephony Services Library (TSLIB)—the TSLIB is a set of function:
that act as an interface between client or server applications and tr
CentreMu CT server.

*  The Private Branch eXchange (PBX) driver resides oiCdm&eVu
CT server. It receives TSAPI messages fromGédreMu CT server
and routes them to the PBX over CTI links, performing any necesse
conversions in the process. It receives messages froDBRNITY
ECS, reformats them, and sends them back tGe¢heeVu CT server.
The PBX driver is supplied by a PBX vendor.

Direct connections between oth@entreVu Internet Solution components
and theCentreVu CT server include:

TCP/IP to the CTI process
« TCP/IP to theDEFINITY ECS
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Message Care software

Description The Message Care software (Release 4.1) builds upon the existing
functions of acall center to include receipt, distribution, tracking, and
reports of email and fax messages (as attachments to email).

The Message Care software, includes the following:

Support for Microsoft CorpMicrosoft SQL-Server 7.0
A Maintenance Monitor to monitor critical system resources

Modules that poll the incoming mailboxes, control message flow,
update the message database, and submit composed messages tc
SMTP server for delivery

Web pages and scripts that interact with your agents as they receiv
and process messages, and Web pages and scripts that interact wi
your supervisors as they generate reports. These Web pages and
scripts support seven languages.

Web pages and scripts that interact with your administrators as the
use the Administration Interface

Spelling checker for outbound messages
Message database and interface
Administrative database and interface
Computer-Telephony Integration control engine

Sun Microsystems, Indava applet that downloads to the agent's
desktop for login and PagePop

The Message Care server and its associated CTI process that can be
shared with the ICC application

Important! Message Care can reside on the same server as the
ICM, CTI, and/orCentreVu CT.

For remote diagnostic access, Symantec CorporptidNYWHERE
Release 8 or greater and a 28.8 KiloBytes per second or faster
modem and analog line is required.

U



About the CentreVu® Internet Solution CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

Internet Call Center (ICC) software 1-27

Internet Call Center (ICC) software

Description The ICC software contains the following:

«  Sample Web pages such as Agent Idle page, Welcome page, and :
forth

e |CC administration Web pages

» Translations for all sample Web pages in the seven supported
languages

*  Web guidelines documentation

The ICC software should be installed in the same folder as the ICM.
L]
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CentreVu Call Management System (CMS) and Supervisor

Description

The Internet Call Center (ICC) offer optionally supports the CentreMu
Call Management System for the Internet (ICMS) software. ICMS
collects | CC-specific data such as Web page hits, call requests when there
are no ISDN-PRI trunks available, call requests when calls are terminated
by vector processing, voice call requests when there are no resources
available, and text chat and callback requests when there are no ASAI
phantom extensions (if enabled).

ICMS must be installed on a CentreVu CMS R3V5 (with load r3v5ai.f or
later), R3V5u (with load r3vbud.a or later), or R3V6. CentreMu CMS for
|CC must be on a Sun Microsystems, Inc. Sun SPARCserver ™ or Ultra
SPARC server running Sun Microsystems, Inc.Solariswhich is LAN-
connected. CentreVuSupervisor R3V5 or R3V5u with load bj.02 or R3V6
with aload greater than bj.02, and CM S provide acall center with a series
of reports on Internet-initiated call activity.

CentreVuSupervisor with the Report Designer option is required for

Message Car€MS custom reports.
L]

CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999



About the CentreVu® Internet Solution

Agent requirements

Agent requirements

CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

1-29

What is needed? The agent’s environment consists of the following:

A desktop on the LAN with one of the following operating systems:
Microsoft CorpMicrosoft Windows 95, Microsoft CorpgMicrosoft
Windows 98, or Microsoft CorpPMndows NT 4.0 with Service Pack 4.
ICC also supports the following operating systems: Apple Compute
Inc. Mac OS 7.1 or above, Sun Microsystems, Ba#aris, OS/2, or
Sun Microsystems, In&unOS.

Microsoft Corp.Microsoft Internet Explorer 4.x or greater or
Netscape Communications, Iridetscape Navigator 4.06 or greater,
with Sun Microsystems, Indava and JavaScript enabled.

Note that Microsoft CorpMicrosoft Internet Explorer 4.x and above
and Netscape Communications, INetscape Navigator 4.x and

above currently support all ICC functionality except the Send Page
button. You can circumvent this problem by implementing one or
more of five methods. To learn about the different methods, go to
[Appendix C]Overcoming feature limitations due to browser security

restrictions.

For messaging, agent browsers must be administered to support
cookies. Cookies provide a way fdiessage Care to track an agent's
processing patterns and, with the cooperation of the Web browser,
store the agent's data. To ensure that each Web page displayed
contains current information, browsers for Message Care agent
should turn caching off.

A telephone associated with tB&FINITY ECS call center. PC
speakers and microphones are not required for Internet voice calls
because voice is carried through the telephone.

For messaging, a virus checker is required to check incoming file
attachments for viruses.

For messaging, a fax viewer is required to view faxes.
L]
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What is needed? For real-time calls, the caller’s environment must have the following:

A desktop with one of the following operating systems: Microsoft
Corp.Microsoft Windows 95, Microsoft CorpMicrosoft Windows

98, Microsoft CorpWindows NT 4.0, Apple Computer, Indlac OS
7.1 or above, Sun Microsystems, ISolaris, OS/2, or Sun
Microsystems, IncSunOS.

Systems running Apple Computer, Iac OS 7.1 or above, Sun
Microsystems, IncSolaris, OS/2, and Sun Microsystems, Inc.
uNOS currently support text chat, escorted browsing and PSTN
callback but not Internet telephony (because Microsoft Corporation
NetMeeting is not available on those platforms).

A Sun Microsystems, Indava-enabled Web browser, such as
Microsoft Corp.Microsoft Internet Explorer 3.02 or greater, or
Netscape Communications, Iridetscape Navigator 3.0 or greater
(Sun Microsystems, Indgava and JavaScript must be enabled).

Note that Microsoft Coricrosoft Internet Explorer 3.02 and above
and Netscape Communications, INetscape Navigator 3.03 and
above currently support all features except the Send Page button.
You can remedy this problem by implementing one or more of five
methods. To learn about the different methods,

Overcoming feature limitations due to browser security restrictions.

Multimedia components (a sound card, headset or speakers, and a
microphone) to enable Internet voice.

A single telephone line for Internet voice, text chat, and non-
collaborative callback. A second phone line is required to support
collaborative PSTN callback (callback and collaborate).

Access to the Internet through a modem or other network
connection. Internet voice sessions require a connection speed of
28.8kbps; text chat sessions require 14.4kbps.

Microsoft Corp.Microsoft NetMeeting 2.0 or greater software to
provide Internet telephony capability.

The Microsoft CorpMicrosoft NetMeeting software is available free
of charge on the following Microsoft Corplicrosoft web site:
http: //mawww.mi crosoft.com/netmeeting.



About the CentreVu® Internet Solution

CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

How does the CentreVu Internet Solution work for real-time 1-31

How does the Centre\Vu Internet Solution work for real-time calls?

Typical scenario for a
real-time call

Agent login—in a typical ICC facility, agents log in to the call center b
way of a Web page, using a Sun Microsystems,Ja@-enabled Web
browser on a desktop. A Sun Microsystems, Java-based Agent
Control Window is launched on the agent's desktop to complete the
login process and, later, to provide an interface for text chat, escorte
browsing, and HTML forms sharing during calls. After the agent logs ii
an association is made by the ICM between the agent's phone, the \
browser, and the Agent Control Window.

SedChapter 7] How to process Internet calls for details on how ICC works
from an agent's point of view.

2

Consumer calls the call center—a typical call starts with a person
surfing the Web who discovers a need to contact the call center and
selects a Call Us button on a Web page.

The caller selects a type of call to request:

\oice and chat—an Internet telephony call with text chat,
Chat only—a text chat call with no voice,

Call back only—to have an agent call back using a regular telephol
line (escorted browsing is not available with this option), or

Callback and collaborate—to establish an escorted browsing sessi
and at the same time, have an agent call the caller back using a reg
telephone line (this type of request requires that the caller has an
available phone line that is not being used). This option is useful fo
callers that are not equipped to handle Internet telephony calls (tha
they do not have Microsoft Coidicrosoft NetMeeting 2.0 or greater
software, or multimedia components, or the firewall does not allow
Internet Telephony). The caller's desktop must meet certain
requirements in order to place an Internet telephony or text chat ca
successfully; sd€aller requirements|(1-30) for more information.
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3 If thecaller requests acall type other than call back only, a Caller
Control Window is downloaded to the caller’s desktop. The Caller
Control Window provides call progress status, enables the text chat,
escorted browsing and HTML forms sharing functions, and allowsthe
caller to end the call.

4  Agent receives call—the ICM initiates the call launch to the
DEFINITY ECS (for a chat only call), where the call is queued,
awaiting an available agent with ICC skills. If the real-time call is an
Internet voice call, then the ITG launches the call tdBEINITY
ECS.

When an agent becomes available, the call is delivered to the agent's
phone (for example, BALLMASTER voice terminal). When the agent
answers the phone, tientreVu Computer- Telephony server sends a
“call answered” message to the ICM server. The ICM server delivers a
URL to the agent's browser by way of a PagePop, which displays
information related to the call such as information entered by the caller.
administered, the ICM can also deliver a URL to the caller.

5 Communication between the Agent and the consumer begins—after
the call is answered, the caller and agent communicate through the te
chat box in their respective Control Windows and may share Web
pages by means of the Escorted Browsing feature. If the call is an
Internet telephony call, they may also talk to each other, the agent usit
a phone and the caller using a headset or microphone and speakers
connected to the desktop. With the callback and collaborate option,
both the agent and the consumer are able to talk through their phon
and share Web pages (escorted browsing). If only a callback is
requested, a window opens on the agent's desktop displaying the phc
number for the callback. The agent has the opportunity to screen an
edit this number (for example, prefixing the number with a “1” for toll
dialing), then click a button to launch a voice call over the PSTN to the
caller.
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6 Call statistics—during a session, statistics for ICC calls are collectec
usingCentreMu CMS. In addition, page hits on ICC Web pages and oth:
ICC-related statistics are collected on @emtreVu CMS server.

7  End session—either party has the capability to end the session.
[]
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How does the CentreVu Internet Solution work for messaging?

Scenario Thetypical scenario for processing a message involves a consumer (the
person who sends the message to your call center) and an agent.

Process diagram The following diagram illustrates the message handling flow process:

A
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o) out a form
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Typical scenario for
messaging

1

A consumer sends a message to the call center by one of the following
methods:

Sending a fax to a number that you have set up to receive and store
faxed messages in a POP3-compliant mailbox

Sending free-form email to a mailbox on your POP3-compliant sen

Choosing the Write Us button on your Web site. In this case, a forn
appears, prompting the consumer to compose a message and senc
your call center.

The information you request on the form can help specify the skill s
needed to respond to the consumer. When the consumer chooses
Send button on the message form, your Common Gateway Interfac
(CGl) script uses the consumer's choices (and/or other available
information, such as the site where the consumer found your Write
button) to address the message to a POP3-compliant mailbox
corresponding with the skill set needed.

At the call center, messages can also go through a commercial filtering :
sorting utility, if desired, to ensure that they arrive in the most appropria
mailbox and receive the most efficient service.

2

TheMessage Care software detects the consumer's arriving message
polling an administered list of mailboxes every five minutes.
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3  TheMessage Care software copiesthe messageinto an Open DataBase
Connectivity (ODBC) database, where it receives a tracking number,
and removes it from the mailbox. The database record includes
tracking information such asthetimeof arrival, the message originator,
and the mailbox where it arrived.

If so enabled, the Message Care software automatically sends a
preformatted acknowledgment to the consumer, indicating that the
message has arrived and provides the acknowledgment with a tracking
number.

If the message comes from an address on an administered list of
undesirable addresses (for instance, known sources of junk mail or
bulletins from internal post masters), the Message Care software stops
here and does not process the message for delivery to an agent.

4  The Message Care softwareinitiates a call to the DEFINITY ECS,
using the Vector Directory Number (VDN) administered for the
receiving mailbox. (If this message is a response concerning another
message which the Message Care software is currently handling, the
Message Care software links it to the call for that original message.)

If incoming messages exceed the administered capacity, the Message
Care software holds the overflow messages and initiates message callsfor
them as resources become available.

5  CentreMu CM S beginstracking the message when the DEFINITY ECS
launches the message call, using its assigned VDN. The DEFINITY
ECS gueues the message call just like anormal call, so CM S also sees
itasanormal call and tracks standard call statistics such asqueuetimes
and “talk” time (meaning, the time the message call is active at the
agent's phone), just as it would for traditional voice calls. CMS
tracking continues as long as the message call lasts.

6 Anagentlogs into thilessage Care software and thBEFINITY ECS.

Normally, the agent uses a workstation at the call center, bivtetsage
Care software can also provide for remote agents. For further informatiol
on enabling remote agents to handle message calls, contact Professior
Services at 1-800-4NetCare.
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7 TheDEFINITY ECS selects an available agent according to the vector
associated with the assigned VDN, and sends the message call to the
agent’s telephone. When the agent answers, CentreVu CT sends a
message call-answered notification to the Message Care software.
Meanwhile, if the VDN so specifies, the agent hears an announcement
stating that thisis a message call.

8  When the Message Care software receives the message call-answered
notification, it delivers the message to the agent through a PagePop, a
feature that automatically displays Web pages based on message call
events:

*  TheMessage Care software supplies the agent's browser with the
URL associated with the mailbox that received the consumer's
message. This URL calls a Common Gateway Interface (CGl) scrif
TheMessage Care software supplies parameters to the CGlI script,
specifying the message components to display. The script then
accesses the ODBC database of messages, retrieves that set of
components from the consumer's message, and dynamically gener
a Web page. This Web page presents the contents of the received
message to the agent. The Web page also presents the tools nece
to compose a response.

» If the message includes attached files, such as a fax image, the
Message Care software lists the attachments. Helper applications
administered in the agent's browser provide access to these files.

You must provide the appropriate helper applications for each ager
based on the types of message you expect that agent to receive. F
instance, agents who process faxes must have a helper applicatior
viewing and handling them.

* The agent handles the message, using the controls supplied on the
Web page that appears.

9 TheMessage Care software submits the agent's reply for delivery by ¢
mail server, using Simple Mail Transfer Protocol (SMTP) protocols. |
also stores a copy of the reply in the message database, linked to tr
original incoming message.
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10  According to customer supplied closure codes, the agent selects a
closure code for the message. For instance:
* Reply sent
e Order processed
* No action taken—junk mail

The record for the processed message remains in the database so you
include it in reports and look it up if future messages make it useful to d
So.

11 TheMessage Care software updates the message call.

12 TheMessage Care software releases the message call.
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Overview

The CentreVu Internet Solution supports the following languages:

US English (en-US)
German (de)

French (fr)

Colombian Spanish (es-CO)
Brazilian Portuguese (pt-BT)
Italian (it)

Japanese (ja)

To support Japanese in ICC, you must ensure the following:

The ICM server must be running the Japanese version of Microsoft
Corp.Windows NT to support Japanese fonts.

Agents and callers wanting to use Japanese must run the 4.0 Japa
versions of Netscape Communications, Ietscape Navigator or
Microsoft CorpMicrosoft Internet Explorer because earlier versions
of Netscape Communications, Imdetscape Navigator or Microsoft
Corp.Microsoft Internet Explorer do not support Sun Microsystems,
Inc. Java code that correctly handles Japanese characters.

The agent's workstation and the caller's workstation must have a
Japanese operating system.

Non-Japanese callers can communicate with a Jap&esse\Vu
Internet Solution even though the caller's workstations cannot displ
Japanese characters. In this situation, communication takes place
another language.

ICC provides sample Web pages and scripts translated into the support
language. You can locate these files in/ttggicc/language-code folders
on the ICM server.
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To support Japanese in Message Care, you must ensure the following:

The Message Care server must be running the Japanese version of
Microsoft CorpWindows NT to support Japanese fonts.

Agents wanting to use Japanese must run the 4.0 or 5.0 Japanese
versions of Microsoft CorgMicrosoft Internet Explorer or the 4.06

or 4.60 Japanese versions of Netscape Communications, Inc.
Netscape Navigator.

The agent's workstation can be a Japanese or an English operating
system. If the agent uses an English work station vihéssage

Careis in J-mode, then the agent's workstation must have Japanes
fonts.

What is translated? The following list provides the information that is translated:

All buttons and labels on the Agent Control Window and Caller
Control Window

Most user-visible messages between the ICM Server and Control
Windows

CentreVu Supervisor ICC reports

ICC sample Web pages

Message Care Web page elements

The followingMessage Care Web page elements are translated:

— Labels and help pages (for example, icon and button labels)
— Message state (for example, Overflowed and Launched)

— Message events in the message's history (for example, auto-
acknowledgments sent and failed and original reply sent)

—  The selections in the “Attach message file(s) from” field
located on the Reply and Forward Web pages.

—  Timestamp information (for example, datédessage Care
displays dates numerically in eithemanth/day/year or day/
month/year format. In addition, a 24 hour clock notation is used
for all displayed times.

— Message Care Agent Web page error messages

— Message Care report selection options (for example, report
names and time parameters)
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Message Care supports displaying the text component of a received
email message in one of the supported languages or in an 1ISO-885
language. For exampl®lessage Care will display a French received
message as French assuming the agent's PC can support the Frer
font set.

Field entries on the Administration Web pages support languages.

What is not translated? The following list provides the information that is not translated:

ITG error messages

Message Care administration error messages

CentreVu Computer-Telephony server error messages
ITG setup and administration screens
Text-basedentreMu CMS ICC reports

Text displayed in the Text Chat box on the Agent Control Window
and Caller Control Window. This text is displayed in the same
language in which it is typed.

Text displayed in an email message. The language in which a mess
is created by a customer is the language for which the agent will se
the message.

Message labels such as “TRK #," “RE,” and “FWD.”
Message Care administration Web pages

TheMessage Care software supports spell checking for US English

only.
[]
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Where can | get CentreVu Internet Solution assistance?

Offer assistance The Helpline phone number for all Lucent Technologies productsis 1-
800-242-2121. Call this number for help with Centre\Mu Internet
Solutions. Be prepared to identify the offer you are calling about (for
example, the Message Care software) and to describe the problem. When
you receive your trouble ticket number, write it down so you can useit to
expedite any future calls on the same subject.

Helpline services, except for consultative services, are available to
customers using a product covered by warranty or avalid maintenance
contract, during the hours specified in the contract. If you do not have
such awarranty or contract, you can still use Helpline services for the
appropriate time-and-materials charges.

You may be able to save time by checking[Chapter 13] Troubleshooting
information before you call. Many issues that can arise are easy to handle
if you follow the instructions provided in the troubleshooting section.

CentreVu Internet  The following two methods of training are available for the CentreVu

Solution training  |nternet Solution:

considerations C .
e Training job aids

e  Onsite instructor-led training

Training job aids

Job aids are intended to be used for self-paced training. The job aid
training package consists of ten agent job aids and one administration |
aid. The agent job aid provides step-by-step instructions on how to
process Internet calls and message calls. The administration job aid
provides step-by-step instructions on how to administeCéngeVu

Internet Solution.

Onsite instructor-led training

Onsite instructor-led training includes administration and agent
instruction tailored toward meeting the needs of your call center. You ca
purchase and schedule onsite instructor-led training as part of the
CentreVu Internet Solution installation process.



About the CentreVu® Internet Solution CentreVu Internet Solution Guide, 585-215-025

Issue 2, October 1999

Where can | get CentreVu Internet Solution assistance? 1-43

Other training available Training in a classroom, on a CD-ROM, or in avideo format is available

Optional professional
services

from Lucent Technologies for all other aspects of call center operations.
The CentreVu Internet Solution isincluded as part of standard call center
training.

For more information about training, contact L ucent Technologies on 1-
800-255-8988.

L ucent Technologies provides various professional services offerings to

assist with the CentreVu Internet Solution. Lucent Technologies has highly
trained and experienced resources ready to work for you. If you are

interested in the offers below, or want to inquire about other services,

contact 1-800—4NetCare for details. These offers include the following:

Network Integration Services

This offer provides engineering assistance in planning, provisioning, an
upgrading the&CentreVu Internet Solution.

Call Center Application Integration Services

This offer provides an experienced Lucent Technologies Call Center
consultant to evaluate a call center and engineer the optimum configura
for it.

Call Center Tune-Ups

This service is provided on an as-needed basis or seasonally, to fine-tu
call center's configuration and translations based upon available reports
and feedback.

Firewall offers

This offer provides the Lucent Technologies Network Consulting Group
that can engineer, provision, and maintain a new or existing firewall. Th
also offer testing of an existing infrastructure to ensure security. Equipp
to provision and administer the leading enterprise firewall product
offerings, the Network Consulting Group can help ensure that a networl
provides the access its callers require while protecting valuable internal
resources.
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Data Networking Equipment and Services

This offer provides the Lucent Technologies Advanced Data Networking
Group that can engineer and provision industry-leading solutions from
Lucent Technologies and other industry-leading data equipment
providers. Solutions are maintained and monitored by L ucent
Technologies NetCare Services, the oldest and largest network
management service in the industry. L ucent’s data networking solutions
provide solid, highly available infrastructures on which to base business

applications.
L]
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2 Prepare your call center for the
CentreMu® Internet Solution

Overview

Purpose This section explains how to prepare your call center so that you can
integrate the Centre\Vu Internet Solution quickly and effectively.

Audience Thissectionisintended for installers, system administrators, or any other
persons involved in connecting or installing hardware or software for the
CentreVu Internet Solution. Thisincludes Lucent Technologies Technical
Support organizations.

Contents  The following information is described:

. |Standard configuration] (2-2)
. [How components are connected|(2-4)
. 2-15

. [Eirewall guidelines|(2-22)

o |[Design considerations for Message Care|(2-32)

References The following documentation contains information relevant to the
connectivity of theCentreVu Internet Solution:

* Internet Telephony Gateway Technical Reference Issue 2(555-027-
212)

 DEFINITY® ECS documentation
e CentreVu Computer-Telephony documentation
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Standard configuration

Overview

Purpose The purpose of this section is to provide the recommended configuration
for the CentreVu Internet Solution.

Contents The following information is presented:
. |Standard configuration iIIustration| (2-3)
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Theillustration that follows represents atypical CentreVu Internet Solution
topology. Disregard any hardware or software that you did not purchase for
your particular CentreMu Internet Solution.
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How components are connected

Overview

Purpose The purpose of this section isto describe how to connect each CentreVu
Internet Solution component.

Contents The following components are discussed:
. [DEFINITY ECS connectivity|(2-5)

. Internet Telephony Gateway (ITG) connectivity] (2-6

. |CentreVu Computer-Telephony for Windows NT® /Message Care serve;]
2-8

. Internet Call Manager (ICM) and Computer-Telephony Integration (CTI

[orocess connectivity| (2-9)
. 1-22

. |CentreVu Call Management System for the Internet (ICMS)]
2-11

. [Ancillary CentreVu Internet Solution components connectivity] (2-12)
L]
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DEFINITY ECS connectivity

DEFINITY ECS The DEFINITY ECS connects to the CentreVu Computer-Tel ephony/
connectivity  Message Care server by way of aDEFINITY LAN Gateway card or a

Planning a configuration

MAPD TN800 board with LAN Gateway software. This DEFINITY LAN
Gateway card and the MAPD TN800 board provide a 10BASE-T
connection to the CentreVu Computer-Telephony/Message Care™  server.
If you are using the LAN Gateway card, you will need five available
contiguous slots. These slots cannot be in carrier C of a multi-carrier
cabinet, or in a carrier already containing a LAN GatewdyEFINITY
AUDIX® system. If you are using aMAPD TNB80O0 board, three slots are
required instead of five.

The DEFINITYLAN Gateway or MAPD board should not be connected to
the CentreVu nternet Solution subnet or any other network. The Ethernet
connection between the DEFINITY ECS and the CentreVuComputer-
Telephony/Message Careerver carries the DEFINITY ECS Adjunct/
Switch Applications Interface (ASAI) message set, which should remain
local and private to these two devices. The CentreVuComputer-Telephony/
Message Careerver terminates this message set and provides the standard
JAVA Telephony Services Application Programming I nterface (JTAPI) to
the CentreVulnternet Solution subnet.

Seethe DEFINITY Enterprise Communications Server, Installation,
Administration, and Maintenance of CallVisor ASAI over the DEFINITY
LAN Gateway (555-230-228pcument for complete details.

An existing LAN Gateway card (or MAPD board) and/or an existing
CentreVuComputer-Telephony/ Message Careerver may be used.
However, discussions regarding security and interoperability of thisdesign
must take place prior to implementation. Such designs should be
configured and technically assured by a L ucent Technologies Account
team through normal channels for CentreVuComputer-Telephony/

Message Careerver support.
L]
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Internet Telephony Gateway (ITG) connectivity

ITG connectivity to the
CentreVu Internet
Solution

ITG connectivity to the
DEFINITY ECS

ITG and the Remote
Maintenance Board
(RMB) connectivity

The ITG is connected to the CentreVu Internet Solution subnet through

10BASE-T or 100BASE-T Ethernet. This connection allowsthe ITG to
communicate with the ICM server, the CentreVu Computer-Telephony/

Message Care server, and the caller’s PC (for Internet Voice calls).

Through one or two ISDN-PRI connections (depending on the ITG
configuration purchased), the ITG provides “PSTN-like” connectivity to
the DEFINITY ECS call center. The ISDN-PRI connections are generally
cabled from théEFINITY ECS DS1 card (through a 356A adapter)
directly to the ITG using a D8W (8-conductor) cable. If the distance
exceeds the supported range, Channel Service Units (CSUs) may be
required.

Requirements for this type of connection include the following:

*  One ISDN-PRI DS1 circuit pack per ISDN-PRI (TN464 or TN767,
depending on system type and configuration). If you are using an E
line, then theDEFINITY ECS requires a TN464 circuit pack and the
hardware switch on the circuit pack must be set to 32.

*  One 356A adapter per ISDN-PRI (if the ITG @EFINITY ECS
are co-located within direct cabling distance). SedtEEINITY
Communications System I mplementation(555-230-655) document
for details. Otherwise, Channel Service Units (CSUs) must be usec
on both theDEFINITY ECS side and the ITG side, along with
appropriate cabling for theEFINITY ECS-to-CSU connection and
the ITG-to-CSU connection.

. ISDN-PRI must be enabled on tBEFINITY ECS.

The ITG also requires a direct-dialed analog line fronDXBEINITY
ECS for the Remote Maintenance Board (RMB). This line can be
provided from thddEFINITY ECS or through a dedicated line from the
local exchange carrier. This connection allows off-site engineers to
provision, upgrade, and troubleshoot the ITG.
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Planning an ITG server ThelTG isequipped with Voice Processor Cards, an ISDN-PRI interface
configuration  card (supporting one or two T-1 or E1 network connections), an Ethernet
10/100 Network Interface Card (NIC), and an RMB. Environmental
requirements and technical specifications are available in the Internet
Telephony Gateway Technical Reference I ssue 2(555-027-212) document.
You may increase the call-handling capacity of the ITG (up to system
limits) by purchasing the appropriate hardware and software.

ITG server requirements are as follows:

*  The location of the ITG server should allow a half-duplex Ethernet
10BaseT or 100BaseT connection to your TCP/IP LAN. The ITG
Server must be able to communicate with the ICM server and
CentreVu Computer-Telephoniessage Care server.

*  There must be access to the Internet (probably through your corpor
firewall) from the ITG server. Lucent Technologies can help you pla
your firewall configuration to maintain your secured corporate
network.

. A CD-ROM drive must be accessible to the ITG and ICM server.

» Addirect-dialed analog line is required for the RMB in order for
Lucent Technologies to provide remote maintenance support.

*  TheDEFINITY ECS must support ISDN-PRI and have DS-1 card(s)
available to connect to the ITG Server.

« EachITG is configured to support ICC offer-based configurations
supporting up to 60 Internet voice calls.

Refer to thdnternet Telephony Gateway Technical Reference Issue 2 (555-
027-212) document for detailed information about ordering, configuratiot
and installing the ITG. Your Lucent Technologies Account team helps y«
design, order, and configure the ITG server in accordance with your
business' unique needs and requirements. This team works closely with
Lucent Technologies MultiMedia Applications Customer Support (MACS

team who approves all ITG configurations before an order is placed.
L]



Prepare your call center for the CentreVu® Internet CentreVu Internet Solution Guide, 585-215-025
Solution Issue 2, October 1999

CentreVu Computer-Telephony for Windows NT® /Message 2-8

CentreVu Computer-Telephony for Windows NT® /Message Care
server connectivity

Connectivity The CentreVu Computer-Telephony for Microsoft Corp.WWindows NT/
Message Care server has two network interface cards (NICs) to enhance
security between the DEFINITY ECS and the data network. The NIC used
to connect the CentreMu Computer-Telephony/Message Care server to the
DEFINITY LAN Gateway card must bea10BASE-T NIC. The other NIC
may be either a 100BASE-T or 10BASE-T card. It provides the standard

Telephony Services Application Programming Interface (TSAPI) to the
CentreVu I nternet Solution subnet.
L]
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Internet Call Manager (ICM) and Computer-Telephony Integration
(CTI) process connectivity

Connectivity ThelCM/CTI server communicates using TCP/IP over a socket on the
LAN. The ICM/CTI server needs an Ethernet NIC and wiring to the LAN.
The CTI process may reside on the same server as the CentreVu Computer-
Telephony and Message Care software.

The CTI process provides an interface between the Internet domain and
telephony functions of the switching domain of the call center. The CTI
process interfaces with the ICM to pass incoming Internet requests to the
call center and to pass call center status and responses back to the ICM.
The CTI process interfaces with the CentreVu Computer-Telephony/
Message Care server to monitor call progress information within the call

center domain and launch calls through the call center.
L]
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Mail Server connectivity

Connectivity Themail server and Message Care server are connected and communicate
viathe LAN. To receive faxes on the mail server, a hardware connection
Is needed to answer the incoming fax call and collect an electronic image
format of the fax. If Intuity® AUDIX® isthe fax server, incoming trunk
lines from the PSTN connect to the DEFINITY ECS. The fax server and
DEFINITY ECS connect using analog line ports and a signaling link.
Other fax servers sometimes support direct connectivity between the
PSTN and modem boards in the fax server. In this configuration, the
DEFINITY ECS s bypassed and the Message Careerver connectsto the
mail server viathe LAN (as aways).

LJ
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CentreVu Call Management System for the Internet (ICMYS)
connectivity

Connectivity CentreVu Call Management System (CMYS) is software that resides on a
Sun Microsystems, Inc. Sun® workstation running the Sun Microsystems,
Inc. Solaris® operating system. The CM S workstation is equipped with a
LAN NIC to provide LAN-based supervisory terminals and/or connectivity
to |CC components for the collection of statistics. The CM S collects call
datafrom the DEFINITY ECS and creates management reports.

ICM S software is an add-on package to the CM S that collects Internet Call
Center data such as Web page hits, call requests when there are no ISDN-
PRI trunks available, call requests when vector processing disconnects or
returns forced busy, and voice call requests when there are no resources

available to perform the Internet Voice-to-PSTN Voice transcoding.
L]
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Ancillary CentreVu Internet Solution components connectivity

Overview

LAN connectivity

WAN connectivity

The components discussed below are considered ancillary. They play an
important role in providing transport and protection of real-time and
message calls but do not contribute directly to feature functionality of the
CentreVu Internet Solution.

The LAN, composed of hubs, routers, and possibly switches, is used to
connect CentreVu Internet Solution components, including agent PCs.
CentreVu Internet Solution components, (apart from the DEFINITY ECS
connection to the CentreVu Computer-Telephony/Message Care server,
the CMS, and the ITG connection to the LAN) can be of any type. The
DEFINITY ECS connection to the CentreVu Computer-Telephony/
Message Care server is 10BASE-T only Ethernet and the ITG connection
tothe LAN iseither 10 or 100 Base-T half duplex Ethernet. The LAN
must provide dependabl e transport between agent PCs, the Internet, the
Web server, and CentreVu Internet Solution components. CentreVu
Internet Solution communications between the agent and the ICM server
use TCP connections that must remain up for the duration of an agent’s
logged-in time.

Lucent Technologies' Advanced Data Networking specialists or NetCare
Services can assist in provisioning and tuning data networks. Contact
your Lucent Technologies Account team for information and assistance.

The WAN, composed of routers and possibly switches, is used to connect
the Internet to CentreVu Internet Solution components. It may also be
used to connect agentsto the ICM server if the agents are on remote
DEFINITY ECS expansion port networks (EPNs). The WAN must
provide dependabl e transport of Internet and message calls between agent
PCs, the ICM server, and any servers (including those on the Internet) the
agent uses to service real-time and message calls.

Aswith the LAN, communications between the agent and the ICM server
use TCP connections that must remain up for the duration of an agent’s
logged-in time. In addition, the Internet connection, perhaps once an
educational tool or even aluxury, is now amission-critical business
application. Internet callers must be able to reach agents, and agents must
be able to pull up Web pages to share with callers. Thisrequires a robust
Internet connection that reflects the availability required of abusiness
application.
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Support from Lucent Technologies

Lucent Technologies' Advanced Data Networking specialists can assist in
provisioning and tuning data networks. Contact your Lucent Technologies
Account team for information and assistance.

Web server connectivity A Web server may be on site behind afirewall, in aminimally firewalled
subnet, on the Internet and not firewalled, or even across the country,
hosted and managed by another organization. A Web server contains the
Web pagesthat make up acall center’'s Web site. One of these pages may be
the login page for agents. The login page should not be known outside the
organization or may be housed on a separate Web server.

The Web server isthe first point of contact for any CentreVu Internet
Solution activity. When agentslog in, they generally access the login page
from this Web server. When callers place real-time calls, they invariably do
so from a page on this Web server. For this reason, the Web server and
services surrounding it must be as robust as any of the other CentreVu
Internet Solution components. Just as the LAN and WAN must provide
reliable transport, the Web server must provide reliable services.

Domain Name Server Domain Name Servers (DNSs) are used to reconcile machine namesto IP
(DNS)  addresses. Since hames are amost always used in URLS, the failure of a
DNS can prevent connectivity to these Web servers. This can cause
problems with logins, Web page access, and caller communications. The
reliability of DNSs can affect the overall ability of the call center to service
the Internet.

Firewall One of the most important components of a call center’s Internet
connection isthe firewall. The firewall protects acall center’sinternal
assets from the general public on the Internet. It also helpsto protect
against malicious damage to internal networks.

CentreVu Internet Solution components are generally placed on their own
subnet. This placement keeps CentreVu Internet Solution traffic off the call
center’s network and allowsthe firewall to pass messages through the ports
necessary for CentreVu Internet Solution functionality without
significantly disrupting existing firewall rules for internal networks. The
firewall ports to the Centre\Vu Internet Solution subnet allow CentreMu
Internet Solution-required TCP and User Datagram Protocol (UDP) traffic,
while firewall portsto internal secure LANs drop such traffic. See[ICC]
[specific ports and protocols|(2-25) for further information on ports and
protocols.
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Support from Lucent Technologies

Lucent Technologies Network Consulting group can provide an
enterprise firewall. This group can also test firewalls for security, lock
down Intranets, and provide ongoing, periodic security checks. Call (972)
419-3803 or email security@lucentncg.com for details on these and other

offers.
[]
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Security

Overview

Purpose The following section provides a high-level overview of security
recommendations for CentreVu Internet Solutions.

Contents  Security information for the following areasis described:

o Message privacy| (2-16

. [Message Care Reports|(2-17)

. [Administration Web page security] (2-18)

.

* |ICM and CentreVu Computer-Telephony server security] (2-20)
i [Message Care server security| (2-21)
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M essage privacy

Purpose To ensure message privacy, you must secure the following:
 Message database
*  Mailboxes
*  Agent Web pages

Securing the message Messages in the message storage system are accessible only through \
database pages or direct access to the Microsoft Citjgrosoft® SQL-Server
database which stores message information. Only agents currently logg
in to theMessage Care software can retrieve messages through the Web
pages provided by tHdessage Care software. You need to control direct
access to the database through the NT server user restrictions or other
standard access control mechanisms in place on your network.

Securing mailboxes Before messages enter the message storage system, they reside in
receiving mailboxes on the POP3-mail server. To protect the security of
these mailboxes, use the same measures you use to protect other
mailboxes.

Securing agent Web  You can restrict access to the agent Web pages to only authenticated

pages clients. By using authentication, only those clients having a valid user
name and password are permitted to access the agent Web pages.
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Message Care Reports

What needs to be The Message Care software uses NT password protection for reporting
secured?  capabilities. You need to control direct access to the reports database
through the NT server user restrictions or other standard access control
mechanisms in place on your network.

If you want to restrict access to the Message Care database and Message
Care Web pages, you must ensure the following on the Message Care
server:

»  Password protect the following default directory:
C:\Program Files\Message Care\www\Reports

. Follow the directions located in tR@ministration Web pagel
2-18) section that follows.
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Administration Web page security

What needs to be You can restrict access to the administration Web pages to only
secured? gythenticated clients. By using authentication, only those clients having a
valid user name and password are permitted to access the administration
Web pages.

If you want to restrict access to the Centre\Mu Internet Solution
administration Web pages, you must ensure the following:

. All CentreVu Internet Solution directories must be installed on an
NT File System (NTFS).

e The following default directory on tHdessage Care server is
password protectedllessage Care administration—€:\Program
Files\Message Care\www\admin

*  TheC:\itg\admin directory on the ICM server is password protected

*  The IIS software must be configured to handle authentication. The
following are two methods of authentication:

— Basic (Clear Text). This method of authentication sends the
client's Microsoft CorpWWindows NT® user name and
password over the networks unencrypted.

— Windows NT Challenge/Response. This method of
authentication protects the password thus providing for a secur
login over the network. However, this method of authentication
is supported only by Microsoft Corplicrosoft® Internet
Explorer 2.0 or greater.

Once you have ensured the above, you can add users and allocate
permissions on the ICM server.
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I TG security

What needs to be ThelTG requires adirect-dialed analog line for the Remote Maintenance
secured? Board (RMB). This connection allows the ITG to place alarm calls to the
L ucent Technologies Technical Services Organization if maintenance
routines detect an alarm, and allows remote engineersto provision,
upgrade, and troubleshoot the ITG.

We recommend that this dial-in port be protected using a L ucent

Technologies Remote Port Security Device (RPSD) lock. The RPSD lock
provides strong protection against unauthorized access to any dial-up port.
Using security algorithms based on the Data Encryption Standard (DES),

the RPSD lock helps ensure that this access point is secured while allowing

the ITG to “call for help” and provide authorized callers with unhampere

access.
L
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|CM and CentreVu Computer-Telephony server security

What needs to be ThelCM server and CentreMu Computer-Telephony Server require direct-

secured?  djaled analog lines. The Symantec Corporation pcANYWHERE®
software and a modem are used to provide remote maintenance,
diagnostics, and support for the ICM server and the CentreVuComputer-
Telephony Server. This software is very important for the maintenance
and support of these servers. It does, however, offer an access point to
your server and, possibly, to your network. Therefore, we also
recommended that the Symantec Corporation pcANYWHEREoftware
be, at a minimum, password protected. Please consult the Symantec
Corporation pcANYWHEREocumentation for additional security
recommendations.

We recommend that you turn off or disconnect the dial-in modem, and
stop the Symantec Corporation pcANYWHEREervices when you do not

require remote access.
L
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Message Care server security

What needs to be The Message Care server requires direct-dialed analog lines for remote
secured?  djagnostic and maintenance support. This remote support is used for all

components of the Message Care software. Symantec Corporation
pPcANYWHERE software and a modem are used to provide remote
maintenance, diagnostics, and support for Message Care. This softwareis
very important for the maintenance and support of these servers. It does,
however, offer an access point into your server and, possibly, into your
network.

We recommend that you turn off or disconnect the dial-in modem, and stop
the Symantec Corporation pcANYWHERE services when you do not
require remote access.

We also recommend that a virus checker such as McAfee VirusScan be

installed on the Message Care mail server to perform virus checking.
[]
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Firewall guidelines

Overview

Purpose The purpose of this section isto discuss firewall guidelines for your
CentreVu Internet Solution.

Contents The following information is described:

. |Firewal| security for Message Care|(2-23)
. |Firewal| security for the Internet Call Cented(2-24)

. ICC-specific ports and protocols|(2-25

. [Data communication detail|(2-28)
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Firewall security for Message Care

About Themainline of defense for your data networksisyour firewall. By
properly configuring the firewall, you can prevent data outside the firewall
from entering your internal LAN unless they meet specific rules and
requirements administered on the firewall. You have probably already
designed your firewall to allow appropriate email to passin and out of your
call center, so the Message Care software poses no additional security risk
to your LAN.

L]
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Firewall security for the Internet Call Center

Firewall administration Firewall administration for an ICC variesfrom customer to customer. You
must understand the ports and protocols that are used by the various ICC
componentsin order to properly configure your own firewall rules.

Firewall configuration

A firewall must be configured with an appropriate length of timeout on
Transmission Control Protocol (TCP) connections. Many firewallshave a
parameter that sets the maximum amount of time a TCP connection can
remain idle before the firewall drops the session. |CC agents who have
gone on break or stepped away from their desks can incur significant idle
time and may lose their connection to the ICM server. If the firewall
causes the TCP connection between the agent and the ICM server to be
lost, the next call to the agent will be lost and the agent will be placed in
the Auxiliary (AUX) work mode.

“Keep-alive” packet option

The ICC offers the option of providing “keep-alive” packets between the
agent PC and the ICM server. These may be required to avoid firewall
timeouts. This option is enabled by Lucent Technologies support
personnel as necessary. If you have a problem with timeouts, contact tr
Lucent Technologies Technical Services Organization at 1-800-242-212

to open a trouble ticket.
L]
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| CC-specific ports and protocols

Purpose This section provides the ports and protocols used to administer minimum
firewall requirements for the ICC solution.

The following table lists ICC ports and protocols:

Source Destination Protocol Purpose

>1023 Agent 80 ICM server TCP Download of Call

PC (HTTP) Control Window

80 ICM server  >1023 Agent PC TCP Download of Call
(HTTP) Control Window

>1023 Agent | 8101 ICM Server TCP Agent login &

PC communication

8101 ICM >1023 Agent PC TCP Response to above

Server

>1023 Internet = 80 ICM Server TCP Download of Call
(HTTP) Control Window

80 ICM >1023 Internet TCP Download of Call

Server (HTTP) Control Window

>1023 Internet = 8102 ICM Server TCP Caller interactions

8102 ICM >1023 Internet TCP Response to above

Server

>1023 ICM 8103 1TG TCP ICM/ITG

server communication

8103 1TG >1023ICM server  TCP ICM/ITG

communication
>1023 ICM 8103 CTI TCP CTI process

server communication



CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

2-26

Prepare your call center for the CentreVu® Internet
Solution

ICC-specific ports and protocols

Source Destination Protocol Purpose

8103 CTI >1023 ICM server TCP CTI process
communication

>1023 CTI 450 T-server TCP CTIl communication

450 T-server >1023 CTI TCP CTI communication

>1023 CTI >1023 T-server TCP CTIl communication

>1023 T- >1023 CTI TCP CTIl communication

server

>1023 Internet | 17201TG TCP NetMeeting H.323 Call
Setup

17201TG >1023 Internet TCP Response to above

>1023 Internet | >1023 TG TCP NetMeeting H.323 Call
Setup

>10231TG >1023 Internet TCP Response to above

>1023 Internet | 17311TG TCP NetMeeting H.323 Call
Setup

17311TG >1023 Internet TCP Response to above

>1023 Internet | >60000ITG UDP G.723.1 voice

>60000ITG >1023 Internet UDP G.723.1 voice

>1023 Internet 8001 CMS TCP Page hit counts CMS

8001 CMS >1023 Internet TCP Response to browser

from CMS
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Source

>1023 ICM
server

8106 CIRS
server

>1023 ICM
server

80 CMS

Destination
8106 CIRS server

>1023 ICM server

80 CMS

>1023 ICM server
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Protocol Purpose
TCP CIRS Communication
TCP CIRS Communication
TCP |CC event data
TCP Response to above

Note: >1023 ports are dynamically assigned.
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Data communication detail

Purpose

Agent PC to ICM server
data communications

The following section details the communications between ICC
components. Thisinformation is targeted at data communications
personnel who have an in-depth knowledge of Transmission Control
Protocol/Internet Protocol (TCP/IP). Thisis amore detailed reference
than the matrix on the previous page and should be helpful when
developing firewall rules.

Agent PCs need to communicate with only the ICM server and whatever
Web servers the agent usesin the course of acall (at aminimum, the Web
server the agent uses to log in). The agent logs in by accessing a Web
page, populating aform with agent 1D and phone extension information
(and any other information requested), and then submitting the form to the
ICM process running on the ICM server (TCP port 80) by way of
Hypertext Transfer Protocol (HTTP). The agent then communicates with
the ICM server using adynamic TCP port from the agent PC to TCP port
8101 on the ICM server.

The agent PC conducts all ICC communications with the ICM process on
the ICM server, not directly with the caller's PC. As mentioned above, if
the firewall or anetwork error causes the TCP connection between an
agent’s PC and the ICM process to be lost, then the next call to that agent
causes the agent to be placed in the Auxiliary (AUX) work mode and the
call to belost.

TCP port 8101 must be blocked from unauthorized sources (for example,
the Internet) so that hackers cannot log in to the DEFINITY Enterprise
Communications Server (ECS). HTTP sessions (TCP port 80) and TCP
sessions to port 8101 on the ICM server must be allowed from agent PCs.

The following diagram illustrates agent PC-to-ICM server
communications. It illustrates all data communications necessary for an
agent to log in, conduct text chat and escorted browsing activities, initiate
acallback, and so on. The only other data communication taking place
from the agent’s PC during an |CC session is Internet browsing.

Agent PC S ICM Server
Dynamic TCP SYN=1ACKS! TCP Port 8101
Port (>1023) SYN=0 ACK=1

‘ SYN=0 ACK=1

CentreVu Internet Solution Guide, 585-215-025
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When acaller initiates a call to an Internet call center, the ICC system
downloads a Caller Control Window to the caller’s desktop from the ICM
server using World Wide Web HTTR, and then the Agent Control Window
establishes a TCP connection to port 8102 on the ICM server. All text chat
and escorted browsing functionality is done through this connection. The
caller communicates with the ICM server (and the ITG if voice is used),
never directly with the agent computer. Once an agent is connected to the
caller, both can send and receive Text Chat and Escorted Browsing data
using their respective TCP connections (the agent to TCP port 8101 on the
ICM server, and the caller to TCP port 8102 on the ICM server).

Requests to the CentreVu Call Management System (CMS)

The caller is aso the source of arequest made to CentreMu Call

Management System (CMS) that records page hit statistics. Coding on the
Web page includes a request for an image (a 1x1 transparent pixel) from

the CMS on TCP port 8001 when the caller accesses that web page. (A

page hit to the CM S is triggered when the page is accessed by the caller,

not when the caller selects the “Call Us” butta@ehtreVu CMS runs Web
page software that listens only on port 8001 and is programmed to prov
only this pixel on this port (for security). Any request to port 8001 other
than for this image results in an error. The request for the image is recor
as a page hit to increme@éentreMu CMS data.

Real-time voice calls

Real-time Internet voice calls use Microsoft Caviicrosoft NetMeeting®
on the caller’s desktop to set up a conference with the Internet Telephony
Gateway (ITG). Microsoft Corporation NetMeetingequires dynamic TCP

ports for call setup and control, and dynamic User Datagram Protocol
(UDP) portsto carry the voice. The caller must be able to get TCP and
UDP trafficto the ITG for real-time Internet voice calls. Real-time I nternet
voiceis carried from the ITG starting at UDP port 60000 (administrable)
and continuing upward.

The ITG must be able to respond to the caller's dynamic TCP ports for
Microsoft Corporation NetMeetingsetup and to the caller's dynamic UDP
port for voice.
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Summary

The firewall must alow Internet sources to reach the ICM server on TCP
port 8102, and the ICM server must be able to respond to that dynamic
(>1023) TCP port. The firewall must allow Internet sources to reach the
ITG on dynamic (>1023) TCP ports and on UDP ports 60000 or higher
(or whatever isadministered in the ITG if the default is not used), and the
ITG must be able to respond. Internet sources must be able to access the
CMS on port 8001 to get page hit statistics. The CMS must be able to
respond to the dynamic TCP port that initiated the request.

The following illustrates TCP traffic to and from a caller's PC during an
ICC call:

Web Page Directs Caller to CMS Graphic

Caller PC SYN=1ACK=0__, CMS Server
Dynamic TCP ¢ SYN=1ACK=1 TCP Port 8001
Port (>1023) SYN=0ACK=1_

<« SYN=0ACK=1

Caller Submits Call-Us Page

Caller PC SYN=1ACK=0 _, |CM Server
Dynamic TCP < SYN=1ACK=1 HTTP
Port (>1023) _ SYN=0ACK=1

< SYN=0ACK=1

Caller Connects to ICM Server

Caller PC SYN=1 ACK=0__,, |CM Server

Dynamic TCP _ SYN=1ACK=1 TCP Port 8102

Port (>1023) SYN=0 ACK=1
<« SYN=0 ACK=1

A

»

NetMeeting Initiation and Call Control of Audio Conference

Caller PC SYN=1ACK=0 _, |TG
Dynamic TCP ¢ SYN=1ACK=1 Dynamic TCP Port
Port (>1023) SYN=0ACK=1__, Port (>1023)

< SYN=0ACK=1

Audio Between Caller’'s PC and ITG

Caller PC SYN=1ACK=0 , |TG
Dynamic TCP  SYN=1ACK=1 Dynamic UDP Port
Port (>1023) SYN=0ACK=1__, Starting at 60000
< SYN=0ACK=1 (default) and continuing for
h administered
number of ports
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The following illustrates server-to-server communication:
ICM Server to CMS

ICM Server SYN=1 ACK=0 CMS
Dynamic TCP  SYN=1ACK=1__ TCP Port 80
Port (>1023) _ SYN=0 ACK=1 ,

<« SYN=0 ACK=1
If you are going to include Agent Web page hitsin Internet CM S reports
(along with caller hits), then the agent computer must be able to
communicate with port 8001 on the CMS. If the agent and CMS are on
opposite sides of afirewall, this port must be opened to allow this
functionality. If there is no firewall between the agents and the CMS, then
agent page hits are recorded.

The following communications would not normally cross the firewall, but
are included for your information.

ITG Communications with the ICM Server
(During Boot/Operation)

ICM Server SYN=1ACK=0g, |76 Server
Dynamic TCP SYN=1ACK=1"_ Tcp

Port (>1023) SYN=0 ACK=1y, Port 8103
(SYN:O ACK=1

CentreVu Internet Solution CTI process
Communications with the ICM Server

(During Administrative Update)

ICM Server SYN=1ACK= ICM Server
Dynamic TCP SYN=1ACK=1 TCP
Port (>1023) SYN=0 ACK=) Port 8104

M

CentreVu Internet Solution CTI process
Communications with the CentreVVu Computer Telephony server

ICM Server SYN=1ACK= CentreVu CT

Dynamic TCP (SYN=1 ACK=1 TCP Port 450
4‘}

Port (>1023) SYN=0 ACK=

€S YN=0 ACK=1
Fin

——

CentreVu Internet Solution CTI process
Communications with the CentreVu Computer Telephony server

ICM Server SYN=1ACK=! CentreVu CT
Dynamic TCP SYN=1ACK=1 Dynamic TCP
Port (>1023) SYN=0 ACK= Port (>1023)
QSYN=0 ACK=1

Audio Between Caller’s PC and ITG

Caller's PC [No Checksum] TG

Dynamic UDP o Checksum UDP Ports

Port (>1023) 60000 and greater

CTI Communications with the ICM Server

ICM Server SYN=1ACK=! cTI

Dynamic TCP SYN=1ACK=1__ TCP

Port (>1023) YN=0 ACK= Port 8103
<SYN=0 ACK=1
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Design considerations for Message
Care

Purpose The purpose of this section isto help you design your Message Care offer.

Knowledge of DEFINITY ECS station administration and vector design
would be helpful to fully understand the following sections:

e |What needs to be defined?| (2-33)

e  [Sorting messages|(2-34)

e |Where do you want the messages to go?|(2-40)

e |in what forms are the messages arriving?|(2-36)

. 2-42

e  [Sample vector for basic message call delivery|(2-46)

e [Sample vectors for retrieve and suspend|(2-48)

e |What mailboxes do you need?|(2-53)

* |Considerations for specifying auto-acknowledgment text|(2-54)
*  |Bookmark agent and supervisor URLs|(2-55)
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What needs to be defined?

Introduction

Designing for the Message Care software is primarily a matter of defining
the following:

The mailboxes for thMessage Care software to poll—ensuring that
messages arrive in the correct mailbox is the first step in routing the
to the best agents. The mailbox for which a message arrives
determines the VDN that tiMessage Care software uses to deliver
the message.

The VDNSs and vectors needed to deliver the messages efficiently-
mailbox can have several associated VDNSs or a single VDN. The
Message Care software can search the subject of the message for
keywords, and associate each keyword with a VDN.

Mail Server—if you are going to use blind copies, ensure that your
Simple Mail Transfer Protocol (SMTP) server supports blind copies

If your mail server igntuity AUDIX, then the return address must be &
valid mailbox address; otherwise, the message will not be deliverec

Auto-acknowledgments—the mailbox that receives a message
determines what acknowledgment (if any) automatically goes out a
soon as th&lessage Care software receives the message.

Globalization—the languages agents will be using to process
messages.

To develop youMessage Care design, consider the flow of the messages
you expect to receive (consider the language of the consumer and aget
from their point of origin to the point where the consumer's request is
satisfied. If you are unfamiliar with this flow, review itfifow does the]

[CentreVu Internet Solution work for messaqing? (1-34). Start by considering the

consumer who sends the message.

L]



Prepare your call center for the CentreVu® Internet

Solution
Sorting messages

Sorting messages

CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

2-34

Introduction

The design of your Message Care software depends on the types of
messages you expect, your service expectations for handling each type,
and the agent skills required to handle them. This means that you want to
sort messages according to a number of different factors.

Factors in determining how to sort messages

Consider the following factors when you are determining how you will
Sort messages:

Queue limits

Vector programming iDEFINITY ECS can restrict the number of
message calls that may be queued for a specific agent skill set. Thi
ensures that a single mailbox cannot use all purchased resources &
restrict delivery from other mailboxes.

Skill type—the following factors are valuable in determining the

skills required to handle a message (for example, sales or support

group skills):

—  The product or service for which the consumer wants
information

—  Whether the consumer already has the product or is considerir
purchasing the product

— Whether the consumer's question is technical or general
— The urgency of the consumer's question
Auto-acknowledgment

The auto-acknowledgment can reassure a consumer and thus redt
future inquiries about the progress of email queries.

The following factors should influence your decision about whether
to have théVlessage Care software send an auto-acknowledgment to
the consumer before launching a message call: How promptly do
you want the consumer to hear back from you? Do you want to
assure the consumer that the message did not get lost in the Intern

If you decide to use an auto-acknowledgment for a specific mailbox
consider the language of the consumer for which you will be
delivering the auto-acknowledgment.
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Example using sorting  Skills, queue limits, and message call priority areillustrated in the
factors  following example:

If a center supports four mailboxes:. 1, 2, 3, and 4 and the total Message
Care capacity purchased is 100, using vectors, the center can limit the
number of message calls going to amessage skill to 25 and assign aunique
skill to each mailbox. Therefore, at any time, only 25 message calls can be
queued in DEFINITY ECS for each mailbox.

Note that when a message call is active at an agent, this threshold does not
apply. Therefore, there may be 25 message calls queued and an additional
25 message calls active at agents. If Mailbox 1 and 2 each receive 50
messages, but no messages arrive in 3 and 4, and fewer than 50 agents are
active on message calls, Message Care will have sufficient resources to
launch message calls. However, DEFINITY ECS vectors will drop the
messages calls once 25 have been queued. Just like voice call design, the
gueue limit applies only to calls queued. Once acall is active at an agent,

the queue dlot is available for another call.
L]
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In what forms are the messages arriving?

Introduction

Forms-based email

The messages you can route and track include the following:

« Forms-based email—email generated by a form on your Web site
*  Free-form email (including file attachments)

e Faxes

The only requirement is that the messages you want to route and track
comply with Internet messaging protocols. The following sections
provide planning information for each type of message.

Consumers can choose a Write to Us link on your Web site, and see a
form that you have designed for generating email. The form prompts the
consumer to provide the information you need to process a request
efficiently and effectively. For instance, you can ask consumers whethel
they have purchased products or services from you before and which
products they were. At a minimum, it is important to require an email
address where you can reach the consumer.

Planning your forms-based email

Planning this form is similar to planning a menu for routing voice calls.
Fortunately, however, a Web form on the screen is easier for consumers
follow than a voice menu is. This means that you can request more
detailed information to help route their requests to the correct agent.
When the consumer chooses the Send button, the Common Gateway
Interface (CGI) script behind the form uses the entered data to compose
message that complies with Internet messaging protocols, and sends it
the appropriatdlessage Care mailbox. The factors determining this
mailbox may be part of the information provided by the consumer. The
Web page where the consumer chose your Write to Us link may also hel
For instance, if the consumer was browsing your new products page, th
message might go tew-orders@callcenter.com.

For messages sent from a form, the return address for the message
originator should be designed to be the consumer, not the mail server.
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Free-form email

Routing your forms-based email

In some cases, you may choose to route these messages first to system
software on your Web server, before they ever reach a Message Care
mailbox. This software may be able to use theinformation from the form to
generate a sufficient answer for the consumer automatically, so that the
consumer receives the desired information or assistance without the need
for alive agent. Otherwise, the software can route the message to the
appropriate Message Care mailbox.

How Message Care routes forms-based email

Once the message arrives in a Message Care mailbox, the Message Care
software retrieves it and then deliversit to an appropriate agent. You need
to create aform for generating email from your Web site. The best design
for the email form on your own Web site depends on what information you
need to handle a message effectively.

Examples of key information for a form
Key information that the form should gather includes the following:

* Information to identify the consumer, such as account number or
home address

. Contact information about the consumer, such as the return email
address or a phone number to call back

*  Selection options which, taken together, identify the appropriate sk
group for handling the consumer's request

Support from Lucent Technologies

Only someone familiar with your business can specify exactly what
information you need. However, Lucent Technologies Professional
Services offers assistance in designing and constructing your “Write to U
form. To contact Professional Services, call 1-800-4NetCare.

Consumers can send a free-form text message to an Internet address y
publish. You probably already have at least one such address for gener
inquiries. You can publish additional addresses to match specific produs
lines, business interests, consumer concerns, and marketing campaign
TheMessage Care software can receive all of these messages, as long a
they comply with Internet messaging protocols, and deliver them accordi
to the instructions for the mailbox where they arrive.
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Processing free-form email

Normally, free-form messages to a general address require more
processing time. Before anyone can actually handle the request in the
message, someone must analyze the message, determine what the request
is, decide who isbest qualified to handle it, and send it to that person.

However, you can automate this process by routing email through a
sorting utility. Severa commercially available mail-sorting utilities are
capable of using rules and filters you specify to analyze a message and,
when appropriate, put it into one of the mailboxes monitored by the
Message Care software.

File attachments Attachments can include any type of file. However, you must supply your
agents with helper applications for handling these attachments. The
selection of helper applications you need to supply for your agents
depends on the types of files you expect your consumers to send. These
may include plain text, graphics, voice or other sound files, and files
created in various spreadsheets, word processors, databases, and other
applications.

Important! Werecommend that avirus checker beinstalled on the
agent’s desktop to perform virus checking when opening file
attachments received in email.
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Faxes From the point of view of the Message Care software, afax isactually just
one more type of file attachment to the messagesiit receives.

Consumers send their faxes to a number you publish. Most email servers
support afax server interface which enables the mail server to accept fax
image files and store them electronically, as afile attachment to a message.
An excellent example of such a server isthe Intuity AUDIX server with
Internet Messaging.

How Message Care works with faxes

The Message Care software works with the mail server to accept messages
that include fax images and delivers them according to the VDN for the
mailbox where they arrive. This VDN should stipulate that such messages
go only to agents able to view fax files. To work with fax images received
through the Message Care software, agents must have hel per applications
for handling faxes through their browser.

Important! Faxesnormally have a callback number but not an
email return address. Without such areturn address, the Message Care
software cannot send an auto-acknowledgment to the consumer. Thus
you should plan your mailboxes to keep fax messages separate from
any messages where you want to send the consumer an auto-
acknowledgment.

Note that the Message Care software does not provide tools for
responding to faxes.

L]
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Where do you want the messages to go?

Introduction

Direct correspondence
with agents

Thefollowing are cases where email messages from consumers should go
directly to a specific agent instead of through a general Message Care
mailbox:

«  Direct Correspondence with Agents
 DEFINITY ECS Expert Agent Selection

Direct correspondence with agents occurs in the following cases:
When new work requests are directed to a specific agent
*  When messages are received from SMEs

*  When the agent suspends a message. When an agent suspends a
message, the message is dormant until the time comes for it to be
reactivated. Agents may manually request that a message be returr
or the timer may expire. In either cabessage Care returns the
message to the suspending agent.

In the first and second case above, a special mailbox is not required.

Direct correspondence with agents using vectors

The vector associated with a VDN may specify a skill set needed to
respond to the message, or it may route the message directly to a spec
agent.

Depending on your business practices, email sent directly to an agent m
come from the following:

« Consumers to whom the agents have given their personal address
because they have formed a relationship

«  Consumers inquiring about something handled by only one
particular agent

*  Other agents or consultants who are respondiMgetsage Care
messages forwarded to them

If you choose to have thidessage Care software support these messages,
it is important to set up your vectors accordingly and consider coverage
criteria (segSample vector for basic message call delivery] (2-46)). Vector
programming can ensure that work is handled when agents are sick or
vacation. For more information on vectoring, pleasdvseers (2-42).
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Messages that should
not go through the
Message Care software

DEFINITY ECS Expert
Agent Selection

Some of the email for individual agents should not go through the Message
Care software; for instance, notices about training courses or changesin
the work schedule. If the Message Care software were to handle these
messages, the statistics on their handling times would contaminate the data
on the efficiency of your call center. However, email from a consumer, or
email about a message from a consumer (whether from inside or outside
your organization), should always go through the Message Care software,
to ensure start-to-finish statistics on handling consumer concerns.

Any agent expected to receive direct correspondence from consumers
should have two mailboxes, one for Message Care messages and one for
other email.

The actual functionality of the DEFINITY ECS can be described in the
context of agent operations during Message Care message calls. To staff
Message Care agent positions, agents use a browser to access alogin Web
page and input their Expert Agent Selection (EAS) agent 1D and the
physical extension where they will take message calls. The agents submit
the completed form to the ICM server. The ICM server sendslogin requests
containing agent I Ds and extensions to the CentreVu Computer-Tel ephony
server, which uses ASAI to log in agents. Thislets the DEFINITY ECS
know about the agents. Refer to the DEFINITY ECS Release 6 Call EAS

Issue 2 Guide(555-230-521) document for details on EAS.
[]
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For each message coming into a Message Care mailbox, the Message
Care softwaretellsthe DEFINITY ECSto launch a message call using the
vector directory number (VDN) associated with the mailbox where it
found the message. EAS on the DEFINITY ECS then uses the vector
associated with that VDN to give the message a proper place in the queue
and to select an agent qualified to process the message.

Expanding the routing possibilities

To expand the routing possibilities for each mailbox, the Message Care
software also provides sorting within a mailbox by up to ten keywords,
each with itsown VDN. The Message Care software searches the subject
of the message for each keyword in turn. If it finds none, it uses the
default VDN for the mailbox. Keyword sorting is limited to the message
subject only, not the message body.

Vectors and reports

CMS uses the VDN associated with a message call in organizing its
reports; therefore, each mailbox should normally have its own VDN for
successful measurements, even if multiple VDNs all point to the same
agent skill set.

To route messages to the correct agents, and to track the management
information you require, it is crucial for you to define your VDNs and
vectors carefully.

Issues that affect how The following issues affect how you define your VDNSs:

you define your VDNs

What is the priority of each message?

EAS on theDEFINITY ECS uses the vector to determine the place of
each message call in the queue. For instance, one VDN can point tc
vector requiring that messages receive an answer within two hours
while messages with another VDN can wait up to 6 hours.

*  What skills do agents need in order to handle the messages?

Defining the skill groups for handlinglessage Care messages is

essentially the same as defining skill groups to handle voice calls.
You need to consider your standard factors in setting up skill groups
such as the agents' language capabilities and their knowledge of yo
products.
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* In addition, the members of each skill group receiwtegsage Care
calls must have the following:

Knowledge of how to use a Web browser
Good written communication skills

Facilities necessary to view the messages; for instance, to wol
with faxes, agents must have a helper application for handling
fax images through their browser

Ability to handle message calls and regular voice calls (howeve
the two types of calls should come from separate VDNSs to enst
accurate reporting)

* How do you want to track messages?

Talk time for a message call is defined as the email work time for a
agent. The importance of the VDN to message call tracking arises
when you want to sort reports according to internal factors such as
origin of a message, its priority, the type of request it contains, or it
method of transmission, such as free-form email versus an email fo
from your Web site. To sort data on these factors, each type of
message must have a unique VDN which indicates this information

General guidelines for The following are general guidelines for designing your vectors:

designing vectors

Queue/hold time

. CTI Interactions

Queue/hold time

Due to the potential rollover of statistical value® IBFINITY ECS,

vectors designed to support message calls should ensure that a messac
not be queued within a single vector for more than 8 hours.

Hold time should be limited due to rollover of certain message call trackil
values inDEFINITY ECS.
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CTI Interactions

If you are using multiple CTI applications and one or more of the other
CTI applications have a need to monitor Message Care message calls,
there are some guidelines that need to be followed to avoid the possibility
that Message Care will lose monitoring for the Message Care message
call.

For CTI applications that will be monitoring message calls through
VDN, these applications should monitor the same set of VDNSs that are
being monitored by the Message Care software. These VDNSs are those
that have been assigned to the mailboxes.

If the Message Care message calls get redirected to subsequent VDNs
(through vectoring, through adjunct routing or by agent transfers/
conferences), these subsequent VDNs should not be monitored by the
other CTI applications. Both Message Care and the other CTI
applications will continue to receive information about these message
calls through monitoring on the initial VDN even though the message
calls have been redirected to other VDNSs. If the other CTI application
monitors these subsequent VDN, it is possible that Message Care will
lose track of the message call and thus, prevent it from doing a PagePop.

Message Care will lose track of the message call if the other CTI
application either uses a different platform for CTI connectivity to the
DEFINITY ECS (for example, CallVisor PC) or uses a separate CTI link.
If the other CTI application needs to monitor Message Care message
cals, it should monitor theinitial VDN. If both Message Care and the
other CTI application monitor only theinitial VDN, both applications will
continue to get events for the message call even if the message call gets
redirected to the other VDNSs. In some of the sample vectors (see[Samplel
[vector for basic message call deliveryl(2-46)), message calls are redirected to
other VDNSs for the purpose of “de-queuing/re-queuing” message calls. |
the following examples, the other CTI application should not be
monitoring these subsequent VDNSs.




Prepare your call center for the CentreVu® CentreVu Internet Solution Guide, 585-215-025
Internet Solution Issue 2, October 1999

Vectors 2-45

Miscellaneous vectoring Consider the following when creating vectors for Message Care:

considerations All message calls must be placed to a VDN, not an agent ID or

extension.
* Message calls should not queue for more than 8 hours.

*  Other CTI applications should monitor only the originating VDNs
used to deliver message calls. If subsequent vector processing rou
message calls to VDNs monitored by other CTI applicatidiessage
Care will not be able to perform the message delivery.

When relaunching a message call due to a released call (vector
disconnect), the original VDN of the receiving mailbox will be used.
For example, assume a message was delivered through VDN 100!
agent 456. Agent 456 then transferred the message call to VDN 20
If the vector associated with VDN 2000 disconnected the call due t
gueue limitsMessage Care will relaunch the call, but to VDN 1001.

*  Check that the vector disconnect, which is a system-wide paramete
will support the queue times required for message calls. If blank,
DEFINITY ECS will not enforce any disconnects.

» All agents should be assigned a coverage path to support returning
suspended and retrieved messages. Coverage criteria should supg
agent not logged in, busy conditions, and no answetr.

» If agents require coverage only for message calls, then the coverac
criteria should be set to allow a long wait time at the agent's statior

*  Both retrieve and suspend VDNs can be programmed to use a
Message Care-provided adjunct route step which will provide the
agent ID of the agent who initiated the retrieve request or suspend
the message.

*  Message Care limits the time a message call can be active (default-
240 minutes or 4 hours) and limits the time of a launched message
(default-450 minutes or 7.5 hours). When designing vectors, consic
thatMessage Care will drop active and launched calls after the
specified time period.

L]



Prepare your call center for the CentreVu® Internet CentreVu Internet Solution Guide, 585-215-025

Solution

Issue 2, October 1999

Sample vector for basic message call delivery 2-46

Sample vector for basic message call delivery

Introduction The following is a sample vector (sample 1) for basic message call
delivery that you can use to provide different coverage for supporting
message calls.

About vector sample 1  Vector sample 1 isfor a call center that has scheduled business hours
(hours of operation: 8 a.m.—5 p.m. Monday through Friday). Vector
sample 1 consists of one vector: Vector 1 (VDN 1000).

The following items provide information about sample vector 1 and also
provide the following design tips:

Vector design should limit message call queuing to 8 hours. When
the queue time approaches 8 hours, the vector will automatically
disconnect the message call.

Time-of-day checks are done periodically so that message calls in
gueue during non-business hours will be automatically disconnecte

If a message call is disconnected either by an agent hang up or by
vector disconneciylessage Care will wait 15 minutes and then retry
the message call.

Vectors are limited to 32 steps.

You may want to limit the number of message calls queued in a
specific vector based on the staffing profiles of agents trained to
support that mailbox. Your 200 message extension resources need
be shared across all mailboxes in order to prevent starving (starvin
occurs when a select number of mail boxes continuously receive
message calls, leaving other mailboxes with no resources from
which calls may be launched). If there are three agents (agent 1, 2.
and 3), each agent could have a specific skill (such as handling
catalog requests, problems, or technical support). Depending on th
percentage of message calls that go to each skilled agent, each
mailbox should be set up to limit message call queues accordingly.

If the vector drops the call, the dropped call will be reported in CMS
as a “Vector Disconnect.” Message Care drops the call (for

example, if the call exceeds the 7.5 hour queue limit), the dropped
call will be reported as an “abandoned” call.
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Vector 1 (VDN 1000)

In the following sample, Message Care launches the message call to VDN
1000 which directs message calls to Vector 1. Message Care is monitoring
VDN 1000.

1. Gotostep6if timeof dayisall 17:00to all 8:00 (check if outside
normal business hours)

2. Gotostep6if timeof day isFriday 17:00 to Monday 8:00 (check if
outside normal business hours)

3. Gotostep 6if message calls-queued in skill 1> 49 (limits the number
of message calls that can queue).

4. Queueto skill 1 pri m

5. Wait time 899 seconds hearing silence (first of a series of 14:59
(mm:ss) wait steps)

6. Disconnect after announcement none (automatically disconnects
message call if outside business hours or if queue limit reached)

7. Stop
Repeat as needed.
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Sample vectors for retrieve and suspend

Introduction  To achieve the full benefits of the Message Care software, appropriate
coverage paths and criteria must be assigned to your agents to insure that
returning retrieved and suspended messages are delivered properly.

Suspended message calls

When an agent suspends amessage call, the processing of that message is
postponed for a specified period of time. When the suspension timer
expires or if aresponseisreceived linked to the original consumer’s
request, the Message Care software will initiate a call to return the
message to the agent. The number called isthe Suspend VDN and may be
administered per mailbox.

Retrieved message calls

The Retrieve option is used when an agent wants to resume processing of
an original message call. The Message Care software always attempts to
deliver aretrieved message to the agent who used the Retrieve option. A
message can be retrieved if it is either in the launched, suspended,
blocked, and failed status states, but cannot be retrieved in the closed or
active states.

When the Message Care software launches either aretrieved or
suspended call, it is prepared to support an adjunct route request if asked
for in the vector processing. When prompted for an adjunct route, the
Message Care software will respond with an agent ID of the agent
retrieving the message or the agent ID of the agent who suspended the

message.

Important! If another CTI application is monitoring the VDNs
used by the Message Care software, this other CTI application must
not register for adjunct route requests on these VDNSs.
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Things to know about retrieved and suspended messages

To better understand the recommendations for coverage criteria, here are
the assumptions made relative to the handling of message calls:

* Retrieved messages should not go to coverage but should remain
gueued for the agent who retrieved them.

This assumes that the agent who initiated the retrieval request war
to resume processing of that message. Between the retrieve reque
and the actual delivery of the message DBEINITY ECS may have
delivered another ACD call to the agent. The retrieved message
should sit in the agent's queue waiting until service to the other call
completed.

If you implement such a message-call handling strategy, you must
instruct your agents to not log out of tREFINITY ECS while
message calls are queued for them (indicated through lamps on th
voice terminal).

* Suspended messages should cover to a backup skill group if the
suspending agent is not currently logged intoREEINITY ECS.

One example of the above would be when it is necessary to deliver
suspended message and the agent who suspended a message is
sick or on vacation. To insure that the message is delivered, the
coverage criteria for your agents should route such suspended
message calls to a backup skills group. The combinatibfesdage
Care software andEFINITY ECS coverage insures that your
consumers are serviced.

*  Suspended messages should not go to coverage but should remai
gueued for the suspending agent if that agent is logged in.

*  You can implement different coverage treatment to live callers using
combination of the sample coverage vectors provided and taking
advantage of thBEFINITY ECS's ability to apply different coverage
criteria for internal and external calls.
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*  The following are recommended coverage options for internal calls
— Active—set to No
— Busy—setto Yes
— No Answer—set to Yes with a specified number of rings
— Coverage Path—one of the sample coverage vectors listed

With these coverage settings, internal DAC calls sudfiessage

Care calls will immediately go to coverage if the agent is not logged
in to the system (busy=Y). If the agent is logged in, an internal call
will remain queued for the direct agent for the number of rings
specified. If the call exceeds the number of rings specified, then the
call will go to the coverage path for the agent. This allows retrieved
and suspended calls to wait for a short while until the agent is
available.

Sample vectors The following sample vectors are provided:

o |Sample 1—suspend/retrieve vector] (2-51)

. [Sample 2—agent coverage|(2-51)

. [Sample 3—VDN using vector coverage routing table|(2-52)

Based on your business needs, you may also want to provide one
coverage path for message calls and a different coverage path for live
callers (voice mail). Sample vectors 2 and 3 illustrate how such coverage
may be accomplished.
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Sample 1—suspend/  In thisvector, message calls are routed using an adjunct route step where
retrieve vector  Message Care will return the agent ID. If the agent is not logged in,
DEFINITY ECSwill route the call following the agent’s assigned coverage
path. In sample 1, Message Care launches the message call to VDN 2000
which directs message calls to Vector 200. Message Care is monitoring
VDN 2000.

Step 3 of vector 200 consists of link extension 9999. Link extension 9999
isthe extension of the ASAI link for which the CentreVu Computer-
Telephony server islocated. You must set the COR on the adjunct link (in
vector 2000, thisislink 9999) and phantom extension to enable direct
agent calling.

Vector 200 (VDN 2000)
Vector 200 begins:

1. Gotostep6if timeof day isall 17:00 to al 8:00 (check for business
hours)

2. Gotostep 6if timeof day is Friday 17:00 to Monday 8:00 (check for
business hours)

3. Adjunct route on link extension 9999 (request to Message Care for
agent login ID)

4. Wait time 4 seconds hearing silence

5. Route to number 2001 if unconditional (default treatment)

6. Disconnect after announcement none (automatically disconnects
message call if outside business hours)

Vector 201 (VDN 2001)

VDN 2001/Vector 201 provides coverage treatment for the message call.
Vector 201 would queue the message call to one of the Message Care
skills. It would look similar to the sample vector provided in[Vector 1 (VDN|

2-47).

Sample 2—agent  In this vector, vector processing divertstraditional callsto coverage
coverage  gppropriate for live cals, such asvoice mail, and queues the Message Care
message calls to the agent’s backup skill.

In thisexample, traditional voice callsare diverted using the call prompting
feature. This feature will prompt the caller to press “1” if they want to lea\
a voice mail; if “1” is pressed, the call is directed to the voice mail. If the
caller does not press “1,” the message call will be queued.

In this example, rotary calls will not be able to leave voice mail and thus
will be redirected into thessage Care queue for the first available agent.
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Rotary callers will not be directed to the live call queue. Also, an
interdigit timeout would occur before the rotary callers and the Message
Care message calls were queued to the Message Care skill.

Vector 300 (VDN 3000)

In this sample, the coverage vector supports both message calls and live
calls by prompting to detect alive call.

1. Wait time O seconds hearing ringback

2. Collect 1 digit after announcement 3000 (press 1 if you would liketo
leave avoice mail for the agent)

3. Route to number 5000 if digit = 1 (redirects callers who want to
leave voice mail)

4. Routeto 1000 (basic skill VDN which checks queue time)

Sample 3 issimilar to Sample 2 except that the VDN used for the agent’s
coverage path or for Redirection on No Answer (RONA) uses the Vector
Routing Table capabilities to distinguish between Message Care direct
agent calls and traditional direct agent calls. Sample 3 provides better
treatment to live callers than the previous example because it enables both
rotary and touch-tone callers to leave a message and it avoids the
interdigit timeout.

This vector will identify Message Care message calls using Automatic
Number Identification (ANI) routing along with vector routing tables.
The message call extensions used to initiate Message Care message calls
would be placed in one or more vector routing tables. The number of
vector routing tables needed depends upon how many message call
extensions have been assigned for use by Message Care.

In the example bel ow, the message call extensions for Message Care have
been administered in Vector Routing Table 1.

1. Gotostep 3if ANI intable 1 (determines whether the call isa
message call)

2. Route to number 5000 if unconditional (divertstraditional callsfor
aternative treatment)

3. Route to 1000 (queues message calls to the Message Care skill)

CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999
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What mailboxes do you need?

About mailboxes A single mailbox can route messages to a maximum of 11 VDNS,
depending on the keywords it finds in the message subject. Thisis
especially useful for messages generated from aform on your Web site. For
instance, the form can include afield where the consumer chooses the

appropriate keyword.

Planning your Message Care mailboxes
In planning your mailboxes, consider the following:

 The messages that you want to group into a mailbox based on age
skills and the type of reports you want to generate

»  The keywords that you want to use to send each message to the
appropriate VDN

e  The auto-acknowledgment message that you want to send as soor
the Message Care software detects a message. For each mailbox, yc
can specify a different text file as the body of the auto-
acknowledgment. You can also administer a mailbox to not send at
acknowledgments at all.

. Mailboxes that receive faxes should not have an auto-
acknowledgment file, since they do not provide an email return
address that can reach the sender. For other mailboxes, consider:

—  Whether you want to send auto-acknowledgments

—  What text you want in the auto-acknowledgments you choose
send

—  The language of the auto-acknowledgment text. If a mailbox
with auto-acknowledgments enabled receives messages in
multiple languages, then you must consider the language for tl
auto-acknowledgment text.

* The language of the labels you administer for each mailbox.

To support agents in various languages, you will need to administe
the mailbox labels (that the agent will see) in the same language th
the agent will select upon logging in to the system. For example, if
your call center uses mailbox A for French messages and French
agents, then you will have to administer mailbox A using French
labels that will be presented to the agent. This will ensure that a
French speaking agent will see French suspension codes, closure
codes, SMEs, and so forth when processing messages from mailb
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Considerations for specifying auto-acknowledgment text

Specifying the auto-
acknowledgment text

If acknowledgments are enabled for a supported mailbox, you are
required to specify an American Standard Code for Information
Interchange (ASCII) text file to be sent as the text component of the
message. Message Care supports only a single text file component per
mailbox and does not provide a default text message. Auto-
acknowledgment files must be stored on afile system accessible from the
NT server running Message Care.

Because a consumer may reply to an agent’s response, you must properly
administer the return email address. We recommend that you test the auto-
acknowledgment, including a consumer response to the received
acknowledgment.

Most mail servers support the POP3 protocol. Some servers, such as
Intuity AUDIX, require an add-on support package to provide POP3
access (Intuity AUDIX must be R4.3 with the add-on Intuity Internet
Messaging package).

The Message Care software provides afield tool to test acall center’'s
server for compliance with the requirements of the POP3 and SMTP

protocols.
L]



Prepare your call center for the CentreVu® CentreVu Internet Solution Guide, 585-215-025
Internet Solution Issue 2, October 1999

Bookmark agent and supervisor URLs 2-55

Bookmark agent and supervisor URLS

Overview To expedite access to agent Web pages and supervisor report Web pages,
create bookmarks for agent Web page URL s and supervisor report URLS.
To bookmark an agent Web page and a supervisor Web page in alanguage
other than US English, replace en- US with the correct language code. See
[What is Tocalized?] (1-39) for alist of language codes.

Agent Web page URL s are listed below:

¢ Agent login Web page-http://<MC_server_domain>/mcscript/en-
USmc_agent.asp

* Agent search Web pagehttp://<MC_server_domain>/mcscript/en-
US'searchpage.asp

The Supervisor report Web page URL is:
http://<MC_server_domain>/mcscript/en-USreports.asp
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Encoding used to store message information when operating in J-

Mode

Endcoding format used
when storing received
messages in J-Mode

When operating in JMode, Message Care stores message information in
the Microsoft Corp. Microsoft SQL database in different character sets
depending on where the information is obtained.

The following information explains how received messages are stored
and where received messages are stored when running in >Mode.

Component Whereis information  How is information

Type stored? stored?

From Messages Table— The email handle (for

Address— SendersAddress example,

Email handle services@company.com) is
stored in ASCII.

From Messages Table— The friendly name (for

Address— SendersName example, Joe Smith) is stored

Name as itis received (most likely in
JIS).

Subject Messages table—Subject The subject will most likely be
received in JIS buvlessage
Care will convert the subject
to JIS.

Headers Messages table— Message Care will store the

Headers headers in ASCII.
Body Messages table—Body Message Care will store the

Message Date Messages table—

Message Date

Message Messages table—

Header ID MessageHeaderID

To Address Messages table—
ToAddress

MIME type Attachments table—

MimeType

body as it is received (either
ASCII, JIS, or shift-JIS).

Message Care will store the
message date in ASCII.

Message Care will store the
message header ID in ASCII.

Message Care will store the to
address in ASCII.

Message Care will store the to
address in JIS.
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Endcoding format used  Thefollowing information explains how outbound messages are stored and
when storing outbound  \where outbound messages are stored when running in JMode.

messages in J-Mode

Component Where is information  How is information

Type stored? stored?

Body Outbound Table—Body Message Care stores the
outbound body in JIS.

Destination | Outbound Table— Message Care stores the

address ToAddress destination address in ASCII,

Copy To List | Outbound table—CCLisMessage Care stores the
outbound copy to list in
ASCII.

Subject Outbound table—Subjedtlessage Care will store the
headers in JIS.

Attachment | Outbound table— Message Care stores the

file name AttachmentName outbound attachment file name
in JIS.

From Address Outbound table— Message Care will store the

FromAddress outbound from address in

ASCII.
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3 Install and uninstall |CC software

Overview

Purpose The purpose of thisinformation isto describe, at a high-level, the
procedures for installing and uninstalling 1CC software.

The following | CC software isinstalled by Lucent Technologies
personnel:

* Internet Telephony Gateway software. For installation procedures,
see thdnternet Telephony Gateway Technical Reference Issue
2(555-027-212)locument.

* Internet Call Manager and Computer Telephony Integration (ICM/
CTI) software

. Internet Call Center software.

* Centralized Internet Routing Service software. For installation
procedures, s@&pendix A]

The following software must also be installed but is not part of the
CentreVu® Internet Solution installation:

e CentreVu Computer-Telephony software

Multisite Configuration.

e Call Management System for the Internet (ICMS) software

Audience This information is intended for installers, system administrators, or any
other persons involved in installing software for ICC. This includes
Lucent Technologies' Technical Support Organizations.

Contents This section contains the following:

. Install JRun|(3-3
¢ [Install the ICM/CTI software] (3-4)

e [Install the ICC software] (3-6)

¢ [Install the ICMS software](3-7)

¢ |Uninstall the ICM/CTI software| (3-13)
. |Uninstall the ICC software| (3-14)
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References |n addition to the installation procedures that follow, you should read the
readme.txt file that is delivered with the software. The readme.txt file
includes late-breaking changes to and news about the software. The
readme.txt file for the Internet Call Center (ICC) softwareislocated in the
top folder of the ICM/CTI installation disk, and isinstalled in the \itg

directory on the ICM server.
L]
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Install JRun

Before you beginBefore The information contained in the install instructions describes only those
you begin  procedures that require you to input information or make choices.

Installation instructions  To install the JRun software, do the following:

1 StopthellSWeb service.

2  Purchase and download the JRun servlet engine from Live Software.
You can find the Live Software Web site at: http://www.allaire.conv
products/jrun

3 The Setup program prompts you through the installation process.
Follow the instructions on the screen.
You will need to select the following options:

» Destination location—select the default location. (This will make the
ICM/CTl installation easier because the ICM/CTI setup uses the sat
default location.)

*  Configure software—in this step, you are configuring JRun to work
with the Web server. For the majority of questions asked during the
configuration, you will select the defaults.

* The following are exceptions to selecting defaults:
—  Select connector to install—click on [IS/PWS 3.0/4.0

— IS Scripts directory—browse to, and then selectniegubs/
scripts where 1IS is installed.

—  Select Finish—do not perform another configuration.

4  Reboot—you can reboot the system at this point or you can reboot yx
system after you have installed all ICC software.

END OF STEPS
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Install the ICM/CTI software

Before you beginBefore The information contained in the install instructions describes only those
you begin  procedures that require you to input information or make choices.

Important! Before you begin the ICM/CTI install, do the
following:

e Stop the IIS Web service.

e StopMessage Care™ if itisinstalled. See[Perform a graceful
[shutdown](12-23) for instructions on shutting down Message
Care

 Make sure JRun is installed and then stop the JRun service.

*  Uninstall any prior versions of ICM/CTI. Sleeinstall the ICM/]
[CTT software](3-13).

Installation instructions To install the ICM/CTI software, do the following:

1

2

Insert the ICM/CTI R4.1 CD-ROM.

From the ICM/CT] folder, selecttup.exe.

The Setup program prompts you through the installation process. Follo
the instructions on the screen.

You will need to select the following options:

Setup Type—you are given two options: Custom and Typical.
Custom enables you to install ICM and CTI separately (for example
if you wanted to install the ICM software on a different server than
the CTI software then you would choose Custom). Typical installs
both the ICM and CTI software on one server.

Destination location—select location.

Select Program Folder—you can select the default or create a new
program folder.

Previous Install—if you are upgrading the ICM/CTI software,
provide the location of your previous install. If you provide an
incorrect location, you will have to re-administer your software.
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*  Configure JRun—select Yes if you have installed JRun version 2.3
select No if you have installed a version other than 2.3. In this step
you are configuring the ICM to work with JRun.

»  Destination Location of JRun—provide the folder where JRun is
installed.

* Install JRE—select Yes. (You need to install JRE for a new install at
for an upgrade.) Also, select 118N if you are using multiple languagt
for the CentreVu Internet Solution.

*  Reboot—you can reboot the system at this point or you can reboot
your system after you have installed all ICC software.

3  Copy thelicense.dat file to the ICM installation directory. The
license.dat file is created by Lucent Technologies and installed on the
ICM server.

If you are going to install thislessage Care software on a different server
than the ICM/CT]I software, then you must copy lilkense.dat file to the
same directory on both servers.

4 When you are finished installing the ICM/CTI software, specific
parameters must be administered. |&@ginister the CTI|(5-22) and
[Administer common parameters|(5-24).

END OF STEPS
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Install the |CC software

Before you beginBefore The information contained in the install instructions describes only those
you begin  procedures that require you to input information or make choices.

Important! Uninstall any prior versions of ICC. See[Uninstall the]
[ICC software](3-14).

Installation instructions To install the ICC software, do the following:

1 Insertthe ICC R4.1 CD-ROM.

2  FromthelICC folder, select setup.exe.

The Setup program prompts you through the installation process. Follow
the instructions on the screen. Install the | CC software in the same folder
asthe ICM.

NOTE: The Select Components dialog box provides an option for
installing Web Page Guidelines documentation. If you choose to install
the Web Page Guidelines documentation, you can view it by selecting
Lucent ICC Web Guidelines from the Start button.

3 Whenyou arefinished installing the | CC software, specific parameters
must be administered. See[Administer Internet Call Center]

5-27).

END OF STEPS
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Install the ICM S software

Before you beginSoftwar
e prerequisites

Statistical reporting for the real-time communication datais provided
through an add-on package to standard CentreVu CMS. This add-on
package software is delivered on a separate CD-ROM and uses standard
pkgadd/ pkgr mcommands. For more information about the reporting
features of ICMS, refer to[CentreVu CMS for the Internet (ICMS)|

9-6).

CentreVu CM S and Supervisor each have to meet certain software
requirements before you can use them with ICC.

If you have CentreVu CMS Software ...

Any of the following configurations can be used:

* R3V5 (with load r3v5ai.f or later). This load is required on the
CentreMu CMS server if the customer wishes to run or create ICC

reports. Although the R3V5 load is required, it can be received as ¢
maintenance patch for the G3v4 CMS load.

*  3V5u (with load r3v5ud.a or later)
+ R3V6

If you have CentreVu Supervisor Software ...
Any of the following configurations can be used for viewing ICC reports.

* R3V5 or R3V5u (with load bj.02)
* R3V6 (with a load greater than bj.02).

Adding or deleting ACDs

The ideal situation for adding or removing ACDs is to do so before
installing the ICMS package. However, if you need to add or delete ACI
after installing the ICMS package, the ICMS software must be removed
before adding or deleting the ACD and then restored afterwards. For
procedures on how to add or delete ACDs after ICMS has been installe
segAdding or deleting ACDs after the installation of ICMS] (3-11).




Install and uninstall |CC software CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

Install the ICMS software 3-8

Install ICMS software Important!  Allow about 30 minutes of CM S downtime when
installing 1CC-specific software.

To install ICC-specific software, do the following:

2  ThelCMShbasedirectory, /webcms, may not belocated ontheroot file
system,; therefore, you must either make the directory a separate file
system or make it a symbolic link to a directory on anon-root file
system. To do this, use the following commands:

# nkdir /cns/webcns
#1n -s /cns/webcns /webcns

3 If not already installed, install either the CentreMu CMS R3V5 (with
load r3v5ai.f or later), R3V5u (with load r3vbud.aor later), or R3V6.

Also, if not already installed, install either the CentreVu Supervisor R3V5
or R3V5u (with load bj.02) or CentreVu Supervisor R3V6 (with aload
greater than bj.02). See the CentreMu CM S and CentreVu Supervisor
installation documents for details.

4  You must turn off CM S before beginning the ICM Sinstallation. To do
this, select option number 3 from the cnssvc menu.

5 Insert the CD-ROM with the ICMS package into the CD- ROM drive.

6 Atthe UNIX prompt, enter the following command:
$ nount

Result: The system lists all the mounted drives including /cdrom.
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7  Veify that the ICMS package is available on the CD-ROM by entering
the following command at the UNIX prompt:

$1Is -F /cdron cdrond/
Result: Thiscommand displays the presence of an icms directory

8 Add the software package by entering the following command at the
UNIX prompt:

$ pkgadd -d /cdrom cdronD icns

Result: Release numbers and the names of the filesin the package are
displayed.

Important! ThelCMS can beinstalled for asingle ACD only.

9 If you are using more than one ACD, the system prompts you for
information about which ACD is collecting the ICM S data.

10  Select option number 3 from the cmssvc menu to turn CMS on and
verify that processes are running.

Result: The***CMs i s now up*** message displays.

11  Verify that the Web server isrunning on CentreVu CM S by entering the
following command at the UNIX prompt:

$ ps -ef | grep http

Result: Oneor more lines of processinformation displaysfor the Web
server. If process information does not display, you must reboot your
machine and repeat step 10.
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12  Verify that you can reach the CentreMu CM S machine from the ICM
server. To do this, enter the following URL into aWeb browser on the
ICM server:

http: //< cmshost>/cgi-bin/uncgi/inc_data?
vdn=<xxxx>& page_url=<yyy>& < parameter>=<zzz>
Where:

e <cmshost> = The CMS server.

e <xxxx> =A VDN value.

 <yyy>=A URL value.

e <parameter> = The <parameter> can be icalls_offered, pri_limit,
phantom_limit, vector_discon, vector_busy, or invoice_limit.

* <zzz> = The amount you want to increment this parameter.

13  Verify that at least port 8001 is accessible from external sites if the We
page counter is to be used. To do this, enter the following URL into
your Web browser from a connection outside of the firewall:

http: //< cmshost> : 8001/cgi-bin/uncgi/
pgcnt?callUsSrcPage=<“pageid”>
Where:

e <cmshost> = The CMS server.
e <"pageid”> = A URL value.

Every time you send this URL (or select Reload) you get a blank screen.
If errors are present, check [Eirewall guidelines| (2-22) for details. The
installation is now compl ete.

14  Eject the CD-ROM using the following command:

$ eject -d
If you are using CentreVuSupervisor V6, you will aso need to run the
installation script for CentreVuSupervisor found on the ICM S CD-ROM.

Run this script on your Microsoft Corp. Windows® -based system in the
same manner that you ran the original installation of CentreVuSupervisor.

Theinstallation of the ICM S software is complete.

END OF STEPS
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Important! Adding ACDs after your ICM S software has been
installed on the CM S server requires that you remove the ICMS
software package, add the new ACD(s), and then reinstall the ICMS
software package.

To add or delete an ACD after the installation of ICMS, do the following:

At the UNIX prompt, enter the following command: # pkgrm i cns

Result: A nunber of files and peripheral database itens
are renoved.

When you are asked the question, “Do you want to preserve Interne
CMS data?, enter Y.

Result: The Internet OVS data is preserved.

At the UNIX prompt, enter the following commantd.cnssvc (add or
delete ACD)

Reinstall ICMS.

END OF STEPS
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Install the CentreVu Computer Telephony for Windows NT software

Introduction For information on installing the CentreMu Computer Telephony for
Microsoft Corp. Windows NT software, see the CentreMu Computer-

Telephony documentation you received with the software.
L]
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Uninstall the ICM/CTI software

1 Beforeyou uninstall the ICM/CTI software, you must stop the Lucent
Internet Call Manager service and the Lucent Internet CTl Manager
service.

To stop the ICM and CT1 services, do the following:

1. From the Control Panel, select Services.

2. Click onthe Lucent Internet Call Manager service, and then click on
Stop.

3. Click onthe Lucent Internet CTI Manager service, and then click on
Stop.

2  From the Control Panel, select Add/Remove Programs.

3  Seect Lucent ICM_CTI program (default name), and then select the
Add/Remove... button.

4 You may be asked if you want to remove shared files. Say Yesto all.

END OF STEPS



Install and uninstall |CC software CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

Uninstall the ICC software 3-14

Uninstall the |CC software

1  From the Control Panel, select Add/Remove Programs.

2  Select Lucent ICC program (default name), and then select the Add/
Remove... button.

3 You may be asked if you want to remove shared files. Say Yesto all.

END OF STEPS
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4 Install and uninstall the Message
Care® software

Overview

Purpose

Contents

Audience

References

The purpose of thisinformation isto describe the proceduresfor installing

and uninstalling the Message Care™ system. It will address

prerequisites, software that needs to be installed, installation procedure
and upgrade procedures.

This section contains the following information:

. [Microsoft SOL Server 7.0 recommendations and installation|
4-3

. [Install the ICM/CTI software| (4-29)

. [Message Care installation procedures| (4-30)
o |Uninstall Message Care 4.1| (4-46)

o [Message Care upgrade procedures (pre version 4.0)(4-51)

Important! The above information is presented in order of the
recommended installation proceduresNtassage Care 4.1 system.
To ensure that thielessage Care 4.1 system operates properly,
follow the installation procedures in the order presented in this
document.

This information is intended for installers, system administrators, or any
other persons involved in installing software for khessage Care

system. This includes Lucent Technologies' Technical Support
Organizations.

In addition to the installation procedures that follow, you should read the
readme.txt file that is delivered with the software. Treadme.txt file
includes late-breaking changes to and news about the software. The
readme.txt file for the Message Care software is located in the top folder

of the Message Care installation CD-ROM.
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Important! Ensure that Active Desktop was not installed on the
NT server in which you will install Message Care.

Make sure your system meets the following hardware and software
prerequisites before installing Microsoft Corp. Microsoft® SQL server
7.0 orMessage Care 4.1.:

450 MHz or better Intel Corporatid?entium® |1-based PC
256 MB of RAM

10 GB hard-disk drive (for thilessage Care software andviessage
Care databases)

CD-ROM drive

Microsoft Corp.Windows NT® 4.0 operating system with Service
Pack 4 with Y 2K patch or SP5 and Microsoft Corp. Microsoft
Internet Information Services (11S) Version 4.0 (with Option Pack 4)

Internet Call Manager (ICM) and Computer Telephony Integration

(CTI) software. Refer timstall the ICM/CTI software](3-4) for
installation information.

U
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Microsoft SQL Server 7.0
recommendations and installation
Instructions

Overview

Purpose Thissection providesthe recommendations and installation instructions for
the Microsoft Corp. Microsoft SQL-Server 7.0 software when used with
Message Care Release 4.1.

Contents Thefollowing information is presented in the order in which it should be
addressed to ensure later success when installing the Message Care 4.1
software.

. Microsoft SQL Server 7.0 supported versions and licensing| (4-4
. [Microsoft SQL Server 7.0 prerequisites|(4-5)

[Install Microsoft SQL Server 7.0|(4-6)

[Verify the installation of Microsoft SQL Server 7.0/ (4-10)

* |Create Message Care databases|(4-13)

. [Create an SQL Server login ID and password)](4-21)

[Create ODBC data sources|(4-23)

Audience The following information is for those who will be installing and setting uj
the Microsoft CorpMicrosoft SQL-Server 7.0 software for use with the

Message Care system.
L]
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Microsoft SQL Server 7.0 supported versions and licensing

Versions supported Message Care supportseither of the following editions of Microsoft Corp.
Microsoft SQL-Server 7.0:

e SQL Server 7.0 Standard Edition
e SQL Server 7.0 Enterprise Edition

Licensing environments Message Care requires five Client Access Licenses (CALSs). You will also
supported need licenses for supervisors and agents who will be accessing the syst
simultaneously. The CALs can be deployed in a "per seat" or "per serve
mode.

Per seat

With a per seat licensing environment, each workstation or other device
that connects to a licensed SQL server must have a CAL.

Per server

With a per server licensing environment, you predetermine the number

devices that will be connected to a licensed SQL server at a given time.
LJ
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Microsoft SQL Server 7.0 prerequisites

About Message Care 4.1 requires Microsoft Corp. Microsoft SQL Server 7.0 with
Service Pack 1. The Microsoft Corp. Microsoft SQL Server software will
reside on the same NT server as the Message Care software. See
[Prerequisites] (4-2)before installing Microsoft Corp. Microsoft SQL Server
7.0.

Installation prerequisites Ensure that you have met the following installation prerequisites:

» Disable caching I/O controllers unless you have an on-board battel
backup.

*  You must choose a valid server name. The server name must not h
spaces and must begin with an alphabetical letter or an underscore

* For the SQL Server to recognize network drives, ensure that your

Domain User Account has read/write access to the network drives.
L]
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Install Microsoft SQL Server 7.0

Installation instructions Important! Beforeinstalling the SQL Server 7.0 software, ensure
that you have met the system and installation prerequisites (See

[Microsoft SOL Server 7.0 prerequisites] (4-5)).
To install Microsoft Corp. Microsoft SQL Server 7.0, do the following:

1 Insert the Microsoft Corp. Microsoft SQL Server 7.0 CD-ROM.

Result: The SQL Server installation automatically begins and you
are presented with the SQL Server window. If the installation does
not automatically begin, select the Autorun.exe file from the SQL
Server folder.

2  FromtheSQL Server 7.0window, select I nstal | SQL Server 7.0
Conponent s.

Result: TheInstall SQL Server 7.0 Components window appears.

3  Fromthelnstall SQL Server 7.0 Components window, select
Dat abase Server - Standard Edition.

Result: The Select Install Method dialog box appears.

4  Fromthe Select Install Method dialog box, check theLocal I nstal |
- Install to the Local Machi ne option, and then select the
Next button.

Result: Welcome screen appears.

5  From the Welcome screen, sdalect the Next button.

Result: The Software License Agreement dialog box appears. Read
the text, and then select Yes to accept it. The User Information dialog
box appears.
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6  From the User Information dialog box, type your name and company
(optional), and then select the Next button.

Result: The Setup dialog box appears.

7  From the Setup dialog box, type your CD Key and then select the Next
button.

Result: The Setup Type dialog box appears.

8  From the Setup Type dialog box, select the Typi cal option and the
desired destination folders. If you want to install the Program Filesin a
different location than the Data Files, Message Care recommends the
following capacities:

* Program Files - select a drive that has at least 200 MB of capacity.
» Data Files - select a drive that has at least 10 GB of capacity.

Select the Next button.
Result: The Select Components dialog box appears.
9 From the Services Accounts dialog box, do the following:

. Select thdse t he sane account for each service Auto
start SQ Server Service option.

* Inthe Service Settings group, selecttbe a Donain User
account option, and then enter a Username, Password, and Dom:z
in the respective text boxes.

. Select the Next button.

Result: The Start Copying Files dialog box appears.

10 Select the Next button.

Result: The Choose Licensing Mode dialog box appears.
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11  From the Choose Licensing Mode dialog box, do the following:
»  Select the defauker Server for option if you do not have a
preference on the licensing mode.

e Enter the number of licenses you require in the Per Server for text
box. You will need licenses fdflessage Care (five licenses
required) and licenses for administrators, supervisors, and agents
who will be accessing the system simultaneously.

. Select the Add Licenses button, and then select the Continue buttor

Result: The installation finishes.

12  Start the SQL Server Service if it is not already running. To start the
SQL Server Service, do the following:

*  From the Start button, select Programs->Microsoft SQL Server 7.0
>Service Manager. The SQL Server Service Manager window
appears.

e  Select the Server from the Server drop-down list box.

e Select thevBSQ.Ser ver servi ce from the Services drop-down
list box, and then select the Start/Continue button anduhe-
start services when OS starts check box.

e Select thevBDTC ser vi ce from the Services drop-down list box,
and then select the Start/Continue button andith®- st ar t
servi ces when CS starts check box.

*  Select theSQLSer ver Agent service from the Services drop-down
list box, and then select the Start/Continue button anddahe-
start services when CS starts check box.

*  Close the SQL Server Service Manager window.

Result: All the SQL services are running and will automatically start
upon starting the OS.

13 Reboot the server.

END OF STEPS
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Install the Microsoft SQL service pack

Installation instructions  Follow the installation instructions provided in the Install wizard.
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Verify the installation of Microsoft SQL Server 7.0

Instructions to verify  To verify the correct installation of Microsoft Corp. Microsoft SQL Server
installation 7,0, do the following:

1 Ensurethat all SQL Server servicesarerunning. If they are not, follow
Step 15 inthe "Install SQL Server 7.0" section.

2  Connect to the SQL Server by doing the following:

1. From the Start button, select Programs->Microsoft SQL Server 7.0-
>Enterprise Manager.

2. Expand the Microsoft SQL Server->SQL Server Group, and then
locate and expand your SQL Server machine name.

3. Expand the Databases folder and verify that the following databases

are present:

*  master
* model

« msdb

* tempdb

I:l Congale Raoaot
EI-- Microzaoft SCIL Servers
Elﬁ SOL Server Group

-5 LISA [windows NT) S0L Server
EH:I Databases Ivlachine MName

M arthaind
pubz
q tempdb
I'_'H:I Drata Transformation
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l:l Security
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3 Query the SQL Server by doing the following:
1. From the Start button, select Programs->Microsoft SQL Server 7.0-
>Query Analyzer
Result: The Connect to SQL Server dialog box appears.
2. From the Connect to SQL Server dialog box, do the following:

» Select the server (for a local server, select either “.” or select
“local” ) from the SQL Server drop-down list box. If there are nc
selections in the SQL Server drop-down list box, select the
button to the right of the list box.

» After you have selected the server, selectd® SQL Ser ver
aut hent i cat i on option.

*  Enter the Login Name and Password. If this is the first time yo
have installed SQL Server, then enter “sa ” as the Login Name
and leave the Password field blank.

*  Click the OK button.
Result: The Query window appears.

3. Enter each of the following queries in the Query window, and then
select the Execute Query button.

. sel ect @®Bervernane 'Server Nange’
J sel ect @@ersion 'version’
. exec sp_hel psort

Result: The Query window splits. The upper portion of the window
provides the commands originally executed and the bottom portion
the window provides the results of the queries.

Verify that the query produced the following results:

*  The correct Server Name (for example, msgcare)

* The correct SQL Server version (Microsoft Cdvpcrosoft SQL
Server 7.0) and Service Pack 1

*  The correct version of the operating system (Standard Edition o
Windows NT 4.0 with Service Pack 4])



Install and uninstall the Message Care® software CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

Verify the installation of Microsoft SQL Server 7.0 4-12

»  The correct unicode data sorting (case-insensitive, kana-type
insensitive, and width-insensitive).

*  Verify the correct character set (ISO 8859-1, Case-insensitive
dictionary sort order). Code page 1252 (ISO character set) is th
default character set for non-Japanese servers and Code page ¢
is the the default character set for Japanese servers. It is also
known as the 1SO 8859-1, Latin1, or ANSI character set. It is
compatible with the ANSI characters used by the Microsoft
Corp.Microsoft NT and Microsoft Windows operating systems.
Code page 1252 might be appropriate if you intend to use client
running Microsoft CorpWindows.

4  Look for error conditions in the following log files if any of the
verification steps fail. The log files are text files that you can open in ¢
text editor such as NotePad.

* gsglstp.log (located in the Windows directory)
*  cnfgsvr.out (located in the MsSql7\install directory)

*  FErrorlog (located in the MsSql7\Log directory or where your
database is installed)

END OF STEPS
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Create Message Care databases
Overview |n addition to the procedures that follow, you should read the Message

Before you beginBefore
you begin

Create MCAdmin
database

Carereadme.txt file that is delivered with the software. The readme.txt file
includes late-breaking changes to and news about the software.

This section provides instructions on how to create Message Care-related
databases. Message Care requires the following three databases:

. MCAdmin

+ [MCMessages

* [MCArchive

The MCAdmin database is typically quite small in size; however, the
MCMessages and the MCArchive databases can grow quite large over
time. We recommend that you choose a large logical hard drive
exclusively for carrying th&lessage Care databases. The sum of all the
database capacities (as specified by the maximum file size parameter y
will enter during the database creation process) should not exceed the
of the logical drive minus any space already taken.

Before you create thdessage Care databases, determine the appropriate
sizes for each database, particularly the MCMessages database (holds
email messages).

Database size is restricted by the following:
*  The size of the hard drive partition in which the databases will resic

* The disk space already used on the disk partition in which the
databases will reside

To create the MCAdmin database, do the following:

1 From the Start button, select Programs->Microsoft SQL Server 7.0-

>Enterprise Manager.

2 Expand the Microsoft SQLServer->SQL Server Group, and then loce

and expand the SQL Server machine name. Right click on the Databe
folder, and then select the New Database item to bring up the Datab
Properties dialog box.
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From the General tab, enter the name of the new database you want to
create in the Nane text box. In this case, the database nameis
MCAdmin.

Take note of the default location of the database in the Location field.
Change this to the desired location.

In the File properties group, do the following:

Leave theAut omatical |y grow fil e box checked.

In the File growth->By Per cent option, accept the defaulo
percent.

Select the Maximum file size-Restrict filegromth (MB)
option, and then typ200 for the file size.

Take note of the default location of the transaction log file for this
database in the Location field. Change this to the desired location.

In the Transaction log files group, typeénthel/ nitial size (MB)
field.

In the File properties group, do the following:

Leave theAut omatical |y grow fil e box checked.

In the File growth->By Per cent option, accept the defaulo
percent.

Select the Maximum file size-Restrict filegromth (MB)
option, and then type0 for the file size.

Select the OK button.
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Expand the Databases folder and locate the newly created MCAdmin
database.

Right-click the MCAdmin database, and then select the Propertiesitem.
Thiswill bring up the MCAdmin Properties dialog box.

From the Settings group, select the Aut o shr i nk check box and leave
thedefaults (Aut o create statistics and Auto update
stati sti cs) checked.

Sedlect the OK button.

END OF STEPS

Create MCMessages To create the MCMessages database, do the following:

database

From the Start button, select Programs->Microsoft SQL Server 7.0-
>Enterprise Manager.

Expand the Microsoft SQL Server->SQL Server Group, and then locate
and expand your SQL Server machine name. Right-click the Databases
folder, and then select the New Databasesitem to bring up the Database
Properties dialog box.

From the General tab, enter the name of the new database you want to
create in the Name text box. In this case, the database nameis
MCM essages.
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4 If the default location of the database in the Location field is not
correct, then change this field to the desired location.

5 Inthe Database files group, type 100 inthe/ niti al size (MB)
field.

6 IntheFile properties group, do the following:

e LeavetheAutomatical ly grow fil e box checked.

* Inthe File growth-> n negabyt es option, type an appropriate
incremental number of MB for which you want your database to
grow. Ensure that the incremental File growth value is an integral
multiple factor of the Restrict filegrowth value plus the Initial size
value and that the vaule for the database capaaitggoare.ini file
is also an integral multiple factor of the Restrict filegrowth value
plus the Initial size.

For example, if the Initial size value is 100 MB, the Restrict
filegrowth value is 2000 MB, and the database capacity in
msgcare.ini file is 1800 (90% of 2000), then 50MB could be used as
the incremental growth size. That is the database can grow by
increments of 50MB to eventually meet the 2000 MB limit.

«  For example, (38x50) + 100 = 2000
— 2000 = the Restrict filegrowth value
— 100 = the Initial size of the database
— 50 =the incremental growth size
— 38 =integral multiple factor
*  For example, (34x50) + 100 = 1800
— 1800 = the maximum database size specified in msgcare.ini fil
— 100 = the Initial size of the database
— 50 = the incremental growth size
— 34 =integral multiple factor
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If however, you use an incremental growth size that is not an integral
multiplefactor of the Restrict filegrowth value plusthe Initia size (for
example, 400), the MCM essage database would eventually grow to
1700 (100->500->900->1300->1700) and then SQL would stop
growing the database because the next increment would be 2100
(greater than the Maximum file size). Message Care on the other hand
would continue to poll and process new message calls after the
database grew to 1700 because you set a value of 1800 in the
msgcare.ini file.

Select the Maximum file size-Restrict filegrowmth (MB)
option, and then type the number of MB for which you want to restri
the file growth.

Take note of the default location of the transaction log file for this
database in the Location field. Change this to the desired location.

In the Transaction log files group, entérinthe/ ni ti al size (MB)
field.

In the File properties group, do the following:

Leave theAut omatical |y grow fil e box checked.
In the File growth-> n negabyt es option, enter0.

Select the Maximum file size-Restrict filegrowmth (MB)
option, and then typ@00 for the file size.

Click the OK button.

Expand the Databases folder and locate the newly created MCMesse
database.

Right-click the MCMessages database, and then select the Propertit
item. This will bring up the MCMessages Properties dialog box.
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From the Settings group, select the Aut o shr i nk check box and leave
the defaults (Aut o create statistics and Auto update
stati stics) checked.

Select the OK button

END OF STEPS

Create MCArchive To create the MCArchive database, do the following:

database

From the Start button, select Programs->Microsoft SQL Server 7.0-
>Enterprise Manager.

Expand the Microsoft SQL Server->SQL Server Group and then locate
and expand your SQL Server machine name. Right click on the
Databases folder, and then select the New Databases item to bring up
the Database Properties dialog box.

From the General tab, enter the name of the new database you want to
create in the Name text box. In this case, the database nameiis
MCArchive.

Take note of the default location of the database in the Location field.
Change thisfield to the desired location.
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8  Take note of the default location of the transaction log file for this
databaseinthe Location field. Changethisfield tothedesired location.

10  Expand the Databases folder and locate the newly created MCArchive
database.

11  Right-click the MCArchive database, and then select the Propertiesitem
to bring up the MCATrchive Properties dialog box.

12 Select the Options tab.

13  Fromthe Settings group, select the Aut o shr i nk check box and leave
the defaults (Aut o create statisticsand Auto update
statistics) checked.

14  Select the OK button.

END OF STEPS
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Important! The Message Care softwareis designed to handle
database capacity conditions. As the capacity of the databaseis
reaching its maximum, Message Care will generate alarms. Message
Care generates alarms at 80%, 90%, and 95% of the database’s
capacity.

After you have created the Message Care databases, you need to
modify the M CM essages database capacity in the msgcare.ini file
located in the Message Care server W nnt directory. Message Care
uses the value in the Maximum Database Size (MB) parameter to
issue warning messages when the MCM essages database grows
closeto thislimit and stops processing any new incoming message
callswhen thislimit is reached. Some additional space (10% or o)
should beleft in the actual database allocation to allow for additional
database operations.

To modify the capacity of the MCM essages database, do the following:

From the Winnt directory of the Message Care server, locate the
msgcare.ini file.

Set the value for the Maxi num Dat abase Si ze (MB) parameter to
90% of the maximum file size you administered in SQL for the
M CM essages database.

Specificaly, 90% of the value you entered in the Select the Maximum file
Size-> Restrict filegrowmh (M) optioninthe General tab.

For example, if you entered 2000 in the Restrict filegrowth option, then
1800 (90% of 2000) should be the value you specify in the Maxi num
Dat abase Size (MB) parameter.

END OF STEPS
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Create an SQL Server login ID and password

Create a login ID and  This section provides instructions on creating an SQL Server login ID and
password  password for the Message Care software.

1  From the Start button, select Programs->Microsoft SQL Server 7.0-
>Enterprise Manager.

2  Expand the Microsoft SQL Server->SQL Server Group and then locate
and expand your SQL Server machine name.

4  Click onthe New Login icon in the toolbar.

Result: The SQL Server Login Properties- New Login dialog box
appears.

10  Select the publ i ¢ check box and the db_owner check box in the
Permit in database role selection list.
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11 Repeat Steps 8-9 for the MCArchive database and the MCM essages
database.

Important! Use the same user name and password for each
database.

12 Click the OK button.

Result: The Confirm Password dialog box appears.

13  Enter thenew passwordinthe Conf i r m Passwor d text box, and then
click the OK button.

END OF STEPS
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Create ODBC data sources

General information  The following procedures explain how to create an ODBC data source for
each of the Message Care databases.

Create ODBC data To create an ODBC data source for the MCAdmin database, do the
source for MCAdmin  following:
database

2 Double-click the ODBC Data Sources icon.
Result: The ODBC Data Source Administrator dialog box appears.

3  Fromthe ODBC Data Source Administrator dialog box, select the
System DSN tab, and then select the Add button (for the MCAdmin
database).

Result: The Create New Data Source dialog box appears.

4 Fromthe Create New Data Source dialog box, select the driver for SQL
Server, and then select the Finish button.

Result: The Create a New Data Source to SQL Server dialog box
appears.

6 Enter Message Care Adnin dat abase under SQ. 7.0 inthe
Descri pti on text box.

7  Select (1 ocal ) fromthe Server drop-down list, or type the name of the
Server in the text box.
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SelecttheWth SQL Server authentication using a Login
I D and password entered by the user option.

Type the user name (msgcare) inthe Logi n | Dtext box and the
password in the Passwor d text box. Usethe user name and password
that you created in Step 4 and 6 of the|Create an SQL Server login ID and|
[password](4-21).

Selectthe Change t he def aul t dat abase t o check box, andthen
select MCAdmin from the drop-down list box (leave the default
“Perform Translation for character data” checked).

Select the Next button. When the new dialog box appears, keep the
defaults, and then select the Finish button.

Select the Test Data Source button. You should see a “TESTS

COMPLETED SUCCESSFULLY” message. Click the OK button.
Otherwise, check for errors in the data source name (DSN) definitiot
by going through the steps again.

END OF STEPS
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Create ODBC data To create an ODBC data source for the MCM essages database, do the
source for MCMessages  followi ng:
database

2 Double-click the ODBC Dat a Sour ces icon.

Result: The ODBC Data Source Administrator dialog box appears.

3  Fromthe ODBC Data Source Administrator dialog box, select the
System DSN tab, and then select the Add button (for the MCM essages
database).

Result: The Create New Data Source dialog box appears.

4 Fromthe Create New Data Source dialog box, select the driver for SQL
Server, and then select the Finish button.

Result: The Create aNew Data Source to SQL Server dialog box
appears.

6 TypeMessage Care Messages dat abase under SQ. 7.0inthe
Descri pt i on text box.

7 Select (1 ocal ) fromthe Server drop-down list or enter the name of the
Server in the text box.

9 SdectthewWth SQ. Server authentication using a | ogin
I D and password entered by the user option.
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10  Typethe usernamein the Login ID text box and the password in the
Password text box. Use the user name and password that you created
in Step 4 and 6 of the[Create an SOL Server login 1D and password](4-21).

11  Select the Next button.

12 SelecttheChange t he def aul t dat abase t o check box, andthen
select MCM essages from the drop-down list box (leave the defaults
checked).

13  Select the Next button. When a new dialog box appears, keep the
defaults and then select the Finish button.

14  Select the Test Data Source button. You should see a “TESTS
COMPLETED SUCCESSFULLY” message. Click the OK button.
Otherwise, check for errors in the DSN definition by going through the
steps again.

END OF STEPS

Create ODBC data To create an ODBC data source for the MCArchive database, do the
source for the fo||owing:
MCArchive database

1 From the Start button, select Settings->Control Panel.

2 Double-click theODBC Dat a Sour ces icon.

Result: The ODBC Data Source Administrator dialog box appears.
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3 Fromthe ODBC Data Source Administrator dialog box, select the
System DSN tab, and then select the Add button (for the MCArchive
database).

Result: The Create New Data Source dialog box appears.

4 Fromthe Create New Data Source dialog box, select the driver for SQL
Server, and then select the Finish button.

Result: The Create a New Data Source to SQL Server dialog box
appears.

6 TypeMessage Care Archive database under SQ 7.0inthe
Descri pt i on text box.

7  Select (local) from the Server drop-down list or enter the name of the
Server in the text box.

9 SdectthewWth SQ. Server authentication using a | ogin
I D and password entered by the user option.

10 Typetheuser nameinthe Login ID text box and the password in the
Password text box. Usethe user name and password that you created in

Step 4 and 6 of the[Create an SOL Server login ID and password)] (4-21).

11  Select the Next button.
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12 SelecttheChange t he def aul t dat abase t o check box, andthen
select MCArchive from the drop-down list box (keep the defaults
checked).

13  Select the Next button. When the new dialog box appears, keep the
defaults, and then select the Finish button.

14  Select the Test Data Source button. You should see a “TESTS
COMPLETED SUCCESSFULLY” message. Click the OK button.
Otherwise, check for errors in the DSN definition by going through the
steps again.

END OF STEPS
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Install the ICM/CTI software

Installation instructions See[nstall the ICM/CTI software] (3-4)to install the ICM/CTI software.
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Message Care installation procedures

Overview

Purpose This section contains information on how to install the Message Care 4.1
software package. Before installing Message Care, ensure that you have
met the hardware and software prerequisites (see[Prerequisites]|(4-2)).

You must have Microsoft Corp. Microsoft SQL Server 7.0 with Service
Pack 1 installed before you can install Message Care.

Contents  This section contains the following information:

. |Instal| Message Care 4.1 software|(4-33)
. |Run the Data Transformation Scripts (DTS) for empty databaseg (4-37)

[Run the post-installation procedures|(4-40)

[Essential URLS| (4-45)

Required Installation  The following table lists the information that you are required to know
Information pefore you install th&lessage Care 4.1 software.

Item Default Value Value to use in
the install

Message Care Installation C:\Program
Directory—this is the directory that Files\MessageCare
contains the executable files and web

pages.
Message Care Log File Directory—  C:\Program

this is the directory that contains all Files\MessageCare\

of theMessage Care and logs

Maintenance Monitor log files.

SQL database user name and None Customer
password—this user name and supplied

password will be used in setting up
the ODBC System DSNs and the
SQL database access security.
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Iltem Default Value Value to use in
the install

ICM directory—this is the directory = C:\itg
where the Lucent Technologies ICM/
CTI software was installed.

Distinct License Key Extension None
Number—this value is supplied with

the Message Care software and
documentation.

Distinct License Key Extension None
Key—this value is supplied with the
Message Care software and
documentation.

Performance Recommendations for the Message Care software are listed below:

recommendations Virtual memory—The virtual memory setting on yddessage Care

server should be set to physical memory plus 10MB. Therefore, t
virtual memory setting would be 266 MB for 256MB of physical
RAM. In addition, we recommend that virtual memory on the same
drive running théviessage Care application be set to 2-4 MB, with the
remaining bulk of the virtual memory on a different drive.

The virtual memory does not have to be on the same disk as the
database. If the server has two physical drives, we suggest that the
virtual memory and the database be placed on two different physic
drives.

* NT Application Performance Boost—to insure that sufficient systen
resources are available for thitessage Care software processes, set
the NT Application Perfornmance Boost to None.

e Tosetthe th&T Application Perfornmance Boost to None,
do the following:

1. From the NT server desktop, right click on tge Conput er
icon, and then select the Properties item.

2.  From the System Properties dialog box, select the Performanc
tab.

3. Adjust the Application Performance Boost to None.

*  SQL Memory Usage—to insure sufficient memory for SQL, set the
SQL Memory Allocation to 128MB.
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* To setthe SQL Memory Allocation to 128MB, do the following:
4. Open the Microsoft Corpdicrosoft SQL Enterprise Manager.
5. Right click on the Message Care server icon.

6. Selectthe Memory tab, and then set the maximum memory
usage to 128MB.

* IS Logs—if you enable logging on the IIS server, you should not
store them on a drive used B\essage Care since they can grow
quite large.

» To see if logging is enabled, do the following:

7. Open the Internet Service Manager, and then open the Messa
Care server.

8. Right click on the default Web Site, and then select the
Properties item.

9. The Web site tab shows if logging is enabled and allows you tc
choose the location in which you want to store the log files.

*  The server must have an NTFile System (NTFS).

. To see what type of file system your server is using, do the
following:

10. Right-click the C: drive (on which Winnt is running), select
Properties, and then select the General tab.

11. If the file system type is FAT, you can change it to NTFS by
using the convert utility if your PC is an x86 (not RISC) NT
system. To change to an NTFS, use the MS-DOS command
window.

* The ICM software must be installed on tflessage Care server
even if the ICM will run from a different server. This is because
Message Care utilizes ICM library files. If this is the case, the ICM
service must be stopped on tlessage Care server, and the Startup
Type of the ICM service must be changed from Automatic to

Manual.
L]



Install and uninstall the Message Care® software CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

Install Message Care 4.1 software 4-33

Install Message Care 4.1 software

Before you beginBefore Before you install the Message Care software, stop the I1S service.
you begin

Installation procedures Toinstall the Message Care 4.1 software, do the following:

1 Placethe Message Care CD-ROM into the CD-ROM drive on the
Message Care Server. Start Windows NT explorer and double click on
the CD-ROM drive.

Result: The Explorer file pane will display alist of installation files.

2 To start the Message Careinstallation, double-click the file called
Setup.exe.

Result: Thiswill start theinstall program.

You can cancel theinstallation at any time by selecting the cancel
button. If you cancel theinstalation, the install program will remove
any changes that have been made to your system.

3  Pleaseread theinformation in the Installshield Welcome dialog box
carefully and follow all of the instructions. Once you have read al of
the instructions, select the Next button to continue.

Result: The Software License Agreement dialog box appears.

4 From the Software License Agreement dialog box, read the license
agreement and select Yes if you agree to the termsin the license
agreement. Select No if you do not agree and want to abort the
installation of Message Care.

Result: If you select the Yes button, the Install Message Care dialog
box appears.
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Thelnstall Message Caredial og box allowsyouto choosethe directory
where Message Care will beinstalled. The following information
describes each of the itemsin the dialog box:

Browse button—this button displays a dialog box that will allow you
to change the Destination Folder of tlessage Care software if
you do not want to use the default.

Disk Space Button—this button changes only the disk drive (for
example, C: or D:) of the Destination Folder. This value is the drive
where you installed/lessage Care.

When you have selected the install location and the component value
select the Next button.

Result: The Message Care Log File Location dialog box appears.

From the Message Care Log File Location dialog box, use the Brows
button to enter the directory that you listed in[fRquired Installation|
[Information] (4-30) table for the.og Fi / e Di rect ory field. Once you
have the correct value in the Destination Folder, select the Next buttc

Result: The ITG Location dialog box appears.

From the ITG Location dialog box, use the Browse button to enter th
directory that you listed in thequired Installation Information] (4-30)

table for thel CM di r ect or y field. Once you have the correct value
in the Destination Folder, select the Next button.

Result: The Select Program Folder dialog box appears.

The Select Program Folder dialog box is used to change the name c
the program folder that is installed on the Start button. Change the
name of the program folder or use the default, and then select the Ne
button.

Result: The Distinct License Keys dialog box appears.
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From the Distinct License Keys dialog box, enter the Distinct license
keysthat came with your software. The Number field should contain the
value in the Required Installation Information table for the Extension
Number field. The Key field should contain the value in the Required
Installation Information table for the Extension Key field. Select the
Next button.

Result: A question dialog box appears prompting you to install the
Lucent Technology RMM. The RMM is the Remote Maintenance
Monitor.

Sdlect the Yes button to install RMM.

Result: The Welcome (to the RMM Setup program) dialog box
appears.

Sdlect the Next button to continue with the RMM install ation.

Result: The Choose Destination Location dialog box appears.

From the Choose Destination Location dialog box, use the Browse
button to select another directory to install the Maintenance Monitor.
Select the Next button to continue.

Result: The Select Program Folder dialog box appears.

From the Select Program Folder dialog box, choose or rename the
default name of the folder for the Maintenance Monitor asit will appear
in the Start button. Select the Next button to continue.

Result: The setup program copies the files to the destination directory
and enters the registry entries for the Maintenance Monitor. This
process takes a few moments before the Choose Destination Location
(for Perl) dialog box appears.

Enter the directory where Perl will be installed or accept the default.
Select the Next button.

Result: A question dialog box appears.
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The question dialog box gives you the option to install a shortcut icon
on the desktop for easy access to Message Care.

Result: After you make your selection, the Setup Complete dialog
box appears.

From the Setup Complete dialog box, select the Vi ew READVE fil e
check box if you want to read the README file before the install
completes. Otherwise, select the Finish button to complete the
installation.

Result: A question dialog box appears.

The question dialog box notifies you that the setup is almost complete
and prompts you to install JRE. Select the No button to skip this.

Result: After you make your selection, another question dialog box
appears and prompts you to install Perl and /or Perl Script.

Select the Yes button to install Perl.

Result: Thelatest version of Perl isinstalled which is now called
ActivePerl.

Selecting No is appropriate if thisis an upgrade and Activeperl is current.

END OF STEPS
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Run the Data Transformation Scripts (DTS) for empty databases

How to run the DTS for
empty databases

Important! Executethe DTS only after an installation of Microsoft
Corp. Microsoft SQL Server 7.0 software and Message Care 4.1
software. If you must run the DTS after you have been using Message
Care, do so with extreme caution. Running the DTS will result in a
loss of data.

To create database tables for a new installation, do the following:

From the Start button, select Programs->Microsoft SQL Server 7.0-
>Enterprise Manager. Expand the Microsoft SQL Server->SQL Server
Group and then locate and expand your SQL Server machine name.

Run the DTSto initialize the MCAdmin Database by doing the
following:

Right-click the Data Transformation Services.

Select all tasks, and then select Open Package.

From the MessageCare directory, select SQLTools->Install-
>CreateEmptyAdmin.dts.

Select the Package menu, and then click Execute.
Click Done.

Run the DTS to initialize the MCArchive Database by doing the
following:

Right-click on the Data Transformation Services.

Select all tasks, and then select Open Package.

From the MessageCare directory, select SQLTools->Install-
>CreateEmptyArchive.dts.

Select the Package menu, and then click Execute.
Click Done.
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4  RuntheDTSto initialize the MCM essages Database by doing the
following:
* Right-click on the Data Transformation Services.
e  Select all tasks, and then select Open Package.

«  From the MessageCare directory, select SQLTools->Install-
>CreateEmptyMessages.dts.

«  Select the Package menu, and then click Execute.
*  Click Done.

5 From the Start button, select Programs->Microsoft SQL Server 7.0-
>Enterprise Manager.

6 From your server, go to Databases->MCmessages->Tables. Right-
click on Tables, and then selé®isi gn Tabl e.

8 Repeat Steps 5-8 for the Outbound and Workbench tables located i
the MCmessage->Tables path.

END OF STEPS
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Apply indexes

Instructions  See[Applying the indexes| (4-54) for instructions on how to apply indexes.

L]
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Run the post-installation procedures

Overview Thefollowing isasummary of the post installation procedures:

1
2.

Administer IS

1

2

Administer IIS.

[Administer the Message Care database access username and
password.

[Configure Message Care

[Administer Message Care|
[Restart the system.|

Open the 1S 4.0 console from the Start button, select Programs-
>Windows NT 4.0 Option Pack->Microsoft Internet Information
Server->Internet Service Manager.

Right-click onthe Def aul t Wb Site and select Start.

The following new virtual directories that were just created appear:

mccsript
mcadmin
msgcare

Edit the properties for the virtual directories. Start witcri pt by
right-clicking the mcscript virtual directory. Select Properties from the
menu display.

Result: The mcscript Properties dialog box appears.

In the Application Settings frame, click tiileeat e t o defi ne an
appl i cation starting point option.

Result: The Applications Settings frame changes to allow you to
enter text in the Name text box. The Create button is now Remove,
and the Configuration button can now be selected.
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5 Enterntscri pt inthe Name text box. Select the Apply button.

6 Repeat Steps 1-3 for theadni n andntr eport virtual directories.

END OF STEPS

Administer the Message The user name and password should be identical to the one used to cr

Care database access the SQL databases.
username and password

1 Open the URLhttp://<MC_server_name>/msgcare/mcsetlogin.asp to
administer this.

2  Enter the user name and password and select Submit.

END OF STEPS

1 Ifthe ICMis not installed on the same serveMassage Care, change
theWsr kFl omvan. | CMAddr parameter of thearms.txt file (located in
the install directory) to the IP address of the ICM seMessage Care
services must be restarted after changing this parameter value.

2  Setyour browser's caching options to refresh each time you visit a pa
If your browser caches pages, a view of a page may not reflect the v
recent updates.
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3 To usethe CentreVu Internet Solution administration Web pages, you
must perform one of the following configuration tasks:

* If Message Care and ICM/CT]I are co-resident (running on the same
server), then follow the steps below.

* If Message Care and ICM/CTI are not co-resident (running on
different servers), then go to Step 5.

If Message Care and ICM/CTI are co-resident (running on the same
server), then do the following:

1. Under the directory where ICM is installed (typicalfy:\itg\admin)
create a new folder calledsgcare.

2. Move the
<install_directory>\MessageCare\temp\MCAdministration.htm file
to the folder you just create@:{itg\admin\msgcare). Go to Step 6.

4  If Message Care and ICM/CT]I are not co-resident (not running on the
same server), do the following:

1. IntheC:\itg\admin folder on the ICM server, create a folder called
msgcare.

2. From theMlessage Care server, copy the
<install_directory>\MessageCare\temp\MCAdministration.htm file
to theC:\itg\admin\msgcare folder you just created on the ICM
server.

3.  Edit theC:\itg\admin\msgcare\M CAdministration.htm file on the
ICM server to link to thé/essage Care Server.

Edit the second line of the file—<form name="formal”
action="/mcadmin/MsgCareAdmin.asp” method="post"> )
with the following line—<form name="formal”
action="http.//<your_Message Care_server_domain>/
mcadmin/MsgCareAdmin.asp” method="post”>
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Edit the C:\Program Files\MessageCare\wwwAscripts\mc_agent.asp
file located on the Message Care server.

Edit thefollowing line: <form name= “LOGIN” action="/
servlet/agentsu/” method="post” TARGET="_top”
OnSubmit="Welcome();”> with the following new line—f or m
name= “LOGIN” action="http.//<ICM_server_domain>/
servletWT/agentsu/” method="post” TARGET="_top”
OnSubmit="Welcome();">

Edit thefollowing line: document.LOGIN.browseWinURL.value
= “/mcscript/
mc_welcome.asp?language="+document.LOGIN.language.
Options[document.LOGIN.language.selectedindex].val

ue; with the following new line:
document.LOGIN.browseWinURL.value = “http.//

<MC _server_domain>/mcscript/
mc_welcome.asp?language="+document.LOGIN.language.
Options[document.LOGIN.language.selectedindex].val

ue;

Edit the
<install_directory>\MessageCarelwwwladmin\MsgCareA
dmin.asp filelocated on the Message Care server.

Edit the link to the System Administration pagesA-HREF="/
admin”>System Administration Menu </A> to the following
line— <A HREF="http.//<ICM_server_domain>/
admin’>System Administration Menu </A>

Set up the Spell Checker by editing the following file:
<install_directory>\MessageCare\wwwAscripts\spell.inc

Edit the SpellServer entries and the SpellPort entries.

The SpellServer entry identifies the IP address of the Spell Checker server
software. The SpellPort entry identifies the listening port of the spell
server. This port must correspond to the port used in
<install_directory>\MessageCare\bin\Spel| Server\spel | server.bat entries.

END OF STEPS
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Administer Message
Care

1 Toadminister Message Care, refer tojAdminister the Message Care|
5-6).

END OF STEPS

Restart the system  After you have performed all post-installation procedures, restart the
Message Care system.
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http://<MC_server_name/mcadmin/MsgCareAdmin.asp

Refer to[Agent login Web pages](6-2) for alisting of localized URLs for the
Agent Login Web pages.

Refer to[Access Message Care reports| (9-11) for alisting of localized URLs
for the Report Web pages.
L]
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Uninstall Message Care 4.1

Overview

Purpose The purpose of this section isto explain how to uninstall Message Care
4.1 software. Before uninstalling Message Care you will need to stop the
Microsoft Corp. Microsoft Internet Information Services (11S) and
perform a graceful shutdown of Message Care.

Contents The following information isincluded in this section:

*  |Stop Microsoft Internet Information Server (11S)[(4-47)
e |Perform a Graceful Shutdown of Message Care| (4-48)
* |Uninstall the Message Care software|(4-49)

e |Uninstall the Maintenance Monitor|(4-50)
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Stop Microsoft Internet Information Server (11S)

1 OpenthellS 4.0 console from the Start button, by selecting Programs-
>Windows NT 4.0 Option Pack->Microsoft Internet Information
Server->Internet Service Manager.

Result: The Microsoft Management Console dialog box appears.

2  From the Microsoft Management Console, select Internet Information
Server-><your machine name>->Default Web Site, and then Stop the
service

3 Stop the World Wide Web Publishing service from the Services dialog
box.

From the Start button, select Settings->Control Panel, and then double-
click the Servicesicon. Click on the World Wide Web Publishing service,
and then select Stop.

END OF STEPS
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Perform a Graceful Shutdown of Message Care

How to shutdown To perform a graceful shut down of Message Care, refer to[Perform al
Message Care [graceful shutdown](12-23).

U
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Uninstall the Message Care software

Uninstall Message Care To uninstall the Message Care software, do the following:
procedure

1  From the Control Panel, double click on the Add/Remove Programs
icon.

2  Click on the Lucent Message Care program (default name), and then
select the Add/Remove... button.

3 Youmay be asked if you want to remove shared files. Say Yesto all.

END OF STEPS
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Uninstall the Maintenance Monitor

Uninstall Maintenance To uninstall the Maintenance Monitor, do the following:
Monitor procedure

1  From the Control Panel, double click on the Add/Remove Programs
icon.

2  Click ontheLucent Maintenance Monitor program, and then select the
Add/Remove... button.

3 Youmay be asked if you want to remove shared files. Say Yesto all.

END OF STEPS

Reboot your system
After you have uninstalled the Message Care software, reboot your

system.
L]
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Message Care upgrade procedures
(pre version 4.0)

Purpose The purpose of this section isto explain how to upgrade the Message Care
software.

Summary of upgrade A summary of the upgrade procedures follows. To upgrade Message Care,
procedures  you will perform some of the procedures documented in this chapter or in
other chapters within this user guide. Please refer to the corresponding
information as instructed in the following text.

1. Shut down the old Message Care services. See[Perform a graceful|
12-23).

2. Back up Message Carefiles. See|Back up Message Care files|(12-27).
3. Uninstall Message Care. See|Uninstall the Message Care]

[software] (4-49).
4. Uninstall ICM/CTI. See|uUninstall the ICM/CTI software] (3-13)
5. Restart NT.
6. Upgrade NT, lISand ICM/CTI. See[Upgrade NT and ICM/CTI| (4-52).
7. Install SQL 7.0. See[install Microsoft SQL Server 7.0 (4-6).
8. Create the SQL databases. See|Create Message Care databases|(4-13).
9. Create an SQL Server login ID and password. See[Create an SOL|

[Server login ID and password](4-21).
10. Define the ODBC data sources (DSNs). See(Create ODBC datal
4-23

11. Install Message Care. See|install Message Care 4.1 software] (4-33)
12. Run the DTS scripts for migrating the Access databases. See[Run the]
[DTS for migrating the Microsoft Access databases|(4-53)

13. Runthe Post-Install steps. See|Run the post-installation procedures|(4-40)
14. Restart the system.

L]
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Upgrade NT and ICM/CT]

Overview This section contains the following information:
i How to upgrade NT (4-52)

o How to upgrade ICM/CTI (4-52)

How to upgrade NT

1  Start the Windows Explorer by selecting Programs->Windows NT
Explorer from the Start button.

2  From the Help menu, select the About Windows NT menu item.

Result: The About Wndows NT di al og box appears.

3 From the About Windows NT dialog box, you can view the version of
Microsoft Corp.Windows NT and the version of the service pack that
IS running on the computer.

You are interested in the Microsoft Cokindows NT version nhumber

and the Service Pack number. Confirm that your computer is running th
required version and service pack. Service packs for Microsoft Corp.
Windows NT can be downloaded from the Microsoft Cavpcrosoft
Websitehttp: //mawww.mi crosoft.com.

END OF STEPS

How to upgrade ICM/CTI

1 Open the ICM window from Start\Lucent ICM_CTI\Lucent Internet
Call Manager.

2  Select the Help menu item and choose Version.

3 Upgrade ICM/CTI if it is not the right version.

END OF STEPS
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Run the DTS for migrating the Microsoft Access databases

Important! The “Upgrade from Access to SQL Server” procedure
is essential to run thdessage Care software. If you do not perform
this procedure, you will not be able to nMiessage Care.

Upgrade from Access to To migrate the old Acess databases to SQL 7.0, do the following:
SQL Server

1 Ensure that all of the oldllessage Care (pre 4.0) databases are in the
location,C:\Program Files\MessageCare\database. If this directory
does not exist (iMessage Careis installed on another drive), create this
directory and copy the databases to the new location.

2 From the Start button, select Programs->Microsoft SQL Server 7.0-
>Enterprise Manager.

3 Runthe DTS to migrate tidsgCareAdmin.mdb database by doing the
following:
1. Right-click Data Transformation Services.
Select All tasks and then select Open Package.

From the MessageCare directory, select SQLTools->Install->
MigrateAdmin.dts.

4. Select the Package menu, and then click Execute.

4  Repeat Step 3 to migrate thkessageCare.mdb database using the
MigrateMessages.dts file.

5 Repeat Step 3 to migrate tAechiveMessageCare.mdb database using
the MigrateArchive.dts file.

6  Run the index scripts to improve database access. RefefAapijieg|
[the indexes|(4-54).
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7  Verify that the databases are properly migrated by running afew
searches and reports using the Current and Archive databases.

8 From the Start button, select Programs->Microsoft SQL Server 7.0-
>Enterprise Manager.

9  From your server, go to Databases->M Cmessages->Tables. Right-
click on Tables, and then select Desi gn Tabl e.

10  Change the Length of Subject Column Name from 128 to 512.

11  Savechangesto thetable.

12 Repeat Steps 8-11 for the Outbound and Workbench tables located
the MCmessage->Tables path.

END OF STEPS

Applying the indexes

1 From the Tools menu in SQL 7.0 Enterprise Manager, select the SQ
Server Query Analyzer.

2 Inthe Query window, click the second icon from the top left (Load
SQL Script).

3 Inthe Open Query File dialog box, go to the directory wiMessage
Careis installed.
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4 Under MessageCare/SQLToold/Install, select thefile
MessageCarel ndexes. QL, and then press the Enter key to open it.

5 Pressthe F5 key or select the Execute button.

END OF STEPS



Install and uninstall the Message Care® software CentreVu Internet Solution Guide, 585-215-025

Issue 2, October 1999

Append your Access database archives 4-56

Append your Access database archives

Location of Message
Care Access databases

Before you beginBefore
you begin

Append your Message
Care Access databases
to the Microsoft SQL
MCArchive database

If you have multiple Microsoft Corp. Microsoft Access database archives
for which you want to migrate to Microsoft Corp. Microsoft SQL, then
you will need to run the MArchive.bat utility.

The MArchive.bat utility appends your Access based Message Care
archived databases (Pre Message Care Release 4.0) to the MCArchive
Database in Microsoft Corp. Microsoft SQL Server 7.0 (Message Care
Release 4.0 and greater).

The MArchive.bat utility assumes that your Message Care Access
databases are located in the C:\Program Files\MessageCare\database
folder. If your Message Care Access databases are not located in the
C:\Program Files\MessageCare\database folder, move them to that
folder before running the MArchive.bat utility.

Your Message Care Access databases cannot contain the same message
record I Ds (tracking numbers) that are contained in the MCArchive
database. If the MArchive.bat utility identifies duplicate message record
IDs, then the migration will fail.

If you are aware of duplicate message record IDs or suspect that you may
have duplicate message record 1Ds, then run the archive scripts (see
[Multiple archives] (12-31)) to rename and move your current MCArchive
database and to create a new (empty) M CArchive database to which you
can append your Access databases.

To append your Access databases to the MCATrchive database, do the
following:

1  Openthe MS-DOS Command Prompt window.

2 Navigateto the\Install directory under Program Files-

>MessageCare-> QL Tools->.
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3  Typethefollowing command: MAr chi ve <dat abase_nane>

<database_name> = the name of your Message Care Access database

For example, c: \ Program Fi | es\ MessageCar e\ SQL
Tool s>MAr chi ve MCAr chi vel. ndb

4 Repeat Step 3 for each Message Care A ccess database that you want to
append to the MCATrchive database in SQL.

END OF STEPS



Install and uninstall the Message Care® software CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

Append your Access database archives 4-58



Administration CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

Overview 5-1

5 Administration

Overview

Purpose The purpose of this section isto inform you of the administration required
for the CentreVu® Internet Solution. After you have installed and
connected all necessary components, you must administer your CentreVu
Internet Solution so that you can use all of its features and functions.

Audience Thissectionisintended for system administrators, support personnel, and
anyone who wants an overview of administering the CentreVul nternet
Solution.

Contents The following information is contained in this chapter:

. [Administering the CentreVu Internet Solution software|(5-2)
¢ [Administering the DEFINITY ECS] (5-31)

. |Administering the CentreVu Computer-Telephony for Windows NT|
5-42

References See thdnternet Telephony Gateway Technical Reference Issue 2 (555-

027-212) document for more information about the ITG server.
L]
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Administering the CentreVu Internet
Solution software

Purpose This section explainswhat must be administered for the Centre\Vu I nternet
Solutions software.

Audience Thissection isintended for system administrators and support personnel.

Contents The following administration items are provided:
*  |Administration prerequisites| (5-3)
*  |Administer the Message Care software| (5-6)
e  |Administer the CTI|(5-22)
e |Administer common parameters|(5-24)
e |Administer Internet Call Center parameters|(5-27)
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Administration prerequisites

What are the Before you begin administration for the CentreVu Internet Solution, ensure
prerequisites?  the following:

* The ITG server (if you purchased the IP voice media access type),
ICM server andCentreMu Computer-Telephony server must be
installed, connected, and functioning on the LAN.

 The ICM application must be running on the ICM server.
. A console or terminal connection must be available on the ITG.
. A Web browser must be available for administrative access.

* IP addresses for the ITG server, ICM server @autreVu Computer-
Telephony server must be known.

Where do | administer All CentreVu Internet Solution software is administered through a main

my CentreVu Internet  gdministration Web page.

Solution software? . . . L
To access the main administration Web page, enter the page location in

browser window as follows:
http://<ICM_server_name>/admin
The main administration Web page appears.
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lllustration  The following isthe Lucent CentreVu Internet Solution System
Administration Menu.

7 Lucent CentreVu Internet Solutions - Netscape

File Edit “iew Go Communicator Help

Lucent Technologies

. :c:ubm»m:: @ Lucent Centrevu Intemet SOlutiOI'lS
OIS he i tht ke :Inmmm\caﬂon: work, SyStem AdmlnlStratlon Menu
TS ——— s s

Administer Internet Call Center

Administer Message Care
Administer CTI

Administer Common Parameters

o Copyright © 1998
Lucent Technolagies Lucent Technologies.

A1 rights reserved

|Document: Done

Theillustration above shows the available administration categories. Each
category links to another page for administration and is described in the
following sections. Click on the text link of a category to begin the
administration.

If you do not have the Internet Call Center software installed, then the
Administer Internet Call Center link will not be available. If you do not
have the Message Care™ software installed, then thgminister
Message Care link will not be available.
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Characteristics of the Most of the administration Web pages have similar characteristics. These
administration Web  characteristics are as follows:

You can confirm that a URL in the Internet Call Center
Administration Web page and the Common Administration Web pac
is correct and accessible by clicking on the Verify link. For example
clicking on the Verify link to the right of the URL should bring up the
associated Web page in a separate browser window.

Each Web page provides a Help, Refresh, and Save button.
The buttons and their associated actions are as follows:

pages

Refresh—redisplays the current page with any updated values
Be sure to refresh the page after using the Save button to ensi
that the values are correct.

Help—Ilinks to Help contents associated with the page.

All Help selections open a separate browser window so that He
can be viewed simultaneously with the page being administere
Help browser windows can be closed at any time without
affecting the administration process.

All administration Web pages provide Help information. To
access help information about a particular field, click on the
underlined field description.To access general Help for each
administration Web page, click on the Help button.

You can edit fields by doing the following:

=

Highlight the portion of the field you want to change.
Enter the new information.
Select the Save button to store the new values.

Save—activates the new administration changes made on this
screen. Each specific section identifies the action or necessar)
steps taken to ensure that the administrative changes are in ef

[
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Administer the Message Care software

Overview

Message Care
administration Web
pages

Localization

Web-based customer administration utilities provided by the Message
Care software allow a system administrator to do the following:

. Define the set of mailboxes to be monitored.

»  Define the call routing number (VDN) or rules to associate a numbe
(subject-based call routing) for each mailbox.

e Specify the group of Administered WithOut Hardware (AWOH)
extensions available for call origination.

»  Specify the Web PagePop per mailbox.

«  Customize the agent processing tools per mailbox. For example,
each mailbox can have different values for canned reponses, closu
codes, SMEs, suspension codes, and so forth. In addition, these
values can be set in one of tlessage Care supported languages.

* Administer the set of canned message responses used by agents i
any one of théMessage Care supported languages.

Message Care provides the following administration Web pages to help
you administer thélessage Care software:

. [Message Care Administration Web pagel(5-9)

e [Message Care System Options Web page] (5-11)

¢ [Mailbox Administration Web pagel(5-14)

You will administerMessage Care using the following administration
Web pages:

+ [Message Care System Options Web page
« [Mailbox Administration Web page

Even though thélessage Care administration Web pages are in US
English,Message Care allows the entry of administration information in
the supported languages. The ability to enter administration information
in any of the supportellessage Care languages provides agents with
tools in the proper language. For example, you can administer label
strings such as closure codes in the language appropriate for the mail
received in a particular mailbox.

NOTE: WhenMessage Care is running in a Japanese operating
environment (J-mode), then certain administration data must be enterec
using ASCII characters. Administration fields that require the input of
ASCII characters (instead of Japanese) are identified in the Parameter
description tables for each administration Web page.
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Understanding how  To begin the explanation of how localization works, we will assume that
localization works  majlbox A will receive only French messages.

Because mailbox A receives only French messages, it will be administered
with French labels and the VDN will route the messages to a skill group
that can read French messages. The agentsthat are in the French skill group
will select French astheir preferred language when logging in to the
Message Care system. When agentsin the French skill group receive a
message from mailbox A, processing Web pages, labels (canned phrases,
closure codes, suspension codes, and so forth), and the consumer’s message
will al bein French.

The following graphic illustrates how language affects the agent Web
pages. For example, Message Care controls the language of the Web page
label's through the agent language selection during login. The language of
each File attachment selection is administered through the Mailbox
Administration Web page. And, the language of the message context is
determined by the language the customer uses to compose and send a

message.

¥ 1er niveau - Message Care - Page de réponse - Netscape

E ST

File Edit “iew Go Communicator Help
52 E A % =l 1 ?

I Emvoyer Enregistrer Annuler Rechercher Historigue Mote Aide
Comnirolled by agent login language

|»

Reépondre au message Trk # 13257

SN customen@company. com

De I tofexchange . mt. lucent . com

BCC V =
Re: Trk # 13257-9876 ¢Esta la nifia en casa?
Joindre un fichier systéme Joindre le(s) fichier(s) du message de
Joindre - Man - ¥
Controlled by the Adminisiration Web pages /y

q attach2
Inclure d Effacer le message

Large Attachrent
fero Len Attachment
Distinct Test File

Controlled by customer ;I

> Estimado Sefior:
>

> Esta es una prueba de Message Care para Confirmar warias cosas.
> ea

> para wer diferentes pantallas en la aplicacidén de Message Care ¥
> otra es

> para probar cardcteres especiales, tales como: ;! ;7 4éiog fff
g

- Gracias,
> E cho

Tna

4

[&F | Applet composed pRTEt Tt —.
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When logging in to the Message Care system, agents do not have to select
the same language for which they will be receiving messages. For
example, an agent could be receiving messages from the French mailbox
but the agents preferred language is German. In this case, the agent would
see message content and labelsin French and the processing Web pagesin
German.

To optimize the use of different languages, consider the following before

you begin administering mailboxes:

The primary language preference for ybessage Care-monitored
mailboxes and the primary language of your agents.

Mai | box | anguage—if you can anticipate the primary language

of each of youMessage Care-monitored mailboxes, you can then
enter values (for example, closure codes, SMEs, and so forth) in th:
language. When the agent receives a message from that mailbox, t
agent will be presented with values in the language of the mailbox.

Agent | anguage—when an agent logs in to tiMessage Care
system, the agent selects a preferred language. The preferred
language the agent selects determines the language used to prese
processing Web pages (idle page, search page, and so forth). Fiel
(Subject, Originator, and so forth) within the processing Web pages
display in the language the agent selected.

The auto-acknowledgment file—if you choose to administer auto-
acknowledgments for a mailbox, then you must anticipate the
language of that mailbox and then use an auto-acknowledgment te
file in that same language. For example, if the primary language of
mailbox Z is Italian (that is, you expect Italian messages to come
through mailbox Z), then you want your auto-acknowledgments to
also be in Italian.

Closure codes—when administering closure codes for a mailbox,
you have the flexibility of defining a set of closure code values in
one language while specifying the stored values in another languag
This is useful when you want to report on the same closure code th
is in many different languages. When presenting repdessage

Care displays the Stored Value, not the Display Label presented to
the agents.

For example, let us assume that you have two technical support
mailboxes (one in German and one in French) and you want to
compare response times between the two mailboxes.
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* In this case, you would do the following:

— In the German mailbox, enter the Display Label for the closure
code in German and then enter the Stored Value for the same
closure code in English (a common language for all supervisor

— In the French mailbox, enter the Display Label for the same
closure code in French and then enter the Stored Value for the
same closure code in English.

When you generate a Closure Code report for the German and Fre
mailbox, the closure code will be displayed in English.

e Administering file path names—when administering file path name:
(for example, the location of an auto-acknowledgment file), you mu
enter the path in the language preference oMissage Care server
and the agent.

*  Administering the Default VDN Number—if the mailbox you are
administering will receive messages for a specific language, then y
will want to administer the Default VDN Number to a skill group tha
can read messages in that language.

Message Care The Administer Message Care link (from the Lucent CentreVu Internet
Administration Web page  Solutions System Administration Menu) jumps to the Message Care
Administration Web page which allows you to administer parameters
specific to theMessage Care software. From the Message Care
Administration Web page, you can administer system options and add
mailboxes. The Message Care Administration Web page also provides
with a list of mailboxes already administered.
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Illustration

Anillustration of the Message Care Administration Web page follows:

. Administration - Message Care - Netscape

File Edit “iew Go Communicator Help

Message Care Administration

[ Administer Message Care Systern Options] [ Add Malbox]

Mailbox List

On ml040sales] ml04Dsalesl(@exchange mtlucent com 20301
On ml0489salesd mlldIsalesdifexchange mtlucent com 20302 On On

[ System Administration Menu |

Lucent Technologies.

b Copyright © 1998-153%
Lucent Technclogies
e All rights reserved.

| Dacumert: Done

Column description for Thisisthe form used to view mailboxes currently administered. Click on

the Message Care g mailbox name to edit the mailbox. Following is a description of each
Administration Web page o |ymn:

Column Description

Polling Indicates whether the mailbox has been enabled for
polling.

Mailbox Indicates the specific name of the mailbox as shown
in the Report selection options.

Return Email The message email address seen by the consumer in

Address an auto-acknowledgment and the default “from”

address used in the Reply and Forward agent Web
pages for this mailbox.

VDN The Vector Directory Number (VDN) called when a
message is received in this mailbox.

Auto-Ack Indicates whether you have enabled the mailbox to
send auto-acknowledgments.

Subject Routing Indicates whether you have enabled the mailbox for
subject-based routing.

Reporting Indicates whether you have disabled the mailbox for
reporting purposes.
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Message Care System The Message Care System Options administration Web page allows you to
Options Web page  add or modify system-wide administration options. For example, Site
Identifier, SMTP server, and so forth.

[llustration
Anillustration of the Message Care System Options Web page follows:

. Administration - Message Care System Dptions - Netscape
File Edit “iew Go Communicator Help

= - - N = o -
4 o A 4 » W @ & @ .
Back Fopwad  Feload Home Search  Metscape PFrint Security Stog Metscape

|»

Save | Back to Mailbox List | Help

Message Care System Options

* Indicates required field

Site Identifier: | EEEERIRS

Max Simultaneous Message Calls: Jroo | * b
SMTP Server: [exchange. nt. lucent. con *

Retrieve VDN Number: [eozoo | *

Alarm Email Address From: JpaniBlucent. com

Alarm Email Address To: [3rohn@lucent. con

Date Format: ®US ¢ European

WARNING: To ensure required field changes take effect (except for the Retrieve
WYDN Number field), you must restant your Windows NT server. To ensure a Dale
Format change takes effect, the agent must close and then reopen the browser.

Enter value between 20 and 50 for the following items:
No. Of Suspension Codes per Mailbox: |49

No. Of Closure Codes per Mailbox: =

No. Of SMEs per Mailbox: [so ]

No. Of Canned Responses per Mailbox:  [z0 |

No. Of File Attachments per Mailbox: oo
o
=5l | Document: Done 5_“\35, 55 a0 A

Interactions between the system options and mailbox administration

It isimportant to state the interactions between the following system option
parameters and mailbox administration:

* No. of Suspension Codes
* No. of Closure Codes

* No. of SMEs

* No. of Canned Responses
* No. of File Attachments
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When you set the number for the system options parameters (previously
listed), you are establishing the number allowed for each parameter
during mailbox administration. For example, if you enter the maximum
value of 50 in the No. of Suspension Codes field, you will be able to
administer up to 50 Suspension Codes for each mailbox.

If you reduce the number of Suspension Codes from the Message Care
System Options Web page to 30, then you will also have to remove the
extra 20 Suspension Codes from each mailbox. If you do not remove the
extra Suspension Codes from each mailbox, the agent will continue to see
a selection of 50 Suspension Codes from the agent Web pages.

Parameter description You can administer the following parameters on the Message Care
for the Message Care  System Options page. You can identify the administration data that must
System Options Web a6 antered in ASCII characters by the following statement: “J-Mode:

Pag€  nust use ASCII character set”.
Parameter Description
Site Identifier A number tag (numeric suffix) that you assign to be
(required field) included in al assigned message tracking numbers.

Site identifiers are used to distinguish messages
processed at different centers using the Message
Care software. Thissuffix isfixed at four digits. The
default suffix is 1000. Even though this rel ease of
the Message Care software supports only asingle
site, you may forward messages between sites using
your email networks.

JMode: must use ASCII character set

Max Simultaneous | Indicates the maximum number of message calls

Message Calls that you want in the DEFINITY® ECS at any one

(required field) time. You can set this value to a number less than
what you purchased but not to a number greater than
what you purchased.

SMTP Server A single customer-administered server used for all

(required field) outbound mail, identified by a server identification,
either in the form of an Internet Protocol (IP)
address or a host nanMessage Care requires that
the Simple Mail Transfer Protocol (SMTP) server
listen on port 25.

J-Mode: must use ASCII character set
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Retrieve VDN
Number (required
field)

Alarm Email
Address (required
field)

No. Of Suspension

Codes

No. Of Closure
Codes

No. Of SMEs

No. Of Canned
Responses

No. Of File
Attachments

Date Format
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Description

The VDN called when an agent retrieves a message.
When an agent retrieves a message, the Message
Care software supports a vector route request step
identifying the agent who regquested the message.

You need to ensurethat the VDN that you administer
in Message Care has also been administered on the
CentreMu Computer-Telephony server. To
synchronize the CentreVu Computer-Telephony
server software and the Message Care software, they
both must be restarted.

J-Mode: must use ASCII| character set

The specified email addressto which an email alarm
will be sent through the SMTP server in response to
a Message Care alarm condition; Message Care
recommends that this be agroup mailing list of your
support team.

Indicates the number of suspension codes that you
can administer for amailbox. The number of
suspension codes cannot exceed 50.

I ndicates the number of closure codes that you can
administer for amailbox. The number of closure
codes cannot exceed 50.

J-Mode: must use ASCII character set

Indicates the number of SMESs that you can
administer for amailbox. The number of SMEs
cannot exceed 50.

JMode: must use ASCII character set

Indi cates the number of canned responses that you
can administer for amailbox. The number of canned
responses cannot exceed 50.

JMode: must use ASCII character set

Indicates the number of file attachments that you can
administer for amailbox. The number of file
attachments cannot exceed 50.

JMode: must use ASCII character set

An option that you can set to either the European or
US date format. The European format is day/month/
year and the US format is month/day/year.
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Junk Mail Screening

Subject Screening to
Block Auto
Acknowledgment

Mailbox Administration
Web page

Important!
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Description

A list of up to 20 email address entries of message
originators from which you wish to block messages,
thereby allowing you to screen incoming mail. If
messages are received from this set of originators,
the Message Care software marks the message status
as blocked. Blocked messages will not receive an
auto-acknowledgment nor will Message Care
deliver them to agents. Message Care supports wild
cards.

The Junk Mail Screening option must either be
turned on or off for each mailbox. To turn this option
on or off for each mailbox, go to the Mailbox
Administration Web page.

JMode: must use ASCII character set

You can enter up to ten text strings that Message

Care will search for in the message text. If amatch

is found, no auto-acknowledgment will be sent for

the message. Note that strings are searched in order

of ranking and that partial matches are valid. For
example, if the first search string is “DEFINITY”
and the second search is “DEFINITY ECS,” all
cases of DEFINITY ECS will match on the first
search string, since DEFINITY is included in the
text. It is important to be explicit and to pay attention
to partial matches when administering and ranking
search strings. Examples of where this is useful are
corporate broadcast messages or undeliverable
messages.

Do not change the Friendly Name of a mailbox after
the mailbox has been administered and in use.

Mailbox parametersinclude information relative to a specific mailbox.
Thisform administers the rules for routing messages and the tools for an
agent to process messages.

For more information about setting options for a mailbox that receives
MIME type application/ms-tnef messages, see[Attachment is lost or cannof

[oe opened| (13-22).
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[llustration
Anillustration of the Mailbox Administration Web page follows:

#L Administration - Message Care MailBox - Netscape

File Edit ‘iew Go Communicator Help
Save | Copy | Back to Mailbox List | Help
Mailbox Administration
Subject Routing & ~
Enable Polling: * Yee C o
Canned Responses -
Ensble Reporting: & ¥es O 100
Suspension Codes & o
Enable Junk Mail Screening: Tes & Mo
Buspension Time Friendly Mailhox Name: [nloa-gsate=r | *
Maill i *
Closure Codes ox Server:
Login Mame: #*
SLIE list: Login Password:
i H 0. -9=ral e=lEaxchangs. lucent _com *
[File Attackments] Return Email Address: fr10a-95ales1Ramchange a1 =
Message Display URL: [peep: #/mwpe=109-9 e lucent . comdmescrips | *
Save | Help | Message View URL: |pnstp: #fmepes104-2. o lucent . comfmescrips | *
Aute Acknowledgment File: [t tmevesss aumoack . oas
Select Mumnber to Call
Default VDN Number: |zu:ztu. *
Suspend VDN Number: |znenn *
Route To Number: |
WARNING:Each VDIV used by Message Care Mailbox must also be
admiristered in the T-server.
* Indicates required field for system operation
4]
ﬁ\ | Dacument; Dane

Parameter description Changes to mailbox specific fields (for example, Enable Polling, Login
- forthe Mailbox  password, Default ASAI Digit Number, and so forth) take effect during the
Administration Web page  jing cycle following your change to the field(s). Changes to the agent
specific parameters (for example, Canned Responses, Closure Codes, File
Attachments, and so forth) take effect when an agent Web page appears in
the browser window.

The following parameters can be administered on the Mailbox

Administration Web page. You can identify the administration data that

must be entered in ASCII characters by the following statement: “J-Moc
must use ASCII character set”.

Parameter Description

Enable Polling An option which you can set to Yesor No to allow or
prevent the mailbox from being polled. This allows
you to pre-administer amailbox in anticipation of a
new campaign.
NOTE: You cannot enable polling if Reporting is
disabled.
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Parameter

Enable Reporting

Friendly Mailbox
Name (required
field)

Mailbox Server
(required field)

Login Name
(required field)

Login Password
(required field)

Return Email
Address (required
field)
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Description

An option which you can set to Yes or No to enable
or disable reporting. When you set this option to
Yes, Message Caredisplays the mailbox in the report
criteria pages, thus allowing you to create areport
based on the mailbox. When you set this option to
No, Message Care will not display the mailbox in
the report criteria pages, thus not allowing you to
create areport based on the mailbox. The default is
Yes.

You cannot enable reporting if polling is disabled.

Note that the Reporting option does not delete a
mailbox. If you set the option to Yes, you can still
conduct a search on the mailbox.

Thelabel of amailbox used by the Message Care
software for report and search operations. Each
mailbox name must be unique.

Do not change the Friendly Name of a mailbox after
you have administered the mailbox and after itisin
use.

The |P address or host name of the mail server
where the mailbox resides.

JMode: must use ASCII character set

Thelogin ID of the mailbox that Message Care
monitors.

JMode: must use ASCII character set

Thelogin password of the mailbox that the Message
Care software monitors.

If your system automatically requires new
passwords, you must update the value used by the
Message Care software.

JMode: must use ASCII character set

The default email address seen by the consumer in
an auto-acknowledgment and agent reply (from the
addressin the Reply and Forward agent Web pages).

JMode: must use ASCII character set
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Parameter

M essage Display
URL (required field)

Message View URL
(required field)

Suspend VDN
(required field)

Auto
Acknowledgment
File

Enable Junk Mail
Screening
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Description

The URL used to deliver the message contentsto an
agent in order to view a message and compose a
reply. A default value is provided for the Message
Display URL in which you can modify to include
your Message Care server name.

J-Mode: must use ASCII| character set

The URL used to allow an agent to view a message
without being able to make any changes.

Message Care provides a default value for the
Message View URL in which you can modify to
include your Message Care server name.

J-Mode: must use ASCII| character set

The VDN called when the suspension timer expires
or arelated message is received while the messageis
suspended (the Message Care software is designed
to support an adjunct route step in thisVDN). The
Message Care software detects the expiration of a
suspended timer within minutes of expiration.

You need to ensure that the VDN you administer in
Message Care has also been administered on the
CentreVu Computer-Telephony server. To
synchronize the CentreVu Computer-Tel ephony
server software and the Message Care software, they
both must be restarted.

It isimportant to consider how to cover a call when
an agent is not logged in; please refer to

2-42).

J-Mode: must use ASCII| character set

Thefull path name of the file used for the ASCII file
containing the text of the acknowledgment. If you do
not administer an auto-acknowledgment file
location, Message Care will not send auto-
acknowledgments from this mailbox.

An option which you can set to Yes or No to block
certain incoming messages based on the originating
address. If you set the option to Yes, Message Care
will block messages administered in the System
Options “Junk Mail Screening”field.
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Parameter Description
Default VDN Thisisthe VDN called when Message Care
Number (required launches a message from this mailbox. Thisisthe
field) value that tracks the Call Management System

(CMS) statistics and should identify the required
skill set of the agents processing the messages
received in this mailbox. If used, Message Care
overrides this value by matching valuesin the
Subject Based Call Routing administration.

If the Default VDN has Route To Digits, then any
VDN selected through subject based call routing
will also use the same set of Route To Digits. If the
Default VDN selected does not use adjunct routing,
then the digits are ignored.

JMode: must use ASCII character set

Route To Number A fixed value to passto the DEFINITY ECSasa
route to step during vector processing; you can use
this to specify a specific agent.

JMode: must use ASCII character set

Rank Message Care uses the Rank field in several of the
tables to impose an ordering on the entries. For
example, when the agent shows the Closure Codes,
it might be efficient to have certain entries at the top.
The administration screens ensure that the valuesin
thisfield are unique and ordered (for example, for
ten entries, they must have the values 1 through 10).

JMode: must use ASCII character set
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Parameter Description

Subject Based Call Up to ten text strings (case sensitive) to search for in
Routing the message subject. If amatch isfound, the
corresponding VDN is used when placing the call in
the DEFINITY ECS. Note that strings are searched
in order of ranking, and that partial matches are
valid. For example, if the first search string is
“DEFINITY” and the second search string is
“DEFINITY ECS,” all cases of “DEFINITY ECS”
will match on the first search string, since
DEFINITY is included in the text. It is important to
be explicit and to pay attention to partial matches
when administering and ranking search strings.

To route a message, tiessage Care software
initiates the call routing processes on BHe-INITY
ECS by launching a message call to a VDN. The
DEFINITY ECS performs the real call routing
processing, looking at the available pool of agents
and workload at the center.

EachMessage Care monitored mailbox has a

defined set of rules for selecting the VDN associated
with a message. You can administer a mailbox so
that all received messages are directed to the same
number. Alternatively, you can request that the
Message Care software select a number based on the
contents of the message subject field by
administering subject-based call routing.

J-Mode: you must enter the route to number in
ASCII. You can enter the string to match upon in
Japanese characters.
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Canned Responses

Suspension Codes
(required field)

Suspension Time
(required field)

Closure Codes
(required field)
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Description

A list of any ASCII files (“canned answers” to
frequently-asked questions) that agents can use in
replying to the consumer. For each file, you must
include its location and the label that the agent uses
to select it.

If you incorrectly administer a canned response file,
that is, the file cannot be found when an agent
selects itMessage Carepresents an error message to
the agent.

Canned response files must be located in the
compose applet directory (the defaultGs\Program
Files\MessageCare\www\appl ets\compose). You

may also create a subdirectory of the compose applet
directory for storing canned responses.

J-Mode: you must enter the canned reponse path
name, including the canned reponse file name, in
ASCII. You can enter the labels presented to the
agents in Japanese.

A list of reason codes for agents to assign when
suspending a message.

If you do not administer at least one Suspension
Code, then the agent will not be able to suspend a
message.

A set of minutes for which an agent can keep a
message suspended. Agents can choose from these
values when suspending a call from this mailbox.

If you do not administer Suspension Times, then the
agent will not be able to suspend a message.

J-Mode: must use ASCII character set

A list of reason codes for agents to assign when
closing a messag®essage Careuses the set of
administered closure codes to generate reports.

If you do not administer at least one Closure Code,
then the agent will not be able to close a message.
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Parameter Description

SME List A list of the Subject Matter Experts (SMEs) and
their email addresses. Ensure that this list contains
the email addresses of members of your company
who can receive email from agents requesting
assistance in the processing of messages.

JMode: you must enter the email address of the
SME using the ASCII character set. You can enter
the labels of the SMEs (that are presented to the
agents) in Japanese.

File Attachments A list (name and location) of the call center's file
attachments that agents may use when replying to a
consumer. File types must be administered on the
Message Care server for all call center file
attachments. This association is used in creating the
Multipurpose Internet Mail Extensions (MIME)
message sent to the consumer through the SMTP
server. MIME is acommon method for transmitting
non-text files through Internet email, which was
originally designed for ASCII text. MIME encodes
the files using one of two encoding methods and
decodesit back toitsoriginal format at the receiving
end. A MIME header is added to the file which
includes the type of data contained and the encoding
method used.

Mailbox Administration Bordering the top and bottom of the Mailbox Administration Web page are
buttons  the following buttons:

»  Save—takes any information displayed for a mailbox and updates |

*  Copy—allows you to borrow information from one mailbox's fields
and paste it to another mailbox's fields. When you select the copy
commandMessage Care copies all information except the mailbox
ID, password, and Friendly Mailbox Name into the mailbox. This
function is useful if you have more than one mailbox that you woulc
like to populate with the same settings (you can pre-load the mailb
with information from another similar mailbox).

* Back to Mailbox List—returns you to the Message Care
Administration Web page.

* Help—opens help pages containing information on administering
Message Care.
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Administer the CTI

Overview The CTI Administration Web page allows administration of the telephony
server | P address, login ID, password, and identifier. In addition, it allows
the identification of hunt groups (or skill set extensionsin an EAS
environment) that the CentreVu Computer-Telephony Server monitors.

lllustration
Anillustration of the CTl Administration Web page follows:

Y Lucent CTI Administration - Netscape

Edit Wiew Go Communicator Help

|»

CTI Administration

| Description |Value

|CTI]:PAddress i|mcamm

!Telephony Server IP Address i|

!Telephony Server Login ID i|

!Telephony Server Password i|

!Telephonv Server Identifier i|

|Monitored Hunt Groups I

To save these values, click the "Save" Button.
Save |

WARNING: Changes to the Telephony Server IP Address, Telephony Server Login ID,
Telephony Server Password or Telephony Server Identifier will cause the CTI application to
restart when the "Save" option is chosen. A restart of the CTI application will drop all active calls
in progress. All other changes take effect automatically when vou click on the "Save" button!

To perform the Update Tserver Admin command remotely, click on the following link: Update Tserver

[ System Administration Menu |

KT

| Document: Done
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Parameter description
for the CTI
Administration Web page

For more information about a specific CTI Administration parameter, click
on the parameter’s blue-underlined text in the Description column.

The following parameters can be administered on the CTI Administration

Web page:
Parameter Description
CTI IP Address Thisfield must contain the | P address or the network

(required field)
Telephony Server IP

name of the server where CTI isinstalled.
Thisfield must contain the | P address or the network

Address (required name of the CentreVu Computer-Telephony server.

field) If you change this field, you will have to restart the
CentreMu Computer-Telephony server.

Telephony Server Thisfield must contain avalid CentreVu Computer-

Login ID (required | Telephony server login-1D that the CTI process uses.

field) If you change thisfield, you must restart the
CentreVu Computer-Telephony server.

Telephony Server Thisfield must contain avalid CentreVu Computer-

Password (required = Telephony server password (associated with the

field) login-1D) that the CTI process uses. If you change
thisfield, you must restart the CentreVu Computer-
Telephony server.

Telephony Server Thisfield must contain the link type description and

Identifier (required  CentreVu Computer-Telephony server identification

field) name that the CTI process uses.

Monitored Hunt
Groups (required
field)

Thisfield must exactly match the administered

Tl i nk Narne on the CentreVu Computer-
Telephony server. If you change thisfield, you must
restart the CentreVu Computer-Telephony server.

This field must contain the set of hunt groups (or
Skill Set extensionsin an EAS environment) that the
CentreVu Computer-Telephony server monitors.

Update Tserver link The Update Tserver link sendsthe updat e t server Adni n command to

the CTI. (See[Commands on the Internet CTI Control Window (12-13) for a

description of the command.)

For information about updating devices, seelUpdating devices in the CentreVul]

[Computer-Telephony server|(12-15).

L]
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Overview The Common Administration Web page allows administration that is

common to both the ICC and Message Care software. Regardless of the
offer(s) you purchased, you must still administer parametersin the
Common Administration Web page.

Illustration
Anillustration of the Common Administration Web page follows:

# Lucent Common Administration - Netscape

File Edt “iew Go Communicator Help

Common Administration B

| Description |Value
[CM Server Domain |[204.131.88.75
Name (TP Address)
‘&gent Idle URL ||ht,t,p 1/ F204.131.88.75/megeare/scripts/ idlepage. asp Werify
‘é.gent Alerting URT ||ht,t,p:.-"’.-"’204. 131.588.75/itg/awt_al.pl Verify
‘Out Of Service URL ||ht,t,p 1//204.131.88.75/itg/swt_al.pl Verify
‘License Lirnit TTRT, ilht,t,p 1//204.131.88.75/itg/swt_al.pl WVerify
Enable Agent Logout |[® wes © no
Butten?
Enable Agent Logout | yes € no
On Close?
Enable Phantom Call |# yes € no
for Tesxt Chat? —
Phantom Estensions  |[ze01-z 603 =l
for Text Chat

| ;I_I
Phantom Extensions  |[z604-2607 =
for IWessage Care

<] ;I_I

‘Meetl\{[e Privilege

wa'x'x'xwxxxw-xxw-xxxw-xxxw'xx'xw'x'x'xw'xx'x

[ | Document: Done

N

For information about a specific Common Administration parameter,
click on the parameter’s blue-underlined text in the Description column.
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The following parameters can be administered on the Common
Administration Web page:

Parameter

ICM Server Domain
Name (required
field)

Agent Idle URL
(required field)

Agent Alerting URL

Out Of Service URL
(required field)

License Limit URL
(required field)

Enable Agent L ogout
Button?

Enable Agent L ogout
On Close?

Enable Phantom Call
for Text Chat?

Description

This field must contain the full domain name or IP
address of the server where the ICM application is
executing.

Thisfield must contain the URL of the Web page
displayed to an agent who is logged in but not
currently active on acall. If you haveinstalled
Message Care only or Message Care and the
Internet Call Center, then you must use the agent
idle URL (idlepage.asp) provided by Message Care.

Thisfield contains the URL of the Web page
displayed to an agent when the agent is alerted of a
new call. If you haveinstalled Message Care only or
Message Care and the Internet Call Center, then you
must use the agent alerting URL
(mc_agentalert.asp) provided by Message Care.

Thisfield must contain the URL of the page
displayed when you take the ICM out of service. If
you haveinstalled Message Care only or Message
Care and the Internet Call Center, then you must use
the out-of-service URL (mc_isoff.asp) provided by
Message Care.

Thisfield must contain the URL of the page
displayed to the caller when the call attempt exceeds
the number of simultaneous sessions for the
requested cal type.

Enable/Disable the L ogout button on the Agent
control Window. The default is Yes.

Enable/Disable automatic agent logout from the call
center if the agent connection to the |ICM application
on the ICM server islost or dropped. The default is
Yes.

Enable/Disable the ASAI Phantom call feature. If
you disable this feature, Message Care launches
real-time calls using PRI trunks through the Internet
Telephony Gateway. The default is Yes.
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Phantom Extensions
for Text Chat

Phantom Extensions
for Message Calls
(required field)

MeetMePrivilege
Password (optional
field)
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Description

A list of the extensions or hunt groups used if you
enablethe Enabl e Phantom Cal |l for Text
Chat feature. These must be extensions of stations
administered without hardware (AWOH).

A list of the extensions or hunt groups used if you
have installed Message Care. These must be
extensions of stations administered without
hardware (AWOH).

Thisfield contains the privileged password which
allows presenters to set up a Virtual conference.

Important information The Agent Idle URL parameter contains the URL of the Web page
about the Agent Idle URL  djsplayed to an agent who is logged in but not currently active on acall.

parameter

If you do not use the Message Care idle page

If you do not use the Message Care idle page (for example, you create
your own agent idle page) but do use the Message Care message
processing pages, then you must set a browser cookie called Agent | d
that contains the agent’sloginid in your agent idle page. The value can be
obtained from the agent I d parameter that is passed to the popped agent
idle page by the ICM.

If you do not set the cookie, agents will not be able to perform al required
actions on amessage (for example, close and suspend messages) and they
could be blocked from popping the message delivery page.

You must also add the / anguage parameter to set the language of the
Agent Control Window. The valid parameter values are:

US English (default}—en-US
Columbian Spanish—es-CO

French—fr
German—de
ltalian—it

Brazilian Portuguese—pt-BR

Japanese—ja
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Administer Internet Call Center parameters

Overview The Internet Call Center Administration page allows administration of the
URL s associated with call progress or failure events. These are the Web
pages or scripts used whenever a specific event occurs. In addition, the
Internet Call Center Administration page allows administration of features
and other operation functions.

lllustration
Anillustration of the Internet Call Center Administration Web page
follows:
37 Lucent ICC Administration - Netscape
Fie Edt View Go Communicator Help
T T
Internet Call Center Administration B
‘ Description |Value
Incorming Call Queusd URL Iht,tp i/ /icw.enterprise.com/ice/ice queued.pl Veri
Call Answered (Agent) URL Ihttp i//icw.enterprise.com/ice/ice gotealler.pl Veri
Call Anewered (Caller) URL Ihttp i//icw.enterprise.com/ice/ice gotagent.pl Veri
‘Ca]ler Alerting URL ||http i/ /icw.enterprise.com/ice/ice alerting. huml Veri:
‘Missi.ng VDN Data URL ||htt1: 1/ /icw.enterprise. com/ice/ ice novdn. hrwml Ver:
}Ca]l Center Forced Disconnect URL ||http 1//icw. enterprise.com/ice/ ice_noagents. html Ve
‘Caﬂ Center Forced Busy URL ||ht.tp:/f'lcm.Ent.ErprisE.cDm/ ice/ice agentshusy.html | Ver
‘Caﬂ Limit Reached URL ||ht.tp:/f'1:m.Ent.ErprisE.cnm/icc/icc_ivllmit..html Ver
‘PRI Call Limit URL [izcp:7/om. enverprios conf e/ ioo_noresources. bowl | Ve
‘Phaﬂtﬂm Call Limit URL ||ht.tp:/f'lcm.Ent.ErprlsE.cDm/ ice/ice_plimit.html Veri
‘CaﬂBaCk Confirmation URL ||ht.tp://1cm.Ent.ErprlsE.cDmf ice/ice_goingtoch.pl Veri
‘Ca]lBack Redirection URL ||ht,tp i/ /icw.enterprise.con/ice/ice callbackoff.html | Ver —
CentreVu CMS Peg Count URL Iht,tp://’:u:m. enterprise.con/ice/ice_pegoount. html
Browse Window URL Iht,cp i//dicw. enterprise.com/ ity welcome. html
Help URL Ihttp://‘:u:m.Enterprise.com/itg/‘t:phelp.h\:ml Veri
Prepend Digits for Callback E
[Enable Form Sharing? [ @ fEsiC no
‘Enable ITG CallBack? |5' yes O no
‘Enable SendPage for Agent? |f°' yes O no
‘Enable SendPage for Caller? |5' yes O no |
=il [Bocument: Done S 2| 4

For information about a specific Internet Call Center Administration
parameter, click on that parameter’s blue-underlined text in the Description
column. To validate that a URL is correct, click on the Verify link for that
particular URL.
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Parameter description

for the Internet Call

Center Administration
Web page Parameter

Incoming Call

Queued URL

(required field)
Call Answered
(Agent) URL

(required field)
Call Answered

(Caller) URL
(required field)

Caller Alerting URL

Missing VDN Data
URL (required field)

Call Center Forced
Disconnect URL
(required field)
Call Center Forced
Busy URL

Call Limit Reached
URL (required field)

PRI Call Limit URL
(required field)

Phantom Call Limit
URL (required field)
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The following parameters can be administered on the Internet Call Center
Administration Web page:

Description

Thisfield must contain the URL of the Web page
displayed to callers when they are placed in queue
for the next available agent.

Thisfield must contain the URL of the Web page
displayed to agents when they receive an incoming
Internet call.

Thisfield must contain the URL of the Web page
displayed to the caller whose call is received by an
agent.

Thisfield must contain the URL of the Web page
displayed to a caller when the caller is alerted of a
new call.

Thisfield must contain the URL of the Web page
displayed to the caller when acall request is
submitted but the VDN extension information is
missing.

Thisfield must contain the URL of the Web page
displayed to the caller in the event that vector
processing returns a forced disconnect.

Thisfield contains the URL of the page to be
displayed to acaller in the event that vector
processing returns a forced busy.

Thisfield must contain the URL of the Web page
displayed to the caller when the ITG is currently
processing the maximum number of Internet voice
calls, as defined by the purchased system limits.

Thisfield must contain the URL of the Web page
displayed to callers when their Internet call cannot
be placed into the call center due to insufficient PRI
resources.

Thisfield must contain the URL of the Web page
displayed to the caller when an ASAI Phantom call
cannot be placed due to alack of resources (for
example, al extensions or extensionsin the hunt
group arein use).
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Parameter

CdlBack
Confirmation URL
(required field)

CdllBack
Redirection URL
(required field)

CentreVu CMS Peg
Count URL

Browse Window
URL (required field)

Help URL (required
field)

Prepend Digits for
CallBack

Enable Form
Sharing?

Enable ITG
CallBack?
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Description

Thisfield must contain the URL of the Web page
displayed to the caler to confirm arequest for
callback.

This field must contain the URL of the Web page
displayed to callers when they request a callback
call but the feature has been turned off.

Thisfield contains the URL of the script for
reporting call-related peg countsto CMS. If you do
not enter avaluein thisfield, CM'S peg counting will
not be performed.

If you cannot report peg counts to CM S using the
CentreVu CM S Peg Count URL, then you can report
peg counts through a proxy by administering the
PegCount Pr oxyURL in theicmparmsfile. For
example:

PegCount ProxyURL=co. proxy. conpany. c
om 8000

Thisfield must contain the URL of the Web page
displayed to a caller while the Caller Control
Window downloads and opens. You can set thisfield
as a parameter (browseWinURL) in the “call us”
web page.

This field must contain the URL of the Web page
displayed to the caller when the caller selects the
Help button on the Caller Control Window applet.
You can set this field as a parameter (helpURL) in
the “call us” web page.

This field contains the digit(s) that must be
prepended to any requested callback number in
order to place an outgoing call from the call center.
An empty field indicates that no digits are to be
prepended. The dial string may contain any
telephone keypad digit (0-9,* #).

This field controls the ability for Agents and Callers
to collaboratively share the data entered into forms
on a Web page. The default is Yes.

This field controls the ability for callers to request an
outgoing call from the call center to a specified
number. The default is Yes.
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Parameter Description
Enable SendPage for | Thisfield controlsthe ability for Agentsto use the
Agent? SendPage button. The default is Yes.
Enable SendPage for | Thisfield controls the ability for Callersto use the
Caler? SendPage button. The default is Yes.
Isthe ICM Server Thisfield identifiesif the ICM server isusing SSL.
using SSL? The default is No.

U
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Administering the DEFINITY ECS

Overview

Purpose This section describes the administration tasks that must be performed on
the DEFINITY ECS.

Audience This chapter isintended for DEFINITY ECS system administrators or
persons responsible for trandating the DEFINITY ECS for CentreVu
Internet Solution functions. This includes Lucent Technologies Technical
Support Organizations.

References Thefollowing list represents documents that contain information relevant
to the CentreVu Internet Solution. For detailed instructions on
administering the DEFINITY ECS, see the appropriate documentation or
documentation set.

. DEFINITY ECS documentation set

* Internet Telephony Gateway Technical Reference Issue 2(555-027-
212)

*  BCS Product Security Handbook(555-027-212)
[]
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DEFINITY ECS Administration

Overview

Direct Agent Calling
(DAC) (required)

Because the CentreVu I nternet Solution uses ACD functionality, you must
perform specific DEFINITY ECS administration for the CentreVu Internet
Solution.

Thefollowing isalist of DEFINITY ECS administration tasks:
. Direct Agent Calling (DAC) (required) (5-32)

+ [ACD translations (required)| (5-33)

e [Dial Plan (required)] (5-37)
. 5-37
. ISDN-PRI trunk group (required)l (5-37

. [Phantom Extension (reguired)|(5-39)
*  [Service Observing (5-39)

¢ [Ongoing operations| (5-41)

DAC definition—Direct Agent Calling allows a call to a specific ACD
agent to be treated as an ACD call. If that agent is logged in but not
available, the call will queue for that agent. If the agent is not logged in,
the call will follow the agent's coverage path.

How ICC uses Direct Agent Calling
The ICC software uses DAC to allow callers to select a specific agent
when calling the call center.

For more information about the Direct Agent Calling feature, contact
Lucent Technologies MultiMedia Applications Customer Support
(MACS).

How Message Care uses Direct Agent Calling

The Message Care software uses DACs for delivering retrieved or
suspended messages to specific agents.
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Things to know about Direct Agent Calling
The following list provides important information about DACs:

Retrieved and returning suspended calls will utilize queue slots anc
affect CMS reports

DACs should remain queued at the agent's terminal long enough tc
allow the agent to complete the processing of the current message «
A DAC will not abandon due to an impatient caller and should not k
routed to)AUDIX® .

Real-time calls may be administered to cover to a voice mail box,
while message calls should never be sent to voice mail. Please refe
thelvectord (2-42) for sample vectors that you can use to provide
different coverage for an agent for real-time calls versus message
calls.

Supporting adjunct routing by passing ASAIl-provided digits enable
the Message Care software to support direct agent calls with a single
vector on thdEFINITY ECS, a necessary feature for retrieving

suspended messages and delivering direct agent correspondence.

Defining the Class of Restriction (COR)

The Class of Restriction (COR) on the switch should set the Direct Agel
Calling Field to “y” for the stations administered for tlessage Care
software. This directs tHeEFINITY ECS to treat calls originated from
these extensions as ACD calls and to follow DAC parameters
administered. See the recommendations for coverage criterigSanbe]

[vectors for retrieve and suspend] (2-48) section.

The Multimedia Applications Customer Support (MACS) group inputs
standardEFINITY ECS ACD translations as part of entreVu Internet
Solution installation.

NOTE: When adding your own VDNSs, ensure that they do not exceed
seven digits.
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Real-time communications (ICC) ACD translations

The DEFINITY ECS ACD standard trandlations for real-time
communications are as follows:

Three standard, measured VDNs. SeeDXBEINITY Enterprise
Communications Server Release 6 Call \Veectoring/Expert Agent

Selection (EAS) Issue 2 Guide(555-230-521) for a complete
description. The first VDN is for Internet text chat, the second is for
Internet voice calls (if you purchased Internet voice), and the third i
for callback. A MACS engineer obtains necessary extensions from
the customer.

Two standard vectors. The first vector is for Internet voice (if you
purchased Internet voice). This vector queues the call to the Intern
skill and optionally plays a delay announcement. The second is for
Internet text chat and callback requests. This is a single-step vecto
that contains a queue to the main skill command. Both vectors quel
an Internet-initiated call to a customer-assigned skill. A MACS
engineer obtains these vector numbers from the customer.

The customer is responsible for translating Internet skills, Expert Agent
IDs, and agent telephones. Lucent Technologies personnel can provide
this design work, as well as enhanced vector designs, as part of the Ca
Center Application Integration NetCare Services offer. Call your accoun
executive or Professional Services on 1-800-4NetCare for details.

Some general guidelines to consider when translating skills and agents
include the following:

The implementation of stroke counts can be used to help track
conditions such as bad voice quality, no one on the other end of a
call, collaboration did not work, and so forth.

The Multiple Call Handling feature is not supported by the ICC
solution.

Some general guidelines to consider when translating VDNs and vector
for real-time communications include the following:

Do not use the “wait with music” vector step. It would add
unnecessary processor usage to the caller's PC and traffic to the
Internet circuit.

Do not use the “converse” vector step. It is incompatible with ICC
functionality.
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Do not use digit collection in real-time communication vectors. Thelr
is currently no good way to pass Dual Tone Multi Frequency (DTMF
tones (touchtones) across the Internet; therefore, there are no digit
collect.

VDN of Origin Announcements (VOAS) are strongly recommended
When an agent receives a text chat call, there is no audio. With VO
the agent hears an identifying message (such as “voice call” or “te»
chat call”) and knows whether to answer audibly or through text ch:
Without VOA, the only way the agent has to identify a call type is tc
note the VDN name on the terminal display. Agents' class of servic
must be set to receive VOAS.

We recommend that you use a different vector for text chat and
callback calls than for Internet voice calls. The voice call vector car
provide in-queue announcements, which are unnecessary for text c
and callback calls. In addition, the initial setup delay for Microsoft
Corp.Microsoft NetMeeting® , used for Internet voice, requires a
unique strategy to be used in the voice call vector (see[Voice call vector]
[strateqv] (5-35)); that strategy is not needed for text chat or callback

calls. Finally, voice calls can be routed to avoice mail box, whereas

text chat and callback calls cannot.

Voice call vector strategy

To provide the best experience to the caller, write vectors to answer each
Internet voice call with an announcement that does not exceed 5 seconds.
(This is a “null” announcement in a way, since it is not heard by anyone
Such a setup serves to establish an audio connection so that any follow
announcements should be heard in full and, more importantly, as soon
the agent answers the call, the agent can begin speaking with the callel

The vector could look like the following:

1.

P wn

5.

Announcement 2000 (a normal delay announcement that is less the
seconds in length)

gueue to main skill 10 priority m

wait time 10 seconds hearing silence
announcement 2000

goto step 3 if unconditional

Note that the announcement in steps 1 and 4 can be the same if it is le:
than 5 seconds in length.
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When an Internet voice call is requested, the audio connection is not set
up until answer supervision is returned from the DEFINITY ECS. Asa
result, the following may occur:

* There is a lag of approximately five seconds (on a dial-up
connection) between the time the agent answers the call and the tir
when the agent can be heard by the caller.

« Ifatime-in-queue announcement is used, the caller does not hear t
first 5 seconds of the announcement.

Messaging ACD translations

A MACS engineer inputs standaEFINITY ECS ACD translations as
part of theMessage Care software installation.

These include:

e Ten VDNs
 Tenvectors

e« Ten skills

e« Ten mailboxes

A queued message call has no live party on the call. Because of this,
special treatments intended for the party waiting on the queued call, suc
as music on hold, recorded announcements, and coverage to voice ma
are not necessary.

You can expand this capability to take advantage of the powerful feature
of theDEFINITY ECS ACD software to provide sophisticated routing,
prioritization, and overflow treatment for your message calls.

The use of VDN of Origin (VOA) Announcement to the agent, stating the
type of call (email or fax), is encouraged. This announcement is assigne
to a VDN and plays a short recording when the agent answers the
message call. This recording can be used to tell the agent the originatio
of the call (for example, “Sales Mailbox” or “Support Mailbox”). The
COR on agent IDs must be set in DEEFINITY ECS to hear VDN of

Origin Announcement (if used).

Vectors may include multiple wait steps to provide for the long wait times
that are possible on message calls. For more information on vectoring,

please se@ectors|(2-42).

When translating additional VDNSs, be sure to assign them the same CC
as initially established fdvlessage Care. Otherwise, th®EFINITY ECS
will reject call attempts from the ICM to the new extensions.
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A dia plan must be administered for CentreVu Internet Solution VDNs on
the DEFINITY ECS.

Although ASAI message calls do not use any port resources, you need a
dial plan on your DEFINITY ECS large enough to support the number of
message calls you want to queue simultaneously.

In addition, the CentreMu Computer-Telephony Server security database
must be set up with alist of numbersfor the valid VDN extensions. Please
refer to the administration guides for each system for further details.

Stroke counts represent an event that you want to measure. For example, a
Stroke Count may be used to keep track of the number of inquiries about a
specificitem. Each timeyou receive aninquiry on a specific item, you can
enter the Stroke Count (one through nine) assigned to that item.

To help collect data on subject factors or on factors that cannot be detected
by the system, Message Care recommends that you implement stroke
counts on the agent’s phone.

If you purchased an ITG for Internet voice, then the DEFINITY ECS
connectsto the ITG by way of an ISDN-PRI trunk group. The ISDN-PRI
trunk group connecting the DEFINITY ECS and the ITG istrandated asan
i sdn-pri trunk type, with aservicetypeof t i e and adirection of

i ncom ng. Seethe DEFINITY Communications System

I mplementation(555-230-655) document for details.

ISDN-PRI security

You must address ISDN-PRI trunk group security. Because the extension
number used to launch areal-time call is actually submitted by a browser,
thereistherisk that a hacker may attempt to submit afalse dial string in
order to compromise call center security. Therefore, the ISDN-PRI trunks
must be restricted from placing outbound calls. Unless so restricted, the
vdn_ext parameter submitted by a consumer’s browser could be changed to
dial along distance number through the DEFINITY ECS. Additionally, to
limit other malicious activities, the ISDN-PRI trunks should be restricted
from destinationsin the DEFINITY ECSthat are not intended for real-time
Internet calls (such asindividual agent stations, non-Internet VDNSs, and so
on).
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Methods to secure the ISDN-PRI trunk group

There are two ways by which an ICC ISDN-PRI trunk group can be
secured.

*  Thefirstis within the ITG itself, denying fraudulent calls before they
are placed to thBEFINITY ECS.

*  The second is within thBEFINITY ECS, denying calls to locations
other than those specified as valid endpoints. This provides a two-
tiered security plan.

How to secure the ISDN-PRI trunk group

TheDEFINITY ECS is secured using Classes of Restriction (CORS) to
restrict destinations from the ITG trunk group. The COR for this trunk
group specifies, among other things, what calls the trunk group is able t
complete. In this way, you can restrict the ISDN-PRI trunk group from
making any outbound (off tHeEFINITY ECS) calls and you can restrict
the ISDN-PRI trunk group to call only a resource with a COR that is use
uniquely for Internet destinations.

Example

As an example, the ISDN-PRI trunk group to the ITG could be assigned
COR of 49, which is outward restricted, and limited to only calling COR
48 (assuming both 48 and 49 are previously unused CORs). COR 48 is
then used for any VDN extension expected to receive Internet traffic. If :
call comes across the ISDN-PRI trunk group destined for any other
extension, that call is denied by th&FINITY ECS (assuming that the
destination extension is assigned a COR other than 48). The permissiol
assigned to this COR (COR 48) should reflect the security that the call
center would normally assign to VDNSs.

Naturally, as Internet calls are "blended" with Public Switched Telephont
Network (PSTN) calls, the CORs discussed above may need to be
modified to reflect all the requirements of the call center. When
establishing CORs, you should thoroughly review Class of Restriction
instructions and guidelines found in tB&FINITY Communications

System Generic 3 Feature Description document(555-230-204), the
DEFINITY Communications System Implementation manual (555-230-

655), and theBCS Product Security Handbook(555-025-600).
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Phantom Extension Phantom extensions are primarily used by applications that need to

(required) originate a call without the use of a physical device and without tying up
unnecessary resources. Real-time communications can use this feature to
eliminate the need for a Primary Rate Interface (PRI) channel for text chat
and consumer-initiated callback calls thusincreasing call capacity while
using fewer PRI channels. Message calls are originated to the DEFINITY
ECS using phantom calls. Phantom calls are distributed the same as voice
calls; however, since there is no audio component to the call thereis no
need to use an Integrated Services Digital Network (ISDN)-PRI trunk.

When administering phantom extensions on the DEFINITY ECS, we
recommend that you separate phantom extensions for chat calls and
phantom extensions for message calls. For example, phantom extensions
for chat calls=1100-1199 and phantom extensions for message
calls=1200-1299.

Phantom extensions and the ITG

If you purchased an ITG, Phantom extensions should be given the sam
COR as the ITG trunk group, with same precautions.

Service Observing Service Observing allows a specified user, such as a supervisor, to obs
agent and caller transactions (such as text chat, escorted browsing, anc
Internet voice).

DEFINITY ECS Administration

You must administer yoUWEFINITY ECS to allow the use of the Service
Observing feature. The following forms must be administered on the
DEFINITY ECS:

»  System-Parameters Customer-Options—set both the “Service
Observing (Basic)” field and the “Service Observing (Remote/By
FAC)” field to yes.

» Class of Restriction (COR)—if you want to allow the extension to b
observed, entgrin the “Can be Serviced Observed” field. If you want
to allow the extension to be a service observer, gntethe “Can be
Service Observer” field.
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Feature-Related System Parameters—if you want warning tones tc
be given to the agent and caller whenever their call is being
monitored, then set the “Service Observing Warning Tones” field to
y.

Feature Access Codes—enter the code that must be dialed to allow
station with Service Observing permission (COR) to observe agent
and caller transactions without being heard on the real-time call or,
enter the code that must be dialed to allow a station with Service
Observing permission (COR) to observe and be heard during agen
and caller transactions.

How to use Service Observing with ICC

Important! TheDEFINITY ECS must be administered to support
Service Observing before you can use the Service Observing featu

To observe an agent and caller transaction, do the following:

1.
2.

Log into ICC.

From your voice terminal, open a new line and enter the Service
Observing Feature Access Code (FAC) followed by the agent
extension that you want to observe. You will hear a confirmation
tone (three short bursts) to indicate that the Service Observing
feature is activated. At this point, you can observe all agent and
caller transactions (text chat, escorted browsing, and Internet voice

Text chat transactions are preceded with eitla¢r er : for a caller
entered text chat messageagent 1: for an agent entered text chat
message.

Agent-initiated callback and Service Observing

If the agent initiates a callback, the observer will not see the Callback
window and will temporarily be dropped from the call. The observer will
be connected back to the call when the agent-initiated callback connect
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Once you have administered the DEFINITY ECS for the Centre\Vu Internet
Solution, it requires very little ongoing administration.

Call capacity may be increased up to system limits at any point by adding
additional ITGs and ISDN-PRI trunks to handle more Internet calls. ISDN-
PRI administration is described earlier in this section. Additional voice call
capacity requires the purchase of additional software and may require
additional hardware. Contact your Lucent Technologies Account team for
configuration assistance.

When trandlating additional VDNSs, be sure to assign them the same COR
asinitially established for CentreVu Internet Solution destinations.
Otherwise, the DEFINITY ECS will reject call attempts from the ICM to
the new extensions. When adding VDNs, aso remember to add the new
extension numbersto the dial planinthe I TG.

VDNs should be established for each entry point (Call Us button) the
customer wishes to measure. This may be one VDN per Web page, or one
VDN for each logical grouping (such aswomen's slacks, disk drive
problems, NY SE inquiries, and so on). Different VDNs can a so be used to

track call type (such astext chat or Internet voice or callback).
L]
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Administering the CentreVu

Computer-Telephony for Windows NT
software

Overview

Purpose The following section explains what needs to be administered for the
CentreVu Computer-Telephony software (CentreVu CT).

Audience Thischapter isintended for system administrators and anyoneinvolved in
connecting, installing, administering, and integrating hardware or
software at the system level for the CentreMu Internet Solution.

References Complete documentation containing information on Centre\Mu Computer-

Telephony software is provided to customersin .pdf format on the CD-
ROM that accompanies the software.

L
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Required administration

Telephony Services
Database (SDB)

What must be
administered

Updating devices

The Telephony Services Database (SDB) is the CentreVu CT security
database that stores information about users and the devices they control.
The CentreVu CT server uses this information in its permission checking.
VDNs, skills (hunt groups), lead extensions, agent phone extensions, and
phantom extensions must all bein the SDB. The CentreVu CT server
database must be set up with alist of valid VDNSs.

See the CentreMu Computer-Telephony documentation.

When you install the CentreVu CT server, some administration is required
to integrate it with the CentreéVu Internet Solution.

The following list describes what must be done in the Security Database
during CentreVu Internet Solution installation:

*  Add theCentreVu Internet Solution phone devices and Automatic Cal
Distribution (ACD) devices (VDNs and lead extensions of the ACD
group extensions).

* Add a device group(s) and add all phone devices to the group.

* Add theCentre\Wu Internet Solution User (TMAN), and administer the
Classes of Service for ti@gentreVu Internet Solution device group.

*  Administer theDEFINITY ECS switch setting.

e Administer the Alarm parameters.

* Administer the Message trace parameters.

»  Administer the Error log parameters.

You must also administer ti&entreVu Internet Solution user in the NT
User Domain Manager. No additional administration is required
specifically for theCentreVu Internet Solution. Refer to the installation
documentation on the CD-ROM provided with the software for details. C

site training is conducted for persons who will maintainGaetreVu
Computer-Telephony Server after installation.

For information about updating CTI devices in @aatreVu Computer-
Telephony server, s@idating devices in the CentreVu Computer-Telephony]
12-15).

[
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6 Agent login and logout

Overview

Purpose The following section describes how an agent logs in and logs out of the
CentreMu® |nternet Solution.

Audience

Thisinformation isintended for anyone needing to log in to and out of the
CentreVunternet Solution and for anyone needing to determine which
Agent login page to use.

Contents The following information is contained in this section:

¢  [Agentlogin Web pages|(6-2)

e [Agentlogin|(6-4)
. Agent logout|(6-7
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Agent login Web pages

Background The mediaaccesstypesyou purchased determine the sample Agent Login
Web page(s) that you will receive (see[What is the CentreVu Internet]
for information about media access types).

The following table displays the sample Agent Login Web page(s) you
will receive with your purchase:

Sample ICC Agent = SampleMessage Care™

Login Web page Agent Login Web page
CentreVu Internet Solution X X
(both ICC andMessage
Care)
ICC only X
Message Care only X

Which Agent Login Web page should you use?

The CentreVu Internet Solution provides sample login Web pages. You
can use one of these sample Web pages or you can create your own using
the samples as a starting point.

After the agent logs in, the administered agent idle page appears. For
information about administering an agent idle page, seelimportant
[information about the Agent Idle URL parameter](5-26). The Message Care
agent idle page (Message Care Home Page) isthe agent idle page that
ensures full Message Care functionality. The Message Care-supplied
agent login page islocated in: http://<message care_server>/mcscript/
mc_agent.html
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Preferred language of CentréVu Internet Solutions provides agent login pages for the languagesiit
agent  gypports. This allowsthe agent to select a preferred language when logging
in to the system. Message Care login Web pages are located at the
following URLSs:

US Englishhttp://MC_server _domain/mcscript/en-USmc_agent.asp
Germanhttp://MC_server_domain/mescript/de/mc_agent.asp
Frenchhttp://MC_server_domain/mescript/fr/mc_agent.asp

Colombian Spanishttp://MC_server_domain/mcscript/es-CO/
mc_agent.asp

Brazilian Portugueshttp://MC_server _domain/mcscript/pt-BR/
mc_agent.asp

Italian http://MC_server _domain/mcscript/it/mc_agent.asp
Japaneshittp://MC_server_domain/mescript/ja/mc_agent.asp
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Agent login

Before you beginAbout  Agentslogging in to the ICM can take real-time calls and message calls.
agent login A single agent can handle both real-time Internet voice and message calls
providing that the station is administered on the DEFINITY® ECS for
both skills.

Log in procedures To takeCentreVu Internet Solution calls, an agent must first log in to the
CentreVu Internet Solution software as follows:

1 Inthe location or address field of your Web browser, enter the Uniforn
Resource Locator (URL) for the Agent Login screen.

Result: The Agent Logi n Wb page appears. The fol | owi ng
illustration is an exanple of an Agent Login VWb page:

7 ICC - Agent Login - Netscape

File Edit “iew Go Communicator Help

' ‘!' Bookmarks \k Go o Ihllp Aficn enterprize. comdice/ice_agent html j .
3

..........
Lucent Techhelegies 0
eallLabelnnayations

CenterVu Internet Solutions
Agent Login
Agent: Please Log in.
Enter the telephone extension at which you are sitting and your agent identification
Agent ID: l—
Extension: l—

Name: |

Log In | Reset

=il |Document: Done 22 2| 4
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Enter your agent ID, extension, your name, preferred language, and any
additional items requested.

Result: The Agent Control W ndow appears as foll ows:

CenireVu Internet Solutions Conirol Window

Enter Text or TRL Below:

Enter | Send Page | Dy Call | Call Back |

Laog Ot |

Establishing connection. ;I
Conrection established.

Enter srour Password.

Login was successfiul.

Waiting for a call.

FPawered by
Lucent Technclogies
BellLak: Innovations

Help | =i

The Agent Control Window provides control buttons to perform
specific tasks. When you are active on acall, the Enter, Send Page,
Drop Call, and Call Back buttons are enabled and the Log Out buttonis
disabled. The opposite is true when you are not active on acall. When
control buttons are disabled, you will not be able to use them. Note that
the Send Page button is | CC specific, and although it is enabled when
you are active on acall, it will not work unless you have the ICC
software installed and are connected to an Internet call.
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3  Enter your DEFINITY ECS password, if any, into the text entry field
labeled Enter Text Here, and then select either Enter on the keyboard
or the Enter button on the Agent Control Window.

Connection status messages are displayed in the Agent Control Window.

If the login process fails, an error message is displayed and you are

prompted to try again. If the login succeeds, the last status message you

see is “Waiting for a call.” The browser also indicates that you are in the
“Agent ldle” state. At this point, you can either accept calls or log out.

Important! If you are going to handle message calls, then you
must wait until the Message Care Home Page (or your own agent
idle page) fully loads prior to making yourself available to receive
ACD calls. If you receive a call prior to the idle page loading, the
system will not be able to associate message processing with your
agent ID. To recover, you must release the call, wait until the idle
page fully loads, and then make yourself available to receive a call.

Result: The adm ni stered agent idle URL appears. The
following illustration is an exanpl e of the Message
Care agent idle Wb page (Message Care Hone Page):

..1:. Home Page - Message Care - Netscape
File Edit ‘“iew Go Communicator Help

& iz 04 ?
“iew Suspended Snap-Shot Report Search Helg

Message Care Home Page

/;_,,___“
r/ '*")

| ? =

S
oK TRy ’
w

AgentID: 170
Extension: 103

Copyright @ 1998
, Lucent Technologies.
Lucent Technclogies X
InllLabsInnnEﬂ nnnnn All rights resenve d

[ | Document: Done

END OF STEPS
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Agent logout

Methods used to logout  There are two methods you can use to log out of the CentreVu I nternet
Solution software:

e Using the Log Out button (when enabled) from the Agent Control
Window. Enabling or disabling the Log Out button is an
administrative option on the Internet Call Manager (ICM). See

[Administer common parameters| (5-24) for details.

* Using your voice terminal or CTI application. This logout procedure
is always available and logs you out of IEEFINITY ECS. If reason
codes are administered and desired, you should log out this way. T
log out of theMessage Care software, you must close the Agent
Control Window and th&lessage Care Web page(s).
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/ How to process Internet calls

Overview

Purpose Thefollowing information details how an Internet Call Center (ICC)
agent handles various types of incoming calls. The call-handling
information covers Call Control Windows, PagePop, and Enhanced
Collaboration (text chat, escorted browsing, and HTML forms sharing).

Audience Thisinformation isintended as an overview for anyone who needs to
know how various types of incoming calls are handled by the ICC system
and how they appear to the consumer and to the agent.

Contents  This section contains information about the following:
i [Agent and Caller Control Windows| (7-2)
* [Realtime callg|(7-7)

e  [Drop real-time calls|(7-21)
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Agent and Caller Control Windows

Overview

Purpose After you log in to the ICC through a Web page, the ICM launches the
Agent Control Window on your desktop. After a consumer (caller)
requests a call type (other than callback only), the Caller Control Window
Is downloaded to the caller’s desktop. Both the Agent and Caller Control
Windows provide call progress status, enable text chat and escorted
browsing, and allow the agent or caller to drop the call.

L]
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Agent and Caller Control Windows

lllustration of the Agent Thefollowing is an illustration of the Agent Control Window:
Control Window

gent Control Window - Metscape  [Hi=] E3
F

CenireYu Internet Solutions Conirol Window

Enter Text or UREL Below:

Enter | Send Fage | Dipop Call | Call Baclk |

Log Ot |

Establishing connectioz. ;I
Conrection established.

Enter sronr Passwrord.

Login was successfil.

Waiting for a call.

Fowered by
Lucent Technclogies
BellLabs Innovations
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lllustration of the Caller Thefollowing isan illustration of the Caller Control Window:
Control Window

#+ Caller Control Window - Netzcape =] E3

Cenire Vu Internet Solutions Conirel Window

Enter Text or URL Below:

Enter | Send Page | Drop Call |

Establishing cornection. ;I
Connection estahlished.

Initiating Call, Please Weait.

Fingine

Call Connected.

Fawered by
Lucent Technclogies
Bell Labs Innovations
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description pyttons:

Field or Button
Text Entry field

Enter button

Send Page button

Drop Call button

Call Back button
(Agent only)
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The Agent and Caller Control Windows provide the following fields and

Description

Assuming default browser colors, thetext entry field
iswhite when it is active, indicating that you can
enter text, and appears grey when it isinactive.
Information that you can enter into the text entry
field includes. your password (during agent login);
text to be sent to the Caller or Agent Control
Windows (for text chat); and a URL to display the
specified Web page in the other parties’ browser
window. The text entry field supports copy-and-
paste entries. Thetext entry fidd isactive only when
you are logging in or on acall. When you are
finished typing in text, either click the Enter button
with the mouse, or press the Enter key on the
keyboard. The text isthen sent to the ICM server for
processing.

Use the Enter button to submit information from the
text entry field to the ICM server for processing.

Use the Send Page button for Escorted Browsing.
When aWeb page of interest is displayed in the Web
browser window, pressing this button sends the URL
of that Web page to the other parties' Web browser,
which attempts to load the URL. The Agent Control
Window displays the status message “Sending URL
to caller” and the Caller Control Window displays
the status message “Loading URL in browser
window.” This button is enabled only when you are
involved in an active call. Alternatively, you can
enter URLs in the text entry field and send them like
a message to support escorted browsing. After
entering the URL, press the Enter button or the Enter
key on your keyboard. Note that the URL must
contain the Internet protocol (for examphip:// or
ftp:/1).

Use the Drop Call button to drop a call [(zee)
7-21)).

Use the Call Back button to initiate a Public

Switched Telephone Network (PSTN) callback to
the caller. It is active when you are on a call and not
already involved in a callback.
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CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

7-6

Description

Use the Log Out button to log out of the ACD and to
disconnect you from the ICM server (so that you can
no longer receive real-time calls). Thisbutton is
enabled only when you are logged in but not active
on area-timecall.

Use the Help button to display help informationin a
separate browser window.

U
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Real-time calls
Overview

Purpose The purpose of the following information isto explain the different types
of real-time calls and how each type of real-time call is processed.

Contents  The following topics are discussed:

o |Receiving real-time caIIs|(7-8)

o |Voice and chat calls|(7-9)
o Chat-only calls|(7-11

*  |Reguest for callback|(7-12)

* |Caller-initiated callback process|(7-13)
*  |Agent-initiated callback](7-15)

. [Callback and collaborate|(7-18)

. [HTML forms sharing|(7-19)
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Receiving real-time calls

Types of real-time calls There are four types of real-time calls you can receive:

received .
. Internet voice and chat

e Chat-only
* Request for callback (caller-initiated and agent-initiated)
» Callback and collaborate

In all cases, when you receive a real-time call, your voice terminal alerts
you of an incoming call and is active for the call whether or not voice is
used (for example, voice is not used during a chat-only call).

If your administrator has administered the Vector Directory Number
(VDN) of Origin Announcement (VOA) feature for that ACD, you hear a
brief announcement to indicate the type of call that is coming in (for
example, “voice” or “chat”). The Agent Control Window displays the
“call connected” message and theyour browser updates with a PagePo
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Voice and chat calls

Stages of avoice and Hereishow avoice and chat call works:
chat call

1 A cdlerrequestsacall that involves both Internet voice and chat.

3 Microsoft Corporation NetMeeting® islaunched on the caller’'s
desktop.

Since current Netscape Communications, Inc. Netscape®browsers do
not know how to launch Microsoft Corporation NetMeetingor areal-
time call, Microsoft Corporation NetMeetingnust be registered with
Netscape Communications, Inc. Netscapé€this needs to be done only
once). If the caller is using Netscape Communications, Inc. Netscape
then the caller must register Microsoft Corporation NetMeetingwvith
the browser as follows:

1.  When the "unknown file type" pop-up window appears, the caller
selects the Pick App button.

2. Spacesand capitalization are important when entering the
following command. Under "configure external viewers," the
caller entersrundl | 32. exe nsconf. dl |, OpenConf Li nk

3. Thecaler selects OK.
Microsoft Corporation NetMeetingwill launch after adelay. If

Microsoft Corporation NetMeetingdoes not launch, see[Caller is unable
[to launch NetMeeting|(13-30).

4  Thecall may be queued, with appropriate status message and Web pages
being delivered to the caller’s desktop.
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6  Cadl control functions on the Agent Control Window are enabled once
you answer the phone.

7  Your browser and the caller's browser update to the “call answered”
URL if administered.

8 You communicate with the caller by voice over the Internet by way of
the voice terminal. The caller communicates with you through the PC'
microphone and speakers (or headset).

If you cannot hear the caller during an Internet voice callagee cannof

[hear caller during an Internet voice call[(13-20).

9 The text chat, escorted browsing, and HTML forms-sharing features

work as described [@hapter 1] About the CentreVu® Internet Solution.
L]
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Stages of a chat-only call Hereishow achat-only call works:

1

7

A caller requests a chat-only call.

Call control functions on the Agent Control Window are enabled once
you answer the phone.

Both you browser and the caller's browser update to the Call Answered
URL if administered.

You and the caller can communicate through text chat by typing text into
thetext entry field and selecting either the Enter key or the Enter button.

Escorted browsing and HTML forms sharing becomes available.

Escorted browsing is supported in one of two ways.

Clicking on the Send Page button in the Control Window. Microsoft
Corp.Microsoft Internet Explorer 3.02 and above and Netscape
Communications, Ind\etscape Navigator 3.03 and above do not
support the Send Page button. However, you can remedy this probl
by implementing one or more of five methods. To learn about the
different methods, s@&&pendix CJ]Overcoming feature limitations due to
browser security restrictions.

Typing a URL (including théttp://designation) in the text entry field
in the Control Window and then pressing either the Enter button or t
Send Page button.

Either of these methods results in the display of the same Web page
the other party.
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Overview There are three types of callbacks:

Caller-initiated—with a caller-initiated callback, a caller can request
a callback from you. In such a case, the caller wants to receive a c:
from you over the PSTN (regular telephone line).

Agent-initiated—uwith an agent-initiated callback, an Internet sessior
is already established. However, you can request the caller on an
existing real-time call to submit a phone number where you can
reach the caller by way of the PSTN. The caller must have a secon
phone line (one for the Internet session and one for the PSTN
callback).

Callback and collaborate—with a caller-initiated callback and
collaborate call, the caller is requesting that you call back on the
telephone (PSTN callback) while at the same time, communicating
through text chat and escorted browsing. The caller can request a
callback and collaborate session if they have two phone lines (one
for the Internet session and one for the PSTN callback).

Callback calls are restricted in tBEFINITY ECS based on the Class of
Restrictions (CORSs) assigned to the CTI extension. This extension is us
to place the callback calls so it must have adequate calling permissions
place callback calls. Refer to tBEFINITY Communications System

Generic 3 Feature Description manual (555-230-204) and theBCS

Product Security Handbook(555-025-600) for information on securing
DEFINITY ECS stations.

U
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Caller-initiated callback process

Introduction to the caller-
initiated callback
process

Caller-initiated callback
process

A caller can request a callback by you. In such a case, the caller wantsto
receive a call from you over the PSTN.

When a caller requests a callback from the “Call Us” Web page, no Call
Control Window is downloaded to the caller's desktop; therefore, the te)
chat, escorted browsing, and HTML forms-sharing features are not
available. Enhanced collaboration is available with callback if the caller
selects the callback and collaborate option.

Here is how caller-initiated callback works:

The caller enters a telephone number and requests a callback from
“Call Us” Web page.

Once the caller has submitted a request for callback and is awaiting
response from you, the caller sees a PagePop page with a message,
as “We will be calling you back shortly.” If the caller has a single
telephone line, then the caller should immediately disconnect from tl
Internet to make that line available for the callback.

You are selected in the call center, and the callback request is delive
to you in the form of a window displaying the requested callback
number, as follows:

= Call Back o] x|

Call Back | Pres: to call back at |EI-53E=-1 09z

Crop Call | Press to drop call.

W apcr] | Urisigned Java Applet Window
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You have two options:

Proceed with the callback. You select the Call Back button to call the
number displayed or edit the number and then select the Call Back
button.

You have the option of editing the callback number provided by the
caller. With this capability, you can add or remove digits from the
callback number. For example, if the callback number is not a local
number, you can add a “1” and/or a country code in front of the
callback number so that long distance dialing can occur.

Cancel the callback. Selecting the Drop Call button results in
termination of the call. There is no indication to the caller that the
callback is not being processed.

If you proceed with the callback, a conference between the Internet ar
PSTN call is established.

The caller receives the PSTN call by telephone, and you and the call

conduct voice communication.

U



How to process Internet calls CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

Agent-initiated callback 7-15

Agent-initiated callback

Introduction to the Sometimes Internet telephony voice quality deteriorates during acall, or
agent-initiated callback for some other reason you and caller want to talk on aregular telephone
PTOCESS  |ine. The caller can request a callback in such instances; however, only you
can initiate a callback during acall.

During Internet voice and chat calls or chat-only calls, the Call Back button
in the Agent Control Window is enabled. By pressing this button, you can
request the caller to submit a phone number where you can reach the caller
by way of the PSTN.

Agent-initiated callback Hereishow the agent-initiated callback works:
process

1 Youclick the Cal Back button in the Agent Control Window.

2  You are presented with the following Callback dialog box:
[=; Call Back M =]

Call Back | Pressto call back at I

Prompt | Press to prompt caller for call back number.

Cancel | Press to cancel.

=g |Java Applet Windo

3 You have the following three options:

* Initiate a callback without prompting the caller for a number. You
enter the caller's number in the text box and then select the Call B:
button to call back the caller.

*  Prompt the caller for a callback number. You select the Prompt butt
and the caller is presented with a Call Back Phone Number dialog
box.

*  Cancel. You select the Cancel button to disregard the callback
attempt.
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4 If you prompt the caller to submit a phone number, the caller receives
the following Call Back Phone Number dialog box:

i Call Back Phone Number M= 3

The &gent waould like bo call pou,

Fleaze enter your phone number below.

| Erter |

“rfag| |Unzigned Java Applet Window

5 Thecaller enters a phone number and clicks on the Enter button.

6  Youreceive a pop-up window that displays the submitted phone
number, as follows:

f=3 Call Back 1O x|

Call Back | Press to call back at |9-538-1 09z

Feprompt | Press to reprompt for new number,

Cancel | Press to cancel call back.

g |Java Applet Window
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You have three options:

Proceed with the callback. To proceed with the callback, select the
Call Back button or edit the number and then select the Call Back
button.

You have the option of editing the callback number provided by the
caller. With this capability, you can add or remove digits from the
callback number. For example, if the callback number is not a local
number, the agent can add a “1” in front of the callback number so
that long distance dialing can occur.

Request the caller to resubmit a callback number. This request bec
the agent-initiated callback process again. To ask the caller for anot
number, select the Reprompt button.

Cancel the callback. Selecting the Cancel button results in terminati
of the real-time call. There is no indication to the caller that the
callback is not being processed. However, since the real-time call i
still active, you can communicate the reason for cancelling the
callback.

The original real-time call and the outbound call (PSTN) to the
displayed number on your voice terminal is conferenced.

The caller receives the PSTN call, and you and the caller conduct vo
communications. Depending on whether the caller has one or more
phone lines, the following can take place:

If the caller has more than one phone line, the caller can maintain «
Internet connection and participate in enhanced collaboration featu
with you while talking on the telephone.

If the caller has one telephone line, the caller must disconnect fromn
the Internet to receive the callback, thereby losing enhanced

collaboration features.
L]
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Callback and collaborate

Introduction to callback
and collaborate process

Callback and collaborate
process

1

A request for a callback and collaborate call can be made by the caller if
the caller has two phone lines (one for the Internet session and one for the
PSTN callback). When a caller requests a call that involves both a PSTN
callback and collaboration, the following occurs.

Hereis how the callback and collaborate process works:

The Caller Control Window is downloaded to the caller’s desktop.

Call Control functions on the Agent Control Window are enabled once
you answer the phone.

Both your browser and the caller’s browser update to the Call
Answered URL if administered.

The callback request is delivered to you in the form of awindow
displaying the requested callback number. At this point, you can
proceed with the callback in a manner identical to the agent-initiated
callback.

You and the caller can now communicate through the following
methods:

Text chat by typing text into the text entry field and selecting either
the Enter key or the Enter button

Escorted browsing

[HTML forms sharing

Voice communication over the caller's second phone line
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HTML forms sharing

What is HTML fo_rms HTML forms sharing extends the capabilities of the escorted browsing
sharing?  feature by allowing not only sharing of Web pages but also allowing you
and a caller to interactively complete HTML forms.

What is an HTML form? HTML forms allow you to do things such as conduct surveys, take orders
for products, gather feedback, and so forth. In fact, an HTML form can do
anything that a paper form can do. An HTML form can contain avariety of
elements to get input from the user.

These el ements include:

*  Text field—for entering numbers, words, and other small pieces of
text.

*  Text area—for free-form, multiple-line text entries.

* Radio button—for picking one item from a list.

*  Checkboxes—for picking one or more items from a list.

»  Selection list—for selecting one or more items from a drop-down lis

For security reasons, certain elements like Password cannot be access
and thus cannot be shared.

Why use HTML forms HTML forms allow you to help customers fill in forms and answer
sharing? questions. Forms sharing provides yet another way for you to collabora
with the consumer.

For example, a consumer is asked to fill out an HTML form at a Web site
order a desktop computer. The consumer is unsure about the informatic
required in some of the fields. You offer to help the caller fill out the formn
by using forms sharing, to ensure that the order is completed correctly.
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To begin HTML forms sharing, the person who first loaded the form on
their browser should ensure that all parties on the call have the same form
loaded on their browser by selecting the Send Page button. Once all
parties on the call have the same form loaded on their browser, HTML
forms sharing can begin for that form.

Send form data

Once you enter the data on the form, |CC automatically sends that new
data to the other participant(s).

Note that if more than one participant inputs data in the samefiled at the
same time, the form may get out of sync. Use the Send Page button to
make sure that the forms are in sync.

During HTML forms sharing, the datain the form is shared only between
you and the caller. To complete the transaction (submit the form), the
caller must use a Submit (or similar) button on the Web page containing
the form.

Due to security considerations on the Internet, newer browsers have set
security restrictions on the capabilities of downloaded applets and scripts.
Browsers have set security restrictions to protect you from damage to
your data and to protect your privacy. If your Internet Call Center shares
Web pages with consumers, then your call center will encounter browser
security restrictions. For more information on browser security, see
Overcoming feature limitations due to browser security restrictions.
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Drop real-time calls

Overview

Purpose

Contents

Methods for dropping
real-time calls

The following information describes the methods used to drop real-time
calls. There are several waysto drop real-time calls for both you and the
caller. Different methods of dropping areal-time call may impact what part
of areal-time cal is dropped.

The following information is described:

J Methods for dropping real-time calls (7-21)

o |Methods for dropping callback calls|(7-22)

\oice and chat and text chat-only calls may be dropped using one of the
following methods:

»  Either you or the caller can drop the real-time call by clicking the
Drop Call button on the Control Window. In this case, the entire rea
time call is dropped and you are returned to the Agent Idle state.

» If either you or the caller exits the Web browser during a real-time
call, the entire real-time call is dropped.

*  You can drop the entire real-time call by hanging up the voice
terminal or by pressing the Release button (providing your voice
terminal is administered with a Release button).

When a real-time call is dropped with any of the above methods, a
JavaScript alert dialog box will appear with the following messages s
Kto Qit.

Although it is not recommended, if you or the caller closes the Control
Window during a real-time call, the entire real-time call is dropped.
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Methods for dropping callback calls

Caller-initiated callbacks During acaller-initiated callback, the caller can drop the entire real-time
call by hanging up the telephone. (There is no caller applet; therefore,
there is no text chat or escorted browsing to disable.) Likewise, you can
drop the entire real-time call by hanging up the voice terminal.

If you click the Drop Call button in the Agent Control Window, the entire
real-time call is dropped and you return to the Agent Idle state.

If for some reason a caller-initiated callback does not go through (such as
abusy signal), you can press the Drop Call button.

Agent-initiated callbacks During an agent-initiated callback, the following drop call scenarios are
handled as indicated:

Caller hangs up the phone—only the PSTN portion of the real-time
call is dropped. The original Internet session is not terminated and
Internet voice, text chat, escorted browsing, and HTML forms
sharing are unaffected and thus still available.

Caller closes the Caller Control Window or clicks on the Drop Call
button—the entire real-time call is dropped and you are returned to
the Agent Idle state.

Caller exits the Web browser—the entire real-time call is dropped
and you are returned to the Agent Idle state.

You release the real-time call from the voice terminal—the PSTN
portion of the call is dropped (because there are actually two active
lines). Internet voice (if applicable), text chat, escorted browsing,
and HTML forms sharing are still available. You must again release
the call to end the entire call.

You click the Drop Call button in the Agent Control Window.
The following options are offered:

—  Drop Entire Call—to drop the entire call and return to the Agent
Idle state

—  Drop Call Back—to drop only the PSTN portion of the call and
resume the Internet voice (if applicable), text chat and escorte
browsing features.
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—  Drop IP Voice—to drop only the Internet voice portion of the cal
and resume the PSTN call.

The Drop IP Voice option is useful when you are on an Interne
voice call and an agent-initiated callback call and you are heari
an echo due to the two connected calls.

—  Cancel—to cancel the drop call request

If for some reason an agent-initiated callback does not go through (suct
a busy signal), you can press the Drop Call button.

Pressing the Drop Call button provides the following options:
»  Cancel—to cancel the drop call request
» Drop Call—to drop the entire call and return to the Agent Idle state

»  Drop Callback—to drop only the PSTN portion of the call and resun
using the Internet voice (if applicable), text chat and escorted
browsing features.

Callback and collaborate Either you or the consumer can drop the call by doing the following:

*  Clicking the Drop Call button on the Control Window. In this case, th
entire call is dropped (both PSTN and Internet) and you are returne
to the Agent Idle state.

» If either you or the caller exits the Web browser during a call, the
entire call is dropped.

Either you or the consumer can drop the PSTN call by hanging up the

telephone that is providing the PSTN call.
L]
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8 How to process message calls

Overview

Purpose This section describes how an agent handles various types of messages
and also describes the functionality provided by the Message Care™
software to handle those messages.

Thisinformation is based on Web pages delivered with the Message Care
software. If you choose to modify Message Car&Veb pages, then this
chapter may no longer apply. In addition, modifications to Message Care
Web pages may affect the functionality of the product. Therefore, any
modification of Message Carpages or scripts will void any warranty or
mai ntenance support of the product.

Audience The following information isintended for agents or anyone el se needing
to know how to process messages.

Contents The following elements of message processing are described in detail:

. [Message processing background information| (8-2)
. [Message Care message processing Web pages|(8-16)
. [Handling undeliverable messages and notifications|(8-68)
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M essage processing background

information

Purpose

Inbound email message
calls

Message Care software enables consumersto contact your call center by
various forms of email. For example, if your call center has published an
email address and the email addressis routed to a mailbox monitored by
Message Care software, then a consumer using the email address will
generate an inbound email message that will be delivered to you or
another agent for processing.

Each inbound message (email or fax) will be routed to a specific mailbox.
The mailbox to which an inbound message is routed is determined by an
address (for an email message call) or adialed number (for afax message
call).

The following information describes some types of email messages that
can be used to generate messages supported by the Message Care
software:

 Form-based email (file attachments supported)—a form-based eme

is a form provided by the call center that the consumer fills out and
then sends to the call center.

For example, your company's consumer Web page has a Write Us
link that when clicked on, presents the consumer with a form
prompting the consumer to provide specific information. The
consumer completes the form, and then clicks on the Send button.
form has a script that composes an email message from the conter
of the form. The message is then sent to the destination address
(mailbox) monitored byessage Care software and then sent to you
or another agent for processing.
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Inbound fax message
calls

Differences between fax
messages and email
messages

*  Free-formatted emalil (file attachment supported)—a free-formattec
email is a message that is addressed (using your company's email
address) and created by the consumer. This email may be in respc
to a link in a Web page or may be independently composed by the
consumer.

For example, if your call center provided/&ILTO link on a
consumer Web page, then the consumer would click on the email li
and a message composition window for composing and sending th
message (with the recipient's address automatically filled in) would
appear. The consumer would then compose a message and click c
Send button. The email is then sent to the destination address
(mailbox) monitored by th&lessage Care software and delivered to
you or another agent for processing.

How Message Care handles file attachments

TheMessage Care software will store 20 attachments with each inbound
message. If an inbound message contains more than 20 attachments, t
Message Care software truncates the message (that is, attachment 21 ar
beyond will be discarded).

Inbound fax messages may be distributed througMtssage Care
software if your fax server supports retrieval of the fax through Post Offi
Protocol 3 (POP3). To use faxes with Message Care software, your
email server must support a fax server interface (for exammplety®
AUDIX® with Internet Messaging). The fax server interface treats the f:
image as an attachment to an email message.

Both fax and email messages are delivered to you in the same manner
DEFINITY® nterprise Communications Server (ECS) notifies you of a
message by sending a message call to your voice terminal); however, t
are appearance and operational differences between the two types of
messages.
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The following table provides the operational differences between afax

and an email message:

After answering the message call, a 1.
PagePop associated with the fax
message is delivered to you.

The message will contain afile 2.
attachment which contains the fax

image.

You must click on the file attachment

to view the fax message. 3.

Reply—A third-party tool, provided

by your facility, must be used to
compose and send a fax response. THe
original fax image (not the newly
created, annotated, or modified fax g
image) is stored in thiglessage Care
database.

A fax message must be marked as
closed (with a reason code) to
complete the processing. If a third-
party tool is used to compose a fax
reply, the fax message still must be
closed in theviessage Care software
to complete the process.

Email Message

The operations of an email message are as
follows:

After answering the message call, a
PagePop associated with the email
message is delivered to you.

The message display will contain a
Consumer's Return Email Address,
Subject, Text Body File, and
Attachment (possibly).

You do not have to take any action to
view the email message (the email
message is in the text body).

Reply—Use théMessage Care
software tools to compose a reply.

An email message must be marked as
closed (with a reason code) to
complete the process.
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M essage processing cycle

Overview All Message Care messages go through a process cycle. As an agent, you

Phases of the message
processing cycle

are an integral part of the message processing cycle because you are
responsible for the proper handling of each message.

A message processing cycle begins when the Message Care software
retrieves a message from the POP3 mail server and ends when the message
associated with that message call is placed in the Closed state (see[Message]
for more information about message states). Your part in the
message processing cycle begins when you answer a message call.

A message call isacall (associated with amessage) that is launched to the
DEFINITY ECS. A message call remains active in the DEFINITY ECS
while you are processing the associated message. A message call ends
when you close or suspend the associated message. It isimportant that you
keep the message call active at your voice terminal. If you hang up the
message call, the Message Care software will launch the message call to
the administered extension (Vector Directory Number [VDN]) for that
mailbox, and that message call may not return to your terminal.

The Message Care software provides specific functionality that you can
use to process messages. This functionality is accessible through Message
Care Web pages.

Important! All processing of a message should take place through
your Web browser and the Message Care tools.

with those message calls, you must log in tdvllessage Care software
and theDEFINITY ECS.

2  Answer the message call—tBEFINITY ECS notifies you of a
message by sending a message call to your voice terminal. Accept 1

message call by answering it from your voice terminal. When you
answer the message call, tiessage Care software displays the New
Message Web page on your browser. The New Message Web page
provides information about the message as well as all of the tools
required to process the message.

Log in—to begin receiving message calls and the messages associs
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Determine how to process the message—once you have answered
message call and read the consumer's message, you must determir
how to process the message.

Below are the options available to you for processing a message
(depending on how you choose to process the message, more than one
processing option may be needed):

Redirect the message to anotiksssage Care-enabled agent or skill
group (transfer).

Create and send a reply to the consumer.

Request help before replying to the consumer.

Terminate the message call.

Stop the processing of the message for a specified amount of time.
View processing information about a message.

Look for other messages in thMessage Care database.

Annotate the message.

Display help information about thédessage Care Web page and
processing options.

Message processing—once you have processed the message (that
closed the message), tREFINITY ECS releases the message call and
you become available to receive another call. Based on the workloa
of your call center, your next call may be another message call or are

time call.
[
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The following subjects provide important information about messages.
Read the following information about messages before you begin
accepting message calls.

When is a message delivered?

A message is delivered to a browser upon answering a message call on
your voice terminal.

Message calls can be delivered to you only when you are available to take a
call (that is, when you are in the Auto-In or Manual-In Automatic Call
Distribution [ACD] work mode).

Do | have to wait until Message Care Web pages are fully loaded before
selecting an option?

For best results, you should wait until your browser fully loads the
Message Care Web page before selecting an option on that Web page.

Can there be more than one active agent for a single message call?
A message can be active with only one agent at atime.

Other agents may view a message when the message is active; however,
only an active agent can modify the message.

Do | need to close a message?

All messages (whether fax or email) must be closed after you have
completed the message handling process. If amessage is not explicitly
closed (for example, by hanging up the phone instead of selecting the Close
option), the Message Care software will return the message (by way of a
message call) to the VDN specified in Message Care administration. This
may result in the message being delivered to another agent. See the[Close

[Message Web paqe] (8-66) for details on how to close a message.

What if | receive a message with no content or file attachment?

Itis possibleto receive a message with no content or file attachment. If you
should receive such a message, ssimply close the message.
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How do | ensure the correct tracking of a message?

To ensure the correct tracking of a message, you should drop the message
call using only Message Care functionality (that is, use the Close or
Suspend options). If you release a message call with functionality other
than that provided by Message Care (for example, hanging up the voice
terminal), the Message Care software will not be aware of the release and
will attempt to redeliver the message call possibly to another agent.

Can | print a message?

You can print a message by printing the Message Care Web pages that
contain the specific information you want to print. To print a Message
Care Web page, use your browser’s Print function.

Because the Message Care software uses frame-based Web pages, be sure
to place your cursor in the frame that you want to print. For example, if
your cursor is placed inside the toolbar frame of a Message Care Web
page when you select the print function, then only the frame containing
the toolbar will print.

NOTE: You cannot print from the Forward and Reply Web pages.

Can | transfer a message?

To transfer acall while active on amessage, use regular voice terminal
transfer procedures. When the transfer of a message call is complete, the
agent recelving the transferred message call will be presented with the
New Message Display Web page containing the message just transferred
and will then be identified as the active agent. The agent transferring the
message call will be presented with the Message Care Home Web page
(or the administered idle page) and will no longer be the active agent.

Can | conference a message?

To conference a call while active on a message, use regular voice terminal
conference procedures. The Message Care software, however, will not
automatically pop a Web page containing the message to the conferee’'s
browser. For the confereg(s) to view the same message while on the
conference call, the agent initiating the conference must inform the
conferee(s) to explicitly access the message by performing a search on the
tracking number of the message.



How to process message calls

Message facts

CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

8-9

Is there a limit on the size of a message that | can display?

Netscape Communications, Inc. Netscape® browsers cannot display a
received text message greater than 30K bytes (approximately 7500 words)
in the Message Careapplet. If you are using a Netscape Communications,
Inc. Netscapédorowser and areceived text message is greater than 30K
bytes, then you must use the view capability accessible through the History
function to see the complete message.

Thislimitation of 30K bytes also applies to outgoing messages created
through the Reply and Forward options.

What is the default name of a saved file attachment?

Message Careses the same name it receives when you detach afile
attachment using your browser’s Save function.

Does the main Message Care Web page have to remain open?

If you have more than one Message Car&Veb page open at the sametime,
ensure that you do not inadvertently close the Main Message Care Web
page.

If you inadvertently close the Main Message Care Web page, you should
log out from the Agent Control Window, close the browser, and then log
back in to Message Careyou may haveto put yourself in an unavailable
ACD stateto disable call delivery until you arelogged in to Message Care

Can | surf the Web using the browser window that displays a Message Care
Web page?

For best results and so that you do not inadvertently close the main
Message Car®Veb page, use a new browser window to surf the Web.
To open a new browser window, do the following:

1. From the File menu, select the New menu item.

2. From the New menu item, select the Window item for Microsoft
Corp. Microsoftinternet Explorer or the Navigator Window item for
Netscape Communications, Inc. Netscape Navigator

What if | get a message call but my Web page does not fully load?

If you get a message call but your Web page does not fully load, drop the

message call and Message Carwiill redeliver the message call.
L]
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Introduction Each message at any point in the process cycle has a state. States describe
each message’s standing in the message handling process. You can view
the state of any message through the Message Care View Web pages. You
can access the Message Care View Web pages through the Snapshot
report or the Search option. In the Message Care View Web pages, you
can view all of the states that a message has gone through during its
process cycle.

The following table provides descriptions for the different message states
available in the Message Care software:

Option Description

Blocked The Message Care software places a message in the
Blocked state if the the following conditions are true:

e Thedunk Mail Screeni ng parameteris
administered and activated on the monitored
mailbox

* A match has been made between the originator of
the mail message and the administration entry on
the Junk Mail Screening form.

When a message is blocked, Message Care
software will not attempt to launch a message
call. A message in the Blocked state must be
retrieved manually from the View Web page. You
may want to periodically review blocked
messages to ensure that the message should not
be processed.
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Description

The Message Care software places a message in
the Overflowed state while it is awaiting
resources to place the message call. Messages
will be placed in the Overflowed state if the
maximum number of alowed simultaneous
message calls between the Message Care server
and the DEFINITY ECS (as administered in
Message Care) isreached. Overflowed calls must
wait for amessage call(s) to drop (hence
resources become available) before being able to
launch the message call.

The Message Care software places a message in
the Launched state when the message has been
successfully launched to the DEFINITY ECS and
iswaiting to be answered by an agent.

The Message Care software places a message in
the Active state when the message call has been
answered at an agent’'s voice terminal. The
message remains in the Active state the entire
time the message call is active on your voice
terminal.

You place amessage in the Suspended state when
you want to postpone the processing of that
message. The message remains in the Suspended
state until it isretrieved, the suspend timer
expires, or areply for that message has been
received.

The Message Care software places a message in
the Failed state when repeated attemptsto deliver
the message fail. A message in the Failed state
must be retrieved manually from the View Web

page.

You place a message in the Closed state when
you are finished processing the message. The
Closed state signifies the end of the process
cycle.
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M essage processing options

Introduction The Message Care software provides a number of message processing
options. These options are presented on the toolbar of the Message Care
Web pages. Some of the processing options can be administered to better
meet your call center needs.

The following table lists the processing options provided by the Message

Care software:
Option Application
Reply Use the Reply option to send areply to the consumer. For

example, your reply to the consumer could be a status update
or acomplete answer to the consumer’s request. You can send
areply to the consumer only if you are active on the original

message in which you want to reply. See[Message Care Reply]
[Web pagel (8-21) to learn how to reply to a consumer’s request.

Forward Use the Forward option when you need help from another
person (for example, a subject matter expert [SME] or
another agent) to compose a consumer reply. With this
option, you are forwarding a copy of the consumer’s original
message (with the option of including your own comments
and attaching call center files) to another person for help. You
can forward amessage only if you are the active agent on that
message. Forwarding a message does not remove you as the
active agent on the message. After you have forwarded a
copy of the original message, you can suspend the active
message to wait for an answer and to process other messages.
See|[Message Care Forward Web page] (8-31) to learn how to
forward a message.
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Option Application

Suspend Use the Suspend option when you want to delay the
processing of a message for a specified amount of time. For
example, you may want to suspend the message while you
are awaiting an answer from a message you forwarded.
Another reason for suspending a message may be because
incoming real-time calls (PSTN or real-time Internet call)
have increased and your assistance is needed to handle the
real-time calls rather than the non-real time calls (message
calls). You can use the Suspend option only if you are the
active agent on that message. When you click on the Suspend
option, the Suspend Message Web page appears with the
option to confirm the suspend. See[Suspend Message Webl|

to suspend an active message.

History Use the History option when you want to view a
chronological record of message processing details. A
message’s history log displays the event changes a message
has undergone along with the agent active during those state
changes. You do not have to be active on the message to view

amessage call’s history. See[Message History Web page](8-46)
to learn more about the History Web page.

Search Use the Search option when you want to find specific
messages in the Message Care database. When you conduct a
search, alist of messages matching the search criteriayou
entered appears. From thislist, you can refine the search or
view a specific message. You do not have to be active on a

message to conduct a search. See[Message Search Webl
to learn how to search for a message.

Note Use the Note option when you want to document additional
information about the processing of amessage. You can add a
note to a message only if you are the active agent on that
message. Even if you are not the active agent on a message,
you can view notes about a specific message by viewing the
history of that message. All notes are saved in the message's

history record. See[Message Care Note Web page](8-50) t0
learn how to create a note while you are active on a message.
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Application

Use the Send option when you are ready to send areply to a
consumer or when you want to forward a message to another
person (SME or agent). You can send areply or forward a
message regarding an original message only if you are the
active agent on the original message. See[Send|
[Acknowledgment Web pagel (8-60) to learn more about this
option.

Use the Cancel option when you want to quit the creation of a
forward message or reply and return to the origina message
through the New Message Display Web page, or when you
want to quit the creation of a note.

Use the Save option when you want to save your reply or save your
forwarded message. Situations that may warrant a save are;
* Incoming real-timecalls (PSTN or real-time Internet call) have

increased and your assistance is needed to handle the real-time
calls rather than the non-real time calls (message calls).

*  For unknown reasons, you may have to abandon the
composition of areply or forward message. In this case, you
may want to save the information you have already composed
so that you can finish it at alater time.

When you retrieve a saved message, you are presented with
the original message. From here, you can click on the Reply
button (if you were in the process of replying to an original
message) and you will be presented with the Message Care
Reply Web page with the saved data; or, you can click on the
Forward button (if you were in the process of forwarding a
message) and you will be presented with the Message Care
Forward Web page with the saved dMassage Care will
present all data saved for a message.

If you use theMessage Care Close option to complete the
processing of a message immediately after a Save, the savec
reply or forward message will be lost. This is because a
closed message cannot be reopened.
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Option Application

Close Usethe Close option to compl ete the processing of a message
(all messages must eventually be closed). The most likely
reason for closing a message is that you have completed the
processing of that message (for example, you sent afinal
reply to the consumer). You may also want to close a
message if you have determined that the messageis junk mail
and requires no processing. You can use the Close option
only if you are the active agent on that message. When you
select the Close option, the Close M essage Web page appears
with the option to confirm the close. See[Close Message Web|
to learn how to close an active message.

Retrieve Use the Retrieve option when you want to resume processing
of an original message. You can retrieve amessage that isin
the Launched, Suspended, Blocked, Overflowed, and Failed
states. You cannot retrieve a closed or active message. To
retrieve a message, you must be viewing that message from
the View Web page. See[Retrieve Acknowledgment Web|
to learn how to retrieve a message.

Resend Use the Resend option to resend areply or forward message.

See[Handling undeliverable messages and notifications] (8-68) for
more uses of the Resend option.

Message Use the Message Display option to display the original

Display message. Once the message is displayed, you can send your
reply or forwarded message to another recipient or use one of
the other processing options available on the Web page.

Reset Use the Reset option to clear any text entered in to the Web
page fields.

View Use the View Suspended option to view your suspended

Suspended messages. When you click on the View Suspended button,

the Message Care software conducts a search and provides a
list of messages suspended by you.

Snap-Shot Use the Snap-shot Report option to generate areal-time
Report report. See[Real Time Snap-Shot Report Web page](8-62) for

more information about M essage Care reports.
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Message Care message processing
Web pages

Purpose The Message Care software provides Web pages to handle all facets of
email message processing. All of these Web pages contain information
pertinent to the task at hand as well as options for further processing.
Message processing options are located on the toolbar of each Message
Care Web page. The processing options available on a specific Web page
depends on the purpose of the Web page. A Help option is also available
on each Web page toolbar that provides help information about that
specific Web page. See|Message processing options|(8-12) for detailed

information about each processing option.

Contents  The following information describes what is contained in each Web page
aswell as how to use each Web page:

* |Message Care Home Page (agent idle page)|(8-17)
*  [New Message Web page|(8-18)

* |[Message Care Reply Web page|(8-21)
[Suspend Message Web|page (8-28)

e |Message Care Forward Web page](8-31)

* |Message Search Web page|(8-39)

* |Message History Web page| (8-46)

e |[Message Care Note Web page|(8-50)

e |Message View Web page|(8-52)

*  [Retrieve Acknowledgment Web page|(8-58)

*  |Send Acknowledgment Web pagel (8-60)

* |Resent Acknowledgment Web page|(8-61)

* |Real Time Snap-Shot Report Web page|(8-62)
* [Close Message Web page|(8-66)
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Message Care Home Page (agent idle page)

About  After you have logged in to the DEFINITY ECS and Message Care
software, the Message Care Home Page appears, if administered. The
Message Care Home Page is an agent idle page where you wait to answer a

message call.
While you are waiting for a message call, you can do the following:

*  View your Suspended Messages

* Generate a Real Time Snap-Shot Report

»  Search for other messages

»  Browse the Internet or your Intranet

*  Minimize the browser window and perform other duties

lllustration The following illustration is an example of tMessage Care agent idle
page:

#7 Home Page - Message Care - Netscape

Fie Edit “iew Go Communicatar Help

o 2 ?
Wiew Suspended Snap-Shot Report Search Help

Message Care Home Page

AgentID: 170
Extension: 103

Copyright & 1998

N Lucent Technologies.
Lucent Technologies 4
EnllLib;Innn\Erinns All rights reserve d.

=il | Document: Done
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New Message Web page

About A messageisdelivered to you when you answer a message call from your
voice terminal. When you answer the message call, the Message Care
software will display the New Message Web page. The New Message
Web page provides information about the message as well as tools to
process the message. It isfrom this Web page that message processing
begins.

lllustration Thefollowing illustration is an example of the New Message Web page:

% Main - Message Care - Display Page - Netscape

File Edit “iew Go Communicator Help

<« ¢ A DX 2 £ @ & &

Back Fomward Reload Home  Search  Guide Frint Security  Siopg

N .
& s ™ ?
Reply Forward Close Suspend Search Histary Mote Help
New Message Tek#3 (17 Related Responses) =
Originator customer@company.com Received 2/8/1999 - 16:535:56

From customer(@company.com Mailbox dte
Subject Message Care Test - Text and Attachment

Consumer's message.

E\ |Docurment: Done
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New Message Web page The following table provides descriptions of the fields contained in the
fields  New Message Web page

Field

TRK# (Tracking
Number)

Mailbox

Originator

From

Subject

Received

Attachments

Description

A numeric value (up to eight digits) automatically
generated by Message Care software for each received
original message (for example, TRK # 12345678). A
tracking number isfollowed by afour-digit suffix asa
siteidentifier (for example, TRK # 12345678-1000). The
Message Care software uses the tracking number to
handle messages. As an agent, you can use the tracking
numbers to find a specific message by searching on that
message’s tracking number. A consumer could use a
tracking number to reference an email correspondence.

This field identifies the “friendly name,” as administered
in the Message Care software, for the mailbox that
received the message.

This field identifies the name of the person (agent or
consumer) who created the message.

This field identifies the email return address of the
originator. TheMessage Care software uses this email
address to populate the To field in a reply message.

This field provides the subject of the message.

This field provides the time and date the message was
retrieved by théMlessage Care software.

This field represents the links that identify file
attachments contained in the message. Based on your
browser's functionality, you will either be prompted to
open or save the attachment when you click on its link.
To view file attachments, you must have associated
helper applications. (Your call center must provide the
appropriate helper applications based on the types of
messages you expect to receive. For instance, if you
process fax messages, you must have a helper applicatic
for viewing and handling faxes.) If you cannot view a file
attachment, contact your system administrator.

If the message does not have any attachments, then the
Attachments field will not appear.
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Description

Thisfield identifies the number of related responses.
Related responses include replies sent to the consumer,
messages forwarded to other people (for example, an
SME or an agent), and messages sent by the consumer.
Use the History option to view related responses. If the
message does not have any responses, then the Related
Responses field will not appear.

Thisfield provides the actual message from a consume.
If thisareais blank, then the message is most likely afax
message, especidly if thereis afile attachment.

New message From the New Message Web page, determine how you want to process
processing  the message. For example, you may know exactly how to reply to the

consumer; therefore, you can use the Reply option to compose areply and
send it to the consumer; or, you may want to search the history database
prior to creating your reply. In this case, you would use the History
option. After finding the information in the history database, you would
close the Message History Web page and then click on the Reply button to
compose areply to the consumer.

U
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Message Care Reply Web page

Introduction

The Message Care Reply Web page appears when you click on the Reply

button. From the Message Care Reply Web page, you can reply to the
consumer’s request by composing areply and then sending that reply to the
consumer. For example, you may want to keep your consumer informed
about the status of their request. In this case, you could use the Reply
option to send your consumer areply stating that you are working on the
request and will have an answer for them shortly. Replying to a message
does not complete the processing of a message. To compl ete the processing
of a message after you have sent areply, you must close the message.

Illustration
page:

¥ Main - Message Care - Reply Page - Netscape

The following illustration is an example of the Message Care Reply Web

File  Edit “iew Go Communicator Help

< @ 4 2 £ s & @

Back Forvard Reload Home  Search  Guide Print  Security  Siop

a2 2 = ?
Send Save Cancel Search Histary [lote Help
Message Reply Trk #3 =
Te Idanie lcox@lucent . com
From Idtc Bexchange .mt.lucent.com
BCC :I
=
Subject IRe: Trk # 3-9876 Message Care Test — Text and Attac
Aftach system file Aftach message file(s) from
Attach |- No-- = f-- Mo - =l
Include Messages |- Add a canned response — | | Clear Message
Spell Check b
-
» Originator:
> From: customer@company.com
» Received: 2-8-1999 16:55:56
>
> Consumer's message.

Agent's reply to customer.

=

|Document: Done
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Message Care Reply The following table provides descriptions of the fields and buttons
fields and buttons  contained in the Message Care Reply Web page.

Field/Button
To

From

BCC

Subject

Attach system file

Description

Thisfield identifies the email address where Message
Carewill send your reply. Thisfield is automatically
populated with the “From” information associated with
the original message. You can edit this field.

NOTE: If Message Care is running J-Mode, then you
must use the ASCII character set to enter the To address
(customer @company.com).

This field identifies the return email address set by your
administrator for the mailbox to which the message was
delivered. You can edit this field.

This field is a blank field used to enter additional
recipients as blind copies. Use this field if you want to
send your reply to additional recipients but do not want
to show your consumer the email list of additional
recipients. Before using the BCC field, ensure that your
Simple Mail Transfer Protocol (SMTP) server supports
blind copies.

This field contains the prefix Re: (indicates a reply
message), the original message call's Trk #, and subject
text. The Subject field is limited to 128 characters.

You can edit this field; however, if you modify or remove
the subject (especially the Trk #), thessage Care

software will not be able to link a consumer response
with the original message. Thessage Care software
searches the subject lines of email messages to see if
there is a tracking number match with an open message.
If the tracking number is not found in the subject header,
no match can be made.

This field is a drop-down list box providing file
attachments that you can include in your reply. You can
select only one file attachment to include in your reply. If
there is no file attachment drop-down list box, then your
administrator did not administer file attachments for that
mailbox. The default is No.
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Description

Thisfield isadrop-down list box providing message
filesthat you can include in your reply message. The
type of message files that you can attach are: customer’s
original message or a SMEs attachment. SME
attachments are listed as email addresses. To see an
attachment from a particular email address, use the
History Web page. You can include only one message
file. The default is No (attach no file).

Thisfield isadrop-down list box providing a set of pre-
formatted answers (set by your administrator) for your
reply. When selected, the pre-formatted answer is
inserted in the text box at the point where your cursor is
located. You can select more than one pre-formatted
answer to include in your reply or enter your own text.
Thefirst item in the drop-down list box (Add a Canned
Response) is explanatory only and not avalid choice. If
you encounter an error message when you try to include
a canned response, contact your system administrator.

This button clears all the text from the reply text box
when clicked on and then confirmed. If you inadvertently
clear original text, you can add it back by selecting the
Include Original Message item from the Include
Message drop-down list.
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Description

This button checks text in the text box for spelling errors.
The spell checker identifies words that are not in the
spell check dictionary and allows you to either edit the
word, ignore the word, or add the word to the dictionary.
The spell check dictionary is shared byMdssage Care
agents.

NOTE: Message Care supports spell check in US
English only. If you log in to the system in a language
other than US EnglisiMessage Care disables the Spell
Check button.

This field is a standard text box that provides basic text
input with editing support. Editing includes the insertion
or deletion of characters. The text box is where you
compose your reply to the consumer. By default, the text
box is populated with the original message. However, if
you or someone else saved a reply message, the text bo»
will be populated with the reply text instead of the

original message text.

Things to know about The following subjects provide information about how the Message Care
replying to a message gspftware handles replies to original message calls:

e |How do I distinquish between original message text and added text? (8-25)

e [Canluse copy and paste commands? (8-25)

. |Do | get a return receipt when | send a reply?|(8-25)

° |What type of information is stored when | reply to a message?|(8-25)

. [What type of information is required when | reply to a message?|(8-25)

. [What if my reply submission fails?| (8-26)

. |What happens if | close the original message before | reply to the|

8-26

. [How does the Save option work when replying to a message?|(8-26)
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How do | distinguish between original message text and added text?

By default, the original message text received from the consumer is

included in the text box. Each line of the original text is preceded by the

“>" symbol. This symbol distinguishes between the original message's t«
and text added during processing.

EXCEPTION: If you save a reply and then retrieve that reply at a later
time, the saved reply will populate the text box, not the original messag
text.

Can | use copy and paste commands?

You can use CopyXrl C)and PasteCtrl V) commands to add text
into your reply. When you use these commands, formatting style is lost.

Note that you cannot use your browser's Paste and Copy menu items to
text into your reply.

Do I get areturn receipt when | send a reply?

When you send a reply, tivessage Care software will not request a return
receipt from the SMTP server.

What type of information is stored when | reply to a message?

TheMessage Care software will store the following information for each
reply submitted:

* Message reply text

» List of file attachments
 Message reply subject
 Who sent the message

* Time the reply was submitted

TheMessage Care history database will record when a reply was sent to
the SMTP server as well as who sent it.

What type of information is required when | reply to a message?

To submit a reply for delivery to the consumer, the reply must contain tr
following information:

* Return address
» Destination address
» Either a message subject, file attachment, or text component.
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What if my reply submission fails?

The Message Care software will inform you when areply submission
failed. In this case, you may want to save your reply and then follow the
procedures established by your call center.

What happens if | close the original message before | reply to the
customer?

If you close the original message that you are replying to before sending
your reply, the reply will be lost.

How does the Save option work when replying to a message?

You can save only one reply per original message. Subsequent save
commands on areply will overwrite the reply.

To reply to an original message, do the following:

If you have not already done so, click on the Reply button.

Result: The Message Care Reply Web page appears populated with
information about the original message. You can add a note anytime
throughout the Reply process.

Verify that the consumer’s email address located inthe To field is
correct. If not, enter the correct email address. For example, you may
notice that the consumer entered their email address incorrectly
(consuner @o. cominstead of consuner @ol . conm) when entering
information in aform created by your call center.

Your administrator set the From field email address and in most
instanceswill be correct. However, if you determinethat the Fromfield
email addressisincorrect, enter the correct address.

From the BCC field, enter the email addresses of other recipients for
your reply. If you do not want to send your reply to other recipients,
keep the field blank. Note that you can enter multiple email addresses
by separating each address with a comma.
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By default, the original message content or the content of a previousy
saved reply will appear in the text box. Refer to the following list for
instructions on how to perform the tasks associated with the text box:

To clear text from the text box—click on the Clear Message button.
you inadvertently clear original text, you can add it back by selectir
thelnclude Original Message item from the Include Message drop-
down list.

To add a canned response—click in the text box area, and then clic
on the Include Message drop-down list and select a reply.

To add your own text to the reply—click in the area where you wan
to add text, and then begin entering your text.

To spell check the text in the text box—click on the Spell Check
button.

If you want to include a file attachment with your reply, select the file
from the Attach System File drop-down list.

From the Attach Original Message File(s) option buttons, select Yes
include all of the original message's file attachments with your reply.
you do not want to include the original message's file attachments w
your reply, select No.

To send your reply, click on the Send button. The Send
Acknowledgment Web page appears stating that your message was ¢

SedSend Acknowledgment Web page] (8-60) for more information.

At this point, you can do the following:

Close the message
Suspend the message
Display the message

END OF STEPS
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Suspend Message Web page

Introduction

The Suspend Message Web page appears when you click on the Suspend
button. When you suspend a message, you are delaying the compl etion of
that message for a specified period of time and requesting that the
Message Care software launch the suspended message call when the
specified time has expired.

Why suspend a message?

The following list provides some reasons why you might want to suspend
amessage:

« To await information from a forwarded message

* To go on a scheduled lunch or break

*  To handle the real-time calls (PSTN or Internet call) rather than the
non-real time calls (message calls)

. To work on non-call related activities

For example, you may want to suspend a message because you are
scheduled to go on a break. In this example, you could suspend the
message for 15 minutes. When the 15 minutes expitessage Care
launches the suspended message call so that you can continue with the
processing of that message.

What happens when | suspend a message?

When you suspend a messdgessage Care drops the message call
associated with that message. The ACD work state that you are placed
when a message call is dropped depend3EFINITY ECS station
administration.

When you suspend a messagessage Care does the following with the
message:

« Changes the state from Active to Suspended
* Records the suspension reason code

* Records the suspending agent (agent ID) and the administered retL
destination. In additioriylessage Care continues to associate you
(the suspending agent) with the original message.
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Checks for any message response that was received while you we
processing the message. If a response was recétesshge Care
informs you of the response and allows you to cancel the suspensi
of the message.

When the suspension time has elapSsbsage Care launches the
message call. The launched message call may go directly to you o
some other agent. Where the launched message call is delivered
depends on the VDN number specified by your administrator.

The following illustration is an example of the Suspend Message Web
page:

# Intemet Call Center Message Care Agent Interface - Netscape

N @

Previous Confirm Suspend Mote

®
X

Ee

Suspend Message

To Suspend Message, select a suspension code and suspension time, and click on Confirtn Suspend. To go
previous page, click on the Previous hutton.

Suspension Code: | Select One = Suspension Time: |15 minutes =

IMessage will be Suspended and a reminder will be sent to you after the timer expires. If you need to retrive the
message, click on "View Suspended” on the Home Page to wiew and retrieve the message.

b Copyricht © 1998
Lucent Technologies Lucgnt Technologies.
BellLabsInnovations AJl nghts rESErVEd

Eil

The following list provides information about how tlkessage Care
software handles suspended messages:

You must save and close notes that you are composing before
suspending the associated message.

Specific events can relaunch a suspended message. Events that c
activate a suspended message are as follows:

—  You manually retrieve the suspended message which cancels
suspension timer

—  The suspension timer expires and a message call related to th
suspended message is launched

— Someone sends an email linked to the suspended message (f
example, a reply to a forwarded message)
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Suspend a message call To suspend a message, do the following:

1 If you have not already done so, click on the Suspend button.

Result: The Suspend Message Web page appears.

2  Select areasonfor suspending the message by clicking on asuspension
code in the Suspension Code drop-down list box.

3 Select the amount of time you would like to suspend the message by
clicking on a suspension time in the Suspension Time drop-down list
box.

4  To add anote (optional), click on the Note option. The Message Care
Note Web page appears. Compose your note, and then click on Saveto
preserve your note or click on Cancel to disregard your note.

5  Select the Suspend Confirm button to suspend the message.

Result: Message Care releases the message call and the Message
Care Home Page (or the administered idle page) appears. You are now
available to take new message calls.

END OF STEPS
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Message Care Forward Web page

Introduction The Message Care Forward Web page appears when you click on the
Forward button. From the Message Care Forward Web page, you can
forward a copy of the consumer’s original message to people other than the
consumer.

Why forward a message?

You may want to forward a copy of the consumer’s origina messageto a
Subject Matter Expert (SME), another agent, or to another call center to
request information about or help with the consumer’s original message.
When you forward a copy of the consumer’s original message, you can also
include your own comments in the message as well asacall center file
attachment.

What happens when you forward a message?

When you forward the consumer’s original message, you are still the active
agent on the message. For example, forwarding a message is unlike
transferring a message. When you transfer a message, you are
relinquishing ownership of the original message. When you forward a
message, you are retaining ownership of the message.
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lllustration The following illustration is an example of the Message Care Forward
Web page:

t++ Main - Message Care - Forward Page - Netscape

File Edit “iew Go Communicator Help
<« »© 3 ¥ 2 £ S & H
Bac Forward Reload Home  Search  Guide Frint  Security  Siop
532 E @ 5% =] ?
Send Save Cancel Search Histary MNote Help
Message Forward Trk #3 —
(Cttl Click for multiple selection) and for (Type To address below with comma separated)
- e — ;l
|
From |dtc@exchange.mt.lucent .com
Subject |Fwd: Trk # 3-9876 Message Care Test - Text and Attt
Attach system file Attach message file(s) fram
Attach |~ 10 - = [-ne- =
Include Messagesl—— Add a canned response - |+ | Clear Messade
SpeIICheckl
» Originator: -~
> From: customer@company .com
> Received: 281999 16:55:56
by
> Consumer's message.
Agent's forward message to 2ME to request help on the
consumer's original message.
-
=] Z
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Message Care Forward  The following table provides descriptions of the fields and buttons
fields and icons  contained in the Message Care Forward Web page:

Field/Button
To

Subject

Attach system file

Description

Thisfield provides alist of administered email
destinations to which you can send your message. An
empty list box indicates that no email destinations were
administered. In this case, you would use the text box
below the To field to enter an email address. Use
commas to separate multiple email addresses.

Because commas are used to distinguish between
multiple addresses, Message Care does not support
email addresses containing commas.

You can edit thisfield.

NOTE: If Message Careisrunning JMode, then you
must use the ASCI| character set to enter the To address
(customer @company.com).

Thisfield contains the prefix Fwd: (indicates a
forwarded message), the original message call’s Trk #,
and original subject text.

You can edit thisfield; however, if you modify or
remove the subject (especially the Trk #), Message
Care will not be able to link a consumer response with
the original message. Message Care searches the
subject lines of email messagesto see whether thereisa
tracking number match with an open message. If the
tracking number is not found in the subject header, no
match can be made.

Thisfield isadrop-down list box providing file
attachments that you can include in your forward
message. You can select only one file attachment to
include in your forward message. If thereisno file
attachment drop-down list box, then your administrator
did not administer file attachments for that mailbox.
The default is No.
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Field/Button Description
Attach Message Thisfield isadrop-down list box providing message
file(s) from filesthat you can include in your forward message. The

type of message filesthat you can attach are: customer’s
original message or a SMEs attachment. The SME
attachments are listed as email addresses. To see an
attachment from a particular email address, use the
History Web page. You can include only one message
file. The default is No (attach no file).

From Thisfield isareturn email address set by your
administrator for the mailbox to which the message was
delivered. The From field allowsthe SME to reply back
to you. You can edit thisfield if you want the SME’s
reply to go elsewhere. Follow your call center’s
established procedures.

Include Messages Thisfield isadrop-down list box providing a set of pre-
formatted answers (set by your administrator) for your
forward message. When selected, the pre-formatted
answer isinserted in the text box at the point where
your cursor islocated. You can select more than one
pre-formatted answer to include in your forward
message or you can enter your own text. The first item
in the drop-down list box, Add a Canned Responsg, is
explanatory only and not a valid choice.

Clear Message This button clears al the text from the text box when
clicked on and then confirmed. If you inadvertently
clear original text, you can add it back by selecting the
Include Original Message item from the Include
Message drop-down list.
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Description

This button checks text in the text box for spelling
errors. The spell checker identifies words that are not in
the spell check dictionary and allows you to either edit
the word, ignore the word, or add the word to the
dictionary. The spell check dictionary is shared by all
Message Care agents.

NOTE: Message Care supports spell check in US
English only. If you log in to the system in a language
other than US EnglisiMessage Care disables the Spell
Check button.

This field is a standard text box that provides basic tex
input with editing support. Editing includes the
insertion or deletion of characters. The text box is
where you compose your forwarded message to the
consumer. By default, the text box is populated with the
original message. However, if you or someone else
saved a forwarded message, the text box will be
populated with the forwarded text instead of the
original message text.

Things to know about  The following subjects provides information about how the Message Care
forwarding a message  software handles forwarded messages:

o Is my return address used when | forward a message? (8-35)

o [Can the recipient of my forward message reply to the consumer?|(8-36)

o [How do | distinguish between original text and added text?|(8-36)

. |Can | use copy and paste commands?|(8-36)

] |What forward information is stored by Message Care?|(8-36)

o |What information is required to forward a message?|(8-37)

° [How do | know if | forwarded my message successfully?| (8-37)

o [What happens if | close the original message before forwarding it?| (8-37)

o |How does the Save option work when forwarding a message? (8-37)

. |Can | save more than one forward message per original message?|(8-37)

Is my return address used when | forward a message?

The return address of a forwarded message is the same address to whi
the original message was sent. You can edit the return address.
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Can the recipient of my forward message reply to the consumer?

When you forward a message, the consumer’s email address is contained
in the text body of the forwarded message. The recipient of the forwarded
message can reply to the consumer by using the address contained in the
text body.

How do | distinguish between original text and added text?

By default, the original message text received from the consumer is

included in the text box. Each line of the original text is preceded by the

“>" symbol. This symbol distinguishes between the original message's
text and text added during processing.

EXCEPTION: If you save a forwarded message and then retrieve that
forwarded message at a later time, the saved forward message will
populate the text box, not the original message text.

Can | use copy and paste commands?

You can use CopyXrl C)and PasteGtrl V) commands to add text
into your forward message. When you use these commands, formatting
style is lost.

Important! You cannot use your browser's Paste and Copy menu
items to add text into your forward message.

What forward information is stored by Message Care?

Message Care stores the following information for each forwarded
message:

*  Message forward text

»  List of file attachments

*  Message forward subject

Who forwarded the message

e Time the forward was submitted

TheMessage Care History database will record when a forward message
was sent to the SMTP server as well as the agent who sent it.
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What information is required to forward a message?
The following information is required when forwarding a message:

* Return address
* Destination address
* Either a message subiject, file attachment, or text

How do | know if | forwarded my message successfully?

TheMessage Care software will inform you when your forwarded message
failed. In this case you may want to save your forwarded message, and
follow procedures established by your call center. For information about
handling undeliverable messages,[8@&lling undeliverable messages and|
8-68).

What happens if | close the original message before forwarding it?

If you close the original message before sending your forward message,
forward message will be lost.

How does the Save option work when forwarding a message?
The Save option will save all information on the Forward Web page.

Can | save more than one forward message per original message?

You can save only one forward message per original message. Subseq
save commands on a forward message will overwrite the forward mess.

Forward a message To forward a copy of the consumer's original message, do the following

If you have not already done so, click on the Forward button.

Result: The Message Care Forward Web page appears populated v
information about the original message.

You can add a note anytime throughout the Forward process.

Enter one or more email addresses to whom you want to forward a c«
of the consumer's original message. You can use the To drop-down
to select from an administered list of recipients, or you can type one
more email addresses in the To text box.
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By default, the original message content or the content of a previous
forward will appear in the text box. Refer to the following list for
instructions on how to perform the tasks associated with the text box:

To clear text from the text box, click on the Clear Message button. |
you inadvertently clear original text, you can add it back by
selecting thénclude Original Message item from the Include
Message drop-down list.

To add a canned response, click in the text box area, and then clicl
on the Include messages drop-down list and select a reply.

To add your own text to the forward message, click in the area whet
you want to add text, and then begin entering your text.

To spell check the text in the text box, click on the Spell Check
button.

If you want to include a file attachment with your forward message,
select the file from the Attach system file drop-down list.

From the Attach Original Message File(s) option buttons, select Yes t
include all of the original message's file attachments with your
forwarded message. If you do not want to include the original
message's file attachments with your forwarded message, select No

To send your forward message, click on the Send toolbar button.

Result: The Send Acknowledgment Web page appears stating that
your forward message was sent to the email address of the recipien

Sedsend Acknowledgment Web page|(8-60) for more information.

At this time, you can do one of the following:

Close the message
Suspend the message
Display the message

END OF STEPS
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Message Search Web page

Introduction

Illustration

A new browser window (Message Search Web page) appears when you
click on the Search button. If you do not see the M essage Search Web page,
it may be minimized. Look on your Taskbar to see if the Message Search
Web page is minimized and if so, maximize the window.

The Search function allows you to search for messages using specific
search criteria. Message Care presents the messages matching your search
criteria through the Search Results Web page. You can view any message
presented in the Search Results Web page; however, you can retrieve only
those messages with a Launched, Suspended, Blocked, Overflowed, or
Failed state (the Retrieve button is present for messages in these states).

Why conduct a message search?
You may want to conduct a search on messages for the following reasons:

* To determine the status of a consumer's request
 To view suspended messages
» To search for messages from the same consumer

* Toreply to a consumer using the same reply from a similar consun
request

The following illustration is an example of the Message Search Web pa

#{ Search - Message Care - Netscape M= B
File Edit Wiew Go Commuricator Help

—_— - = —

oW P A B s @ o= & F -
H Back Earward| Reload Home Search  Metscape Print Security Stor Metscape

& Kl ?
Conduct Search Beset Help

Message Search
Perform a search by filling in fields for one or more categories below. (Use ™ for Wildcard)
Database & Current

Trk - Number I S EEEEN © Archive
Agent ID l—

Mail Box Any d

Message Status Any =

Subject |

Customer's Email Address |

Messages Received =

& Any Time

© During the previous |1 lm
 Between (DDMMMYYYY) (Hr:Min)

D3/06/1995 4t [00:00 | and
D5/06/1999 | ¢ [12:08

O Copyright © 1998-1999

Time Stamp

Lucent Technologies.
All rights reserved.

nnnnnnnnnnnnnn
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Message Search fields The following table provides descriptions of the fields contained in the
Message Search Web page:

Field Description

Tracking Number Use this search category when you want to search for
messages by their tracking numbers. The Tracking
Number category provides two text boxes. The first text
box is used to enter a message’s tracking number which
can be populated with digits and wild cards (*) of up to
eight characters. The second text box is used to enter the
site identifier which can be populated with digits and
wild cards of up to four characters. The default for the
first text box is no value and the default for the second
text box is the site identifier administered for your
system.

Database Use this search category to identify the database for
which you want to conduct your search. You must select
either the Current or Archive option. The default is
Current.

Asthe Current database reaches its size limit, your
system administrator will move closed messages to the
Archive database.

Agent ID Use this search category when you want to search on
messages that have been or are still being processed by a
specific agent or agents. The Agent ID text box can be
popul ated with digits and wild cards of up to 12
characters. The default is no value.

Mail Box Use this search category when you want to search for
messages that arrived in a specific mailbox. For example,
you may want to search for all messages that were sent to
your Technical Support mailbox. The defaultis Any Mail
Box.

Message Status Use this search category when you want to search for
messages with a specific status. For example, you may
want to search for all messagesin the Failed state. The
default isAny Status.
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Description

Use this search category when you want to search for
messages containing specific text in the subject field.
The Subject text box can be populated with up to 128
alphanumeric characters (including wildcards). However,
after 40 characters the text scrolls to the right. The defaul
is no value.

Use this search category when you want to search for
messages with a specific email address. The Customer's
Email Address text box can be populated with up to 128
alphanumeric characters (including wildcards). However,
after 40 characters the text scrolls to the right. The defaul
is no value.

Use this search category when you want to search fo] a
specific time and date that messages were either receive
or closed. For example, you may want to find all
messages that were closed between 06/01/1999 at 11:0(
am and 06/05/1999 at 04:00 pm. Or, you may want to
search on all messages that were received between 06/(
1999 at 11:00 am and 06/05/1999 at 04:00 pm.

Things to know about The following subjects provide important information about the Message
searching for amessage Care Search function:

. [What are the search criteria rules?| (8-42)

o IShould | conduct a search on all messages in the database?|(8-43)

] |Can | use copy and paste commands?|(8-43)
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What are the search criteria rules?
The following list provides search criteriarules:

Multiple search criteria can be used to find a specific message.

You must follow the syntax displayed in the Message Time categon
for the date and time fields.

Not all search categories allow text entry. Instead, some search
categories provide a drop-down list box which allows you to select
from a list of category items. These categories are as follows:

— Mailbox—choose from a list of administered mailboxes

— Message Status—choose from a list of states

—  Time Stamp—choose either Received or Closed

—  Time Stamp:During the Previous—choose either Hour(s),
Day(s), or Week(s)

Message Care sorts the search results by the tracking number.

You can choose a combination of criteria for which you want to

conduct a search. However, when selecting criteria, verify that they

do not contradict each other. For example, you cannot select Active

in the Message Status category and then select Closed Time in the

Message Time category. If you attempt to use criteria that contradic

each other as in the example abdviessage Care provides the
Message Care Error Web page.

The search function supports wild card characters. The supported
wild card character is an asterisk (*).

The following table provides examples of using a wild card in your searcl

criteria:
If the agent ID is... TheNlessage Carewill search on...
12345 the agent ID 12345 (exact match).
1234* all agent IDs starting with 1234.
1*5 all agent IDs starting with 1 and ending with 5.
*1234* all agent IDs containing 1234.
*1234 all agent IDs ending with 1234
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Should I conduct a search on all messages in the database?

Because searches are conducted on the same server that contains the
Message Care Web pages, performance problems may occur when
attempting alarge search (for example, conducting a search on all
messages in the database). If you attempt to conduct a large search,
Message Care will aert you. When Message Care alerts you, you will be
able to continue the search using your original search criteria or you can
cancel the search and refine your criteria.

Can | use copy and paste commands?

You can use Copy (Ctrl C) and Paste (Ctrl V) commandsto enter text in all
of the category search fields consisting of atext box.

Important! Note that you cannot use your browser’s Paste and
Copy menu items to add text into fields.

The best method for explaining how to use the search capability of
Message Care isto provide an example that makes use of almost all of the
search categories. For example, we want to find all automobile loan
messages that were closed during the previous 8 hours by agents whose
IDs end in 45 and that have arrived at site 1002 in the loan application
mailbox (601). The following information is a breakdown of the search
criteria

*  Site Identifier = 1002

» Database = Current (depends on how often your call center archive
messages)

 AgentID = All agent IDs ending in 45 (*45)

* Mailbox = 601-Loan Application (an administered mailbox)
 Message Status = Closed

*  Subject = Automobile Loans

*  Customer's Email Address = None

*  Time Stamp = Closed during previous 8 hours
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How to conduct a search  To find all messages meeting the criteriain the example above, you would
on the sample criteria o the following:

1  Click onthe Search button to display the Message Search Web page.

2  Complete the form as shown below:

..1:. Search Message Care - Netscape

File Edit ‘“iew Go Communicator Help

4 Kl

Conduct Search Reset

<3

Ee

Message Search
Perform a search by filling in fields for one or more categories below. (Use * for Wildcard)

Database: & ( t
Tracking Number: * - |1uc|2 urren

 Archive
Agent ID: *45

Mail Box: 601 'l
Message Status: Closed vl

Subject: I*nutnmnhileﬁ

Customer's Email Address: |

Time Stamp: IMessagES Closed 'l
© Any Time

@ During the previous IE‘ IHDur(sj vl

© Between (MMODAY YY) (HR:MIM)
7572271995 ot 11700 and
[F=7 177195 atffron

Copyright @ 1995
Lucent mchmhg,e, Lucent Technologies.

All rights reserved.

| Document: Done
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3 Click on the Conduct Search button. Message Care searches for all
messages meeting the specified criteriaand displaysthe messageson the
Search Results Web page. The following illustration is an example of a
Search Results Web page:

% View Suspended - Message Care - Netscape

File Edt “iew 0Go Communicator Help

%
Search

Search Resulted in 10 Matches

¥ou Searched for oo in the Current Database,

Tracking # Agent Received Mailbox | Status Reason Code Time Entered Status Customer's Email Address
13 10745 |3 Sep 1998, 25304 P |601 Closed |junk 48ep 1998 72011 AM | postmasten@wylie
a0 11145 |45ep 1998, 6:46:22 AN |601 Closed |reply d8ep 1998 72026 AM | G03@wyle

il 11345 |4 5ep 1998, 6:4728 AN |601 Clased |junk 48ep 1998 71423 AM | 603@wylie

22 o045 [43ep 1998, 5:30:22 AN | 601 Closed |treply AZep 1998 72040 AM  |603@wylie.

el 10545 |43ep 1908, 70428 AM | 601 Closed |reply 43ep 1092, 72101 AM | 603@uwrylie.

24 10745 |4 3ep 1998, 70220 AN 601 Closed |junk A3ep 1998 72115 AM |60l @wylie.

25 11345 |4 5ep 1998, 30035 PM (601 Closed |reply Afep 1998, 3.01:531 PI BO03@wytie.

26 11245 |2 Sep 1908, 6:34:19 AN 601 Closed |junk Elep 1908 638535 AL |603@wylie.

27 10345 |8 Bep 1908, 6:37:13 AM 601 Closed |reply Elep 1908 63210 AL |G03@wylie.

2 11145 |8 Sep 1998, 71417 AM |60L Closed BSep 1998 71913 AM  |A03@wrylie

Co t @ 1998
Lucent Technologies Lucent Technologies.
el Labs lnuvations All vights reserved

@| | Document: Done

4  Click on the Tracking# link, the Time Entered in Status link, or the
Subject link to view the message, or click on the Search option to refine
your search. You cannot modify any message while in the view mode.

5  Whileviewing the message, you can retrieve the message for further
processing by clicking on the Retrieve button. A Retrieve button will be
available only if the status of the message is Launched, Suspended,
Overflowed, Failed, or Blocked. See[Message View Web page|(8-52) for
more information about viewing a message.

END OF STEPS
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Introduction The Message History Web page appears when you click on the History
button. The Message History Web page alowsyou to view a
chronological record of message processing details. A message’s history
log displays the state and event changes a message has undergone along
with the agent active during those state changes. A message can go
through numerous events and agents during processing; therefore, having
the history of a message can prove valuable in correctly processing the

message.

Thefollowing table providesthe history information that may be recorded

for each message:

Message Event

Original Received

Acknowledgment Sent
Active

Replied

Forwarded

Suspended

Response Received

Link to View
Event

Yes

No
No

Yes (Resend
optionis
available)
Yes (Resend
option is
available.)

No

Yes

Information Recorded

Received From: email address
Date and Time

Date and Time

Active At: Agent ID Date and
Time

Replied By: Agent ID Replied
To: email address Date and Time

Forwarded By: Agent ID
Forwarded From: email address

Forwarded To: email address

Date and Time

Suspended By: Agent ID Reason
for Suspending: Reason Code

Date and Time

Recelved Date and Time
Recieved From: email
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Message Event Link to View Information Recorded
Event
Closed No Closed By: Agent ID
Reason for Closing: Reason
Code
Date and Time
Agent Notes Agent Notetextis = Note Composed By: Agent ID
viewable on the Date and Time
Message History
Web page.
Note Text (cannot edit)

lllustration The following illustration is an example of the Message History Web page:

4 History - Message Care - Netscape
File Edit “iew Go Communicator Helg
[ R -
i Back  Fosward Reload Home  Search  Guide Print  Security  Sioo
. ? j
Message History Trk # 3 2
Help
| MessageEvents  By/AtAgent  From/To/ReasonCode  Date& Time
Original Received customerfcompany.com 2/8/1999 - 16:55:56
Auto Acknowledgement Sent 2/8/1999 - 16:35:57
Active 30522 2/17/1999 - 12:42:02
Suspended 30522 WaitSME 2/17/1999 - 12:42:40
Active 30522 2/18/1999 - 17:54:39
Suspended 30522 WaitSME 2/18/1999 - 17:54:53
Active 30522 2/23/1999 - 19:36:43
Active 30522 2/23/1999 - 19:53:01
Suspended 30522 WaitSME 2/23/1999 - 19:53:44
Active 30522 2/23/1999 - 19:55:17
Suspended 30522 WaitSME 2/23/1999 - 19:58:18
Active 30522 2/23/1999 - 20:34:02
Active 30522 2/24/1999 - 13:49:31
Suspended 30522 WaitSME 2/24/1999 - 13:53:39
Active 30522 2/25/1999 - 17:37:50
Suspended 30522 Break 2/25/1999 - 17:39:23
Active 30522 2/26/1999 - 11:45:35 AILI
| B
|Docurment Done 4
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The following subjects provide important information about the History
Web page:

Can | view the history of a message while processing a message? (8-48)

. What messages can | send from the History Web page? (8-48)

. What tells me that a message was transferred? (8-48)

. Do | have to close the History window? (8-48)

Can | view the history of a message while processing a message?

The Message History Web page uses a new browser window; therefore
you can view the history of a message while processing the message. |
the History Web page does not appear when you click on the History
option, check to see if the window is already open, but minimized.

What messages can | send from the History Web page?

You can resend any of the following outgoing message events by clickin
on the underlined event, and then clicking on the Resend button:

* Replied Message

 Forwarded Message

What tells me that a message was transferred?

In the History log of a message, an Active event followed immediately b
another Active event indicates th\essage Care transferred the
message.

Do | have to close the History window?
No, the Message History Web page remains open until you close it.
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View a message’s history To view the history of a message, do the following:

1 If you have not already done so, click on the History button.

Result: The Message History Web page appears populated with
information about the message you are currently processing.

2 Toresend areply or forwarded message, click on either the Replied or
Forwarded underlined text to display the message, and then click on the
Resend button.

3 Whenyou arefinished viewing a message’s history, close the Web page
by clicking on the Close button in the title bar.

END OF STEPS

View a message from the To view the Original Received, Replied, Forwarded, or Response Received
History Web page message from the History Web page, do the following:

1 After you have clicked on the History button and received the History
Web page, click on either the Original Received, Replied, Forwarded, or
Response Received link.

Result: The appropriate View Web page appears.

2  From the View Web page, you can do the following:

*  Go back to the History page by clicking on the Prev button.

* Resend either the Replied or Forwarded message by clicking on th
Resend button.

END OF STEPS
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Message Care Note Web page

Introduction

[llustration

Things to know about
agent notes

The Message Care Note Web page allows you to enter information
relative to message processing. Although agent notes are part of the
message record, notes do not accompany outgoing replies. However, any
agent viewing a message will also be able to view the notes associated
with that message.

The following illustration is an example of the Message Care Notes Web
Page:

# Mote - Message Care - Netscape

The following subjects provide important information about Note Web
page:

. Can | cancel the composition of my note? (8-50)

. Do | have to manually save my note? (8-50)

. |Do | have to manually close the Note Web page when | am done|

[composing my note?|(8-51)

° [Do | have to enter carriage returns when composing my note?[(8-51)

° [How much text can | have in my note?| (8-51)

Can | cancel the composition of my note?

You can cancel the composition of your note by clicking on the Cancel
button in the Message Care Agent Note Web page. You will be presente
with a message box asking if you are sure you want to cancel. Clicking
OK will close the Message Care Agent Note Web page without saving
your note.

Do | have to manually save my note?

Message Care does not automatically save your notes. You must save
your note prior to closing the Message Care Agent Notes Web page.
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Do | have to manually close the Note Web page when | am done composing
my note?

You must ensure that you close the Message Care Agent Note Web page
whenever you are finished composing your note or whenever you close the
message for which you are writing an note. Message Care will not
automatically close the note Web page.

Do | have to enter carriage returns when composing my note?

No.

How much text can | have in my note?
A note can reach approximately 30 Kilobytes (KB) of data.

Create an agent note To create an agent note, do the following:

1 If you have not already done so, click on the Note button.

Result: The Message Care Note Web page appears.

2  Enter your text in the text box. You can use the Copy and Paste
commands to enter text.

3 When you are finished entering text, save your note by clicking on the
Save button. The Message Care Note Web page closes.

END OF STEPS
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Message View Web page

Introduction The Message View Web page is used to view a message from the Search
Result Web page and Real Time Snap-Shot Reports Results Web page.

The viewing capability allows you to view a message without being
active on amessage.

Why view a message?
Viewing amessage is useful for the following:

*  Determining how a message was processed

* Viewing similar messages to perhaps reuse replies sent to the
consumer

*  Evaluating agent responses

lllustration The following illustration is an example of a View Web page arrived at
through the Search Results Web page:

..1:. Intemnet Call Center Message Care Agent Interface - Hetscape
File Edit ‘“iew Go Communicator Help

A &% ]| ?
Previous Search History Help

Original Message View: Track #20 (0 Related Responses)

Message Status: Closed Reason: reply
Originator: 603@wylie. Received: 4 Sep 1998, 6:46:22 AM
From: 603@wylie. Mailbox: 601

Subject: Meceage Care Test - Tewt Only

Thiz is the hody of the original text message.

i Copyright © 1998
Lucent Technologies Lucgnt Technologies.
BellLabs Innovations All rlghts rESErVEd

E| | Document: Dane
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Search Results View The following table describes the fields found on the Search Results View

Web page fields  \web page:

Fields

Status

Reason

Agent

Originator

From

Subject

Attachments

Received

Description

Thisfield provides the status of the message
(Blocked, Launched, Active, Suspended,
Overflowed, Closed, or Failed).

Thisfield provides the reason chosen when the
message was suspended or closed.

Thisfield provides the ID of the agent who
worked on the message last.

Thisfield identifies the name of the person who
created the message.

Thisfield identifies the email address of the
originator. The Message Care software uses this
email address to populate the To field in areply

message.
Thisfield provides the subject of the message.

Thisfield represents the links that identify file
attachments contained in the message. Based on
your browser’s functionality, you are either
prompted to open or save the attachment when
you click onitslink. To view file attachments,
you must have associated helper applications.
(Your call center must provide the appropriate
helper applications based on the types of
messages you expect to receive. For instance, if
you process fax messages, you must have a hel per
application for viewing and handling faxes.) If
you cannot view afile attachment, contact your
system administrator.

If the message does not have any attachments,
then the Attachments field will not appear.

Thisfield provides the time and date the message
was retrieved by Message Care.
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Description

Thisfield identifies the number of related
responses. Related responses include messages
forwarded to other people (for example, an SME
or an agent), and reply messages sent by the
consumer. Use the History option to view related
responses.

This field identifies the “friendly name,” as
administered itMessage Care, for the mailbox
that received the message.

This field provides the actual message from a
consumer. If the text box area is blank, then the
message is most likely a fax message, especially
if there is a file attachment.

The following illustration is an example of aView Web page arrived at

through the Real Time Snap-Shot Report Results Web page:

3 Internet Call Center Message Care Agent Interface - Netscape

File Edit “iew Go Communicator Help

Back Forward Reload Home Search  Metscape Print Security Sitap
M wt' Bookmarks \& Locallon:|131 8871 /mcreport/5u_viewpage. asp?MSGNUM=355TATUS =ReceivedtDBSOLURCE =Current j @'Whal's Felated
A =% T ?
Previous Search History Close Help

Original Message: Track # 3

Message Status: Recerved
Suspend Count:
Speed Of Answer:

(0 Related Responses)
Agent:
Retry Count:
Time: 4 Zep 1998, 3:48:58 P

Reason:
Touch Count:
Processing Time: 0

Originator: postrmaster @wylie. Received: 4 Sep 1998, 3:48:56 PM
From: postmaster@wylie. Mailbox: 601

Subject: the recipient address iz invalid!

Orginal message text.

| Document: Done
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How to process message calls

Message View WWeb page

Snapshot Report Results  The following table provides a description of the fields found on the
View Web page fields  snapshot Report Results View Web page:

Fields Description

Track # Thisfield provides the tracking # of original message.

Status Thisfield provides the status of the message (Blocked,
Launched, Active, Suspended, Overflowed, Closed, or
Failed).

Time Thisfield provides the time and the date the message
entered the current status.

Agent Thisfield providesthe ID of the agent who worked on
the message last.

Reason Thisfield provides the reason chosen when the message
was suspended or closed.

Speed of Answer Thisfield provides the interval between the time when

Processing Time

Suspend Code

Touch Count

the message was received to the time when the message
was answered by an agent.

Thisfield providesthe total time the message was active
while the message was being processed. For example, if
two agents worked on the same message, then the
processing time reflects the total processing time of both
agents.

Thisfield provides the number of times the message was
suspended.

Thisfield provides the number of times the message was
active at an agent.

Retry Count Thisfield provides the number of call attempts that
occurred while processing the message.

Originator Thisfield identifies the name of the person who created
the message.

Received Thisfield provides the time and date the message was
retrieved by Message Care.

From Thisfield identifies the email address of the originator.

Message Care uses this email address to populate the To
field in areply message.
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Description

This field identifies the “friendly name,” as administered
in Message Care, for the mailbox that received the
message.

This field provides the subject of the message.

This field represents the links that identify file
attachments contained in the message. Based on your
browser's functionality, you will either be prompted to
open or save the attachment when you click on the link.
To view file attachments, you must have associated
helper applications. (Your call center must provide the
appropriate helper applications based on the types of
messages you expect to receive. For instance, if you
process fax messages, you must have a helper applicatior
for viewing and handling faxes.) If you cannot view a file
attachment, contact your system administrator.

If the message does not have any attachments, then the
Attachments field will not appear.

This field identifies the number of related responses.
Related responses include replies sent to the consumer,
messages forwarded to other people (for example, an
SME or an agent), and messages sent by the consumer.
Use the History option to view related responses.

This field provides the actual message from the
consumer. If this area is blank, then the message is most
likely a fax message (especially if there is a file
attachment).

The following subjects provide background information about the

viewing a message vjewing capability in the Message Care software:

o When can | view a message? (8-56)

. |Can | modify a message while | am viewing it?](8-57)

. [Does CMS gather statistics on a message that | am viewing?| (8-57)

e |Can | receive a new message while viewing an existing messaqe?|(8-57)

When can | view a message?

You can view

a message regardless of the message's current state. An

you do not have to be the active agent on that message to view it.
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Can | modify a message while | am viewing it?

Viewing amessage is aread-only operation. While viewing amessage, you
cannot modify any information related to that message. To modify a
message you are viewing, you must first retrieveit.

Does CMS gather statistics on a message that | am viewing?

When you view a message, Call Management System (CMYS) statistics are
not gathered on the time spent viewing the message.

Can | receive a new message while viewing an existing message?

While viewing a message, you are available to receive a new message call
if you arein an available ACD state (Auto-In or Manual-In) on your voice
terminal. If you do not wish to receive calls while viewing a message,
make yourself unavailable to receive ACD calls by using your voice
terminal to enter the Auxiliary work (AUX) or After Call Work (ACW)
mode.

To view a message from the Search Results Web page or the Snapshot
Report Results Web page, do the following:

After you have conducted a search and recelved the Search Results Web
page or generated areport and selected the mailbox for which you want
to view Report Results, click on either the Tracking #, Time Entered In
Satus, or Subject link of the message you want to view. The Original
Message View Web page appears.

From the Original Message View Web page you can do the following:
* Retrieve the message by clicking on the Retrieve button if available
* View the history of the message by clicking on the History button.

* Go back to the Search Results Web page by clicking on the Back
button.

* Conduct a new search by clicking on the Search button.

END OF STEPS
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Retrieve Acknowledgment Web page

Introduction  You can retrieve a message in the Launched, Suspended, Blocked,
Overflowed, and Failed states. The Retrieve option allows you to request
amessage call and become the active agent on a specific message so that
you can process that message. When you click on the Retrieve button, the
Retrieve Acknowledgment Web page appears in your browser stating that
your message will be delivered to you as soon as possible.

Retrieved message calls appear as direct-agent message calls. To ensure
that you receive your retrieved message, place yourself in the AUX work
mode. To make good use of facilities, retrieve one message at atime,
process the message to completion, and then retrieve another message.

Retrieve message When you click on the Retrieve button, the Message Care software will
process  Jaunch acall whenfacilities are available to deliver the requested message
retrieval to you. The message call associated with your retrieval request
may not be delivered to you immediately based on the traffic load of your
system. You may even receive a different message call while waiting for
your retrieval.

Once you receive and answer the message call associated with your
retrieval, the New Message Display Web page appearsin your browser
with the message that you requested.

Things to know about The following subjects provides important information about retrieving a
retrieving a message message:

. What happens when | retrieve a suspended message? (8-58)

. Can | retrieve a message while on a live ACD call? (8-58)

. [How can | ensure that a message | retrieve comes directly to me?| (8-59)

What happens when | retrieve a suspended message?
Retrieving a message in the suspended state cancels the suspension ti

Can | retrieve a message while on a live ACD call?

You can request a retrieval of a message while on a live ACD call;
however, you must complete the current ACD call befor®&EeINITY
ECS will deliver the retrieval message to you.
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How can | ensure that a message | retrieve comes directly to me?

If you want aretrieved message to go directly to you, then do the
following:

1. Placeyourself inthe AUX or ACW work mode.
2. Retrieve the message.

Since direct-agent calls are placed at the top of your DEFINITY ECS
work queue, when you go into the AUX or ACW work mode, then the
retrieved message will most likely be the next message call delivered
to you assuming Message Care has facilities to launch the call.

If you do not receive the message within 30 seconds, assume that
Message Care did not have the facilities to launch the call. At this

point, you should resume processing other email messages.
[]
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Send Acknowledgment Web page

Introduction Whenever you send a message (Forward or Reply), the Message Care
software displaysthe Send Acknowledgment Web page to inform you that
your message was sent.

lllustration  The following illustration is an example of the Send Acknowledgment
Web page:

¥ Send Acknowledgment - Message Care - Netscape

Fil= Edit Yew Go Communicator Help

b

I Message Display Close Suspend MNote

Send Acknowledgment

Message sent successfully

. Copyriaht 1908
| Lucert Technologies
Lucent Technclogies
Inl\labslnnnvgavinm All rights reserved.

[ [ | Document: Dons
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Resent Acknowledgment Web page

Introduction Asyou are viewing a Forward or Reply message from the History Web
page, you can resend that message by clicking on the Resend button. When
you click on the Resend button, the Resent Acknowledgment Web page
appears in your browser stating that the message was successfully
submitted for delivery.

Things to know about The following list provides important information about resending a
resending a message message:

*  You cannot resend messages through the Snapshot Report Web p

*  You do not have to be the active agent to resend a message; howe

you must be logged in tdessage Care to resend a message.
L]
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Real Time Snap-Shot Report Web page

Introduction The Real Time Snap-Shot Report displays current open (that is, any
message that does not have a status of Closed) message activity. This
includes messagesin the Overflowed and Suspended state, thus providing
amore complete picture of message activity than is possible through
CMS satistics. Unlike other Message Care reports, the Real Time Snap-
Shot Report is not password-protected.

Purpose of the Real Time The purpose of a Real Time Snap-Shot Report is to provide you with
Snap-Shot Report  current information on open message activity. This type of information
can be useful to you when allocating resources to non-message call
activities (for example, real-time calls, breaks, or administrative work).

Things to know about The following subjects provides important information about Real Time

Real Time Snap-Shot  Snap-Shot Reports:

Reports ) )
. Can | get information about closed messages? (8-62)

o [How current is the data in a Snap-shot report? (8-63)

. |Can | retrieve or view messages identified though a Snap-shot
8-63

. |Can | select multiple mailboxes as my criteria for a Snap-shot|
8-63

. [Can | print a Snap-shot report?| (8-63)
. [Can | save a Snap-shot report?|(8-63)

. |Is there an unfavorable time to generate a Snap-shot report?| (8-63)

Can | get information about closed messages?

Since the Snap-Shot report is a view of current open message activity, i
will not report on any closed messages.
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How current is the data in a Snap-shot report?

Because the Real Time Snap-Shot Report is based on current data, a drill-
down request of the information presented may require that you request a
refresh of the data.

For example, if you requested a Snap-Shot Report for all mailboxes at
11:00 and then at 11:15 drilled down to the message activity for a specific
mailbox, the datain the report at 11:00 would no longer be current. To
obtain the most current data, you would have to generate a new report
using the same criteria and then immediately drill down to the information
of interest.

During the time you request a Real Time Snap-Shot Report, the values that
are generated (Overflowed, Launched, Active, Suspended) may not
accurately represent the current value of all Open messages. Thisis
because, during the time that the Message Care software generated the
report, agents continued to process messages and message states could
have moved from Overflowed to Launched or from Active to Suspended.

Can | retrieve or view messages identified though a Snap-shot report?

You can retrieve or view messages identified through a Real Time Snap-
Shot Report.

Can | select multiple mailboxes as my criteria for a Snap-shot report?

When requesting a Real Time Snap-Shot Report, you must select either
one, al, or multiple mailboxes as your criteria.

Can | print a Snap-shot report?

You can print the Real Time Snap-Shot Report by using your browser’s
Print functionality. To view the entire report, use the Landscape option.

Can | save a Snap-shot report?

You can save the Real Time Snap-Shot Report in an HTML file by using
your browser’s Save function.

Is there an unfavorable time to generate a Snap-shot report?

Because Real Time Snap-Shot Reports are generated on the same server
that contains the Message Care Web pages, performance problems could
occur if you attempt to generate a snap-shot report during heavy message
cal traffic.
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lllustrations The following illustration is an example of the Real Time Snap-Shot
Report for al Message Care monitored mailboxes:

Repoits - Message Care - Hetscape

File Edit “iew Go Communicator Help

a 4

4
Previous Reports Menu Help

Archive Started: 2/471999 - 23:44:46 Archive Completed; 2/5/1999- 73146
Archive Criteria: Messages Closed, Blocked, or Failed for at least 7 days

Real Time Snap-Shot Report
Report Generated on: 4/16/1999 - 13:38:10
Mailbox
56401 - on-drintuit
dtc 4
Faorward-Monitored ha
ey 2

Open | Overflowed Launched | Active Suspended

vl |

vl

rncdev?

EE

i

pats-testing-rnailbox
a
test-exchange

UMIX msgcare
ut3rmmz

o)
T

5 - - - - - =

Eil

| Document: Dane

The following illustration is an example of drilling down to information
for a specific mailbox from the Real Time Snap-Shot Report (in this
example, adrill down to the Intuity mailbox was conducted):

¥ Reports - Message Care - Netscape M= E
Fie Edt Wiew Go Communicator Help
<« & A G4 . £ I & # -
Back  foowed Reload  Home  Search  Guide Print  Secuity  Siop Wetscape
« =
Previous

Reports Menu

Archive Started: 2/4/1999 - 23:44:46 Archive Completed: 2/5/1999 - 7:31:46
Archive Criteria: Messages Closed, Blocked, or Failed for at least 7 days

Report Result
Report: Iessages n dic
Speed | process| Clase
Tracking . of X . Touch | Retry |Suspend |, . |Reason| Time Emtered | Customer’s Email
Tumber | 925 Starus Received | suswer N;n"r’s“ g"“Mm Cownt | Count | Cownt | MAP% | goge Status Address
HR | Min
3 30522 |Launched |2/3/1099 - 165556 | 211 46 | 1980 58 |- - | 82 | sl | 13 |awe 161999 - 093138 | etgrecmmpany com
&7 30522 |Launched |2/19/1999 - 10:37:40 | - |48 55 - - 28 276 9 die A16/1990 - 09:12:13
13257 |30522 |Launched |3/254599 - 133625 - 15 |38 36 |- - | 14 | 168 2 e Y1999 - 191215 | custeompany som
13266 |30522 |Launched |3/29/1999 - 134456 | . 5 | 181 51 |- . | 11 | 166 | 2 |de PR A —

Al

| Document Done
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Generate a Real Time To generate a Real Time Snap-Shot Report, do the following:
Snap-Shot Report

1  From the Message Care Home Page, click on the Snap-Shot Report
button.

Result: The Select Criteriafor the Real Time Snap-Shot Report Web
page appears.

2  Fromthe Mailbox drop-down list, select one, multiple, or all mailboxes
for which you want to generate a report.

3  Click on the Generate Report button.

Result: The Real Time Snap-Shot Report Web page appears with
current mailbox data.

4  Todisplay message-level datain a specific mailbox, click on alink for
that specific mailbox.

Result: The Report Results Web page appears with alisting of all open
messages in that mailbox.

5 Toview aspecific messagein thelist of messages on the Report Results
Web page, click on alink for that specific message.

Result: The Original Message View Web page for that message
appears.

6 From the Original Message View Web page, you can do the following:

» Display the History for the message
* Retrieve the message

*  Close the message

* Return to the Reports Menu

END OF STEPS
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Close Message Web page

Introduction

[llustration

What happens when |
close a message?

The Close Message Web page is used to close a message. You would use
the Close option when you have determined that all message processing is
complete. When you close a message, the message call drops, CMS
tracking of the message isterminated, and you may be available (based on
your ACD state in the DEFINITY ECYS) to take new calls.

The following illustration is an example of the Close M essage Web page:

¥ Internet Call Center Message Care Agent Interface - Netscape

File Edit Wiew Go Communicator Help

.............

) © il ?
I Previous Confirtn Close Mote Help

Close Message

To Close Message, select a closure code, and click on Confirn Close. To go to previous page, click on the Previous
button.

Closure Code: | Select One [ x

Copyright @ 1998
Lucent Technologies Lucent Technologies.

nnnnnnnnnnnnn All rights reserved

=il [Dacument: Dane

The Close Message Web page contains only one field: Closure Code. The
Closure Code is adrop-down list containing reasons (reason codes) why
you are closing amessage. Your call center uses reason codes to measure
operating efficiency. Selecting a reason code is mandatory.

The following takes place when you close a message:

WhenMessage Carereceives a request to close a message, it check

for any message response that was received while you were
processing the message. If a response was recébesshge Care

informs you of the response and allows you to cancel the message

closure.

«  When you close a messa@#gssage Care sets the status to Closed,

records the time you closed the message, records your agent ID, a

records the reason code.

When you close a messad#gssage Care drops the message call

associated with the active message and all CMS tracking for that
message call ends.

* Once a message is closed, you cannot reopen it.
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Close amessage To close a message, do the following:

1 If you have not already done so, click on the Close button. The Close
M essage Web page appears.

2  Fromthe Closure Code drop-down list, click on areason code that best
describes why you are closing the message.

3 If youwant to create anote, click on the Note button and then compose
your note; otherwise, go to Step 4.

4 Click on the Confirm Close button to close the message.

Result: Message Care releases the call and the Message Care Home
Page (or the administered idle page) appears. You are now available to
receive a new message call.

END OF STEPS
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Handling undeliverable messages and

notifications

Purpose There areinstances when areply or aforward message may not be

Contents

delivered to the recipient. When a message cannot be delivered, the
SMTP server sends an undeliverable message notification to the From
address of that message. The undeliverable message notification may then
be delivered to a Message Care monitored mailbox.

The following list provides explanations as to why a message may not be
delivered:

*  The message recipient's mail server is not operating properly.
*  The message recipient address is incorrect.

The undeliverable notification is a new message (that is, it has a unique
tracking number); however, the reply or forward message tracking
number is contained in the body of the undeliverable notification. By
using the reply or forward message tracking number, the agent who
received the undeliverable notification can then search for the reply or
forward message that could not be delivered and attempt to redeliver th
message.

The following section contains information about processing
undeliverable messages and notifications.
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Undeliverable messages

Processing
undeliverable messages
and notifications

Scenario one—original
message closed

Let us consider the following scenarios to understand how to process
undeliverable messages and natifications. All scenarios apply to forwarded
messages al so.

Agent 789 receives an original message (message A), sends a Reply
(message B) to the consumer, and then closes the original message
(message A). The reply (message B) cannot be delivered due to one of the
reasons stated earlier; therefore, the SMTP server creates an undeliverable
notification (message C) and delivers message C to Agent 123.

Agent 123 does one of the following:
* Uses the Resend option
*  Corrects the Destination Address

Use the Resend option

If the reply (message B) was not delivered because the recipient's serv
was not operational at the time that agent 789 sent the Reply, Agent 12
will have to do the following:

1. Search the database for the original message (message A) by usin
original message tracking number as the search criteria. The Origi
Message View Web page appears for message A.

2. Click on the History button. The History Web page for message A
appears.

3. Click on the Reply (message B) link. The Reply appears.
4. Click the Resend button.

5. Close the undeliverable notification (message C) with a note
indicating that the reply (message B) was resent.

Correct Destination Address
If the reply (message B) was not delivered because the recipient's addr
was incorrect, do the following:

1. Search the database for the original message (message A) by usin
original message tracking number as the search criteria. The Origi
Message View Web page appears for message A.

2. Click on the History button. The History Web page for message A
appears.

3. Click on the Reply (message B) link. The Reply appears.
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Copy the Reply text (message B).
Paste the Reply text from message B into the Reply screen for
message C (undeliverable notification).

Make the correction to the consumer’'s email address.
Send the Reply.
Close the view of message A.

© © N o

Close message C.

Agent 789 receives an original message (message A), sends a Reply
(message B) to the consumer, and remains the active agent for the original
message (message A). The reply cannot be delivered due to one of the
reasons stated earlier; therefore, the SMTP server creates an undeliverable
notification (message C) and delivers message C to Agent 123.

Agent 123 does one of the following:

e Processes the undeliverable notification that was caused by the
recipient's mail server being down

*  Processes the undeliverable notification that was caused by the
recipient's address being incorrect

Recipient’s mail server was not operational
If the reply (message B) was not delivered because the recipient's servi
was not operational at the time the agent sent the reply (message B), d
the following:

1. Call agent 789 to inform the agent of the need to resend the reply
(message B).

2. Close the undeliverable notification (message C) with a note
indicating that the reply (message B) was resent by the original agel
(agent 789).

Recipient’s address was incorrect

If the reply (message B) was not delivered because the recipient's addre
was incorrect, specific tasks Agent 123 must perform specific tasks.

1. Call agent 789 to inform the agent of the need to modify the addres
and resend the reply (message B).

2. Close the undeliverable notification (message C) with a note
indicating that the reply (message B) was resent by the original agel
(agent 789).
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Agent 789 receives an original message (message A), sends a Reply
(message B) to the consumer, and suspends the original message (message
A). The reply (message B) cannot be delivered due to one of the reasons
stated earlier; therefore, the SMTP server creates an undeliverable
notification (message C) and delivers message C to Agent 123.

Agent 123 does one of the following:
* Uses the Resend option

* Processes the undeliverable notification that was caused by the
recipient's address being incorrect

Use the Resend option

If the reply (message B) was not delivered because the recipient's serv
was not operational at the time that agent 789 sent the Reply, Agent 12
will have to perform specific tasks.

1. Search the database for the original message (message A) by usin
original message tracking number as the search criteria. The Origi
Message View Web page appears for message A.

2. Click on the Retrieve button. The New Message Display Web page
message A appears.

3. Click on the Reply (message B) link. The Reply appears.
4. Click the Resend button.

5. Close the undeliverable notification (message C) with a note
indicating that the reply (message B) was resent.

Recipient’s address was incorrect

If the reply (message B) was not delivered because the recipient's addr
was incorrect, Agent 123 must perform the following tasks:

1. Search the database for the original message (message A) by usin
original message tracking number as the search criteria. The Origi
Message View Web page appears for message A.

2. Click on the Retrieve button. The New Message Display Web page
message A appears.

3. Click on the Reply (message B) link. The Reply appears.
4. Copy the Reply text (message B).

5. Paste the Reply text from message B into the Reply screen for
message C (undeliverable notification).

6. Make the correction to the consumer's email address.
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7. Using the Note option, document information about the address
correction.

8. Send the Reply.
9. Suspend message A.
10. Close message C with areason code.

11. Makeacal to agent 789 to inform the agent that the reply (message

B) had to be resent due to an incorrect email address.
L]
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9 Reports

Overview

Purpose

Audience

Contents

References

The purpose of this section isto discuss the reporting capabilities of the
CentreMu® Internet Solution.

This information is intended for installers, system administrators, call
center supervisors, or anyone else involved in connecting, installing,
administering hardware or software, setting up reports, or maintaining
database items for ti@entreVu Internet Solution. This information also
describes th€entreMu CMS andCentreVu Supervisor ICC
enhancements.

The following items are discussed:

o |Background information| (9-2)

. [Message Care reports|(9-9)
. [Internet Call Center Reports|(9-34)

The following documents include additional information ali@eritreVu
CMS or Supervisor:

*  CentreVu Supervisor documentation
e CentreVu Call Management Systems documenation
e CentreVu Report Designer Version 6 User Guide (585-215-859)

e CentreVUCMS R3V5 Real-Time and Historical Reports(585-215-
821)

*  CentreVu CMS\Version 6 Reports(585-215-851)
(]
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Background information

Overview

Purpose The purpose of the background information isto provide you with
information about the reporting capabilities of the CentreVu Internet
Solution as well as the reporting capabilities of CentreMu CMS and
Supervisor.

Contents  The following areas are discussed:

*  |Reporting software|(9-3)

° [Message Care software| (9-4)

* |CentreVu CMS for the Internet (ICMS) software|(9-6)
e [Terminology differences| (9-8)
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Reporting software

Introduction  Reports for the CentreVu Internet Solution are produced through the
following:
* Message Care™ software—gathers statistics regarding the specific:
of end-to-end message (email and fax) processing.

*  CentreVu CMS for the Internet software—gathers statistics regardin
the specifics of voice and data calls over the Internet.

*  CentreVu CMS and Supervisor—gathers statistics regarding call-

traffic data.
L]
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Message Care software

Overview The Message Care software provides several reports that focus
specifically on end-to-end information about messages routed through
Message Care. These reports draw their information from the database
that logs and stores all information recorded during each step in
processing a message.

How message tracking Message tracking occurs through an Open Database Connectivity
works  (ODBC) database that stores received messages, outbound consumer
replies, received information from Subject Matter Experts (SMEs), plus
selected header and status information on each message. The report
output is created from Common Gateway Interface (CGI) scripts. This
providesthe call center with data for historical aswell as comparative
evaluation.

CMS can be used to collect statistics for message-based calls, thus
providing reports on the number of message calls handled, processing
time for amessage, and the relative efficiency of various types of
consumer contact.

Message Care provides end-to-end tracking of the message process
including the following message status states:

*  Overflowed
 Launched
* Active

e Suspended

. Closed
. Failed
. Blocked

Message processing Reportstrack new or original messages. Therefore, values such as
statistic—CMS versus  average speed of answer reference the time an original message was
Message Care  retrieved and first delivered to an agent. Message Care does not report on

subsequent delivery times of responses from SMEs or the time spent
gueuing prior to launching a call when a suspension timer expires. In
general, CM S reports display statistics regarding agent work time and
message call volumes; and Message Care reports display statistics
regarding the specifics of end-to-end message processing, including
capturing details on how agents perform.
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CMS reports display the following statistics:

Total ACD talk time spent processing message calls per skill
The amount of calls answered by an agent.

If vectors have been designed to limit the calls queued per skill, the
CMS reports display how many times a vector dropped a message
call.

Message Care reports display the following statistics:

Total agent work time for a specific message call; even if that messe
call was touched by multiple agentéessage Care will track the total
work time for all of the agents.

Delivery time to an agent
Total message processing time

Message service objectives, including delivery, processing, and tirr
to close.

The statistics in your CMS reports may differ from the same statistics in
your Message Care reports. This can happen for several reasons:

CMS begins tracking only at the point where a message call enters
DEFINITY® ECS queue. Thus there is no CMS information on the
time that messages spend in the Overflowed state.

CMS stops tracking when the message call ends. Thus there is no
CMS information on the time while messages are Suspended or wi
message calls are queued for delivery witfigssage Care.

Message Care may initiate multiple message calls in the handling of :
message. For example, once a message call is suspstedsatje

Care launches a new message call each time it goes into the queue
again.Message Care statistics tie all of these message calls together
and report on them under the same original email message. Thus t
CMS count of message calls can differ from the number of messag

actually handled.
[]
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CentreVu CMSfor the Internet (ICMS) software

Introduction

ICMSisaspecia software package used to collect more specific real-
time Internet call data. CM Sis a software product used by customers who
have L ucent Technol ogies telecommunication switches and receive
telephone callsthat are processed through the Automatic Call Distribution
(ACD) feature of the switch. CentreMu CMS collects call-traffic data,
formats management reports, and provides an administrative interface to
the ACD feature in the switch.

To collect more specific rea-time Internet call data, the following
enhancements were incorporated into CentreVu CMS:

. New real-time data items—CMS collects the real-time Internet calls

offered, page hits for ICC-enabled Web pages, and statistics for
situations where a call could not be launched to the ACD.

* New real-time Internet reports—new reports@entreVu CMS and
Supervisor which relate to the ICC are provided . To access the ne
ICC reports, use the same mechanisms that are already in place fc
CentreVu CMS. CentreVu Supervisor reports appear as Purchased
Reports in the Designer category.

e  Standard collection of call-related statistics—Regular call statistics
(for example, speed of answer, talk time, and so on) are collected ft
Internet calls.

ICMS works in conjunction witiCentreMu CMS and Supervisor software
and provides features designed specifically for the real-time Internet cal

The ICMS software package allows you to do the following:
e Gather real-time Internet call statistics (voice and data)

*  Correlate the number of page hits with the real-time calls that are
launched for the corresponding Web pages

« Determine staffing needs for Internet voice and data calls
e Determine capacity needs

The ICMS package runs on top of the standard CMS pacKageeVu
CMS R3V5 (with load r3vbai.f or later), R3V5u (with load r3v5ud.a or
later), or R3V6 is required to support Internet voice and data features.
Also, if CentreVu Supervisor is used, then R3V5 or R3V5u with load
bj.02 or R3V6 with a load greater than bj.02 is the minimum required
load. Segnstall the ICMS software](3-7) for software installation procedure.
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BCMS and BCMS Vu
BCMS and BCMS W are not supported for real-time Internet statistics.
However, normal call statistics (for example, speed of answer, talk time,
and so on) can still be collected using unmodified versions of CentreVu
CMS, BCMS, or BCMSVu. Only Internet-specific data items require the
specia CentreVu CM S software.

L]
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CentreVu CMS and  The following table documents cases where the terminology used by
Message Care  CMS and Message Care overlap.

terminology overlap

Terminology

ASA — average
speed of answer

Reason Codes

When used by CMS When used by Message
Care

Refers to the time from = TheMessage Care value
when a message call was will always be greater then
launched and when it was the CMS value. The
answered by an agent.  difference may be in

CMS also tracks the ASA Seconds for a system with
for retrieved, response andn® capacity issues and

returning suspended ASA values of less than
messagedVessage Care | €ight hours.
will not.

Values entered by agentd/alues entered by agents
when completing a call.  when closing or
Multiple calls may be suspending a message.
required to service a
message and, therefore,
CMS may track multiple
reason codes for a single
message.
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Message Care reports
Overview

Purpose The purpose of this section isto provide information about Message Care
reports.

Contents The following areas provide information about Message Care reports:
. [Introduction to Message Care reports|(9-10)
. [Objective Report|(9-13)
. [Closure Code Report] (9-16)
. 9-19
*  |Messages Arrived Monthly Report|(9-24)
*  |Agents Correspondence Report](9-26)
. [Real Time Snap-Shot Report (9-28)
. [Supervisory search|(9-30)

Audience This information is intended for system administrators, call center

supervisors, or anyone involved in setting up reports or maintaining
database items.
L]
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Introduction to Message Care reports

Types of reports

Available reports

Writing your own
Message Care reports

Drill down to single
message

Report options

Message Care reports support both agents and supervisors, and include
three types of reports:

* Real Time
e Historical (non-real-time based on closed messages)
* Interval (non-real time that may also include open messages).

TheMessage Care reports are as follows:
*  Objective Report

e Closure Code Report

*  Mailbox Report

* Real Time Snap-Shot Report

* Message Arrived Daily Report

« Message Arrived Monthly Report

e Agent Correspondence Report.

Message Care is not designed to allow customizing of reports and,
therefore, you are not expected to modify the standard reports provided
with Message Care.

If you have different reporting needs, you may elect to write your own
reports, using the schema published by Lucent Technologies.

With the exception of agent processing times, all report time values are
truncated to minute granularity. If you need a more granular report, you
should use the data stored directly and write your own report.

You can drill down from a message search or report result listing of
multiple messages to a single message through the message tracking
number.

For an example of drilling down to information for a specific mailbox, see
[Real Time Snap-Shot Report Web pagel(8-62).

The following options appear on every report you generate:
*  Previous

* Reports Menu

*  Help.
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Message Care report criteria pages and report result pages contain the

following information as a notification that an archive hastaken place or is

in progress.

* The time the last archive started (for example, Archive Started: 2/4
1999 — 23:44:46)

* The time the last archive completed (for example, Archive
Completed: 2/5/1999 — 7:31:46)

*  What criteria was used when creating the archive (for example,
Archive Criteria: Message Closed, Blocked, or Failed for at least 7
days).

While an archive is in progress, the last completion time is blank. If an
archive process fails unexpectedly, such as in the event of a power hit,
time the last archive completed value is never set. A supervisor can the
inform the system administrator to rerun the archive utility to complete t
archive.

If the database has never been archived, the archive information will be
blank.

Reports can only be accessed through a bookmark supplied by your
administrator. This bookmark will take you to the Message Care Report
and Search page.

Following are the Localized URLs for the Supervisors Reports Page:
*  US Englishhttp://<MC_server_domain/mcreport/en-USReports.asp
*  Germanhttp://<MC_server_domain/mcreport/de/Reports.asp

*  Frenchhttp://<MC_server_domain/mcreport/fr/Reports.asp

¢  Colombian Spanishttp://<MC_server_domain/mcreport/es-CO/
Reports.asp

. Brazilian Portugueskttp://<MC_server_domain/mcreport/pt-BR/
Reports.asp

o ltalianhttp://<MC_server_domain/mcreport/it/Reports.asp

 Japanese
http://<MC_server _domain/mcreport/ja/Reports.asp
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lllustration The following illustration displays an example of the Message Care
Report and Search page:

3 Search - Message Care - Netscape

File Edit Wiew Go Communicator Help

?
Message Care Report and Search >
Help
Archive Started: 2/4/1999 . 234446 Archive Completed: 2/5/1999 - 73146

Archive Criteria: Messages Closed, Blocked, or Failed for at least 7 days
Select a Category to Generate Eepott or Conduct a Message Search

+ Objective Report

* Closure Code Report

* Mailbox Report

* Heal Time Snap-Shot Report

Message Arrived Daily Repaort
MWessage Arrved Monthly Report
Agent Correspondence Report

* Search

a Co t i 1995-1999
Lucent Techholagies Lucent Technologies

All rights reserved.

SEAR N

|Document: Done

Save reports to afile You can save any Message Care-provided report to afile.

This capability may be provided by using functionality provided in your
browser.

Print reports  You can print a Message Care-provided report. When setting your print
options, your print orientation should always be set to landscape.
This capability may be provided by using functionality provided in your
browser.

Things to know about The following list provides useful information about generating reports:

generating reports -, \yhen generating a report, you cannot choose ALL mailboxes and

then specify specific mailboxes. You must either select ALL
mailboxes or a set of specific mailboxes.

*  When generating the mailbox report, counts of messages in the
Blocked or Failed state for a particular mailbox are shown only if

there is at least one Closed message for the mailbox.
L]
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The Objective Report compares performance on Message Care messages
with performance objectives you specify, for the mailbox(es) and the time
period you request. You can specify objectives for average speed of
answer, average processing time, and average close time. This report
measures performance on a message-by-message basis, regardiess of the
number of callsinvolved in handling each message.

The goals of the objective report are to allow a system administrator to
specify a performance objective and to determine how well this objective
was met. Using the Message Care-provided drill downs, you can view the
set of messages that did not meet your objectives.

An objective report may be requested for messages closed within the
customer-specified interval.

You must specify at least one and may specify up to three of the following
objectives.

» Average Speed of Answer
» Average Time to Close

* Average Processing Time
Wildcards are not supported.
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lllustration  The following displays an example of an Objectives Report:

..1:. Reports - Message Care - Netscape

File Edit “iew Go Communicator Help

| ] ?
Previous Reporis Menu Help
Archive Started: 2/4/1939 . 234446 Archive Completed: 2/5/1999 - 7:31:46

Archive Criteria: Wessages Closed, Blocked, or Failed for at least 7 days

Objective Report
Report Generated on: 4/16/1999 - 13:20:44
For Message Closed Between 2/16/1999 - 00:00:00 and 4/16/1999 - 13:19:00

Mailbox Closed Ha?ﬁ!in HI?HJIin P:'[('):Ejm Touctﬁuum
96401-on-drintuit
dtc 107 70 32 1 0 a7 g1
Forward-tonitored hia
medeyv] 51 107 45 1 0 BT 2
rcdey?
pabd
parn

pats-testing-mailbo:x

sales

test-exchange
UM megcare

ut3rmrn2

,@| |Document: Done

Generate an Objective To obtain an Objective Report, do the following:
Report

1  From the Message Care Report and Search page, click the Objective
Report link. This brings up the Select Criteriafor Objective Report

page.

2  Select specific mailboxes or al mail boxes, define a between period
between two dates and times (both hour and minutes) in which the
messages were closed, and select a Performance Objective.

You can select one or more of the following Performance Objectives:
*  Average Speed of Answer

* Average Time to Close

*  Average Processing Time
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3  Select the database (Current or Archive) from which you want to
produce the report. If your call center has multiple archives, then you
can specify the archive for which you want to report (from the Archive
pull-down list).

4  Click on the Generate Report button to view the report. For al reports,
on each Select Criteria page, the Generate Report button appears at the
top.

END OF STEPS

Objective Report options  The following options are available after you click on the Generate Report
button:
. Previous
* Reports Menu
 Help.
Previous returns you to the previous screen. Reports Menu returns you
the main Message Care Reports Menu page.

Result categories on the Objective Report
The report result categories are listed as follows:

* Mailbox—a mailbox monitored blylessage Care used to collect
messages which need to be serviced by an agent. Messages in thi
mailbox are received either from consumers or as replies to messa
forwarded by agents.

» Closed—a status which indicates that no additional processing by :
agent is required.

* ASA (average speed of answer) Hr|[Min—the average value from
detection time to delivery time. This is limited to delivery of original
message calls.

e  Obj Hr[Min—the customer-specified objective.

» Percent > Obj—the percentage of the customer-specified objective
that was not met.

*  Touch Count >1—the number of original messages whose touch
count was greater than one. A touch count is the number of times ¢
message call was active at an agent. The touch count is increment
when a message call is retrieved from the suspended state or whel
messages calls are transferred between agents.
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Description  Closure codes apply only to the closed message state. When agents close
amessage, they select areason for doing so., The Closure Code Report
shows how often each reason code gets used, for the mailbox(es) and the
time period you request.

A closure code report may be requested for messages closed within a
customer-specified timeinterval.

For each requested mailbox, Message Care will search for al unique
closure codes and generate a report listing the number of occurrences for
each found closure code for the specified mailbox.

Goals of the Closure The Closure Code Report allows asystem administration to compare code
Code Report  count, average speed of answer, average processtime, average closetime,
and touch count for messages closed with different closure codes. Since
messages may be routed differently, based on keyword searches of the
message subject, delivery times may vary.

lllustration The following illustration displays a sample Closure Code Report:

* Reports - Message Care - Nelscape

it “iew Go Communicator Help

WSRO ST

Previous

@ ?
Reports Menu Help

Archive Started: 2/4/1999 - 234445
Archive Criteria: Messages Closed, Blocked, or Failed for at least 7 days

Archive Completed: 2/5/1999 - 7.31:46

Closure Code Repont

Report Generated on 4/16/1999 - 13:28:38
For Message Closed Between 2/16/1999 - 00:00:00 and 4/16/1999 - 13:26:00

Mailbox | Closure Code [Code Count Hli\lslﬁin Ave;ﬂaiael I;Loccess AWJ;%EM?:'OSE Toucl;(ioum
|dt_c Junk 10 12 3 3 48 220 22 g
Mo Reply Ell 64 1 10 13 412 49 7
ReplySent 6 99 27 8 44 191 27 =]
|M Mo Reply 4 161 35 - 19 177 12 2
Super 2 -4 5 52 96 59

|»

Lucent Technologies 0
ol Labs Innavation:

Copyright & 1888-1233
Lucent Technol ogies
Al rights reserved.

| Document: Done

N
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Generate a Closure Code To obtain a Closure Code Report, do the following:

Report

Result categories on the
Closure Code Report

From the M essage Care Report and Search page, click the Closure Code
Report link. This brings up the Select Criteriafor Closure Code Report

page.

Select specific mailboxes or all mail boxes and define a between period
(between two dates and times) in which the messages were closed.

Select the database (Current or Archive) from which you want to
produce the report. If your call center has multiple archives, then you
can specify the archive for which you want to report (from the Archive
pull-down list).

Click on the Generate Report button to view the report.

END OF STEPS

The following report result categories appear on the Closure Code Report:

Mailbox—a mailbox monitored bilessage Care used to collect
messages which need to be serviced by an agent. Messages in thi
mailbox originate from either direct correspondence from a consum
or replies to inquiries from SMEs within the call center. Any messag
arriving in a mailbox are delivered to the agent through a DAC, thu:
collecting CMS statistics.

Closure Code—customer-defined, reason codes entered by an age
when closing a message.

Code Count—the number of times messages were marked closed f
given closure code.

Avg Speed of Answer Hr|[Min—the average value from detection tirr
to delivery time. This is limited to delivery of original message calls

Avg Process Time Hr|[Min—the average of all agent work time for a
set of messages with the same closure code.
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* Avg. Close Time Min|Sec—the average time it took for an original
message to be retrieved from the mail server and marked closed b
an agent.

e Touch Count >1—the number of original messages whose touch
count was greater than one. A touch count is the number of times &
message call was active at an agent. The touch count is increment
when a message call is retrieved from the suspended state or whel

messages calls are transferred between agents.
L]
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The Mailbox Report shows the workload conditions for specified Message
Care mailbox(es) during the time period you request. It includes data on
messages with Overflowed status, including the amount of time they
remain in that condition.

A mailbox report may be requested for messages closed within a customer-
specified timeinterval.

The following illustration displays a sample Mailbox Report:

|»

& ?
Previous Reports Menu Help

Archive Started: 2/4/1999 - 23:44 48 Archive Completed: 2/5/1999- 7:31.46
Archive Criteria: Messages Closed, Blocked, or Failed for at least 7 days

Mail Box Report
Report Generated on 4/16/1999 - 13:32:06
For Message Closed Between 2/16/1999 - 00:00:00 and 4/16/1999 - 13:32:00

Maibos  |Closod| 25 Brocess | Close | Count | oW Suspend | Blocked | Failed
Min | Sec HR | Min =1
S6401-on-drituit
dte 107 o3 g 32 B2 6 g1 | 23138 23 Bl 15
Farward-bonitared bla
rcdevl & 107 45 210 150 28 2 456 2 g

mede?

EIB

A

pats-testing-rmailbox

sales

test-exchange
@ [ | Document: Done
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Generate a Mailbox To obtain a Mailbox Report, do the following:

Report

From the Message Care Report and Search page, click the Mailbox
Report link. This brings up the Select Criteriafor Mail Box Report

page.

Select specific mailboxes or all mail boxes and define a period
(between two dates and times) in which the messages were closed.

Select the database (Current or Archive) from which you want to
produce the report. If your call center has multiple archives, then you
can specify the archive for which you want to report (from the Archive
pull-down list).

Click on the Generate Report button to view the report.

END OF STEPS

Result categories on the The following report result categories appear on the Mailbox Report:

Mailbox Report

Mailbox—a mailbox monitored biylessage Care used to collect
messages which need to be serviced by an agent. Messages in thi:
mailbox originate from either direct correspondence from a

consumer or replies to inquiries from SMEs within the call center.
Messages arriving in a mailbox are delivered to the agent through ¢
DAC, thus collecting CMS statistics.

Closed—a status which indicates that no additional processing by &
agent is required. All closed messages require a closure code.

Avg Speed of Answer Hr|Min—the average value from detection
time to delivery time. This is limited to delivery of original message
calls.

Avg Process Time Hr|[Min—the sum of all agent work time for a
selected message. For example, if the touch count = 1, the messac
was closed by the first agent.
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Avg. Close Time Hr|Min—the average time it took for an original
message to be retrieved from the mail server and marked closed by
agent.

Touch Count >1—the number of original messages whose touch
count was greater than one. A touch count is the number of times ¢
message call was active at an agent. The touch count is increment
when a message call is retrieved from the suspended state or whel
messages calls are transferred between agents.

Retry Count—the number of call attempts required to deliver a
message to an agent. Call attempts include the first time a messag
was delivered, expiration of suspension timers, agent retrieval
requests, and delivery of message responses. The Retry Count als
counts the number of times a call was droppeDBFINITY ECS
vector programming.

Suspend Count—the number of times any message was in the
suspended state.

Blocked Count—the number of messages in the blocked state.
Failed Count—the number of messages in the failed state.

The goals of the mailbox report are to allow a system administrator to
understand the workload offered by each mailbox and to identify any
potential capacity constraints in the system. The following guidelines ar
offered to help understand how such report information may be used.

If the Retry Count is large, you should look at why calls are being
dropped. Possible causes include vectors limiting the number of ca
gueued for a certain agent skill or a lack of resources to launch the
call.

The difference in the value of closed messages and those messagt
with a Touch Count > 1, is the number of messages closed by the
agent who first received the work. A large value in Touch Count > ]
indicates that the message goes through multiple active states. Thi
may result from a message returning from a suspended state or
transfers of the message call.

A large Suspend Count indicates that agents either have to susper
message processing to await a response from an SME or are
suspending message processing to perform other work, for exampl
to service real-time calls.
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Messages Arrived Daily Report

Description The Messages Arrived Daily Report displays the arrival rate for all
messages that arrived on a particular date for specified mailboxes. The
results are displayed by hour in a 24-hour time frame; 1-12 AM and 1-1
PM.

lllustration The following illustration displays a sample Messages Arrived Daily
Report:

3% Reports - Message Care - Netscape

File Edit “iew Go Communicator Help

= ?
Previous Reports Menu Help
Archive Started: 2/4/1999 - 234448 Archive Completed: 2/5/1999 - 7:31.48

Archive Criteria: Messages Closed, Blocked, or Failed for at least 7 days

Message Arrived Daily Report
Report Generated on: 4/16/1999 - 13:34:17
Faor Messages Artived on 4/16/1999

Hour
0/1(2|3 /4|56 7(68/9 10|11 12 113 |14 |15 (16 |17 |18 |19 |20 |21 |22 | 23

Mailbox

56401-on-drintuit
dtc
Forward-Monitared Ma

mcdeyl

rcde?

pah3

pam
pats-testing-mailbox
sales

test-exchange

UME msgeare
ut3rnmz

E‘ | Document: Done

Generate a Messages To obtain a Messages Arrived Daily Report, do the following:
Arrived Daily Report

1 From the Message Care Report and Search page, click the Messag
Arrived Daily Report link. This brings up the Select Criteria for
Messages Arrived Daily Report page.

2  Select specific mailboxes or all mail boxes and specify a date in whic
the messages arrived (day, month, and year).



Reports CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

Messages Arrived Daily Report 9-23

3  Select the database (Current or Archive) from which you want to
produce the report. If your call center has multiple archives, then you
can specify the archive for which you want to report (from the Archive
pull-down list).

4 Click on the Generate Report button to view the report.

END OF STEPS

Result categories on the The following report result categories appear on the Messages Arrived
Messages Arrived Daily Dgaily Report:

Report . . .
P * Mailbox—a mailbox monitored biylessage Care used to collect

messages which need to be serviced by an agent. Messages in thi
mailbox originate from either direct correspondence from a consum
or replies to inquiries from SMEs within the call center.

. Hours
L]
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Messages Arrived Monthly Report

Description The Messages Arrived Monthly Report displaysthe arrival rate for al
messages that arrived during a particular month for specified mailboxes.
The results are displayed by day for each day of the month.

lllustration The following illustration displays a sample Messages Arrived Monthly
Report:

+t, Reports - Message Care - Netscape

S = ?
Erevious Reports Menu Help
Archive Started: 2/4/1999 - 23:44°45 Archive Completed: 2/5/1999 - 7:31.46

Archive Criteria: Messages Closed, Blocked, or Failed for at least 7 days

Message Arrived Monthly Report
Report Generated on: 4/16/1999 - 13:35:36
For Messages Arrived in Apr, 1999

Apr, 1999
1(2|3|4/5|6|7 (8|9 10 1112 13 [14 15|16 |17 18|19 |20 |21 (22 (23 |24 25|26 27 |28 29 30| 31

Mailbox

56401 -on-drintuit

dtc
Forward-tonitored Ma
mcdey

I~
(]
It
4=

mcdey2
pah3
pam

pats-testing-railbox

sales

test-exchange

UIMEE msgoare

utdmre2

,E [ | hittp: A4mitpcs88-181.mt.lucent. com/mereport/Reports. aspPReportLang=en-US

Generate a Messages To obtain a Messages Arrived Monthly Report, do the following:
Arrived Monthly Report

1  From the Message Care Report and Search page, click the Message
Arrived Monthly Report link. This brings up the Select Criteriafor
Message Arrived Monthly Report page.

2  Select specific mailboxes or all mail boxes, and specify a month and
year in which the messages arrived.
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3  Select the database (Current or Archive) from which you want to
produce the report. If your call center has multiple archives, then you
can specify the archive for which you want to report (from the Archive
pull-down list).

4 Click on the Generate Report button to view the report.

B N D O ST P S e
Result categories on the The following report result categories appear on the Messages Arrived

Messages Arrived  Monthly Report:

Monthly Report _ . .
yRep Mailbox—a mailbox monitored biylessage Care used to collect

messages which need to be serviced by an agent. Messages in thi
mailbox originate from either direct correspondence from a consum
or replies to inquiries from SMEs within the call center.

 Day.
L]
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Agents Correspondence Report

Description The Agents Correspondence Report displays alisting of all outbound
messages created by a given agent. A log entry is created as soon as the
agent either replies directly to a consumer or forwards a message to an
SME. The Agents Correspondence Report is an effective tool for
supervisors to measure the quality of an agent’s work.

lllustration The following illustration displays a sample Agents Correspondence
Report:

3 Reports - Message Care - Metscape

File Edit “iew Go Communicator Help

@ = ?
Previous

Reports Menu Help

Agent Correspondence Report
Report Generated on: 441671999 - 13:37:03
For Messages Sent by Agent: 1234 Between 2/16/1999 - 00:00:00 and 4/16/1999 - 13:36:00

Tracking Number ‘Sent Time |Message |Destination Email Address ‘ Subject |

Copyright @ 1995-1899
Locent Technologies Lucent Technalogies

Ball Lab Innavations Al tights reserve 4

| Document: Done

=R A

Generate an Agents To obtain a Agents Correspondence Report, do the following:
Correspondence Report

1  From the Message Care Report and Search page, click the Agent
Correspondence Report link. This brings up the Enter Criteriafor
Agent Correspondence Report page.

2  Enter an Agent ID and define a period (between two dates and times)
in which the messages were sent.
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3  Select the database (Current or Archive) from which you want to
produce the report. If your call center has multiple archives, then you
can specify the archive for which you want to report (from the Archive
pull-down list).

4 Click on the Generate Report button to view the report.

END OF STEPS

Result categories on the Thefollowing report result categories appear on the Agent Correspondence
Agents Correspondence Report:

Report .
P *  Tracking #

« SentTime

* Message

* Destination Email Address
*  Subject.
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Real Time Snap-Shot Report

Description The Real Time Snap-Shot Report displays current open message activity.
In addition, Real Time Snap-Shot Reports include messages in the
Overflow and Suspended state, thus providing a more complete picture of
message activity than is possible through CM S statistics. Unlike other
Message Care reports, the Real Time Snap-Shot Report is not password-
protected.

The Real Time Snap-Shot Report is useful to agents when allocating
resources to non-message call activities (for example, real-time calls,
breaks, or administrative work).

For detailed information about the Real Time Snap-Shot Report, see[Reall
[Time Snap-Shot Report Web page|(8-62).

lllustration—Real Time  The following illustration is an example of the Real Time Snap-Shot
Snap-Shot Report  Report for all Message Care monitored mailboxes:

3 Reports - Message Care - Netscape

File Edit “iew Go Communicator Help

Q = ?
Previous Reports Menu Help
Archive Started: 2/4/1999- 234446 Archive Completed: 2/2/1299- 73146

Archive Criteria: Messages Closed, Blocked, or Failed for at least 7 days

Real Time Snap-Shot Report

Report Generated on: 4/16/1999 - 13:38:10

Mailbox Open | Overflowed Launched | Active Suspended
5B401-on-drintuit - - - - -
dic 4 - 4
Forward-Monitored a - -
mcdey] 2z - 2
mede? -
pab3
parm
pats-testing-mailbox
sales
test-exchange

UNIK msgeare
ut3mmz

(i)

=il | Document: Done
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Thefollowing illustration is an example of drilling down to information for
a specific mailbox from the Real Time Snap-Shot Report (in this example,
adrill down to the Intuity mailbox was conducted):

¥ Reports - Message Care - Netscape LB |

File Edt View Go Communicator Help

L G4 e B @ & #@ -
Back  fuwel  Felosd  Home  Seach  Guide  Pint  Secuity  Olop  Netscape
Previous Reports ienu
Archive Started: 2/4/1999 - 23:44.46 Archive Completed: 2/5/1999 - 7:31:46
Archive Criteria: Iessages Closed, Blocked, or Failed for at lsast 7 days
Report Result
Report: Messages in dtc
Seeed | process | Close
Tracking . of : " Touch | Retry |Suspend |, .o |Reason| Time Entered Customer’s Email
Numbey | 2o| Status Recetved | ypower | T | T | oot | Count | Coune |MPO% | coge Status Address
* | Min | Sec |HR | Min
HR | Min
3 30522 |Launched |2/8/1999 - 16:55:56 | 211 46 | 1980 58 |- . | 82 | 891 18 |die 161999 - 0921 24| cvctmosmpany com
87 30522 |Launched | 2191999103740 (- 10 |4 55 |- . | 2 | 276 9 |t 4/16/1999 - 09:12:12
13357 |30522 |Launched |3/251990-133635|- 15 [ & 36 |- - | 14 | 188 7 de 1611999 091215 | pust@rompany com
13366 |30322 |Launched |329/1999-134436|- 5 [ 181 51 |- - | 11 | 166 3 e A6/1599 - 091218 | pust@company com
[ | ;I—I
=l [Document: Dane CiE ik N

[
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Supervisory search

Introduction You can conduct a message search through the Message Care Report and
Search Web page.

lllustration The following illustration displays an example of the Message Care
Report and Search Web page:

= Search - Meszage Care - Nelscape

b Wiew Go Communicator Help

?
Message Care Report and Search >
Help
Archive Started: 2/4/1999 . 234446 Archive Completed: 2/5/1999 - 73146

Archive Criteria: Messages Closed, Blocked, or Failed for at least 7 days
Select a Category to Generate Eepott or Conduct a Message Search

+ Objective Report

* Closure Code Report

* Mailbox Report

* Heal Time Snap-Shot Report

Message Arrived Daily Repaort
MWessage Arrved Monthly Report
Agent Correspondence Report

* Search
a Co t i 1995-1999
Lucent Techholagies Lucent Technologies

All rights reserved.

SEAR N

|Document: Done

Supervisory search  The following table provides descriptions of the search options contained
options  jn the Message Search Web page for a search:
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Tracking Number

Database

Agent ID

Mail Box

Message Status
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Description

Use this search category when you want to search
on amessage’s tracking number. For example, you
may want to search for all messages with asite
identifier of 1002. The Tracking Number category
provides two text boxes. Thefirst text box is used
to enter a message’s tracking number which can
be populated with digits and wild cards of up to
eight characters. The second text box is used to
enter the site identifier which can be populated
with digitsand wild cards of up to four characters.
The default for the first text box is no value and
the default for the second text box isthe site
identifier administered for your system.

Use this search category to identify the database
for which you want to conduct your search. You
must select either the Current or Archive option.
The default is Current.

Asthe Current database reaches its size limit,
your system administrator will move closed
messages to the Archive database.

Use this search category when you want to search
on messages that have been or are still being
processed by a specific agent or agents. For
example, you may want to search for all messages
that have been processed by Agent 12345. The
Agent 1D text box can be populated with digits
and wild cards of up to 12 characters. The default
isno value.

Use this search category when you want to search
for amessage(s) that arrived in a specific mailbox.
For example, you may want to search for all
messages that were sent to your Technical Support
mailbox. The default is Any.

Use this search category when you want to search
for messages with a specific status. For example,
you may want to search for al messagesin the
Failed state. The default is Any.



Reports

Supervisory search

Field
Subject

Customer’s Email Address

Time Stamp

CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

9-32

Description

Use this search category when you want to search
for messages containing specific text in the
subject field. For example, you may want to find
all messages regarding a specific product. The
Subject text box can be populated with up to 128
alphanumeric characters (including wildcards).
However, after 40 charactersthe text scrollsto the
right. The default is no value.

Use this search category when you want to search
for messages from a specific email address. For
example, you may want to find all messages that
have come from customer @company.com. The
Customer’s Email Address text box can be
populated with up to 128 alphanumeric characters
(including wildcards). However, after 40
charactersthe text scrolls to the right. The default
isno value.

Use this search category when you want to limit
the search for the time and date messages were
either received or closed. For example, you may
want to find all messages that were closed
between 2/16/1999 at 00:00 and 4/6/1999 at
13:44.

You can use wildcards in any editable field in the
Message Time category.

The default isAny Time. Any Time refersto all
messages received or closed regardless of the date
and time.
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Conduct a supervisory To conduct a message search, do the following:
search

1 From the Message Care Report and Search page, click the Search link.
The Message Search Web page appears.

2  Fill in any combination of the following search criteria: tracking
number, database (current or archive), Agent ID, Mail Box, Message
Status, Subject, Customer’s Email Address, and/or Message Time.
Wildcards are supported.

A Reset button appears at the top of the page which allows you to clear the
page and begin anew search.

3  Click on the Conduct Search button to view the report.

Result: The report results page lists the nessages that
neet your specified criteria.

END OF STEPS
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Internet Call Center Reports

Overview

Purpose The following information provides a description of the standard reports
to be provided for the Internet Call Center on CentreVu CMS.

Contents The following reports are described in the following information:

. Internet Call Center report summaryj (9-35
[ICMS database items| (9-37)

* |CMS Internet Real-Time Reports|(9-39)

e [CMS Internet Historical Reports| (9-43)

e [CentreVu Supervisor Internet reports|(9-47)

Audience This information is intended for system administrators, Call Center

supervisors, or anyone involved in setting up reports or maintaining
database items.
LJ
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Reports that support the ICC are available in CentreVu CM S and

Supervisor. Details about these reports can be found in the sections that
follow. In addition, customers can create their own custom and designer

I CC reports.

Note that Real-Time and Historical reports can be created for CentreVu
CMS, but only Historical or Snapshot reports can be created for CentreVu
Supervisor. (All Supervisor report descriptions appear in the Historical

tabbed folder.)

The following table summarizes the standard | CC reports available for
CentreVu CM S and CentreMu Supervisor:

Report Name

CMS Reports

VDN Call Attempts
Web Page Call Attempts
Call Attempts

VDN Call Attempts
VDN and URL

Page Hits

Supervisor Reports

Graphical Internet VDN Call Attempts
(Snapshot)

Internet Web Page Call Attempts (Snapshot)
Internet Call Attempts (Snapshot)

Graphical Internet VDN Call Attempts
Internet VDN and URL

Internet Page Hits

Graphical Internet VDN Calls Summary

Type

Real-Time
Real-Time
Real-Time
Historical
Historical
Historical

Snapshot

Snapshot
Snhapshot
Historical
Historical
Historical
Historical

Page Hit

Information

No
Yes
Yes
No
Yes

Yes

No

Yes
Yes
No

Yes
Yes

No



Reports CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

Internet Call Center report summary 9-36

The “Type” column refers to the type of report: Real-Time, Historical, or
Snapshot. (Snapshot reports display a snapshot of the Real-Time data |
do not automatically refresh.)

The “Page Hit Information” column indicates whether page hit
information is displayed in the report. If page hit data is not collected, th
content of the reports may be affected.

Things to know about The following list provides important information about ICC reports:

ICC Reports For the ICC, a set of standard reports is available to present and

correlate data from Internet calls. If the standard reports do not me
your needs, then you can create custom reports.

* An Internet category is available from the Reports menu within the
Real-Time and Historical submenus.

*  For standarcentreMu CMS report information and details about
input windows, see th€entreMu Supervisor Version 6 Reports(585-

215-851) document.
L]
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Description The following are new database items specifically for Internet data. See
[Overview (10-15) for more information about ICM S database items.

cal | s_of f er ed—refers to the number of Internet Calls that are
offered by the ITG. This data item is associated with the VDN and
URL sent with the message.

i voi ce_Ii mi t—refers to the number of Internet voice calls that
could not be serviced because the administered limit for simultanec
Internet Voice calls was reached. This data item is associated with
VDN and URL sent with the message. Text Chat only and PSTN
Callback calls shall not affect this database item.

page_hi t s—refers to the number of times ICC-enabled pages wer
accessed.

Data is collected for this item only if access to the CMS server is
allowed through the firewall and proper changes are made to the W

page. Sefgirewall quidelines|(2-22) or[Chapter 11.] Web page guidelines
for details.

pri_Ii m t—refers to the number of calls that could not be service
because there where insufficient PRI channels available. This data
item is associated with the VDN and URL sent with the message.

page_ur | —refers to a unique identifier for the ICC-enabled Web
page (this may be the Web page's URL).

phant om | i m t —refers to the number of text chat or PSTN
callback calls turned away due to insufficient administered ASAI
phantom extensions for the table row's vdn/page_url pair. If phanto
calls are not used, this database item will be zero.

vect or _di scon—refers to the number of Internet calls that were
“force disconnected” from vector processing.

vect or _busy—refers to the number of Internet calls that received
busy treatment from vector processing.
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The following are existing database items and calculations used for
Internet data:

vdn—the number or name of the VDN for which the report shows
data (selected in the report input window).

ROW DATE—the date for the report.
ACD—the ACD name or number for which the data was collected.

STARTTI ME, STARTTI ME+I NTRVL—intervals to which the data

applies.
L]
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CMS Internet Real-Time Reports

Introduction Thefollowing CMS Internet Real-Time Reports are available:
. Real-Time Internet VDN Call Attempts Report (9-39)

o |Real-Time Internet Web Page Call Attempts Report] (9-40)

. |Real-Time Internet Call Attempts Report|(9-41)

Real-Time Internet VDN  This report provides a real-time summary of calls offered by the ICM for
Call Attempts Report  each of the specified Internet VDNs during the current interval. The repe
includes the number of calls offered by the ICM along with the number «
calls that had to be turned away due to PRI Limit, Phantom Limit, Vecto

Disconnect, Vector Busy, and IVoice Limit conditions.

Things to know about the Real-Time Internet VDN Call Attempts Report

The following list provides important information about the Real-Time
Internet VDN Call Attempts Report:

* Sorts data by VDN extension
e Uses stored database items in the r_vdnsum view.
* Requires Administrators to specify inputs:

— One or more VDNs

— Refresh rate.
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Illustration—Real-Time Internet VDN Call Attempts Report example

The following illustration displays a sample of the Real-Time Internet
VDN Call Attempts Report:

QLucenl Centre¥u Teminal - michelle

Profile Edit Connection Help

4/22/98 13:19 CentreVu(TM) CM3 Windows:

ts: Real: Internet: VDN Call Attempts
Icalls ERI Phantom IVoice Vector

Offered Limit Limit Limit Discon
1 u] 3 ] u}

Fuccessful

Real-Time Internet Web  Thisreport provides real-time Internet call information for all of the ICC-
Page Call Attempts  enabled Web pages during the current interval. The report includes the
Report  number of calls offered by the ICM, the number of page hits, and the
number of callsthat had to be turned away due to PRI Limit, Phantom
Limit, Vector Disconnect, Vector Busy, and 1Voice Limit conditions.

Things to know about the Real-Time Internet Web Page Call Attempts
Report

The following list provides important information about the Real-Time
Internet Web Page Call Attempts Report:

e Sorts data alphabetically by URL

« Displays data only for URLs which are visited during the interval (in
other words, URLs which are not accessed during the interval are n
displayed)

e Uses stored database items in the r_pagesum view
* Requires one input field—Refresh rate

» Displays no data when page hit information is not available (for
example, if the firewall prevents external access to CMS).
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lllustration—Real-Time Internet Web Page Call Attempts Report example

Thefollowing illustration displays asample of the Real-Time Internet Web
Page Call Attempts Report:

QLucenl CentreYu Terminal - michelle

Profile Edit Connection Help

4/22/98 13:13 CentreVu(TM) CM3 Windows: &

FRpts: Real: Internet: Web Page Call Attempts
TCalls FRI Phantom IVaice Vector
Offered Limit Limit Limit Discon

1 u]
u] u]

guccessful

Comrmands i Current kainkdenu

Real-Time Internet Call  This real-time report provides rea-time Internet call information for the
Attempts Report  gpecified VDN(S) along with page hit and URL information during the
current interval. The report includes the number of calls offered by the ITG
along with the number of callsthat had to be turned away dueto PRI Limit,
Phantom Limit, Vector Disconnect, Vector Busy, and 1\VVoice Limit
conditions.

Things to know about the Real-Time Internet Call Attempts Report

The following list provides important information about the Real-Time
Internet Call Attempts Report:

»  First sorts data alphabetically by URL, then numerically by VDN
* Uses stored database items in the r_pagevdn view

» Displays "Page URLSs" multiple times with the "Page Hits" data bein
the same for each entry. This is because multiple VDNs can be
assigned to the same page.

*  Requires the following inputs:
— One or more VDNs
— Refresh rate.
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Illustration—Real-Time Internet Call Attempts Report example
The following illustration displays a sample of the Real-Time Internet

Call Attempts Report:

9-42

Q]Lucenl Centre¥u Terminal - michelle
Profile Edit Connection Help

CentreVu (TM) CMS

: Internet: Call Attempts

Phantom IVolice

Limit Limit
3 u]
1] u]

6 records found

Commands

Windows: 5

Vector
Discon
0
0

Current

Mainkenu
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CMS Internet Historical Reports

Introduction Thefollowing CMS Internet Reports are available:
. Historical Internet VDN Call Attempts Report (9-43)

. |Historical Internet VDN and URL Report| (9-44)

e  [Historical Internet Page Hits Report] (9-45)

Historical Internet VDN  This historical report displays the sum of the Internet calls offered and P
Call Attempts Report | jmit, Phantom Limit, Vector Disconnect, Vector Busy, and I\oice Limit
situations for the specified VDN during each recorded interval.

Things to know about the Historical Internet VDN Call Attempts Report

The following list provides important information about the Historical
Internet VDN Call Attempts Report:

* Provides interval, daily, weekly, and monthly report formats

*  Uses stored database items in the h_vdnsum (interval), d_vdnsum
(daily), w_vdnsum (weekly), or m_vdnsum (monthly) views

* Requires the following inputs:
— Asingle VDN
— Time range and date for Interval report
— Date range for daily, weekly, and monthly reports.
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Illustration—Historical Internet VDN Call Attempts Report example

The following illustration displays a sample of the Historical Internet
VDN Call Attempts Report:

QLucenl Centre¥u Teminal - michelle

Profile Edit Connection Help

4/22/98 12:54 CentreVu(TM) CM3 Windows: 1 of 10

Rpts: Hist: Internet: VDN Call Attempts (Interwval)
Internet VDN Call Attempts (Interwval)
4/20/98
ACD: g3ve_eas

ICcalls ERI Phantom IVaice Vector
Cffered Limit Limit Limit Discon

Comrmands i Current Mainkdenu

Historical Internet VDN  This historical report displays the number of the Internet Calls Offered,
and URL Report  PR| Limit, Phantom Limit, Vector Disconnect, Vector Busy, and 1\Voice
Limit situations, page hits and page URL s for Web pages associated with
the specified VDN during each recorded interval.

Things to know about the Historical Internet VDN and URL Report

The following list provides important information about the Historical
Internet VDN and URL Report:

Provides interval, daily, weekly, and monthly report formats

Uses stored database items in the h_pagevdn (interval), d_pagevd
(daily), w_pagevdn (weekly), or m_pagevdn (monthly) views

Differs from the Historical Internet VDN Call Attempts report in that
it also provides URL information for the associated VDN (multiple
URLs may map to the same VDN)

Determines which pages result in the most calls.
Requires the following inputs:

— Asingle VDN

— Time range and date for Interval report

—  Date range for daily, weekly, and monthly reports
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lllustration—Historical Internet VDN and URL Report example

Thefollowing illustration displays a sample of the Historical Internet VDN
and URL Report:

Q]Lucenl Centre¥u Terminal - michelle

Profile Edit Connection Help

13:02 cCentreVu(TM) CM3 Windows: 2

: Hist: Internet: VDN and URL (Interwval)
ITnternet VDN and URL Report (Interval)
4/20/98 Erinted: 4/22/28 1:02 EM|
ACD: g3wvé_eas

Icalls ERT Phantom IVoice Vector
Offered Limit Limit Limit Discon

Current haintdenu

This historical report displays the number of page hits for each ICC
enabled URL and the number of calls launched from that page.

Things to know about the Historical Internet Page Hits Report

The following list provides important information about the Historical
Internet Page Hits Report:

Provides interval, daily, weekly, and monthly report formats

Displays the number of ACD calls, the number of page hits, and the
ratio of calls to page hits for each ICC-enabled URL. Data for the
URL displays only if the page was loaded by a consumer.

Uses stored database items in the h_pagesum (interval), d_pagest
(daily), w_pagesum (weekly), or m_pagesum (monthly) views

Displays no data in the event that page hit information is not availak
(for example, if a firewall prevents external access to CMS)

Requires the following inputs:
— Time range and date for Interval report
— Date range for daily, weekly, and monthly reports
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Illustration—Historical Internet Page Hits Report example

The following illustration displays a sample of the Historical Internet
Page Hits Report:

QLucenl Centre¥u Teminal - michelle

Edit Connection Help
13:04 CentreVu(TM) CMS3 Windows: 4 of 10

: Hist: Internet: Page Hits (Interval)
Internet Page Hits (Interwval) Printed: 4/22/98
Date: 4/20/98 ACD: g3vé_eas

ICalls Page
Offered

http:/ wwmr

http: /v, xyz. com/ order
~user/page.html

http:/ fwmmr, xyz. com
http://wwmw, xyz. com/ order
http:/fwmmr, xyz. com
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CentreVu Supervisor Internet reports

Things to know about The following list provides important information about CentreVu

CentreVu Supervisor  Sypervisor Internet reports:

Internet reports . .
. CentreVu Supervisor does not support Internet real-time reports.

However snapshots of information can be displayed. These ICC-
specific Supervisor reports are called “Snapshot” reports. These
reports do not refresh automatically. It is therefore up to the
administrator to restart the report manually to get a current snapsh

*  For information on how to use stand&ehtreVu Supervisor report
information, and for details about input windows, seeCiare\Vu
Call Management System Release 3 Vlersion 6 Administration(585-
215-850) document.

*  All Supervisor Internet reports are available from the Designer
Category in the Historical tab f@entreMu Supervisor V5 and from
the Internet Category in the Historical tab @entreVu Supervisor
V6.

*  Only historical or snapshot designer reports can be created using
CentreVu Supervisor's Report Designer.

*  CentreVu CMS reports are also available@entreVu Supervisor, but
with differences.

The following table maps the CMS report names to the Supervisor repo

names:

CMS Report Name Supervisor Report Name

Real-Time Web Page Call Attempts Internet Web Page Call Attempts
(Snapshot)

Real-Time Call Attempts Internet Call Attempts (Snapshot)

Historical VDN and URL Internet VDN and URL

Historical Page Hits Internet Page Hits

Available reports  The followingCentreVu Supervisor Internet Reports are available:

o [Graphical Internet VDN Call Attempts (Snapshot) Report (9-48)
o [Graphical Internet VDN Call Attempts Report|(9-49)
o |Graphical Internet VDN Calls Summary Report| (9-50)
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Graphical Internet VDN  This historical report graphically displays data regarding the number of
Call Attempts (Snapshot) |nternet calls offered and the number of calls that had to be turned away
Report  for one or more VDNs during the current interval.

Things to know about the Graphical Internet VDN Call Attempts (Snapshot)
Report

The following list provides important information about the Graphical
Internet VDN Call Attempts (Snapshot) Report:

» Displays a graphical version of tlientreMu CMS Real-Time VDN
Call Attempts report

« Displays a snapshot of the data for the current interval and does nc
automatically refresh

e Uses stored database items in the r_vdnsum table
* Requires input for one or more VDNs

Illustration—Graphical Internet VDN Call Attempts (Snapshot) Report
example

The following illustration displays a sample of the Graphical Internet
VDN Call Attempts (Snapshot) Report:

Graphical Internet YDN Call Attemptsz [Snapzhot] - 1001 _ (O] =]
Eeport Edit Format Tool: Options  Help

Graphical Internet %DM Call Atermpts Report (Snapshot)

ICalls Offered i IWoice Limit
PRI Limit WECTOR_DISCON
B Fharitam Limit wector Busy

1001

VDM Mame ICalls Offered FRI Limit Phantom Limit Woice Limit  WECTOR_DIST
1001 4 0 4 2

4| | »
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Graphical Internet VDN  This historical report graphically displays the number of cals offered by
Call Attempts Report  the | TG and the number of calls turned away for aparticular VDN over the
specified interval.

Things to know about the Graphical Internet VDN Call Attempts Report

The following list providesimportant information about the Graphical
Internet VDN Call Attempts Report:

» Displays a graphical version of tlkentrevu CMS VDN Call
Attempts report

*  Provides interval or daily report formats

* Uses stored database items in the h_vdnsum (interval), d_vdnsum
(daily) tables

» Displays the number of calls offered by the ITG and the number of
calls turned away due to PRI Limit, Phantom Limit, Vector
Disconnect, Vector Busy, and Ivoice Limit situations for the specifie
VDN

* Requires the following inputs:
— Asingle VDN
— Time range and date for Interval report
— Date range for daily reports

lllustration—Graphical Internet VDN Call Attempts Report example

Thefollowing illustration displays a sample of the Graphical Internet VDN
Call Attempts Report:

Graphical Internet YDN Call Attempts Interval - Design Mode

Beport Edit Format Options  [nsert Help

Graphical Internet WOMN Call Attermpts Report (Interval)

4 T
| | ICalls Offered - I%oice Limit
2 1 PRI Limit WECTOR_DISCON
1] | == Phantom Limit “ector Busy
12:00 | 12:30 01:00 01:30
Time ICalls Offered PRI Limit FPhantom Limit IWoice Limit  WECTOR_DISCON  Vector Busy
12:00 - 12:30 AM 34 a a 1 1 1
12:30 - 01:00AM 20 a 3 2 2 2
01:00 - 01:30AM 27 2 4 7 3 3
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Graphical Internet VDN  This historical report shows a graphical summary of the number of

Calls Summary Report  |nternet calls offered and the number of calls that had to be turned away
for aparticular VDN during the specified interval. This statistical
information for a specified Internet VDN is displayed in apie chart.

Things to know about the Graphical Internet VDN Calls Summary Report

The following list provides important information about the Graphical
Internet VDN Calls Summary Report:

e Provides interval or daily report formats

e Uses stored database items in the h_vdnsum (interval) and
d_vdnsum (daily) tables

e Graphs a pie chart of Internet Call statistics for a specified Internet
VDN, in particular, the number of calls offered by the ITG, the
number of calls turned away due to a lack of PRI facilities, the
number of calls turned away due to lack of phantom extensions, the
number of calls turned away due to Vector Disconnect, the number
of calls turned away due to Vector Busy, and the number of calls
turned away due to the Internet Voice limit being reached.

* Does not displays a chart if data is not found for the specified VDN
* Requires the following inputs:

— Asingle VDN

— Assingle date according to interval and daily data
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lllustration—Graphical Internet VDN Calls Summary Report example

The following illustration displays a sample of the Graphical Internet
VDN Calls Summary Report:

Graphical Internet YDN Callz Summary Daily - 1001
Beport Edit Format Tool: Options Help

Date: 472308 YO 1001
Graphical Internet VDM Calls Summary Report (Daily)
134
- |Calls Offered
296 503 I:l .
[ - PRILimit
B - Fhantom Limit
- IMoice Limit
B - YECTOR-DISCON
e [] - vector Busy
LAz
4083
Diouble Click Ta Fun Format Chart | ecatB
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10 CentreVu® Internet Solution
Databases

Overview

Purpose CentreVu® Internet Solution Databases describes databases used by the
CentreVu Internet Solution.

Audience This information is intended for installers, system administrators, call
center supervisors, or anyone else involved in connecting, installing,
administering hardware or software, setting up reports, or maintaining
database items for ti@entreVu Internet Solution.

Contents The following items are discussed:

e [Message Care™ Archive database](10-2)

. [The ICMS database|(10-15)
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Message Care™ Archive database

Overview

Purpose

About Message Care
databases

Contents

Audience

This section presents information about the Message Care archive
database.

The Message Care database system logs and stores all information
recorded during each step in processing a message. Separate databases are
maintained for active messages and archived messages.

Active messages include those currently being processed, plus those
which have entered closed, blocked or failed status, but have not yet been
archived. Archived messages consist of those which have entered closed,
blocked or failed status and subsequently been moved to an archive
database and deleted from the active database.

Reports may be generated on both databases, but report views can not be
created to merge data from both the active and archive databases. So if a
message archive contains 50 messages that were closed in mailbox A and
the current database has 20 messages closed in mailbox A, you cannot
request areport showing that 70 messages were closed in mailbox A.

The following topics are discussed in this section:

. |Message Care Archive database schema|(10-3)
. |Cust0mizing the Message Care archive database|(10-13)

This information is intended for system administrators, call center
supervisors, or anyone involved in setting up report formats or

maintaining database items.
L]
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Message Care Archive database schema

Types of data stored in  The database is designed to store and connect the following information
the database  ghout each message:

*  Processing Agent—the agent handling the message call

 Received Message Data—original message including tracking
number, subject, text, header information, and file attachments

*  Current State—status of the message

* Responses Sent/Outbound Data—outbound messages (does not
include auto-acknowledgments) created by agents and sent to the
consumer or forwards sent to SMEs within your organization

* Responses Received—from SMEs and the consumer
» Agent Notes— notes created by an agent

* Message History—includes timestamps and, where relevant, agen!
IDs for each event

* Agent “Workbench”— stores messages saved by the agent.

Structure of the Message TheMessage Care Archive database has the ODBC Data Source name
Care Archive database “Message Care SQL Archive.” Within tiéessage Care Database,
message data is organized in the following tables:

. [Messages Table|(10-4)

. [Attachments Table|(10-9)
. [Outbound Table](10-9)
[Notes Table] (10-10)

*  [Events Table](10-11)

*  |Workbench Table|(10-12)
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Messages Table

The Messages Table contains “Received Message Data” and
“CurrentState” information. It also has fields (as marked with “%”)
needed to facilitate reporting and responses.

Message Care assigns unique message tracking numbers to each messa
and inserts them in the subject line of any subsequent reply or forward
messages. In this manner, all messages generated in response to the
original message inherit the original tracking number (assuming the
subject line is not manually modified by the sender). Provided the
tracking number remains intact in the subject line, both the original
message and all ensuing reply and forward messages will be linked on t
basis of their shared tracking number.

Responses are distinguished from original messages by the fact that th
Original Message flag is set to “No” for responses. In addition, other
fields (for example, State) are not set for response messages, but are se
the corresponding Original Message.

The following table describes each database item found in the Message
Table:

Name Type/Size Purpose

MsgID# Integer (long) Counter (unique value for this
table) (Primary Key)

MailboxName Text 20 Identifies mailbox (Friendly
Name) that received this message

MailboxID Integer (long) Matches a Mailbox ID in the
Mailboxes table. Used by Web
screens for per-mailbox options
(for example, Closure Codes)
(Foreign Key).

Mime Type Text 255 Message mime type

CharSet Text 32 Stores the message Character Set

(for example, ISO-8859-1)
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Name Typel/Size Purpose
TrackingNumber# Text 8 Each message has a tracking
number which is used to identify
related messages. The tracking

number for “original messages”
will be a mathematical function
of the ID (for example, ID
modulus 100,000,000). For
“related messages,” the
TrackingNumber will have been
found in the Message Subject
(since that is the definition of a
related message).

SitelD Text 4 The SitelD is a component of the
tracking number, ensuring
uniqueness amongst a network of
Message Care nodes

DetectionTime Date/Time When the entry was put in the
database
OriginalMsgID# Long The OriginalMsgID# is O if this

is the first message with this
TrackingNumber; otherwise, it is
the MsgID# of the Original
message.

SendersAddress Text 255 The Sender of Message (“From’
line from the Message, excluding
name if included)

SenderName Text 128 The Name of the Sender of
Message (if included in “From”
line)

Subject Text 128 Subject in message

Headers Memo The complete list of Headers
from Message

Body Memo The body of Message

MessageDate Text 50 The date in the message header

usually the date/time the message
was sent
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Name TypelSize Purpose
MessageHeader|D Text 128 Most SMTP servers put a unique

ID in the message header. Using
thisfield will help determine
whether Message Care already
read a message from the mailbox
and added it to the database but
for some reason had not deleted it
and is now attempting to read it

again.
ToAddress Text 255 The address this message was
sent to (needed for reply)
AttachCount I nteger Indicates the number of
attachments
AgentlD Text 32 Switch Agent Login ID number

of agent last active on the call.

For the DEFINITY® ECS, the
maximum size of an AgentID is
the same as the maximum size of
an extension (five digits).

StateTime Date/Time The time the current state was
entered

StatusState Text 10 The call state of message, for
example, queued, active,
suspended

StatusStateNumber Integer The number associated with the

(small) various call states

ReasonCode Text 20 Secondary information about the
state (for example, how the
message was completed)

NewMsgArrived Yes/No Indicatesif arelated message

arrived while an agent was
processing the message

Attach Overflow Yes/No Indicates if the number of
attachments is greater than 20
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Name

Revival Time

Destination

ASAIDigits

UUIData

WorkbenchReply

WorkbenchForward

ViewURL

DeliveryURL

CustValue

Typel/Size
Date/Time

Text 32

Text 16

Text 34

Yes/No

Yes/No

Text 128

Text 128

Text 128
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Purpose

Thetimeit took to unsuspend the
call

The VDN number the call was
directed to. For suspended
messages, the VDN number to
call wheniitisrevived.

The ASAI digitsto be provided
with the call. Appliesto original
callsand revived calls.

Provides capabilities to pass data
(for example, account number or
phone number) to a downstream

CTI application

“Yes” if a partial reply
composition was saved in the
workbench

“Yes” if a partial forward
composition was saved in the
workbench

Same as the ViewURL in the
Administration database but with
parameters resolved

Same as the DeliveryURL in the
Administration database but with
parameters resolved

The value for customer to add
(for example, Account Number)

The following fields are primarily for reporting purposes.

RetryCount%

SuspendCount%

Integer (short) The number of tinvessage

Caretried to make a call for this
message

Integer (short) How often this message was

suspended
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Name TypelSize Purpose
TouchCount% Integer (short)  How many timesthis message

was made active by an agent

FirstAnswerTime% Date/Time The time an agent first answered
acall (should not be overwritten
by subsequent answers)

SpeedOf Answer% Integer (long) The DetectionTimeto
FirstAnswerTime (in seconds)

TimeToProcess% Integer (long) = The sum of all active times by
agents (from Answer to Suspend,
Close or Transfer)

CloseTime Date/Time The time an original message
was marked closed by an agent.

TimeToClose% Integer (long)  TheDetectionTimeto CloseTime
(in seconds)

Reservelntl I nteger Reserved field, currently not
used

Reservelnt2 I nteger Reserved field, currently not
used

ReserveTextl Text 16 Reserved field, currently not
used

ReserveText2 Text 16 Reserved field, currently not

used
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The Attachments Table stores attachments associated with the message.
Since there may be zero or more attachments in a message, they are stored
in a separate table and linked by MsglID. The AttachCount in the Messages
table serves to “flag” the existence of attachments.

The following table describes each database item found in the Attachme

Purpose

The counter (unique value for this

table) (Primary Key)

Matches a MsgID in the Messages

table (Foreign Key)

The mime type of the attachment (for

example, application/msword)

Table:
Name Type/Size
ID# Integer (long)
MsgID# Integer (long)
MimeType Text 50
FileName Text 512
File OLE Object

Outbound Table

The name of the attachment

Image attachment; can consist of an

arbitrarily large binary file

The Outbound Table stores outbound data (forwards or replies created

agents).

The following table describes each database item found in the Outboun

Table:

Name

ID#

MsgID#

OriginalAttachmentID

AgentIiD

Typel/Size

Integer
(long)

Integer
(long)

Integer
(long)

Text 32

Purpose

The counter (unique value for
this table) (Primary Key)

Matches a MsgID in the
Messages table (will always
match an OriginalMessage
MsgID) (Foreign Key)

ID of the message that has
attachments included for reply/
forward

The agent who sent the reply or
forward
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Name Type/Size Purpose

Timestamp Date/Time The time this reply was sent

MessageType Text 10 Can be either “Forwarded,”
“Replied,” or “Resent”

CharSet Text 32 Stores the Character Set of the
message (for example, 1ISO-
8859-1)

Body Memo Can hold an arbitrarily large text
file

ToAddress Text 255 To whom the message was sent
(can be null value)

CClList Text 255 To whom the message was
copied

Subject Text 128 The subject sent with the
message

AttachmentName Text 512 Name of attachment sent with

the message

OriginalAttachments Yes/No Indicates whether original
message attachments sent with
this message

FromAddress Text 255 Return address of the mailbox
that the mail has been sent from

Notes Table
The Notes Table stores notes created by an agent.

The following table describes each database item found in the Notes

Table:
Name Type/Size Purpose
ID# Integer (long) The counter (unique value for this
table) (Primary Key)
MsgID# Integer (long) Matches a MsgID in the Messages

table (will always match an
OriginalMessage MsgID) (Foreign
Key)
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Name TypelSize Purpose
AgentlD Text 32 Agent who created the note
Timestamp Date/Time The time this note was saved
Note Memo Can hold an arbitrarily large text file

Events Table

The Events Table contains data corresponding to the Message History
object.

The following table describes each database item found in the Events
Table:

Name TypelSize Purpose

ID# Integer (long) = The counter (unique value for this
table) (Primary Key)

MsglD# Integer (long) = MatchesaMsgID in the Messages
table (will always match an
OriginalMessage MsgID) (Foreign
Key)

RelatedID Integer (long) = For eventsthat refer to arelated
message (for example, forward and
reply events) this matches the MsglD
of the related message.

Timestamp Date/Time The time this event occurred

Event Text 20 Eventsinclude call states (for
example, queued) and message
processing states (for example,
replied)

ReasonCode Text 20 Secondary information about the state
(for example, how the message was
compl eted)
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Name Type/Size Purpose
AgentID Text 32 Applicable to some events (for

example, answered, suspended)

OtherData Text 50 Zero or more pieces of data
associated with the event. Actual data
depends on event. (For example, a
suspend event may include the VDN
to call on expiration of the Suspend
timer.)

Workbench Table

The Workbench Table stores saved versions of composed replies

associated with the message. Since there may be O, 1, or 2 of these per
message and they may be large, they are stored in a separate table and

linked by MsgID. The WorkBench field in the Messages table is a “flag”
as to whether there is a previously saved response. The layout of this tal
is very similar to the Outbound Table (minus the AgentID and

Timestamp).
The following table describes each database item found in the Workbenc
Table
Name Type/Size Purpose
ID# Integer The counter (unique value for
(long) this table) (Primary Key)
MsgID# Integer Matches a MsgID in the
(long) Messages table (will always
match an OriginalMessage
MsglID) (Foreign Key)
OriginalAttachmentID Integer The Message ID of the message
(long) whose attachments have been
included for reply/forward
MessageType Text 8 Can be either “Forward” or
“Reply”
CharSet Text 32 Stores the Character Set of the

message (for example, 1SO-
8859-1)
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Name Typel/Size Purpose

Body Memo Can hold an arbitrarily large text
file

ToAddress Text 255 To whom the message was sent

CClList Text 255 To whom the message was
copied

Subject Text 128 The subject sent with the
message

AttachmentName Text 128 The name of attachment sent

with the message

OriginalAttachments Yes/No Indicates whether the original

Customizing the
Message Care archive
database

message attachments were sent
with this message

Important! Information about database customization refersonly to
the Message Care archive database. Under no circumstances should
you attempt to edit the Message Care active messages database.

Message Care supports the individual retrieval of each stored message. By
using the[Message Care Archive database schema](10-3), you can retrieve
specific pieces of correspondence associated with a message record (for
example, you may wish to retrieve only responses from the consumer).
These consumer responses can than be extracted for storage into an internal
consumer contact database.

Schema information for the archive database can also be used to develop
any data management tools you may need for extracting archived
information for customized reports or porting it to an internal database.

Things to know about managing the Message Care archive database

Message Care gives you the flexibility to move archived messages to the
storage location you specify. With sufficient planning and evaluation of
your data storage requirements, you should be able to avoid the necessity
of moving archived databases due to space limitations.

However, should it become necessary to move or copy Message Care
databases, these activites should only be undertaken by personnel who
possess appropriate training and knowledge of the Microsoft Corp.
Microsoft® SQL-Server database management system.
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Searching multiple archives

The search capabilities provided by the Message Care Web pages will
search only the current message storage system and a single archive.
Searches on other archived messages must be provided by you.

For additional information on database archiving, seelArchive message]
[records] (12-28).

U
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The ICMS database
Overview

Purpose This section contains the tables and items that support the CentreVu CMS
enhancements for the Internet Call Center (ICC).

Note that database tables and itemsthat are standard to CentreVu CMS and
CentreVu Supervisor are described in the standard CentreVu CM S and
CentreMu Supervisor documentation.

Audience Thissection isintended for system administrators, call center supervisors,
or anyone involved in setting up reports or maintaining database items.

Contents Thefollowing ICMS database tables are described:
. 10-16
e [ivdn table] (10-17)
.
.
.
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About the page table The "page" table stores URL and page hit information. This information,
based on data embedded in the | CC-enabled Web pages, is sent to
CentreVu CM S any time the page is loaded for viewing.

The following five table names are associated with the page table and
identify the real-time, interval, daily, weekly, and monthly tables
respectively:

e r_page: real time
 c_h_page: interval
 c_d_page: daily

e c_w_page: weekly
e C_m_page: monthly

Database items in the page table
The following database items are contained in the page table:

* page_url
e page_hits
« row_date
e  starttime
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Ivdn table

About the idvn table The"ivdn" table stores information associated with aVDN/URL pair such
as the number of calls offered by the ITG and the number of callsturned
away for variousreasons. Thisinformationis sent to CentreMu CM S by the
ITG.

The table names are as follows:
e r_idvn: real time

e ¢_h_idvn: interval
 c_d_idvn: daily
 c_w_idvn: weekly

e c_m_idvn: monthly

Database items in the idvn table
The following database items are contained in the idvn table:
 page_url

e vdn

e icalls_offered

e pri_limit

e phantom_limit

e vector-discon

e vector_busy

e ivoice_limit

e acd

e row_date

e starttime
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pagesum view

About the pagesum view The "pagesum" view is generated from the data in the page and ivdn
tables. This view sums the number of callsfor each URL.

The table names are as follows:
e r_pagesum: real time
 h_pagesum: interval

e« d_pagesum: daily

* w_pagesum: weekly

*  m_pagesum: monthly

Database items in the pagesum view
The following database items are contained in the pagesum view:

e« page_url

e icalls_offered
e page_hits

e pri_limit

e phantom_limit
e vector-discon
e vector_busy
e ivoice_limit

e acd

« row_date

e  starttime
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vdnsum view

About the vdnsum view The"vdnsum" view is generated from the data in the page and ivdn tables.
This view sums the number of calls that were processed and denied for
each VDN.

The table names areas follows:
e r_vdnsum: real time

e h_vdnsum: interval

* d_vdnsum: daily
 w_vdnsum: weekly

* m_vdnsum: monthly

Database items in the vdnsum view
The following database items are contained in the vdnsum view:
« vdn

* icalls_offered

e pri_limit

e phantom_limit

* vector-discon

e vector_busy

e ivoice_limit

e acd

e row_date

e  starttime
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pagevdn view

About the pagevdn view The "pagevdn” view is generated from the datain the page and ivdn
tables.

The table names are as follows;

r_pagevdn: real time

h_pagevdn: interval
« d_pagevdn: daily

* w_pagevdn: weekly
* m_pagevdn: monthly

Database items in the pagevdn view
The following database items are contained in the pagevdn view:

e vdn

e icalls_offered
e pri_limit

e phantom_limit
e vector-discon
e vector_busy
e ivoice_limit

e page_hits

e acd

« row_date

e  starttime
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11  Web page guidelines

Overview

Purpose The purpose of the Web page guidelinesis to discuss the enhancements
you can make to your CentreMu® |nternet Solution Web pages.

Audience Thischapter isintended for supervisors, system administrators, and
persons responsible for designing and implementing Web pages for an
Internet Call Center (1CC).

Contents The following information is presented in this chapter:
i [About Web page guidelines|(11-2)




Web page guidelines

About Web page guidelines

CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

11-2

About Web page guidelines

Overview

Where can | find
documentation for Web
page design?

Contents of Web page
design documentation

The documentation for Web page guidelines is Web-based; therefore, you
can view it from an Internet browser such as Microsoft Corp. Microsoft®
Internet Explorer or Netscape Communications, INetscape®
Navigator. The Web-based documentation provides guidelines and
working examples for designing, creating, modifying, or enhancing Web
pages to work in conjunction with the CentreVul nternet Solution.

The documentation for Web page guidelinesislocated on the ICC R4.0
CD-ROM. During the ICC installation, you will be given the opportunity
to install the documentation. If you do not wish to install the
documentation during the install, you can refer to it directly from the ICC
R4.0 CD-ROM at alater time.

The Web page design documentation provides the following information:
e “Setting up your Web site” section
»  This section provides the following information:

— Parameters that are required to set up your agent login Web
page (some optional, but very useful, parameters are also
included)

— Parameters that are required to set up your consumer Web pa
(some optional, but very useful, parameters are also included)

—  Browser diagnostics—which include procedures to implement
an automatic mechanism that detects whether JavaScript and

Sun Microsystems, Indava™ are enabled on your browser
— How to display other Web pages or execute CGl scripts for

various event and error conditions (for example: Incoming Call

Queued, Call Answered, Call Limit Reached, and so on).
 “Enhancements to Web pages” section
e This section provides the following information:

— An overview on how the ICC launches Web pages with the
correct attributes and language

— Information on how to view Web page and frame source

— How to customize the appearance of the agent and caller apple

to meet your call center needs

— How to add languages other than the languages the ICC
solution provides
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How to implement Agent guides—agent guides are customizak
scripts that an agent can follow for a given call situation

How to implement canned phrases (for text chat)—a canned
phrase is a shortcut to a text chat message that an agent can
while conversing with a customer via text chat

How to enable file transfer—file transfer enables a caller to
download a file from your call center's File Transfer Protocol
(FTP) server

How to implement side-by-side comparison—side-by-side
comparison enables your customers to examine the differences
similarities between two sets of data by looking at a single Wel
page

How to implement Web-based “infomercials” using the existing
PagePop feature—infomercials provide information to callers
while they are waiting to be connected to an agent

How to implement arenas—arenas are based on the assumpiti
that a call center may be a service provider for other companie
Web sites, or that a single call center may process calls for
several families of products or services

How to use the Virtual Conference feature—\Virtual Conference
is a real-time communication feature that enables you to perfor
presentations over the Internet in a flexible "slide show" format
while maintaining an interactive dialogue with your participants

L]
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12  Monitor and maintain the
CentreVu® Internet Solution

Overview

Purpose The purpose of the following information isto cover basic monitoring and
mai ntenance tasks.

Audience Thisinformationisintended for system administrators, support personnel,
and anyone who wants an overview of monitoring and maintaining the
CentreVu Internet Solution.

Contents  This section contains information about the following:
i [Monitoring and maintaining the ITG, ICM and CTI|(12-2)

¢ |Maintain the Message Care system|(12-16)
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Monitoring and maintaining the ITG,
ICM and CTI

Purpose The purpose of this section isto provide information about supporting the
following:

. [Supporting the ITG|(12-3)
. [Supporting the ICM server|(12-5)

. Supporting the CTI process|(12-12
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There are multiple access methods available to the ITG server. These
methods are listed below and described when appropriate.

Call center and Lucent support personnel should determine which access
methods they use from the following:

* Console connected to the serial port on the Central Processing Un
(CPU) card (a special cable shipped with the ITG is required for thi
method)

* Terminal connected over a Local Area Network (LAN)

*  Remote terminal connected through the Remote Maintenance Boa
(RMB)

The ITG has one main log file where all system processes log informati
about call progress or system status. The log file nahogfiteO and it is
located in thémmcs/log directory on the ITG. This file can hold 10MB of
data. At greater than 10MB, logging continuetogfilel. When logfilel
reaches its maximum capaciltygfileO is cleared and again used for
logging.

The log file is not intended to be readable, easily understood, or for gene
consumption. It is a software development log that provides cryptic
descriptions of what is occurring, and it is useful for software developers
determine the cause of a problem. Logging levels can be turned up and
down for specific processes during operation. Turning logging levels up
not recommended, but it may be needed when troubleshooting a problem

The following command allows the MIP process to log all of its
information:r eset | evel =mask | oc=M P. The following command
turns the MIP logging level down to its default logging levekset

| evel =mask | oc=M P t ype=DEBUG LVL2: DEBUG LVL3

enabl e=of f .
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Status on the ITG  Numerous commands exist on the ITG for obtaining status information.
Some useful commands for an |CC environment are shown below:

e showust at us—shows the current status of processes running on thi
ITG, and overall system status (for example, IS=In Service,
OO0S=0ut of Service, OOS-FLT=0ut of Service due to a fault).

e showal ar m—lists any alarms on the server. This command can alsc
give information about repair actions for the alarm.

*  showdp—shows the current dial plan administration.

e showpri—displays the current PRI interface administration and
status.

*  showpt g—displays current PRI trunk group administration, channel
status and usage.

Refer to thdnternet Telephony Gateway Technical Reference Issue 2
(555-027-212) document for detailed information and additional

commands.
L]
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Supporting the ICM server

Access to the ICM server

The following are access methods to the ICM server. The support
capabilities differ depending on the access method.

. ICM server
e Telnet session
« [Remote access through Symantec CorporgisiNYWHERE®)

ICM server

The most complete support access is available from the console termin
and keyboard on the ICM server. This displays the Internet Call Managge
Control Window. This control panel displays the ICM log file, controls th
logging level of this file, and allows an administrator to enter commands
obtain status information.

To access the Internet Call Manager Control Window from the ICM serve
do the following:

1. Click on the Microsoft CorpMndows® Start button, and then click
on the Lucent ICM_CTI menu entry.

2. Fromthe Lucent ICM_CTI menu entry, click on the Lucent Internet
Cal Manager entry.

The Internet Call Manager Control Window appears.

Telnet session

Another support access method is atelnet session from another server with
LAN access into the maintenance and administration ICM Utility
Connection port 8104 supported by the ICM application onthe ICM server.
In amanner similar to the control panel, the ICM log is actively displayed
and commands can be entered.

An example of accessto the ICM server over port 8104 is asfollows:
1. OnITG server, enter:

tel net <address of |ICM server> 8104

id mce ext none
2. After no response or a prompt, enter:

pat chnei n
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The ICM log file begins to display as the information is logged.
Commands can be entered at any time (see[Commands on the ICM|
[server](12-9)). The session can be ended by normal telnet termination

(press the tilde “~” followed by a period “.”) or by using the status
command.

Symantec Corporation pcANYWHERE

The Symantec Corporatigpt ANYWHERE package (and modem) allows
full access to the ICM server functions and all ICM commands. The
Symantec CorporatigogcANYWHERE package is required for full-remote
support of the ICM server.

The following illustration provides an example of the Internet Call
Manager Control Window:

E"galntemel Call Manager - Controller

Log Display Shutdown Help

Lucent Technelogies
BellLabsInnovations

é Internet Call Manager Control Window

Enter |
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Thelog file available on the ICM server isthe icmlog.txt whichis
maintained in the c:\itg (default) directory. Oncethislog file reaches 3MB,
itis copied to the icmlog.bak file and logging continues in the icmlog.txt
file.

Thelog file contains all eventsthat occur for agent login, caller access, and
agent/caller interactions. Thelog file also contains the results of any status
commands executed.

Information contained in the log file is not intended for general
consumption. It isuseful for experienced support personnel to obtain status
information and call events from the server. Information logging levels can
be controlled from the drop-down menu on the Internet Call Manager
Control Window menu bar (see Status on the ICM server (12-7)) or from a
remote command over the telnet (patchmein) session from the ITG(see
[Commands on the ICM server](12-9)). The normal logging level displays
errors and connection events as agents, callers, or callsinteract with the
ICM application. The debugging logging level displays all the events that
occur for an agent , calleror call.

Status information available on the ICM server consists of the current
agent , callerand call connections maintained by the ICM application.

The following table describes each menu item in the Log menu:

Menu ltem Description
Normal Changes the ICM logging level to less detail.
Debug Changesthe ICM logging level to more detail.
Chat Displays text chat dialogs. | CC writes the chat
dialogsto the ICMIog (
i cm og. t xt

).



Monitor and maintain the CentreMu® Internet Solution

Supporting the ICM server

Display menu

Menu Item

Agents

Cdls

Connections

Licenses

Parameters

Shutdown menu
Shutdown menu:

Menu Item

Incoming Calls

Help menu

Menu Item

Version

Commands
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The following table describes each menu item in the Display menu:

Description

Displays information about the agents that are
logged in to the CentreVu Internet Solution.

Displays the current calls that are known to the
ICM application. Also displays the connection 1D
of the parties on the call.

Displays al the available agents and callers that
are known to the ICM application. A connection
ID isgiven for each and may be useful for
following all the eventsfor that ID or for
subsequent commands.

Displays the license configuration along with the
total number of active calls for each license type.

Displays the administration parameters.

The following table describes the Incoming Calls menu item in the

Description

Enables you to gracefully shut down the ICM.
By checking the I ncom ng Cal I s menu
item, the ICM will not allow any type of real-
time call to be processed.

The following table describes each menu item in the Help menu:

Description

Displays the version information of the ICM
process.

Displays alist of valid commands that you can
enter over atelnet session.
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Commands on the ICM  You can enter commands over atelnet session to the maintenance and
server  administration port of the ICM application. These commands are intended
for use by experienced support personnel to help monitor and troubleshoot
the ICM application on the ICM server.

ICM server commands are identified in the following table:

Command Description

O ose <connection | D> Clears (drops) the identified
connection.

debug <on/ of f > Changes the ICM logging level for

more/less detail .

di splay calls Displays the current callsthat are
known to the ICM application. Also
displays the connection ID of the
parties on the call.

di spl ay connections Displays all the available agents and
calersthat are known to the ICM
application. A connection ID isgiven
for each and may be useful for
following all the eventsfor that ID or
for subsequent commands.

di splay |icenses Displays the license configuration
along with the total number of active
callsfor each license type.

sendagents <text> Broadcasts text to all active agents
control windows.

sendto cti |ogout <agent Forces the logout of the indicated

ext ensi on> <group agent in the call center through the

ext ensti on> <agent id> CTI process. The <group extension>

istypicaly "none."

di spl ay agents Displaysinformation about the agents
that are logged in to the CentreVu
Internet Solution.

di spl ay counts Displays information on the current
number of calls.
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Description

Displays the service state of each
ITG.

The service states are;
e [INSERV—ITG is in service and
accepting calls

e OOS—ITG is out of service and is
safe to shut down.

¢ FOOS—ITG is not connected to the
ICM

* MANOOS—ITG is out of service,
but still processing an active call(s).

The following commands are used for remote connections only. Do not use
these commands in the ICM server text box.

i f <description> <type>

<par anet er >

pat chnei n

| dentifies the incoming connection
over the administration and
maintenance port. Useonly: id mtce
ext none.

Directs ICM log file output to the
administration and maintenance port
and recognizes commands over this
port
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The Help menu contains two menu items: Version and Commands. The
Version menu item displays ICM version information and the Commands
menu items lists all the available ICM commands.

The Shutdown menu is used to gracefully shut down the ICM (and/or to
shut down individual ITGs[in amulti-ITG environment] that are
controlled by the ICM). The Shutdown menu consists of two or more menu
items:

Incoming Calls—to shut down the ICM, check the Incoming Calls
menu item. When the Incoming Calls menu item is checked, the IC
will not allow any type of Internet call to be processed. For example
when a call comes in from the Internet, the “outofservice” web page
will appear on the caller's browser along with an “out of service”
message on the Caller Control Window and the connection will be
terminated.

To inform all agents that you are going to shut down the ICM, use tl
sendagent s command. To ensure that there are no active calls pri
to shutting down the ICM, use tdéspl ay gat eways command.

Itg #x through Itg #x (where x equals the number for the administer:
ITG)—to shut down an individual ITG, select the appropriate ITG
from the list of ITGs. When a specific ITG is shut down, all calls are
then routed to the other administered ITGs. If you shut down all ITG
the ICM will operate as if it has run out of voice capacities. Howeve
Text Chat calls will still work providing the ASAI Phantom Call
feature is available.

To check the status of the ITGs, usedhepl ay gat eways
command.

To put an ITG back in service, uncheck the appropriate ITG from tr
list of ITGs.

Refer to thdnternet Telephony Gateway Technical Reference | ssue 2(555-
027-212) document for information and additional commands.

L]
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Supporting the CTI process

Overview Various commands and log files are available for monitoring and
maintaining the CTI process for the CentreVu I nternet Solution.
Monitoring and maintaining the CTI process is conducted through the
Internet CT1 Manager Control Window. This section describes how to
monitor and maintain the CTI process and al so references commands and
log files. Refer to the Internet Telephony Gateway Technical Reference
Issue 2 (555-027-212) document for more information.

Access to the Internet  To access the Internet CTl Control Window, do the following:

CTI Control Window 1. Click onthe Microsoft Corp. Windows Start button, and then click on
the Lucent ICM_CTI menu entry.

2. Fromthe Lucent ICM_CTI menu entry, click on the Lucent Internet
CTI Manager entry.

The Internet CTI Control Window appears.

lllustration The following illustration provides an example of the Internet CTI
Control Window:

Egalntemet CTI Manager M=] E3
Loy Dizplay Updste Help

0 Internet CTI Conirol Window

Lucent Technclogies
BcllLabsInnovation:

Enter |

=
1 | »
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Log files on the CTI Thelogfileavailable on the ICM server for the CTI processisthe ctilog.txt
process  whichis maintained in the c:\itg directory (default). Once thislog file
reaches 2MB, it is copied to the citlog.bak file and logging continuesin the
ctilog.txt file.

Thelog file contains all eventsthat occur for agent login, caller access, and
agent/caller interactions. Thelog file also contains the results of any status
commands executed.

Information contained in the log file is not intended for general
consumption. It isuseful for experienced support personnel to obtain status
information and call events from the server. Information logging levels can
be controlled from the drop-down menu on the Internet CTI Manager
Control Window.

Commands on the Commands are available on the CTI process through the Internet CTI
Internet CTI Control  Control Window. These commands are intended for use by experienced

Window g 5n0rt personnel to help monitor and troubleshoot the CTI application.
The Internet CTI Control Window commands are identified in the
following table:

Command Description

di spl ay acds Displaysthelist of ACDs that are being
monitored for agent state changes
(Monitored ACD Extensions) and alist
of ACDs being monitored for call state
changes (Called ACD Extensions).

di spl ay admi nistration Displays the administration parameters
the CTI process uses for establishing a
connection to the Telephony Server and
displays the version of the JTAPI client.

di splay calls Displaysthe callscurrently being tracked

by the CTI process. Callsin the CTI
process are stored by both the JTAPI
CALL object (ICM CallsIn Cal Hash
Table) and by the ICM call ID (ICM
CallsIn ICMCalID Hash Table).
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di spl ay connecti ons

di spl ay phant onExt s

updat e noni t or Acds

updat e tserver Admin

ver si on

commands

qui t

stop

Reset
Sendl CM nmessage]
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Description

Displays the status of the ports on which
the CTI process listens for connections.
The CTI process listens on a port for the
ICM process and listens on another
maintenance port which is used to
control the CTI processwhen itisrun as
an NT service.

Displaysthelist of phantom extensions
the CTI process usesto launch calls. The
"Message Type Phantom Extensions" are
for Message Care™ calls and the
"Chatter Type Phantom Extensions' are
used for ICC chat calls.

Causes the CTI processto reload the list
of “Monitored ACD Extensions" from
the ctiparms.txt file.

Causes the CTI process to resynchronize
the set of valid devices with ti@entreVu

CT server. This must be done if the
CentreVu CT server administration is
changed after updating the CTI process
administration for phantom extensions or
monitored ACD devices. This command
drops active calls.

Displays the version information for the
CTI process.

Displays the list of valid commands.
Causes the CTI process to stop.
Causes the CTI process to stop.
Causes the CTI process to reset.

Sends the ICM process the indicated
"message" string.
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Updating devices in the CentreVu Computer-Telephony server

Preferred method The preferred method for updating devices (for example, phantom
extensions and monitored hunt groups) isto update the CentreVu
Computer-Telephony server and then update the CentreVu Internet
Solution Administration Web pages.

What happens when you If you do not follow the preferred method and attempt to update devices
do not update devices ysing the Administration Web pages, the CTI process will be informed of
using the preferred  yha yndate: however, the CentreVu Computer-Telephony server will not be
method? .
informed of the update.

To ensure the CentreMu Computer-Telephony server isaware of the update,
you will have to do the following:

1. After you have updated devices using the Administration web pages,
update the CentreVu Computer-Telephony server.

2. Initiatetheupdat e t server Adni n command.
3. You can initiate this command using one of the following methods:

*  Open the CTI Manager. From the Update menu, select the
tserverAdmin menu item. Selecting the tserverAdmin menu itel
updates th€entreVu Computer-Telephony server with the
correct information.

*  From the CTI Administration Web page, selectlthpelate

Tserver link.
L]
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Maintain the Message Care system

Overview

Purpose The following information explains how to manage the Message Care
system software. Theinformation includes recommended scheduled
mai ntenance information.

Contents The following items are covered:

e [Introduction to the Remote Maintenance Monitor|(12-17)
e |[Introduction to the Work Flow Manager (WFM)[(12-19)

e [Perform a graceful shutdown|(12-23)

e |Recommended scheduled maintenance|(12-25)

[Back up Message Care files|(12-27)

*  |Archive message records|(12-28)

e [Managing and updating the dictionary|(12-32)

e [Prevent overflowed messages|(12-33)

*  [Clean up the temp directory|(12-36)

* |Clean up the winnt\system32\Lodfiles directory|(12-37)

*  |Check the performance characteristics of your system|(12-38)
*  |Check NT server performance|(12-39)
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| ntroduction to the Remote Maintenance Monitor

About the Remote The Remote Maintenance Monitor isan NT servicethat startswhenthe NT

Maintenance Monitor  server boots. The Remote Maintenance Monitor checks processes and

critical system resources for the Work Flow Manager and the Mail
Manager to ensure the system is working properly. The Remote
Maintenance Monitor monitors virtual and physical memory and all local
hard drives by using threshold limits.

The following table provides threshold limits for virtual and physical
memory and local hard drives:

System Resource Minor Alarm Threshold  Major Alarm Threshold

Virtual Memory 10 Megabytes of space 5 Megabytes of space left
left

Physical Memory 5 Megabytes of space 2.5 Megabytes of space
left left

Hard Drives 10 Megabytes of space 5 Megabytes of space left
left

Fault notification If serious failures occur that may lead to Message Care's inability to

perform its function, Message Care will provide afault notification in the
form of an email. The Remote Maintenance Monitor sends email alarmsto
the email address administered inthe Al arm Emai | Addr ess field
located on the Message Care System Options Web page. Each email alarm
will state the problem and point you to the maintenance-alarms.txt file for
corrective action.

Message Care will send fault notification messages for the following
conditions:

When virtual and physical memory fall below the threshold
*  When local hard drives using threshold limits fall below the thresho

*  When a monitored process does not start upon system restart with
five minutes of the Remote Maintenance Monitor restart

*  When any reported error condition clears
«  When Work Flow Manager and Mail Manager processes stop.
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Logging errors  Message Care will record an entry in the Remote Maintenance Monitor
error log for the following conditions:

e |f adestination email address or message originator are not
administered

*  WhenMessage Care processes start and stop

The Remote Maintenance Monitor retains error logs for up to seven day
After seven days, the Remote Maintenance Monitor discards the error
logs.

Remote Maintenance Monitor error log files
The Remote Maintenance Monitor has the following error log files:

*  mmMMDD.txt—for the maintenance monitor service. The
mmMMDD.txt file provides a listing of alarms and a corrective
action for each alarm that is reported by the Remote Maintenance
Monitor.

e« wfm feMMDD.txt —for the Work Flow Manager
« mmg_feMMDD.txt —for the Mail Manager
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Introduction to the Work Flow Manager (WFM)

About the WFM Control Important! Review the readme.txt file located in the Message Care
Window installation directory. The readme.txt file includes late-breaking
changes to and news about the Work Flow Manager.

The WFM Control Window contains several menu items to help you
maintain your Message Care system.

Illustration
The following is anillustration of the Work Flow Manager Control
Window:

E%Message Care Work Flow Manager - WorkFlowMan M= E

Log  Display  Maintenance  Help

Message Care Work Flow Manager Conirol Window

Enter |

=
1| | »

Log files for the Message The error log file where Message Care application errors are logged is as
Care system  follows: \mcerrorlog.txt file (where the default installation directory is:
c:\Program Files\MessageCare)

For more information about the Message Care error log, see
[Care™ error logs|(14-2).
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Log menu The following table describes each menu item in the Log menu:

Menu Item Description

Normal Changes the WFM logging level to less detail.
(Default=Norma

1)

Debug Changes the WFM logging level to more detail.

Display menu The following table describes each menu item in the Display menu:

Menu Item Description

Queues Displays the Hash, Retrieval, WaitL aunch, and
Suspended queues.

Hash Displays information about all messages known to
the WFM.

Retrieval Displays messages on the retrieval queue. The

Retrieval queue contains messages that agents have
requested for retrieval that are waiting to be
launched.

Wait Launch Displays other messages (non- retrieval messages)
that are waiting to be launched.

Suspended Displays messages that are suspended.
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Menu Item Description
Cal Lists all message calls placed by Message Care to
the DEFINITY® . Thisincludes both message calls

in the launched state and active state.

The Call menu item also displaysthe current license
values and administered limits.

Cdlinfo Prints the following:

Max Simultaneous Calls—the number of calls the
WFM will allow to be active. The WFM uses the
number you have administered in the Max

Si nmul t aneous Message Call s field on the
System Options Web page and the license limit you
have purchased to determine this number.

Current Simultaneous Calls—current number of
active calls

License Call Limit—number of calls allowed by the
license

Administered Call Limit—number of calls you
administered

Maintenance menu The following table describes each menu item in the Maintenance menu:

Menu Item

Description

Stop Mail Manager Service Stops the Mail Manager service.

Stop Mailbox Polling
Start Mailbox Polling

This service can be restarted from
the Microsoft Corp. Windows NT®
services menu.

Stops the polling of mailboxes.

Starts the polling of mailboxes

Stop Workflow Manager Stops the WFM. Note, that this

stops the WFM process not the
WFM service in the Microsoft
Corp.Windows NT services menu.
This service can be restarted from
the Microsoft CorpWindows NT
services menu.
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Menu Item Description
Stop Call Launch Drops the current launched calls
and stops the launching of new
cals.
Start Call Launch Starts launching of new calls.

Help menu The following table describes each menu item in the Help menu:

Menu Item Description

Version Displays the version information for the WFM.

Commands Displaysthelist of valid WFM commands.
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Perform a graceful shutdown

Shut down the Message To gracefully shut down the Message Care system, do the following:
Care system

1 Usethe WFM Control Window to do the following. See[introduction to]
[the Work Flow Manager (WFM)](12-19) for information about the WFM.

*  Stop Mailbox Polling —this menu item from the Maintenance menu
stops polling.

e  Stop Mail Manager Service—this menu item from the Maintenance
menu stops Mail Manager service.

»  Stop Call Launch—this menu item drops message calls currently ir
the Launched state and will prevent new message calls from being
launched. The Stop Call Launch menu item does not affect messa
calls that are active.

2  From the Display menu in the WFM Control Window, monitor agent
progress using the Callinfo menu item. The number listed for Curre
Simultaneous Calls provides the number of message calls currently
active.

3 When the number of active message calls reaches zero, stop the W
To stop the WFM, select the Stop Workflow Manager menu item fror
the Maintenance menu in the WFM Control Window.

4  Stop the Lucent Work Flow Manager services by doing the following

From the Control Panel, select Services.
*  Click on the Lucent Work Flow Manager, and then click Stop.
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5  Stop the Maintenance Monitor service by doing the following:

*  From the Control Panel, select Services.
*  Click on the Lucent Maintenance Monitor, and then click Stop.

6  Stop the IIS Web service.

END OF STEPS



Monitor and maintain the CentreVu® Internet CentreVu Internet Solution Guide, 585-215-025
Solution Issue 2, October 1999

Recommended scheduled maintenance 12-25

Recommended scheduled maintenance

Introduction  To ensure optimum system performance, we suggest that you adhere to the
recommended scheduled maintenance.

The following table provides the recommended scheduled maintenance:

Maintenance Schedule

Backup Message Carefiles. Performthe = Ongoing backups—as needed.
following two levels of backups:

e After installing Message Care,
backup all Message Carefiles. See

[Back up Message Care files|(12-27)

for alist of filesto backup.

* Ongoing backups—message storage
system and the SpellServer/dict.txt
file.

Use the Microsoft CorgMicrosoft®
SQL server utilitiesto back up your
message storage system.
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Schedule

How often you archive your Message Care
database depends on the size of your
database and the size of your messages.
When you receive adatabaseis full alarm,
you should consider archiving your
database especiadly if the alarm is a90%
full alarm. Run the archive when your
system load is low.

Below are some figures to help you determine

when to archive your MCM essages database:

*  Archiving 30,000 records (database size
600 MB) on a server where only the
archive software is active (that isno
Message Care related services are
running) takes approximately 4 hours.

*  Archiving 30,000 records (database size
600 MB) while Message Care is active
with eight agents processing about 400
messages per hour takes approximately 8
hours.

Based on the above information, the
MCMessages and MCArchive databases
should grow no larger than 30,000 records.

As needed.

When overflow queue exceeds 5,000
messages.

Remove files that are over a week old.

Either disable logging or clean up files an
a daily basis.

Check performance characteristics oft least once a month or more frequently

your system

Backup log files

as needed. For example, if you are
experiencing an increase in mail volume
then you may want to check system
performance more than once a month.

As needed.
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Back up Message Carefiles

Why backup Message Backing up your datais an important aspect of maintaining your system
Carefiles? and data. Regular backups provide away to recover data that would
otherwise belost or damaged. A backup copiesthe data stored on your hard
disk to atape. The tape can then be used to restore your dataif the need
arises.

How do | back up A backup isachieved by copying filesto a specified location. You can
Message Carefiles? hackup your files located on your hard disk to tape through an application
such as Microsoft Corp. Microsoft Windows NT Backup found in the
Microsoft Windows Explorer.

The following files should be backed up after you install Message Care:

* msgcare.ini—this file is located in the Microsoft Corjpdndows NT
directory

o itg\itgparms.txt, Message Care\parms.txt anditg\icmparms.txt files
* license.dat

e itg\admin\msgcare\MCAdministration.htm

o SelServer\dict.txt

*  Message Care\wwwAscripts\imc_agent.asp andMessage
CarelwwwAscripts\imc_admin.asp

How do | back up the Microsoft Corp.Microsoft SQL-Server provides special utilities for
message storage database backup. You can learn more about these utilities by referring
System?  your SQL-Server hard copy documentation or usingstheks Online
documentation included with the database software.

To access thBooks Online documentation:

* click the Start button on the Microsoft Colgicrosoft Microsoft
Corp.Windows NT desktop, select Microsoft SQL-Server 7.0

. then select Books Online

After you have opened Books Online, you can search for general
information about backing up databases by entering the keywords “back
up” in the index search window. To obtain information about setting up
automated backups on a regular schedule, use the keywords “Databas:
Maintenance Plan Wizard”.
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Archive message records

Why archive message The size of the active message database is eventually limited by the

records?

Planning

Archiving options

available storage capacity of the system, and excessively large databases
can have a harmful impact on system performance. Because of these
factors, you should monitor the size of your database and periodically
create an archive of message records.

Planning the timing of your archive isimportant because the Message
Care archiving process can slow performance of the Message Care
system. You must also keep in mind the capacity constraints of the
Message Care database. As the capacity of the database is reaching its
maximum, Message Care will generate alarms. Message Care generates
alarms at 80%, 90%, and then 95% of the database’s capacity. When the
maximum capacity of the database is reached, Message Care will stop
polling for messages. More information about capacity constraints can be
found in[CentreVu Internet Solution capacities] (1-5).

Before performing an archive, verify that there is sufficient free disk
space for the archive database in the location you select for storage. The
exact amount of space required depends on the number and size of
messages that will be archived. The maximum required archive database
space will not exceed the size of the active message database.

Message Care provides you with two archiving methods:

e Archive from the graphical user interface (GUI).
[archive from the Archive Utility window](12-29) for procedures on
running an archive through the GUI.

*  Archive from the command line interface. You can use this method
to schedule an archive. (9@en an archive using the command|
[linel (12-29) file for procedures on running archives from the
command line interface.)
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Perform an archive from You can perform an archive operation at any time by using the simple

the Archive _Uz”ty graphical user interface provided by Message Care for this purpose.
winaow

1  FromtheMicrosoft Corp. Windows NT desktop, click on the Start button
and select L ucent Message Care.

2  Sdect MCArchive.exe.

Result: The Message Care R4 — Archive Utility window appears.

3 Enter your archiving criteria (number of days messages have been
closed, blocked, and failed), and then click on the Archive button to st
the archiving process.

The archive utility will display the number of messages that have be
successfully archived while the archive is in progress.

END OF STEPS

Run an archive using the To perform an archive using the command line, do the following:
command line

1 Openthe MS-DOS Command Prompt window.

2 Navigate to thébin directory undeProgram Files\MessageCare.

3  Type the following commandicar chive /i <# of days>

If you do not enter th¢i variable, then the Archive Utility window
appears.

# of days = the number of days for which you are archiving closed,
blocked, and failed messages.

For exampleg: \ >Pr ogr am
Fi | es\ MessageCar e\ bi n>ntarchive /i 7

END OF STEPS
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You can cancel an archive procedure at any time after it has been initiated
by clicking on the Cancel button. However, if you decide to terminate the
process before all of the messages have been archived, be aware that the
sequence in which messages are archived depends only on their storage
location on the disk drive used for the active messages database.
Therefore, cancelling an archiving procedure after only a portion of the
messages have been stored in the archive database does not mean that
those messages archived before cancelling comprise the oldest records.

Important! If you are using the command line interface and end
the archive process through the Task Manager, then successful

archive completion is not guaranteed.
L]
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To efficiently maintain your archived records, Message Care Release 4.1
enables you to run multiple archives. For example, instead of continuoudy
appending records to your current MCArchive database, you can rename
and move your MCArchive database, and then archive additional records
to anew MCArchive database. You can run archives as often as you feel
necessary.

After you have run your first archive, you must prepare your environment
to run additional archives. You do this by running the Message Care
archive scripts. The MCATrchive scripts help you set up your archive
environment so that you can create more than one archive instead of
appending records to a single archive database.

Each script automatically performs or asks you to perform a specific
function. These functions are described below:

*  Function 1 (script nam@&etachMCArchiveStepl.sgl)—this script
locates your current MCArchive database files, changes the
MCArchive databases into single user mode, and then detaches th
MCArchive database from the SQL server.

*  Function 2 (script name:
MoveAndRenameToMCArchiveMMDDYYSep2.sgl)—this script
explains how to move and rename €Archive_data.mdf and
MCArchive log.ldf files associated with the detached database.

*  Function 3 (script naméttachMCArchiveMMDDYYSep3.sgl)—this
script attaches the renamed MCArchive database files to a new
archive database.

*  Function 4 (script nam&lewMCArchiveStep4.sgl)—this script
explains the functions you must perform to create a new MCArchiv
database so that you can run another archive.

Location of archive scripts

You can find the archive scripts in the following folderogram Files-
>Message Care->SQL Tools->Utils->Multiple Archives

For instructions on how to run the archive scripts, seectune.txt file
located inProgram Files->Message Care-> SQL Tools->Utils->Multiple
Archives.

The archive scripts also contain detailed information and instructions.
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Managing and updating the dictionary

About Message Care provides controls to create a text message response to the
consumer with spell checking utilities. The spell checker identifies words
that are not in the spell check dictionary and allows you to either edit the
word or ignore the word. The spell checker also allows an agent to add
new words to the dictionary. Periodicaly, the dictionary file needsto be
managed and updated.

How to manage ar_1d To edit the dictionary file, do the following:
update the dictionary file 1. Stop the spell server (through the NT services control panel)
2. From the Message Care directory, edit \bin\Spell Server\dict.txt

3. From the Message Care directory, remove or rename
\bin\Spel | Server\sndspell.jdp

4. Restart the spell server.
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Prevent overflowed messages

What is an overflowed An overflowed queue is a message state given to messages being managed
queue? py the Message Care software while waiting to launch acall to DEFINITY
ECS. For example, if thereisalack of facilities to launch message calls or
if vector programming in the DEFINITY ECS restricts the number of calls
that may be queued for a specific agent skill set, the calls are delayed and
wait in the Overflowed state.

Overflowed messages cause distortion in CM S statistics, since CM S can
track messages starting only at the DEFINITY ECS.

Why manage the If the queue size becomestoo large (for example, several thousand
overflowed queue? messages), operational efficiency is compromised because the queue
management begins to utilize extensive CPU resources.

How Message Care helps Message Care provides a queue management structure that is based on four

you manage the  overflow queue transition levels.

overflowed queue _ . -
a The following table describes the four overflow queue transition levels:

Level Value Description

Green 3000 The system iswithin acceptable overflow queue
levels.

Yellow 4000 The system has entered a potential problem
gueue level.

Red 6000 The system has entered a problem queue level

and Message Care disables polling for new
message calls on all POP3 mailboxes.

Resume 5000 The system reaches a value between the yellow
value and the red value. Polling automatically
begins when queue levels reach this value.



Monitor and maintain the CentreVu® Internet Solution CentreVu Internet Solution Guide, 585-215-025

Prevent overflowed messages

Overflowed process

Issue 2, October 1999
12-34

Transition alarms

Message Care generates transition email alarms and records entriesin the
error log in the following situations:

* Each time the overflowed queue exceeds a threshold value

*  When the overflowed queue falls below the Resume threshold valu
and polling resumes

*  When messages continue to be submitted five minutes\éétsage
Care disables polling on all POP3 mailboxes.

If this situation occurs, you should stop the Mail Manager Service tc
investigate the problem and to prevent a system crash due to an
unmanageable amount of messages.

*  When theMessage Care system restarts and resumes polling
(Message Care will resume mailbox polling only when the number
of messages in the overflowed queue is below the red threshold
value)

Message Care sends the transition email alarm to the email address
administered in the Alarm Email Address parameter on the Message Ca
System Options administration Web page.

The transition email alarm notifies you that the queue has transitioned
from one level to another level. When you receive a transition email alart
from green to yellow you should investigate why so many of your
messages are queuing (seerflowed process (12-34) for information on

why messages may be queuing). The goal is to reduce the queue size
before it reaches the red level and polling stops.

When a facility becomes available, thiessage Care software delivers
messages using a selection process according to the following priorities

1. Messages manually retrieved by agents.

2. All other messages awaiting delivery to an agent. These include th:
following messages:

« Newly arrived

*  Original and response

*  Expired suspension timer
*  Previous call attempts

If the number of incoming messages exceeds the resources available tc
launch message calls, theessage Care software queues the overflowed
messages internally, in a First In-First Out (FIFO) queue. Then, as
resources for launching message calls become availabMgetsage

Care software launches them in the order received.
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The number of incoming message calls can exceed the available total
resourcesin any of the following three ways.

» All the assigned stations administered without hardware (AWOH) a
in use.

*  The number of simultaneous message calls reaches the maximum
have purchased (this includes both calls queued dDERENITY
ECS and calls active at agent desktops).

* The total reaches a threshold you have administered on the Messa
Care System Options administration Web page (Max Simultaneous
Message Calls).

TheMessage Care software retries overflowed calls every 15 minutes. If
an overflowed call was already tried in the last 15 minutedylidssage
Care software skips it and goes to the next. EvEDEFINITY ECS rejects
an overflowed call because the queue for that skill (mailbox) is full, the
Message Care software tries the next overflowed call anyway, in case it
goes to a different skill/queue.

The queue size can be determined by generating a snap-shot report or
searching for messages with an overflowed status. The search result w
report on the total number of messages in the overflowed state.

If the number of overflowed messages exceeds 4,000, you should stop
flow of new messages into the system, and allow your agents to work o
messages already in the system to reduce the queue size.

To stop the flow of new messages into the system, disable polling of
selected mailboxes.

When there is no longer an overflowed situation that is compromising
operational efficiencies, then resume message polling by enabling pollir

or starting the Mail Manager service.
L]
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Clean up the temp directory

Important! When cleaning up the temp directory, do not remove
the following files:

*  Mungeerror.txt
e MIMEdllerror.log

How to clean up the temp Cleaning up théemp directory whileMessage Care is taken down for
directory archiving will make better use Message Care downtime.

To free up disk space, periodically delete the files located in the following
default directoryC:\Program Files\Message Care\temp. Delete files that

are over a week old.
L]



Monitor and maintain the CentreVu® Internet CentreVu Internet Solution Guide, 585-215-025
Solution Issue 2, October 1999

Clean up the winnt\system32\Logfiles directory 12-37

Clean up the winnt\system32\Logfiles directory

About Logfilesare generated if 1S Logging is enabled. It isrecommended that
logging be disabled or the log files be cleaned up at least on adaily basis.

[
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Check the performance characteristics of your system

Why check system You can achieve performance gains by monitoring the system’s
performance? performance and identifying bottlenecks. With the recommended
minimum configuration for Message Care, performance issues may arise
depending on the number of agents and number of messages that flow
through the Message Care system.

What you should check

If performance degradation is perceived, consider the following areas as
likely candidates for future upgrades:

e Memory—increase

*  Network—load balancing software for multiple network interface
cards (NICs)

. CPU—increase
[]
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Check NT server performance

Introduction If you are experiencing performance problems (for example, agents are
experiencing delays or polling intervals are not being met), run the
Performance Monitor (located in the Administrative Tools menu) in the
logging mode (as opposed to charting) with all counters selected. Set
logging for every 120 seconds and save the configuration.

To obtain a sample of the server workload, run monitoring for afull
working day. To study the log files, monitoring should be stopped and
switched to view chart mode. Load the datathat was collected by
selecting the Data From menu item from the Options menu.

The critical objects are:

*  Processor—% Processor Time (for each processor instance): shou
not stay above 70% most of the time.

*  System—ProcessorQueuelength: the sustained value for this shot
be no larger than 2. A value higher than 2 indicates a bottleneck in
system.

*  Memory—Pages/sec: if Pages/sec is greater than 10, then memor
constrained. Your system is seriously degrading if Pages/sec is
greater than 20.

*  Memory—PageFaults/sec and CacheFaults/sec: if CacheFaults/se
greater that PageFaults/sec, then there is too much paging. You she
increase your system's memory.

» Paging File—should typically be set for twice the physical memory
and preferably distributed among the physical disks in the system
separate from the Windows NT system files.

» Disks—by default, disk counters are disabled. To enable disk
counters, enter diskperf -y.

*  You should try to attain the following values:
—  PhysDisk: %DiskTime (<85 to 90%)
—  PhysDisk: CurrentDiskQueueLength (<2)
—  PhysDisk: AvgDiskSec/Transfer (<0.3)
— PhysDisk: AvgDiskBytes/Transfer (>20K)

*  Network Interface Card—BytesTotal/sec: a 10Mbit Ethernet segme
has a maximum throughput of 1.2Mbit.
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13  Troubleshooting

Overview

Purpose

Audience

Contents

References

Thisinformation provides troubleshooting guidelines for the CentreVu®
Internet Solution. Information in this chapter represents a compilation c
known problems and suggested solutions, based on actual installations
and operation of the software. Check the troubleshooting items in this
chapter before calling the Lucent Technologies National Customer Care
Center on 1-800-242-2121.

This document is intended for installers, administrators, agents, and
anyone who uses tl@entre\Vu Internet Solution.

The following troubleshooting categories are covered:
i [Troubleshoot administration problems|(13-2)

¢ [Troubleshoot login and logout problems](13-6)

. |[Troubleshoot real-time call and message processing problems|(13-13)

o [Troubleshoot real-time call and message delivery problems|(13-26)

. [Troubleshoot report problems| (13-39)
. [Troubleshoot system interaction problems|(13-45)
. [Troubleshoot alarm and system messade problems| (13-59)

e  |Troubleshoot installation problems| (13-67)

In addition to the above troubleshooting topics, you should read the
readme.txt file that is delivered with the software. Treadme.txt file
includes late-breaking changes to and news about the software.

Use the following references to help troubleshoot problems:
 DEFINITY® ECS documentation
e CentreVu Computer-Telephony documentation

* Internet Telephony Gateway Technical Reference Issue 2(555-027-
212)
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Troubleshoot administration problems

Overview

Purpose The administration troubleshooting section provides tips for problems
regarding the administration of the CentreVu I nternet Soltuion.

Contents The following administration troubleshooting topics are covered:
e |Cannot access Administration Web pages|(13-3)
*  |Mailbox administration changes did not take effect (13-4)
*  |Agents are receiving multiple simultaneous message calls|(13-5)

L
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Cannot access Administration Web pages

Description  An attempt to access the CentreVu Internet Solution Web-based
administration at http://<icm_server<name>/admin produces an error or
no Web page appears.

Fromthe Microsoft Corp. Microsoft® Internet Information Server (11S)
Manager, verify that the WWW service is running on the ICM server.
the WWW service is not running, select the WWW service and start
from the Properties menu.

From the 1IS Manager, verify that the alias for ¢hég\admin directory
(your directory may be different depending on where the ITG softwa
was installed) is set toadni n and that the Read and Execute Access
permissions are selected.

If there is a connectivity problem between the current browser and tl
ICM server, troubleshoot LAN connectivity. Verify that the ICM servel
is accessible on the LAN and from the computer running the browse

END OF STEPS



Troubleshooting CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

Mailbox administration changes did not take effect 13-4

Mailbox administration changes did not take effect

Description Occasionally, due to caching issues relative to the 11S server, mailbox
administration changes are not always picked up at the next polling cycle.

If your administration changes are not being used, stop and restart the
Lucent Mail Manager.
LJ
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Agents are receiving multiple simultaneous message calls

Description  An agent can receive anew message call while already active on amessage
call if DEFINITY DAC administration is not correct for message calls.

Message Care uses DACsfor delivering retrieved or suspended message
calls to specific agents. If a Message Care DAC isnot correctly
administered for Message Care, then you may encounter problems such as
the one mentioned here.

Action The Class of Restrictions (COR) on the switch should set the Direct Agent
Calling field to “y” to treat these message calls as ACD callsD&ed
[Agent Calling (DAC) (required) (5-32) for more information.

[
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Troubleshoot login and logout
problems

Purpose Thelogin and logout troubleshooting section provides tips for problems

that arise while logging in to and logging out of the CentreVu Internet
Soltuion.

Contents The following login and logout troubleshooting topics are covered:
e |Agent cannotlog in|(13-7)
i [Agent Control Window fails to launch properly] (13-11)

. |The Agent or Caller Control Window does not use sgecified|
language] (13-12
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Agent cannot log in

Description Theinitial download of the Agent Control Window occurs properly, but the
login sequence fails.

Action

1 If nofurther progressis seen after the applet downloads in the Agent
Control Window, verify that the ICM server is up and the Internet Call
Manager (ICM) application is running.

2  Check that the firewall is administered to allow TCP connections from
adynamic TCP port (>1023) on the agent’s PC to the ICM server, TCP
port 8101.

3 If Agent Control Window activity stops after the establishing
connection message, perform the following:

* Verify that the specified Agent extension is in use. If so, hang up th
phone and enter the password again.

*  Verify DEFINITY ECS status for station xxxx, using the adjunct link
(ADJLK) extension. Check the status of MEFINITY LAN
Gateway board. If the status station command reveals that the ADJ
station is “disconnected,” refer @entreVu Computer Telephony
documentation to troubleshoot tBEFINITY ECS-to-CentreVu
Computer-Telephony connection.

»  Confirm that the ITG (if an ITG is installed), ti@entreVu Computer-
Telephony, and the ICM server are communicating.

Login failed
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5  error message is displayed in the Agent Control Window with one of
the following additional messages, perform the indicated action:

e Agent Al ready_Logged I nto_Sw t ch means that the specified
agent ID or extension has been logged intdxBEINITY ECS by
way of a voice terminal rather than through the Web login page. Us
the DEFINITY ECSI i st agent -i d command to determine
whether the agent ID or the extension is in use. Log off from the
voice terminal and log in again through the Web login page.

* Requested_Agent| D Ext _M smat ch means that the specified
agent ID has been logged in to MEFINITY ECS at the specified
extension rather than through the Web login page.

e Agt_Not Split_Menber O Bad_ Passwd means that an
incorrect password was entered.

e Invalid_Skill/Split means thatan invalid agent ID was
entered. The agent ID was either entered incorrectly or the
DEFINITY ECS administration is incorrect. Be sure that the agent is
administered with th€entreVu Internet Solution skill, then have the
agent try to log in manually from a phone. If the login attempt fails,
troubleshoot th®EFINITY ECS. If the login attempt works, have
the agent log out and try to log in again by way of the browser.

* Tsrv_Devi ce_No_Adnm n means that the specified extension was
entered incorrectly or that it is not administered inGhitre\Vu
Computer-Telephony Security Database.

* I NVALI D_EXT means that the specified extension is on an active
call. The agent phone must be completely idle on all line
appearances for the login to succeed. Placing an active call on hol
will not suffice, all line appearances must be idle.

6 If a pop-up window appears stating

You are already |ogged in at Extension xxx. Wat woul d
you |like to do?
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Perform the following:

Select the Force Log Out button on the pop-up window to log the
other session out, or select the Quit button to abort the login attem
The ICM Control Window shows that the specified agent ID is logge
in at the indicated extension.

If the Force Log Out button is used but the messagee Qut

FAI LED Agent _| s_Busy is displayed, then a call is in progress at
the other agent station. When that call terminates, the agent is log¢
out.

If the forced logout does not work, then enter list agent-id xxxx on ¢
DEFINITY ECS console. If it shows as “unstaffed,” then there may «
an ICM server oCentreMu Computer Telephony problem.

Important! Shut down any software packages running on the
CentreVu Computer Telephony (except for CTI). Do not run any othe
applications on the server until the problem is resolved.

Check theCentreMu Computer Telephony hardware to make sure that
is fully in service and does not have any status windows showing a
problem. Verify that the agent's physical phone extension is
administered as a device in tGentreVu Computer Telephony's
Security Database.
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9  Check the status of the ICM server:

*  Verify that the ICM application is running by clicking on the
Services icon in the Control Panel. The Internet Call Manager
service should be started. Display the ICM Control Window by
clicking on the Start menu, and then selecting the Lucent Internet
Call Manager program. Once opened, look for errors that may
describe why an agent cannot log in.

 Enter the commandi spl ay agent s in the text entry field, or
from the Display menu select the Agents menu item. Determine if
the ICM thinks that the agent is already logged in, as shown by a lin
listing the Agent with the specified ID.

» If the agentis shown to be logged in, issue the ICM command
sendto cti | ogout extension passageway_group
agent -i d. (Thepassageway_gr oup is typically “none.”) Reissue
thedi spl ay agents command to verify the agent is logged out,
and have the agent try logging in again from the Web page. If the
command does not log the agent out, verify that the phone extensic
and skill group in th€entreMu Computer Telephony server.

END OF STEPS
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Agent Control Window fails to launch properly

Description The Agent Control Window failsto download or display properly after the
agent fills out the form on the login page and submits it.

Action

1  Veify that the agent’s Web browser is Sun Microsystems, Inc. Java™
and JavaScript enabled:

*  From the Edit menu on Netscape Communications Netscape®
Navigator4.x, select the Preferences item, and then select Advanced
to display its contents. Both the Enable Java and Enable JavaScript
items should be checked.

*  From the View menu on Internet Explorer 4.x, select the Internet
Options menu item, and then select Advanced. The Java JIT comp
Enabled under Java VM item should be checked.

2 Check for error messages on the browser window. Also open the St
Microsystems, IncJava Console window and look for errors:

*  On Netscape Communications, INetscape Navigator, select
Options->Show Java Console.

* On Internet Explorer, check the “ Enable Java Logging” box on the
View->Options->Advanced tab. Stop and restart Internet Explorer,
then periodically use a text editor (such as Notepad) to examine th
c¢:\windows\javal og.txt file.

3  Check whether network settings have been changed. The browser r
need to be changed to reflect “no proxy” settings foiGir@reVu
Internet Solution components on the network.

4  Connect a PC to the same LAN segment as the ICM server and ver;
that the agent can log in. If so, then examine the administration of th
firewall and other intermediate equipment.

END OF STEPS
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The Agent or Caller Control Window does not use specified language

Description The Agent or Caller Control Window used the US English resource file
(strings and error messages) for its labels and text instead of the resource
file for the language specified on the Agent Login Web page or Call Us
page.

When the resource file for a specified language cannot be opened, the US
English resourcefileis used instead. When the US English resource file
cannot be opened or the resource file does not contain the correct
Key=String pairs, then an error message is displayed in place of astring.
See thelErroneous label on a control window button or text areal (13-49)
problem.

1 Verify that the language value specified in your Web page is correct.
For example:

<SELECT Name="“language”>

<OPTION VALUE="de” SELECTED>German <input type=hidden
name="language” value="de">

2 Gototheitg/resourcesfolder located on the ICM server.

3 Intheitg/resourcesfolder, verify that the resource folder and
associated resource.txt file for the language parameter value specified
in your Web page is present. For example, if you entered “de” as the
language parameter value, then there mustresoarces.txt language
resource file in thatg/resources/de folder. If there is not, you must
create one with the strings translated appropriatelyhegs|
for information on creating additional language
resource files.

4  Verify that the resource file contains Key=String pairs as described i
Step 3.

END OF STEPS
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Troubleshoot real-time call and
message processing problems

Purpose Therea-time call and message processing troubleshooting section
provides tips for problems that arise during the processing of real-time
calls and messages.

Contents The following real-time call and message processing troubleshooting
topics are covered:

. [Control Window closes during a call{(13-14)

*  |Agent gets voice call but no audio connection|(13-15)

»  |Escorted Browsing does not work](13-16)

*  |Agent hears an echo|(13-17)

. [Internet voice guality is poor|(13-18)

. [A Web page overwrites an ICC applet](13-19)

. [Agent cannot hear caller during an Internet voice call| (13-20)

. [The New Message Display page appears but there is no message|
13-21

o |Attachment is lost or cannot be ogened|(13-22)
o |New message call already active|(13-241
o |Agent cannot work on messagel (13-25)
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Control Window closes during a call

Description

In general, if the Caller Control Window closes during acall, the call is
dropped. For an Internet call, this can happen, for instance, if the caller
explicitly closes the window or uses the Back button on Internet Explorer
3.x to back up past the page that launched the call. (A PSTN Callback
voicecall, however, stays connected.) For amessage call, this can happen,
for instance, if the Message Care™ server reboots due to a power hit.

If the Agent Control Window closes while the agent is still staffed, the
current call, if any, ends and the agent is logged out. The agent needs to
log in from the Agent L ogin Web page again, then put the voice terminal
into Manual-1n or Auto-In work mode.

Thereis no way to reconnect or recover the original Internet call.

Message Carwiill redeliver amessage call because it was not specifically

closed by an agent.
L]
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Agent gets voice call but no audio connection

Description If an agent is getting calls from the Voice VDN (as indicated by the phone
display and/or the VDN of Origin announcement) without any audio
connection to the caller, use these suggestionsto identify the problem.

1  Check the caller Web pageto verify that type=voicefor the radio button
used to select avoice call. See Web page guidelines for
information about the type parameter.

2 Usetext chat to ask the caller if NetMeeting® launched successfully
and indicates that a voice connection was made. If nd€aeeis|

|unab|e to launch NetMeeting|(13-30).

3 \Verify that the Telephony Application URL references a script that
correctly launches the Microsoft CorporatidetMeeting application.
The default URL isttp://<icm_server_name>/serviet/WT/nmit.

4  Verify whether the firewall is passing User Datagram Protocol (UDP
packets to the ITG. SE@ewall quidelines| (2-22) for details. If the caller's
firewall is not passing UDP packets, the Callback feature may be use

END OF STEPS
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Escorted Browsing does not work

Description The caller (or agent) attempts to send a URL using the Send Page button
on their Control Window but the other party does not receive the page.

A O O Y e

1 If the receiver gets a Web page with an error suchfaséss
Deni ed,” verify whether the person has permission to access a
particular URL (for example, if it is behind a firewall).

2 Determine which version of the Web browser is being used. The 4.0
and greater versions of Netscape CommunicationsNetscape
Navigator and Internet Explorer have blocked the feature that support
the Send Page operation. However, escorted browsing can still be
accomplished in a 4.x browser environment by entering the URL to b
shared in the text chat entry box on the Control Window (by typing ot
by cutting and pasting) and sending it like a regular text message. S

[Appendix C] Overcoming feature limitations due to browser security

restrictions for more information about the Send Page feature.

END OF STEPS
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Agent hears an echo

Description  An agent hears an echo of the agent’s own voice when talking with a caller.

A O N e e e

1 Determine whether the caller is using an external microphone and
speakers. If o, itislikely that the echo is caused by the caller’s
microphone picking up sound from the speakers. Ask the caller to
changethelocation of the microphone to minimizethe echo. For the best
sound quality in Internet telephony connections, callers should use a
headset.

2  Theecho may be coming from the caller’s sound card due to a crosstalk
problem.

END OF STEPS
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Internet voice quality is poor

Description Internet telephony voice quality or audio delay during a call starts out
poor or becomes poor during a call.

Action

1 Determine whether the caller's PC is equipped with a half-duplex,
rather than full-duplex, sound card. The half-duplex card does not
support two-way voice very well.

2  Verify that thecaler hasalntel Corporation Pentium® PC and at least
16MB of RAM. CPU-intensive activity can reduce voice quality. Such
activities include downloading large files or graphic-rich Web pages,
playing music on the PC, or running another application on the PC.
Havethe caller shut down other applicationsthat may be occupying the
CPU.

3  Veify that the caller has at least a 28.8kbps connection to the Internet.
A low-speed Internet connection, heavy Internet traffic, or other
disruptions from the Internet Service Provider can cause voice quality
to be poor or deteriorate. It can also produce long audio delays.

The agent may wish to use only text chat or to initiate a PSTN callback
for better voice quality.

END OF STEPS
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A Web page overwrites an | CC applet

Description If you are running your |CC on a Apple Computer, Inc. Mac OS, then
whenever you have a browser window (Web page) open and an ICC applet
isactive and then try to download a Web page, the Web page will overwrite
the ICC applet. The call remains active; however, text chat and
collaborative browsing will not function.

Action To correct this problem, the agent must close the applet. Closing the applet
will disconnect the call and log the agent out of the ICM. The agent may
also have to manually log off of the DEFINITY ECS.

To keep this problem from occurring, you must verify that your 1CC applet

is not active when you download a Web page.
[]
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Agent cannot hear caller during an Internet voice call

Description The agent cannot hear the caller during an Internet voice call; however,
the caller can hear the agent. This could be occurring due to incorrect
settings for the caller’s microphone.

A O oo oo

1  Click onthe Volumeicon in the Status area of your Microsoft Corp.
Windows® taskbar.

Result: The Speaker Vol une for Videum di al og box
appears.

3 Inthe “Adjust Volume for” frame, click on the Recording option button
and then select OK.

Result: The Wave I nput dial og box appears.

4  Click in the Select box for Mic Input Balance and then close the
window.

END OF STEPS
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The New Message Display page appears but thereis no
message content

Description The New Message Display page appears but there is no message content.
The Message Display URL parameter located in the Mailbox
Administration Web page could have been administered incorrectly.

Action If you receive the New Message Display page with no message content, do
the following:

1  From the Mailbox Administration Web page, ensure that the Message
Display URL isadministered correctly .

Result: All new messages will be correctly displayed to the agent.

2  Fromthe Messages Table in the Microsoft Corp. Microsoft Access
database, ensure that the DeliveryURL database item is the same as the
Message Display URL parameter administered in the Mailbox
Administration Web page.

Result: All previously received messages will be correctly displayed
to the agent.

END OF STEPS
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Attachment islost or cannot be opened

Description If aconsumer composes atext only message using Microsoft Corp.
Microsoft Outlook 98 in an RTF format, then Message Care displays the
text in the body of the message and also clams that there is an attachment.

If aconsumer composes a text message and attaches a file (attachment)
using Microsoft Corp. Microsoft Outlook 98 in an RTF format, then
Message Care displaysthe text in the body of the message and claims that
thereis no attachment.

Both of these issues are related. When a consumer sends a message in an
RTF format using Microsoft Corp. Microsoft Outlook 98, the message is
bundled in the MIME type application/ms-tnef. Message Care does not
understand the application/ms-tnef MIME type, thus the incorrect
behavior occurs.

To determine if amessage is bundled in the MIME type application/ms-
tnef, look in the Message Care database.

Action Important! The following action will work only if your POP3
mail server, on which Message Care mail is received, is Microsoft
Corp. Microsoft Exchange Server 4.5 or greater.

1  Onthe Microsoft Corp. Microsoft Exchange POP3 server, do the
following:

1. Go tothe mailbox in which you receive MIME type application/ms-
tnef messages.

2. Double-click on the mailbox name to open the properties.
3. Select the Protocol tab.
4. Select POP3 (Mail), and then click on the Settings button.

Result: The Protocol Details w ndow appears.
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2  From Protocol Details window, do the following:

1. Select Enable POP3 for this recipient.
Deselect Use protocol defaults.

3. Inthe Message Encoding box, select MIME radio button and select
the option Provide message body as plain text.

4. Select Use Microsoft Corp. Microsoft Exchange rich-text format.
5. Select the OK button to accept the Protocol Details window changes.
6. Select the OK button again to accept changes to the Mailbox.

Result: The mail box is now ready to recei ve nessages
with the M M= type of application/ms-tnef.

END OF STEPS
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New message call already active

Description  An agent’s phone alerts the agent of an incoming message call. Asthe
agent answers the message call, Message Care delivers a message stating
that the message call is aready active at that agent’s station.

Action Inthe Common Administration Web page, enter the following value in
the Agent Alerting URL parameter: http://<server_name>mcscript/
mc_agentalert.asp

This problem can also occur if the Message Display URL isin adifferent
domain than the Agent Idle URL—both URLs must be in the same

domain.
[]
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Agent cannot work on message

Description The agent receives a message call with the following error: You cannot
work on this nessage as it is currently at agent XxXXxxX.

Action This problem most likely occurred because the Agent Idle URL and the
Agent Alerting URL wereidentical. That is, the same .asp filewas used in
the URL (idlepage.asp or mc_agentalert.asp). Remove the Agent Alerting
URL or usethecorrect . asp file.

This problem can also occur if the Message Display URL isin adifferent
domain than the Agent Idle URL—both URLSs must be in the same dom

[
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Troubleshoot real-time call and
message delivery problems

Purpose The real-time call and message delivery troubleshooting section provides
tips for problems that arise during the delivery of real-time calls and
messages.

Contents The following real-time call and message delivery troubleshooting topics
are covered:

*  |Agent cannot receive calls|(13-27)

*  [No calls arrive at a new VDN]|(13-29)

e [Caller is unable to launch NetMeeting] (13-30)

e [Caller is unable to connect to an agent] (13-32)

*  |The agent is not receiving messages from a specific mailbox| (13-33)
* |Retrieved messages are not going to expected agent (13-35)

. |The retry count is higher for specific messages going to the same|
[VDN](13-36)

. |Agent cannot retrieve message|(13-37)
. |De|a¥ in message calls after Message Care starts|(13-38)
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Agent cannot receive calls

Description

Action

Once an agent islogged in and the Agent Control Window is open on the
desktop, calls should be able to reach the agent. If it becomes apparent that
the agent is not receiving calls, follow these stepsto identify the problem.
Also see the DEFINITY Communications System Call Vectoring/EAS
Guide(555-230-520) for more detailed DEFINITY ECS troubleshooting
guidelines.

Confirm that the agent is logged into the DEFINITY ECS ACD by
enteringthel i st agent _i d xxxx command on aDEFINITY ECS
console. Also note whether the agent is administered with the correct
skill(s).

Verify that the agent isin the Auto-In or Manual-1n mode on the voice
terminal.

If the call center has BCMS, enter the command noni t or bcns
skill <Internet skill>. Verify that the agent is staffed, has the
correct physical extension, and is in the “Available” state.

On the ICM server, confirm that the ICM lists the agent as logged in |
selecting the agent menu item from the Display menu. Look for a lin
listing the agent with the specified ID.

Verify that the VDN is processing the call correctly by placing a test ce
from another phone to an Internet VDN. Check vector steps for the
correct call flow.
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Verify that the following items are administered correctly on the
CentreMu Computer-Telephony server device administration and the
DEFINITY ECS:

Agent extensions

Phantom extensions

VDNSs to launch message calls

Hunt group extensions for agent skills

Also, verify that the phantom extensions are administered correctly on tr
ICC/Message Care Common Administration Web page.

Verify that the Monitored Hunt Groups are correctly administered on the
CTI Administration Web page.

Verify that the VDNs are correctly administered onMessage Care
Mailbox Administration Web page.

If you have an ITG, verify that the trunks betweenDi#INITY ECS
and the ITG are in service. On the ITG console, uselihept g and
showpri commands. On thBEFINITY ECS console issue the
command est trunk-group xx | ong. Troubleshoot any trunk
problems using ITG dDEFINITY ECS documentation.

Verify that the caller Web page has the correct URL reference with th

correct VDNs and call types. SeBapter 11.] Web page guidelines for
details.

For Message Care, verify that the correct VDN is administered for the
mailbox.

9

10

For Internet calls, place a call from a browser inside the firewall. If the
call completes, there may be a firewall issue [Ee@all
2-22) for further information.

For message calls, send a test message.

END OF STEPS
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No calls arrive at anew VDN
Description A new VDN is added to the system (for example, for anew call type or to

Action

direct callsfor a specific product), but no calls arrive at that VDN.

Verify by way of the DEFINITY ECS administration that the new VDN
has been assigned the same Class of Restriction (COR) as other Internet
VDNSs.

Verify that the VDN has been administered in the CentreVu Computer
Telephony Security Database. See CentreVu Computer Telephony
documentation for details.

Use the showdp command on the ITG console to verify that the new
VDN has been added to the ITG dia plan. See the Internet Telephony
Gateway Technical Reference Issue 2 (555-027-212) document for
details on how to add aVVDN to the dial plan.

For Internet calls, examine the caller Web page to confirm that the new
VDN is specified appropriately asthevdn_ext .

For message calls, verify that the mailbox is administered with the correct
VDN. Using the Snapshot Report, you can determine if messages have
been retrieved from that mailbox.

END OF STEPS
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Caller is unable to launch NetMeeting

Description A caller must have Microsoft Corporation NetMeeting 2.0 or greater to
launch an Internet telephony call to an Internet Call Center. The Microsoft
Corporation NetMeeting application islaunched on the caller's machine as
a helper application associated with the browser.

If the caller is using Internet Explorer, then the helper application is
launched automatically. If the caller is using Netscape Communications,
Inc. Netscape Navigator, then the caller must identify the helper
application to the browser the first time an ICC call islaunched.

Action

1  Identify which browser the caller isusing.

2  Veify that the caller has installed Microsoft Corporation NetMeeting
2.X. It can be downloaded at no charge from http: //mwww.microsoft.com.

3 If thecaller's browser is Netscape Communications, Inc. Netscape
Navigator, the caler must identify the helper application to the
browser when the “Unknown File Type” dialog box appears:

*  Select the Pick App button.

e Under Configure External Viewer, entaeundl | 32. exe
nmsconf . dl |, OpenConf Li nk. The entry field is case-sensitive, SO
the entry must be typed exactly as shown.

. Select OK.
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4  Verify that the Telephony Application URL references a script that
correctly launches the Microsoft Corporation NetMeeting application.
The default URL is http://<icm_server _name>/serviet/WT/nmit.

If you are still unable to launch Microsoft Corporation NetMeeting, verify
that it is associated with Netscape Communications, Inc. Netscape by
doing the following:

1. From Netscape Communications, Inc. Netscape's Preferences dialog
box, select the Navigator Category if you have Netscape
Communications, Inc. Netscape 4.x or the Helperstab if you have
Netscape Communications, Inc. Netscape 3.x.

2. Click Microsoft Corporation NetMeeting from the list of helper
applications, and then select the Edit button.

3. Select the Application radio button.

4. Click the Browse button to select the location of the Microsoft
Corporation NetMeeting application.

5. Select OK.

END OF STEPS
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Caller is unable to connect to an agent

Description If acaler launchesacall but is not connected with an agent, this may be
due to afirewall restriction on the caller side. If the caller isbehind a
firewall, the firewall may block the messaging needed to establish an
Internet call session.

1  Verify that the call center'sfirewall is not the problem by placing an
Internet call from outside the firewall.

2 If thecaler'sfirewall isthe problem, the call center can enable the
HTTP tunneling feature. See[HTTP tunneling feature| (1-11). The caller
can still request a PSTN Callback. See the[Agent cannot receive]

[calls] (13-27) section for more suggestions.

END OF STEPS
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The agent is not receiving messages from a specific mailbox

Description A specific Message Care-administered mailbox is not receiving messages.
Not receiving messages from a specific mailbox could be aresult of an
incorrectly administered mailbox or incorrect vector programming.

Action |If you are not receiving messages from a specific mailbox, do the
following:

1 Confirmthat Message Careispolling the mailbox for which you are not
receiving messages.

You can check polling through one or both of the following methods:

 Examine the Mail Manager error I¢gungerror.log). At the start of
each polling cycle, the Mail Manager creates an entry for each
mailbox polled and the number of messages found.

For example l/7 7:25:33 — Polling mailbox EXCHANGE-
UT3MMand 1/7 7:25:33 — Found 57 messages in mailbox
EXCHANGE-UT3MMH thereis apolling entry for the mailbox in
which you are not recelving messages, then Message Careis polling
the mailbox.

*  Ensure polling for the mailbox was administered to enable polling. C
to the Mailbox Administration Web page for the mailbox and make
sure that the Enable Polling field is set to Yes.

If mailbox administration looks correct (that is polling is enabled), but th
Mail Manager error log doesn't indicate polling, go to Step 2.

2 Stop and then restart the Mail Manager through the Work Flow
Manager interface to ensure the database is picking up the correct
administration data.

If you are still experiencing the problem after stopping and starting the
Mail Manager, go to Step 3.
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3  Ensurethat Message Care is adding the received messages to the
database. To do this, view the Mail Manager error log (mungerror.log)
for an entry that indicates messages are being added to the database.
For example, 1/7 7:25: 34 - Message added as | D 6700.

If Message Care is adding messages to the database, then go to Step 4.

4  If Message Careispolling the mailbox and adding messages from that
mailbox to the database, then messages are most likely not being
delivered to the agent(s).

From the Mailbox Administration Web page, identify the VDN that is
administered for the mailbox in which you are having trouble.

Create a snap-shot report for the mailbox. If there are many callsin queue
but agents are idle, check your vector programming. Go to Step 5.

5  Tocheck your DEFINITY ECSvector programming, manually place a
call to aVDN associated with the mailbox. If Message Care does not
deliver your manually placed call to an agent, then thereis most likely
aproblem with your vector. For more information about Message Care

vectors, refer to 2-42

END OF STEPS
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Retrieved messages are not going to expected agent

Description Retrieved message calls appear as direct-agent message calls. If an agent is
logged in but not available, the call will queue for that agent. If the agent is
not logged in, the call will follow the agent’s coverage path. The above is
only trueif the retrieve vector is administered as recommended in
Vectors|(2-42).

Action

If an agent is not receiving retrieved message calls, check the coverage

path and criteriafor that agent.
L]
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The retry count is higher for specific messages going to the same

VDN

Description In some instances, your reports will show that some message calls have a
higher retry count than others even though the message calls are all going
to the same VDN. This occurs when message calls going to the same
VDN havedigits (agent I Ds) that are different. In this case, Message Care
will treat the message calls differently.

Scenario

To demonstrate a situation where one message call has a higher retry
count than another message call, we will assume the following scenario:

1

Two message calls (A and B) arrive in amailbox targeted to VDN
4321 respectively (message call A arrives at 10:00 and message call
B arrives at 11:00—both on the same day).

Message call A has ASAI digits 5678 and message call B has ASA
digits 9999.

Message Care attempts to launch message call A and it fails.
Message Care will not attempt to try message call B until message
call A launches successfully.

Message Care continues to retry to launch message call A; therefore,
the retry count for message call A increases.

After 5 attempts to launch message calM&ssage Care is
successful.

Message Care now attempts to launch message call B and is
successful upon the first try. Message call B's retry count is 0 and

message call A's retry count is 5.
L]



Troubleshooting CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

Agent cannot retrieve message 13-37

Agent cannot retrieve message

Description  When an agent uses the Retrieve button to retrieve amessage call, Message
Care does not deliver the retrieved messsage to the agent.

Action Thisscenario can occur if the Message Display URL, Agent Idle URL, and
View URL are on different domains.

Also, because the cookie is set in the Agent Idle Web page, the Agent Idle
Web page must be in the same domain as the M essage Display Web page.

[
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Delay in message calls after Message Care starts

Description  Upon starting Message Care, the WFM process queries the database for
all open message calls (that is, message calls in the received, active,
launched, or suspended state). Message Care will not deliver message
callsuntil the WFM reviews the compl ete set of message calls awaiting
delivery and sorts this work queue into the appropriate delivery order.
(The delivery order is based on message receipt time and expiration of
suspension timers.) If the set of open messages exceeds several thousand,

then there can be a noticeable delay.
L]
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Troubleshoot report problems

Overview

Purpose The report troubleshooting section provides tips for problems that arise
during the generation of CentreVu Internet Solution reports.

Contents The following report troubleshooting topics are covered:
. [No CMS pegs from the Web|(13-40)
. [No CMS reports for call attempts/failures| (13-42)
. [VDN is not pegging call data from the DEFINITY ECS to CMS]|(13-43)

. [CMS reports abandoned message calls or calls dropped at agent] (13-44)
L]
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No CM S pegs from the Web

Description Whenever the ICC solution isworking but no datais being recorded in
CMS regarding Web page hits, use these suggestions to help identify the
problem.

Action Important! At any time during the following steps, you can restart
the page counter with the logging option. To do this, stop the page
counter, and restart it with the following logging option:

$ ps —ef | grep pgcounter
$ kill process_id_from_ps_command
$ nohup /webcms/rdonly/bin/pgcounter —1 &

Reload the page from the browser (or manually generate a page hit)
then check the following log file:

Iwebcms/db/log.pgcounter

1  Accessthe Web pageto verify that itisup and in service. If you cannot
access the page, notify the System Administrator.

2 Ifyou can access the Web page, look for a “broken image” icon. If on
appears, notify the System Administrator.

3  Test whether the counter script on the CMS server is accessible fror
the browser from inside the firewall. Enter the URL below into the
browser:

http://<cms_address>:8001/cgi-bin/uncgi/
pgcnt?callUsS cPage=< pageid>

where<pagei d> is the URL of the Web page that is being counted.

4  Checkthe HTTP address of the CMS server and the parameters on t
Web page to be sure they are correct.
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5  Check that the reference to the CM S host uses port 8001. If not, notify
the System Administrator.

6  Veify that thefirewall allowsthe CMS TCP port to be passed. Test this
by repeating Step 3 from outside the firewall.

END OF STEPS
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No CMS reports for call attempts/failures

Description

If the ICC solution is working but no data is being recorded in CM S for
call attempts, voice call attempts when no resources are available, or call
attempts when no trunks are available, then use these suggestions to help
identify the problem.

1  Verify network connectivity by sending aping from the ICM server to

CMS. (Thistest may fail if thereisan intervening firewall or filtering
router.)

Verify that the firewall is administered to allow HTTP requests from
the ICM server to Port 80 on the CMS.

Verify, fromthe Internet Call Center Administration Web page, that the
ICM is administered with the correct CentreVu CM S Peg Count URL.

Verify that the Web pages have the correct page count script. Refer to
the[Chapter 11] Web page guidelines for more details.

Verify that call data messages are coming in correctly. Seelog file/
webcms/db/apache/logs/access |og on the CMS.

END OF STEPS
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VDN isnot pegging call datafrom the DEFINITY ECSto CMS

Description If the ICC solution isworking but no call datais being recorded in CMS
from the DEFINITY ECS, use these suggestions to help identify the
problem.

1  Check DEFINITY ECS administration to verify that the VDN is
measured. The “measured” field on the VDN should be set to “both”
“external.”

3  Confirm that the maximum number of VDNs measured on the CMS h
not been exceeded.

4 \erify that the X.25 link is up between CMS and DIEEFINITY ECS.

END OF STEPS
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CM S reports abandoned message calls or calls dropped at agent

Description Message Care has an internal audit to drop message calls in the launched
or active state when a specific threshold value is met. These values are
controlled by parametersin the parms.txt file. The default values are: 7.5
hours for launched calls and 4 hours for active calls.

Action If CMSreports are abandoning message calls or calls are being dropped at
the agent, do the following:

1  Toconfirm that Message Care is dropping the call, examine the
Message Careerror log (mcerror.log) file. Message Care records when
acall isdropped by this audit.

Important! The following parameters should only be changed
with support from Lucent services personnel.

2 Inthe Message Care parms.txt file, check the values of the following
parameters.

Wor kFl ovavan. Audi t Ti neLaunched
Wor kFl owvan. Audi t Ti neActi ve

END OF STEPS
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Troubleshoot system interaction
problems

Purpose The system interaction troubleshooting section provides tips for problems
that arise when system features are interacting.

Contents The following system interaction troubleshooting topics are covered:
. [Message Care agent gets a call but no PagePop|(13-46)
* |ICC agent gets a call but no PagePop|(13-48)
»  |Erroneous label on a control window button or text areal (13-49)
*  |CTI cannot connect to the CentreVu Computer-Telephony server|(13-50)
i [ITG cannot connect to the ICM server| (13-51)
i [ICM server cannot connect to the ITG|(13-52)
. [Message delivery is out of order or delayed|(13-54)
*  |Control Window does not download completely| (13-55)
* [The Message Care server locks up after installing Message Care|(13-56)
*  |pcANYWHERE answers but will not connect|(13-57)
. [Work Flow Manager unable to connect to SQL database|(13-58)

[
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Message Care agent gets a call but no PagePop

Description

As part of the process of connecting with an incoming message call, the
browser should display a PagePop. If no PagePop occurs when a call
comes in, use the following steps to identify the problem.

Confirm that the agent islogged in to the DEFINITY ECS ACD by
enteringthel i st agent _i d xxxx command on aDEFINITY ECS
console. Also note whether the agent is administered with the Message
Care skill(s).

Verify that the agent isin the Auto-In or Manual-In mode on the voice
terminal.

If the call center has BCM S, enter the command noni t or bcrs
skill <Internet skill >.Verify that the agent is staffed, hasthe
correct physical extension, and is in the “Available” state.

On the ICM server, confirm that the ICM lists the agent as logged in b
selecting the agent menu item from the Display menu. Look for a ling
listing the agent with the specified ID.

Verify that the VDN is processing the call correctly by placing a test
call from another phone to a VDN. Check vector steps for the correc
call flow.
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6  Verify that the following are administered correctly on the CentreVu
Computer-Telephony server device administration and the DEFINITY
ECS:

*  Agent extensions

* Phantom extensions

* VDNSs to launch message calls

*  Hunt group extensions for agent skills

Also, verify that the phantom extensions are administered correctly on t
ICC/Message Care Common Administration Web page.

Verify that the Monitored Hunt Groups are correctly administered on the
CTI Administration Web page.

Verify that the VDNs are correctly administered onNhessage Care
Mailbox Administration Web page.

7  Confirm that the mailbox has the correct VDN administered. See
[Administer common parameters] (5-24) for details.

8 Toredeliver the message call, drop the call. This will resitassage
Careredelivering the message call.

END OF STEPS
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| CC agent gets acall but no PagePop

Description  As part of the process of connecting with an incoming Internet-initiated
call, the browser should display a PagePop (the page the caler initiated
the call from, or some other page as defined by the call center). If no
PagePop occurs when a call comesin, use the following steps to identify
the problem.

Action

1 Veify that the call was a Web-initiated call.

2  Confirmthat the caller Web page is programmed correctly. See[Chapter]
[11] Web page guidelines for details.

3 Confirm that the ICC administration (especially the URL
administration) onthe ICM is correct. See[Chapter 5.] Administration for
details.

END OF STEPS
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Erroneous label on a control window button or text area

Description Thisindicates that the applicable string is missing from the resourcefile.

A O N e e e

1 Determinethelanguagethat isbeing used when the button label appears
with erroneous data.

3 Intheitg/resourcesfolder, locate the resource file for the language that
is causing the label to appear incorrectly (for example, it/sources.txt).

4  Intheresources.txt file for the language that is causing the label to
appear incorrectly, locate the key that is missing the string (perhaps by
examining another resource file), and then enter the key=string pair in
the correct language.

6 Gotothelnternet Call Manager Control window. In the text entry box,
typel oad resour ce | ang- code, where “lang-code” is the code for
the language file that you updated. For example, “it” is the code for
Italian. Your entry would then look like thisbad resource it.

END OF STEPS
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CTI cannot connect to the CentreVu Computer-Telephony server

Description The CTI processlog (ctilog.txt) on the c:\itg directory displays alarms
when it is unable to connect with the CentreMu Computer Telephony
server. When this connection is not available, agents are not abletologin
or out, and caller requests are not routed to agents.

The CTI process periodically attempts to reconnect with the server.
Action Refer to therepair action for the CTI alarm in the Internet Telephony

Gateway Technical Reference Issue 2(555-027-212) document.
L]
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| TG cannot connect to the ICM server

Description  When the Internet Call Manager (ICM) processis not running or the ICM
server is not available on the LAN, the ITG cannot connect to the ICM
server.

Action Refer to the repair action for the CT1 aarm in the Internet Telephony

Gateway Technical Reference Issue 2 (555-027-212) document.
[]
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ICM server cannot connect to the ITG

Description If the ICM process on the ICM server isnot able to connect to the ITG, it
displaysthe message Connection failed, will try again in
10 seconds inthelnternet Call Manager window. Callersare not ableto
place calls unless the phantom call feature is used for text chat.

This connection may fail due to administration or LAN problems, or
because the ITG isnot in service. The ICM process periodically attempts
to re-establish the connection.

1 If there have been administration changesto the ITG or ICM server,
then first verify that the administration information is correct:

« Refer to thdnternet Telephony Gateway Technical Reference Issue
2(555-027-212).

*  Examine the “CTI Administration” Web pagetdtp://
<icm_server_name>/admin and verify that all the IP Address fields
have valid entries.

e Verify that the components can communicate across the network.
Any firewalls or routers must be administered to allow these
components to communicate through the administered port numbe
Refer to specific router or firewall documentation to verify this
functionality.

*  Verify that the ITGPort, GW#, and GWIS ITG#= “yes” parameters
have the correct number suffix (that is, ITGPortl, GW1, and GWIS
ITG1="yes” for a single ITG server environment). In a multi-ITG
server environment, there must be one ITGPort, GW#, and GWIS
ITG#="“yes parameter combination for each ITG server. For

example:

— ITGPortl, GW1, and GWIS ITG1= “yes"—for the first ITG
server

— ITGPort2, GW2, and GWIS ITG2= "yes"— for the second ITG
server

— ITGPort3, GW3, and GWIS ITG3= “yes"—for the third ITG
server.
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2  If the connection has been working but has recently gone down, then do
the following:

* Verify that the ITG is in service by entering thieowst at us
command on the console. It should show a system state of IS. If th
ITG is not in service, then follow standard procedures to bring it int
service.

*  \Verify that the components can communicate with each other acros
the network by pinging each component.

END OF STEPS
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Message delivery isout of order or delayed

Description Message Care workstoward launching message callsin the order they are
received in the mailbox. However, there are instances when Message
Care cannot maintain message order.

Scenario

To demonstrate a situation where Message Care cannot maintain the order
of message calls, we will assume the following scenario:

1. Threemessagecalls (A, B, and C) arrive in amailbox targeted to
VDN 1234 respectively.

2. Message Care attempts to launch message calls A, B, and C to the
DEFINITY ECS respectively.

3. DEFINITY ECS rejects message calls A and B due to queue limits.

4. Just as Message Care attempts to launch message call C, an agent
releases a call therefore opening a queue slot.

5. Message call C gets put in the queue and arrives at an agent before

message call A and B.
L]
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Control Window does not download completely

Description Users of Microsoft Corp. Microsoft Internet Explorer 4.x (IE4) and 5.x
(IE5) may experience instances where the Control Window does not
completely download or does not connect to the ICM server.

For the Agent Control Window, the download process stops after the
“Establishing connection” message appears. For the Caller Control
Window, the window opens but the applet does not download and the
Internet Explorer Script Error window appears.

Action To correct this problem, do the following:

1 Fromthe View menu in IE4 or the Tools menu in IE5, select the Intern
Options menu item, and then select the Advanced tab.

3 Ifyou are using IE5, restart your browser. If you are using IE4, reboc
your PC.

END OF STEPS
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The Message Care server locks up after installing Message Care

Description The Message Care server can lock up if you attempt to change Microsoft
Corp. Microsoft Internet Explorer options while the Maintenance Monitor
IS running.
Another instance where the Message Care server can lock up isif you

have Microsoft Corp. Microsoft Internet Explorer Active Desktop
installed on the server.

Action If your server locked up due to changing an option, stop Microsoft Corp.
Microsoft Internet Explorer from the Microsoft Corp. Windows NT Task
Manager.

If your server locked up because you have Active Desktop installed on the
server, uninstall Active Desktop.
L]
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PCANYWHERE answers but will not connect

Description If you have Remote Access Service (RAS) installed, then RAS will answer
the call not Symantec Corporation pcANYWHERE.

Action Ensurethat RAS isdisabled in the Services dialog box.
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Work Flow Manager unable to connect to SQL database

Description If upon system start-up, the WFM is unable to successfully log in to the
SQL database, Message Care displays a pop-up dialog box on the
Message Care NT server. The WFM repeatedly attempts to connect to
the SQL database. The Mail Manager process will not begin mailbox
polling until both the WFM and Mail Manager processes can
successfully log in to the SQL databases.

Action  Create the SQL login and password (see[Create an SQL Server login 1D and]
for instructions). If you restart the PC without creating
the SQL login and password, the WFM will use most of the CPU and the
PC will appear unresponsive.

U
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Troubleshoot alarm and system
message problems

Purpose The alarms and system messages troubleshooting section provides tips for
handling alarm and system messages.

Contents The following alarms and system messages troubleshooting topics are
covered:

. |Status message for callers| (13-60)

o |Permission denied error message when using MS Internet Exglorer|
[4x(13-61)

. [All Phantom Extensions Busy alarm|(13-62)
. |Connection lost message appears on the Agent Control Windov_vl (13-64)
o |Agent gets "“Document contains no data” message when answering g]

message call[(13-65

o |Agent gets a “Non Internet Agent” message|(13—66)

L]
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Status message for callers

Description Sometimes a caller cannot connect with an agent due to various reasons
within the call center. In those cases, the caller sees one of the following
status messages.

No facilities are currently avail able. Thisis
displayed when there are no PRI lines available to complete the ca

I nternet tel ephony capacity exceeded. This is displayed
when the limit of Internet voice calls has been reached.

We are sorry, all lines are busy. Thisis displayed when
the limit of ASAI phantom calls has been reached.

Cal | disconnected by call center. Thisis displayed when
the Internet call was “force disconnected” from vector processing.

Cal |l center returned busy signal. Thisis displayed when
an Internet call receives a busy treatment from vector processing.

Action Any of these conditions prevents a caller from being connected on the
type of call requested. It is advisable to incorporate additional informatiol
and options for the caller on the Web page (such as hours of operation,
800 number, an email address, and so on), and to consider adding extr:
capacity, more agents and/or longer staffed hours of operation.

U
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Permission denied error message when using M S Internet Explorer
4.X

Description If you are using Microsoft Corp. Microsoft Internet Explorer 4.x and you
get aPer i ssi on Deni ed message when you try to send a Web page
using the Send Page button it is because you are trying to send a page that
isnot on your Web server.

Action

1 ChooseYesto the question “Do you want to continue running scripts o
this page?”

3  Select the Enter button on the Agent Control Window or the Enter k
on your keyboard to send the Web page.

END OF STEPS
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All Phantom Extensions Busy alarm

Description

Action

The Work Flow Manager (WFM) generates an alarm when all phantom
extensions are busy. The WFM reduces the maximum number of
simultaneous calls by one to prevent the WFM from repeatedly
attempting invalid call attempts.

The All Phantom Extensions Busy alarm generates an entry in the error
log. For the"ALL PHANTOM EXTENSIONS BUSY" alarm, the error
log indicates the new value of the maximum number of simultaneous
cals. If the problem worsens, the error 1og shows the maximum number
of simultaneous calls gradually dropping down to zero.

If you receivethe"ALL PHANTOM EXTENSIONS BUSY" aarm, do
the following:

Ensure that the Maximum Simultaneous M essage Calls option
(Message Care System Options Web page) matches the number of
Phantom Extension administered for Message Care (this parameter is
located in the | CC/M essage Care Common Administration Web page).

Ensure that all Phantom Extensions administered on the CTI process
are also administered on the CentreVu CT server.

If the above administration options are correct, then there may have
been an event that caused the CTI process to go out of sync with the
CentreVu CT server or the WFM. To correct this condition, continue
with the following steps.
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4  Reset the maximum number of simultaneous callsto itsoriginal value.
To do this, enter the command Maxcal | X (X=new vaue of the
maximum number of launched calls) in the WFM text box. X must be a
value less than the purchased Message Care capacity.

5 If you continue to receivethe "ALL PHANTOM EXTENSIONS
BUSY" alarm, restart the WFM and CTI processes. To gracefully shut
down the WFM, see Steps 1-4 in the section c@ledrm a gracefu]]

12-23).

END OF STEPS
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Connection lost message appears on the Agent Control Window

Description

Action

A Connecti on Lost message appears in the text box of the Agent
Control Window. A pop-up window also appears with the message Your
connection has been lost. Wuld you like to reconnect?
These actions indicate that the TCP connection between the agent’s PC
and the ICM server has been dropped, so the agent has no communication
channel to Centre\Vu Internet Solution.

Select the Yes button on the pop-up window. If there are no further
error messages, there was probably atemporary LAN glitch.

Check the firewall administration for arule that causes TCP
connections to time out after a certain interval of inactivity. Consider
increasing thistimeout parameter. If increasing the timeout on the
firewall is not feasible, contact the Lucent Technologies Technical

Services Organization (TSO) to see about using “keep-alive” packet

between the ICM server and the agent computer.

Troubleshoot LAN problems. Inspect all intermediary equipment
(hubs, switches, routers) for errors. Check for excessive LAN
congestion. To have the LAN inspected by a Lucent Technologies
Network Consultant, contact your Account Executive.

END OF STEPS
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Agent gets “Document contains no data” message when answerir
a message call

Description A Docunent contai ns no dat a message appears when the agent
answers amessage call. This scenario can occur if the Message Display
URL has a different domain name than the Agent Idle URL.

Action Ensure that the Agent Idle URL uses the same domain as the Message

Display URL.
[]
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Agent gets a “Non Internet Agent” message

Description  An agent can receive this message if the following is true:

« The agent is logged in to tiEEFINITY ECS but not in to the
CentreVu Internet Solution

* The agent is associated with an Internet VDN/skill

In this situation th&€entreVu Internet Solution could route a real-time
Internet call and the agent would get the “Non Internet Agent” message
The agent can still take the call and have a voice conversation with the
caller; however, Internet functions such as collaborative browsing and
text chat will not be available to the agent.

Action To avoid getting these messages, do one of the following:

* Log out of theDEFINITY ECS and log in to th€entre\Vu Internet
Solution.

* Do not assign Internet VDN/skills to voice only agents.
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Troubleshoot installation problems

Overview

Purpose Theinstallation troubleshooting section provides tips for problems
regarding the installation of the CentreMu Internet Solution.

Contents The following installation troubleshooting topics are covered:

o |Receive an ODBC error when accessing the Message Care administrati0n|
13-68
[ ]

[Cannot start Mail Manager after installing Message Care|(13-69)

. |Mai| Manager locks up while trying to poll a mailbogl(13—701
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Receive an ODBC error when accessing the Message Care
administration Web pages

Description You can get an ODBC error when accessing the Message Care
administration Web pages if you have not created an SQL server login ID
and password.

Action See[Create an SOL Server login ID and password](4-21) for instructions on
how to create an SQL server login ID and password.
L]
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Cannot start Mail Manager after installing Message Care

Description If you inadvertantly configure ODBC User DSNsinstead of ODBC system
DSNss, while creating ODBC data sources for the MCAdmin, MCArcive,
and M CM essages databases, the following problems could occur:

»  The Mail Manager will not be able to start (runtime eratnor nal
program terni nation)

* You will not be able to access thessage Care administration Web
pages.

Action Remove the User DSN entries for each database (MCAdmin, MCArcive

and MCMessages), and then reboot the server.
[]
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Mail Manager locks up while trying to poll a mailbox

Description If you enter incorrect Distinct License Keys during the installation of
Message Care, then the Mail Manager can lock up whileit polls
mailboxes.

2 Gotothe
HKEY LOCAL _MACHI NE\ SOFTWAREL Di sti nct | Seri al Nunber
key and enter the correct information in the Ext ensi onKey and
Ext ensi onNumber value strings.

END OF STEPS
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14  Errorsand Error logs

Overview

Purpose The purpose of the following information is to discuss CentreVu®
Internet Solution errors and error logs.

Audience Thisinformation isintended for installers, administrators, agents, and
anyone who uses the CentreVuinternet Solution.

Contents Thefollowing information is covered in this section:

e [Message Care™ error logs|(14-2)

. [Message handling flow process errors|(14-7)
. [Log files on the ITG|(14-13)

. [Log files on the ICM server] (14-14)
¢ |Log file for the CTI process|(14-15)
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Message Care™ error logs

Overview An error isaproblem condition that occurs that may lead to service
problems. Some errors are stored for informational purposes only. To
provide arecord of events related to the processing of messages and the
operation of the system, the Message Care software logs errors and other
events. All message error log entries record the event and time the event
occurred.

The Message Care logs include notice of communication problems
between the Message Care software and another system, such asthe ICM
server or the POP3-compliant mail server. However, problems between
other systems appear in the logs for those systems. For instance, a
communication problem between the DEFINITY® ECS and the
CentreVuComputer Telephony server appears in the CentreVuComputer
Telephony reporting system.

Errors can occur during the message handling flow process. In some cases
when an error condition occurs, the Message Careoftware delivers an
alarm email message to report the problem. The administrator can then
take the necessary actionto correct the problem.

Log and error files

Message Carstores all log and error files (except the archive log) in the
default-installation directory C:\Program Files\Message Care\logfiles

Message Carbas the following error logs:

*  Message Care error log (ncerror.log)

Work Flow Manager error logMfmlog.txt)

e Mail Manager error logrfungeerror.log)

e MIME DLL log (MimeDIIError.log)

*  Maintenance Monitor error logntMMMDD.txt)
e Administration log AdminLog.txt)

e Archive log @rchivelog)
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Message Care alarms

In specific situations, Message Care will deliver alarms. The following list
provides the alarms that the Message Care software delivers:

+ Database full alarm

 Database 95% full alarm

 Database 90% full alarm

 Database 80% full alarm

* Unable to connect to POP3 host—invalid host name or password
* Unable to connect to POP3 host—unknown host

« POPS3 server not responding

Work Flow Manager lost connection to Mail Manager

* All Phantom Extensions Busy

Error log files  The error log file wher&lessage Care application errors are logged is as
follows: \mcerrorlog.ixt file (where the default installation directory is:
c:\Program Files\MessageCare)

Also, most of theMessage Care processes keep a "trace" (or error) log for
that process. The process trace logs are as follows:

* Mail Manager Proces$temp\mungeerror.log
*  MsgCareDLL Processtemp\MimeDIIError.log
*  Work Flow Manager Procesdin\wfm\wfmlog.txt

Mail Manager error codes
The following are error codes used by the Mail Manager:

e 1002 SMTP failure

* 1003 SMTP cannot initialize

* 1004 SMTP cannot initialize winsock
* 1005 SMTP out of memory

* 1006 Cannot resolve SMTP host name
¢ 1007 SMTP cannot allocate socket

* 1008 SMTP cannot bind socket
1009 SMTP host not responding

e 1010 Cannot send SMTP command
e 1011 SMTP host timed out

e 1012 Invalid SMTP handle
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1013 Invalid SMTP option

1014 Another SMTP operation is in progress
1015 SMTP aborted

2001 Messages database full

2002 Messages database 95% full

2003 Messages database 90% full

2004 Messages database 80% full

2100 Unable to connect to POP3 host -- invalid host name or
password

2101 Unable to connect to POP3 host -- unknown host
2102 POP3 server not responding

2200 Timer expired before polling was completed
3000 Too many attachments on message

3001 Acknowledgment file for mailbox does not exist or is a
directory

The database limits in errors 2001 through 2004, above, may change.

Message Care DLL error codes

Error codes 1002 through 1015 are used by the Message Care Dynam

Link Library (DLL).

Mail Test Tool error codes

Error codes 1002 through 1015 are used by the Mail Test Tool

Simple Mail Transfer Protocol error codes

Error codes defined by the Simple Mail Transfer Protocol (SMTP) may

be included in error messages 1002, 1012, and 1015.
These include the following, which are taken from RFC 821 (SMTP):

421, Service not available, closing transmission channel (this may
be a reply to any command if the service knows it must shut down)

450, Requested mail action not taken—mailbox unavailable
(mailbox busy)

451, Requested action aborted—Iocal error in processing
452, Requested action not taken—insufficient system storage

500, Syntax error, command unrecognized (this may include errors
such as command line too long)

501, Syntax error in parameters or arguments
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502, Command not implemented
» 503, Bad sequence of commands
* 504, Command parameter not implemented

* 550, Requested action not taken: mailbox unavailable (mailbox not
found, no access

» 551, User not local; please tryf r war d- pat h>
* 552, Requested mail action aborted—exceeded storage allocation

» 553, Requested action not taken—mailbox name not allowed
(mailbox syntax incorrect)

. 554, Transaction failed

Please see thdessage Care Installation CD-ROM for additional error
codes.

Viewing the error logs

Error logs can be viewed using a simple text editor (for example,
WordPad).

Whenever there is a recoverable delivery failiessage Care will try to
redeliver the message until it succeeds. Whenever there is a non-
recoverable delivery failuré/lessage Care will record an error log entry

for non-recoverable delivery failures but will not attempt to redeliver the
message. The log will record tBEFINITY ECS extension where the call
was delivered, the agent ID if available, the called number, any Adjunct.
Switch Applications Interface (ASAI) digits associated with the call, and
any error conditions received froDEFINITY ECS, including any J-TAPI
provider proprietary data.

Recoverable delivery failures

Your vectors may disconnect message calls due to designed queue limi
When a call failure of this type is encountered,Nfessage Care software
repeatedly continues trying to deliver the message call.

A message retry is initiated after a 15-minute delay. When retrying a
message call, thdessage Care software launches the call using the same
call setup parameters, dialed number, and any ASAI-provided digits. A
retried message will be placed in the overflowed queue based on its
retrieval time.
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Thefollowing are the known recoverable message call delivery errorsthat
will result in Message Care launching message calls repeatedly until
success:

* No available resources to initiate message calls
DEFINITY ECS returns busy condition
« DEFINITY ECS vector processing drops call

 Message call dropped byMessage Care-enabled agent without a
reason code.

Non-recoverable delivery failures

—Other conditions, such as the call being routed off-switch repeatedly,
have a limited number of retries.

TheMessage Care software stops trying to deliver a message call after the
message call has received three non-recoverable call delivery errors th:
are encountered in consecutive call attempts. For example, if you
incorrectly administered the number to call and the message call
repeatedly failed to be delivered by DEFINITY ECS,Message Care

will stop launching this message call after three tries.

When this occurs, the message will be placed in the failed state and no
further attempts will be made to launch message calls relative to a failet
message.

Failures need not be the same. For example, if the first call attempt was
rejected due to an invalid number and the next two calls result in the ca
being routed off-switch, then the message will fail. Messages in the faile
state can only be manually retrieved by an agent sinddatsage Care
software will not try any further automatic deliveries.

The following are the known non-recoverable message call delivery
errors that can result in tivdessage Care software placing the message in
the failed status state:

*  Message call routed off tH2EFINITY ECS

 Message call answered and dropped by an agent not logged into tt
Message Care software

. Dialed number not valid
[]
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Message handling flow process errors

Introduction  Errors can occur during the message handling flow process.
The following three cases are when an alarm occurs:
*  When the database is reaching its capacity
* When there is a loss of Mail Manager functionality

*  When the maximum number of message calls are reduced due to |
of available resources

For a detailed description of the message handling flow process, see
Chapter 8,| How to process message calls.

Error handling process The following steps describe the errors that can occur in the message
handling process:

1 A consumer sends a message to the call center.

2 Consumer messages arrive in the monitored mailboxes at the call ce

21001 nval i d Passwor d error: IfMessage Care is denied access to a
mailbox due to an invalid password, an error condition will be reported
immediately. Theéviessage Care software will continue to attempt to
access the mailbox.

If the customer corrects the administered password in the mail system,
Message Care software will gain access on the next attempt without the
customer having to restart tMessage Care software.
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3  TheMessage Care software detectsthe consumer’s arrived message by
polling an administered list of mailboxes at the specified intervals
(every 5 minutesis the default).

Pol I i ng I nterval error: Message Care polls each mailbox at
specified intervals. This means that there is a minimum of the specified
interval from the start of one polling cycle to the start of the next polling
cycle. If the polling cycle takes longer than the specified interval (for
example, too many messages to process), then the next polling cycle starts
as soon asthelast one ends. In thislast case, Message Care logs an error.

The Message Care software continues to poll a mailbox at the specified
interval even if polling failures occur. An error isrecorded each time a
polling failure occurs.

You should periodically check the errors. If there are too many of these
errors, you may have a performance problem on your system.

4  TheMessage Care software copiesthe messageinto an Open Database
Connectivity (ODBC) database.

5 The Message Care software automatically sends an acknowledgment
(if Auto Acknowledgment isadministered) to the consumer, indicating
that the message has arrived and provides its tracking number.

Aut o- Acknowl edgnent Text File Not Found error: If the
administered text file for an auto acknowledgment message is not found,
no acknowledgment will be sent and an error will be logged. The error
event will identify the receiving mailbox.

Aut o- Acknow edgnent Delivery Fail ure error: Anerror will be
generated if the Message Care software is unable to deliver an auto-
acknowledgment to the SMTP server for delivery. The error will identify
the message through its tracking number. M essage processing will
continue even if the auto-acknowledgment cannot be sent.

The Message Care software gives up after aperiod of timein its attempt
to send an auto-acknowledgment to the SMTP server, logs the error, and
continues to deliver the message to the agent.

Failure to Subnit a Message to the SMIP Server eror: The
Message Care software waits to submit a message for delivery to the
SMTP server. Then, if the message cannot be submitted, the Message
Care software informs the agent that the message submission failed and
records an error in the error log.



Errorsand Error logs

Message handling flow process errors

CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

14-9

The Message Care softwareinitiatesacall tothe DEFINITY ECS, using
the Vector Directory Number (VDN) administered for the receiving
mailbox. If incoming messages exceed the administered system
resources to launch message calls, the Message Care software holds the
messages in Overflowed state and initiates calls for them as resources
become available.

Message Call Routed O f the DEFI NI TY error: A message's status
isset to failed if three consecutive message callsrelative to the same
message are routed to an invalid VDN (either not administered or off the
DEFINITY ECS serviced by the CentreVu Computer Telephony server).

Any time amessage call isrouted to aninvalid VDN, the Message Care
software will release the message call.

In this case, the Message Care software has no information about the
destination station, nor can it deliver amessage to an agent or person off its
native switch. Therefore, the Message Care software rel eases the phantom
call and attempts a call retry. After three unsuccessful retries, the Message
Care software will register the message as afailed message.

Callsmay be routed off the DEFINITY ECS either when the call attempt is
first made or when an agent decides to transfer the message call.

The error log will record the called number and any ASAI-provided digits
associated with the call.

7  CentreVu CMS begins tracking the message when the DEFINITY ECS

launches the phantom call, using its assigned VDN.
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The DEFINITY ECS selects an available agent according to the vector
associated with the assigned VDN, and sends the phantom call to the
agent’s telephone. When the agent answers, the CentreVu CT sends a
call-answered notification to the Message Care software.

Di al ed Nurmber Not Vali d error: Thisisanon-recoverable delivery
failure.

Call Answered and Dropped by an Agent Not Logged In
error: If an agent islogged in to the DEFINITY ECS but not logged in to
the Message Care software, amessage call will be delivered to the agent,
but no PagePop will appear.

The agent should then log in to the Message Care software. The Message
Care software will retry the message call delivery, increment the retry
counter, and place the message in the overflow message state.

When amessage call is answered by an agent not logged into the Message
Care software, the history log will record the extension, and agent ID if
available.

When the Message Care software receives the call-answered
notification, it delivers the message to the agent through a PagePop:

1. The Message Care software supplies the agent’s browser with the
Uniform Resource Locator (URL) associated with the received
consumer’s message. This URL calls a Common Gateway Interface
(CGl) script.

I nval i d URL error: If the customer-administered URL, for either
Display or View, isinvalid, the agent receives an error indication. If

the URL isincorrectly administered to an invalid entry, the browser
displays the error message to the agent. One example of such an

error message is “The requested object does not exist on this serve
The link you followed is either outdated, inaccurate, or the server ha
been instructed not to let you have it.” Other displayed errors includ
“Error 404.” If this occurs during message processing, the agent
should probably drop the message call through the voice terminal c
the Agent Control Window. Thiglessage Care software will process
the message as ifMessage Care-enabled agent dropped a message
call without a reason code. The message call will be retried at a late
time.
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If an agent receives a message call with an invalid URL, the agent
should be instructed to alert the supervisor. A VDN of origin
announcement, may help the agent identify the mailbox with the
invalid URL.

The Message Care software supplies parameters to the CGI script,
specifying the message components to display. This script then
accesses the ODBC database of messages, retrieves that set of
components from the consumer’s message, and dynamically generates
aWeb page.

If the message includes attached files, such as afax image, the
Message Care software lists the attachments. Helper applications
administered in the agent’s browser provide access to these
attachments.

The customer must provide the appropriate hel per applications for
each agent, based on the types of messages that agents are expected to
receive. For instance, agents who process faxes must have a hel per
application for viewing and handling faxes.

The agent handles the message, using the processing options supplied
on the Web page, one of which allows the agent to suspend processing
of amessage for a specified period of time.

This option can free an agent to handle more urgent matters, such as
increased volumein real-time calls. It is aso useful when the agent is
waiting for information from a subject-matter expert.

If the agent does not manually retrieve the suspended message within
the specified period of time, the Message Care software returns the
message through a call. The customer should set up a coverage vector
to handle cases when the suspension timer expires and the agent is not
logged in, or disregards the message call. Thisway, the customer need
not rely on the agent to remember to retrieve the suspended message;
the Message Care software handles it automatically. See[Samplel
[vectors for retrieve and suspend] (2-48).
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The Message Care software submits the agent’sreply for delivery by a

mail server, using SMTP protocols. It also stores acopy of thereply in

the message database, linked to the original incoming message.

The agent marks the disposition of the message on the Web form,
according to a set of closure codes administered, and Message Care
releases the call.

Call Dropped w thout a Conpletion Code

error: If after waiting to receive an agent notification, no completion code
Ismarked, the following is recorded:

11

The DEFINITY ECS extension where the call was delivered
The agent ID (if available)

The called number

Any ASAI digits associated with the call

Any error conditions received froDEFINITY ECS, including any
J-TAPI provided proprietary data.

The following two errors can occur when the agent attempts to retriev
a message

No facilities Are Available to Retrieve a Message
error: If an agent requests a message retrieval and no facilities are
available to launch a message call, Message Care software

records the event in the message history and increments the retry
counter. The message is then placed at the top of the overflow queu

No Nunber to Call for a Retrieve Request error: If an
agent requests a message retrieval and no VDN has been defined
call, theMessage Care software records the error and alerts the agent

of the error condition.
L]
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Log filesonthelTG

Location of log files on  TheITG log files (logfile0 and logfilel) are located in the /mmcs/log
the ITG  directory on the ITG.

For more information about the log files on the I TG, see[Supporting the]
[TGl(12-3). Refer to the section, “Log files on the ITG.”

L]
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Log fileson the ICM server

Location of log files on  ThelCM log file (icmlog.txt) is located in the c:/itg directory.

the ICM server For moreinformation about the ICM server log file, see[Supporting the ICM]
[serverl(12-5). Refer to the section, “Log files on the ICM server.”

U
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Log file for the CTI process

Location of CTl process Thelog file (ctilog.txt) islocated in the c:/itg directory.

log file For more information about the CTI process log file, see[Supporting the CTI|
[orocesd (12-12). Refer to the sectiop, “Log files on the CTI process.”

[
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Appendix A: Multisite Configuration

Overview

Purpose The purpose of thisinformation isto discuss the following about the
multisite feature:

e [Whatis the multisite feature?] (A-2)

o |How do | install the CIRS software?|(A-5)

. [How do | administer the CIRS software?| (A-6)

. |How does the multisite feature work?| (A-9)

° |How do | monitor my multisite environment?| (A-11)

. |How can | customize interactions with the CIRS?|(A-13)

Audience This information is intended for system administrators, supervisors,
support personnel, and anyone who wants to know more about the

multisite feature.
L]
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What is the multisite feature?

Important! The Message Care™ offer does not support a
multisite configuration.

Introduction The multisite feature enables your call center to route CentreVu®
Internet Solution callsto an ICM before the calls enter the DEFINITY®
ECS. With this capability, CentreVulnternet Solution calls can be routed
to the best ACD based on the resources available on the local ICM or
based on agents logged in to the local ICM. By using resource routing, a
call isrouted to the most available ICM for the call type. Resource routing
is accomplished through a Centralized Internet Routing Service (CIRS).

Things to know about the multisite feature

The following list provides important information about the multisite
feature:

*  CentreVu Internet Solution reporting capabilities are for single site
reporting and not multisite reporting.

*  The multisite feature assumes that all ICM sites are alike. This
means that all ICMs must be equally capable of servicing a call
request. For example, if there is a VDN that handles shoe requests
all ICMs must have a VDN that handles shoe requests.

* Insome instances you may want to combine call types and skills. Fc
example, if you want a different VDN for voice type shoes and a
different VDN for chat type shoes, then you would have to create
separate skills (for example, vshoes for voice type and cshoes for
chat type).

« Having a multisite environment does not mean that you are bound t
routing all your calls through the Centralized Internet Routing
Service (CIRS). You can continue to have specific calls route to an
ICM that is not connected to the CIRS.
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Multisite software The multisite feature introduces new software to your CentreVu I nternet
Solution call center. This new software component is called the Centralized
Internet Routing Service (CIRS) and must run on a Microsoft Corp.
Microsoft Windows NT® 4.0 server platform. The CIRS isresponsible for
routing calls to the best ACD based on resources (call type and agent).

The CIRS successfully performs resource routing by doing the following:

»  Keeping track of resource information. Each call that comes into yo
CentreVu Internet Solution maps to a resource type (séieypes and
resource types (A-3) ). Resource information is passed to the CIRS
from each ICM connected to the CIRS.

* Maintaining a count of agents logged in to each ICM. The CIRS
receives agent login information from each ICM connected to the
CIRS.

* Identifing the VDN to use for the call and passing the VDN to the
selected ICM. The ICM then launches the call to that VDN on the
DEFINITY ECS.

If an ICM is not connected to the CIRS or is not sending information to tt
CIRS, the CIRS does not consider the ICM available to take calls.

Call types and resource types

The following table provides call type and resource type mapping:

Call Type Resource Type
Voice Voice
Chat Chat
Callback Chat

Callback and Collaborate Chat
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Multisite configuration The following figure illustrates a high-level architecture view of the
multisite feature:

Ceantralized Internet Routing Service (CIRS)
MT server

=

L ——— i
Wizh Server
Software Only
I
1] [
(T I TG i I (L LCT I T im
i im m
Definity Drefinity
ICM Site ICh Site ICM Site
Seattle, WA Austin, TX Fochester, MY

U
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How do | install the CIRS software?

Before you beginBefore Theinformation contained in the install instructions describes only those
you begin  procedures that require you to input information or make choices.

Important! Before you begin the CIRS instal, do the following:

»  Stop the Microsoft CorpgMicrosoft® Internet Information
Services (lIS).

* Make sure JRun is already installed. For procedures on how tc
install JRun, se@stall JRun](3-3).

Install instructions

2 From the CIRS folder, selesttup.exe.
Result: The Setup program pronpts you through the

installation process. Followthe instructions on the
screen.

You will need to select the following options:

» Destination location—select the location. If you are installing the
CIRS on the server in which the ICM software is installed, then
install CIRS in the same directory as the ICM. The same is true
you are installing the CIRS on the server in which the CTI
software is installed.

»  Select Program Folder—you can select the default or create a n
program folder.

»  Configure JRun—select Yes. In this step, you are configuring th
CIRS to work with JRun.

* Destination Location of JRun—provide folder where JRun is
installed.

* Install JRE—select Yes. (You need to install JRE for a new inste
and for an upgrade.) Also, select I18N if you are using multiple
languages.

* Reboot—you can reboot the system at this point or you can rebc
your system after you have installed@éhtreMu Internet Solution
software.

END OF STEPS
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How do | administer the CIRS software?

Introduction  After you have installed the CIRS software, you must administer the

following:
»  Skilland VDN mapping for each ICM that is part of the multisite
configuration

*  “No ICMs Available URL” parameter for the Web page that appears
in the caller's browser when their call cannot be placed into the call
center.

To administer the above parameters, access the Centralized Internet

Routing Service System Administration Menu Web page by entering the

following page location in the browser window:

http://<CIRS server_name>/admin/cirs

lllustration
An illustration of the Centralized Internet Routing Service System
Administration Menu Web page follows:

# Lucent Centralized Internet Routing Service Administration - Metscape

File Edit “iew Go Communicator Help

Lucent L.n“h:dng?“ @ . . .
Centralized Internet Routing Service
et i S yStEM Administration Menu

+ Administer CIRS
+ Administer VDN/Skill Mapping

Co t ©: 1995
Lucent Te::lh{!llalogi_es Lucent Technologies.

BcllLabs Innorations Al rights reserved

ﬁ| |Document: Done
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Administer skill and VDN  This administration Web page enables you to administer skill and VDN
mappings  mappings for each ICM. The CIRS uses this administration to ultimately
determine the correct VDN for the call request.

Illustration

Anillustration of the Centralized Internet Routing Service Skill/VDN
Mapping Administration Web page follows:

3 Lucent CIRS YDMN/Skill Map Administration - Netscape

Fle Edit Yiew Go Communicator Help
i

Centralized Internet Routing Service VDN/Skill Mapping Administration

CIRS YDN/Skill Mapping allows the administrator to map skills to vdns for each ICH that is part of a multi-site configuration.

* To add new skill’vdn mappings, fill in the tahle under "Add New VD N/Skill Mapping"'.

* To change a skill’vdn mapping, change the vdn value in the table under "Change or Review VDN/Skill Mapping"'.

* To remove a skill’vdn mapping, delete the vdn value in the tahle under ""Change or Review VDN/8kill Mapping". (This removes
the associated ICM name and skill.y

* Press the appropriate "Save' hutton to save any changes.

* Press the "Refresh" button after saving changes to display new values.

WARNING: Administrative changes on this page

ically take effect ically when you click on the "Save" button!

=l

Change or Review Current VDN/Skill Mapping Add New VDN/Skill Mapping
ICM Name Skill VDN ICM Name Skill VDN =

icmZ.enterprise. com |(default

2585

|icm3 enterprise.com (5432

||7s7s

|i:m3 enterprise.com | 1234

|5555

icm. enterprise.com  |1234

4321

icm enterprise.com  |[default

2323

Save

=
a2 2|

= | Document. Done

Default VDN
You must administer adefault VDN for each ICM connected to the CIRS.
The CIRS uses the default VDN in the following cases:

»  Askill parameter is not passed to the CIRS when the consumer sele
the Call Us button.

* A skill parameter is passed to the CIRS, but the skill cannot be foul
in the skill/VDN mapping for the selected ICM.
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Administer URL and The CIRS Administration Web page contains the following two fields:

Router Class file No ICMs Available URL—this field contains the URL of the page
that is displayed to the caller when the caller's Internet call cannot b
placed to the ICM because no ICMs are available.

* Router Class File—this field allows you to use your own router. If
you choose to replace the Lucent CIRS Router with your own routel
then you will need to provide the router class name in this field.

If you leave the Router Class File field blank, then the CIRS will use
the Lucent-provided router class. In addition, if you enter an
incorrect router class file name or if you have not tested your routel
the CIRS will not work. SefEow can I customize interactions with the]

for more information about customizing interactions
with the CIRS and/or controlling the routing of calls through the
CIRS.

Illustration

An illustration of the Centralized Internet Routing Service
Administration Web page follows:

¥ Lucent CIRS Administration - Netscape
File Edit Yiew Go Communicator Help

Centralized Tnternet Routing Service Administration

Description |Value
Mo ICMs Avalable URL [bttp://icm enterprise. com itg/noresources . html Verify

Eouter Class File |

To save these walues, click the "Save" Button

Save

WARNING: Changes to No ICMs Available URL take effect automatically when you click on the "Save"
button! Changes to the Router Class will not take effect until the CIRS service has been stopped and started.

[ System Administration Menu |

Co it Q1988
Lucaht Techhalogies Lucent Technologies.

BellLabs lnnavations Al rights reserved

82 2| 4

= [Document: Dane
The Centralized Internet Routing Service Administration Web page
provides more information about the No ICMs Available URL and the
Router Class File parameters. For more information about these two
fields, click on the description (blue underlined) of the field for which you
want information.
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How does the multisite feature work?

Introduction  To describe how the multisite feature works, this section provides an
explanation of what happens when avoice call (voice call one) with a skill
of shoes entersthe CIRS. Then, this scenario will be built upon by
introducing a second voice call (voice call two) into the CIRS. For each
initiation of avoice call, the Web page in which the caller selects the Call
Us button contains the /serviet/CIRS string, and the call with its associated
ski || parameter is passed to the CIRS.

Voice call one enters the For voice cal one, the following table is used for demonstration purposes:

CIRS
Total \oice Active Chat Active Total
Active Limit Voice Limit  Chat Agents
Cdls Cdls Cdls
ICM 1 0 20 0 20 0 1
ICM 2 0 20 0 20 0 2

The following steps describe how the CIRS determines the ICM for which
voice call oneisrouted:

1. TheCIRSchoosesall ICMswith available voice resources for the call
type.

Using the table above, both ICM1 and ICM2 have available voice
resources.

2.  The CIRSroutesthe call to the ICM with the most available agents.
The most available agents means that there are more agentslogged in
to the ICM than there are active calls on that ICM. Therefore, it is
more likely that an agent will be available at the ICM.

Using the table above, ICM2 has more agents (2) logged into the ICM
than there are voice calls (0). Therefore, the CIRS will route voice call
oneto ICM2.

3. TheCIRS checksthe skill and VDN mapping administered for the
selected ICM. For example, if the skill passed from the Call Us Web
page is shoes, then the CIRS will check the skill/VVDN mapping to
see which VDN is mapped to skill shoes.

If no skill is passed to the CIRS, then the CIRS will automatically use
the default VDN that is mapped for the selected ICM.

The CIRS passes the VDN to the selected ICM. The ICM then
launches the call to the correct VDN on the DEFINITY ECS.
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Voice call two enters the With voice call two, the available resources change to the following:

CIRS
Total \oice Active Chat Active Total
Active Limit \oice Limit | Chat Agents
Calls Calls Calls

ICM 1 0 20 0 20 0 1

ICM 2 1 20 1 20 0 2

The following steps describe how the CIRS determines the ICM for
which voice call two is routed:

1. The CIRS chooses all ICMswith available voice resources for the

cal type.
Using the above table, both ICM1 and ICM2 have available voice
resources.

2. The CIRS then routes the call to the ICM with the most available
agents.

Using the above table, both |CM s have the same number of available
agents (1). Therefore, the CIRS uses the third criterion to determine
the ICM for which voice call two should be routed.

3. TheCIRSidentifieswhich ICM has the most call type and agent
resources available.

Using the above table, ICM 1 has the most call and agent resources
available; therefore, the CIRS routes voice call two to ICM 1.

4.  See[Step 3in Voice call one enters the CIRS (A-9) for the remainder of
the process.

When no ICMs are  When there are no ICMs connected to the CIRS or active with the CIRS,
connected or active the administered “No ICMs Available URL” is returned to the caller's
browser.

When ICMs have no  When the ICMs connected to and active with the CIRS do not have any
available resources resources, the following takes place:

1. The CIRS still routes the call to an ICM.

2. Because there are no resources on the ICM for which the CIRS
routed the call, a resource problem is presented on the ICM and in
the Call Management System for the Internet (ICMS).
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How do | monitor my multisite environment?

The CIRS window Use the CIRS window to monitor your multisite environment.

To access the Centralized Internet Routing Service window, click on the
Windows Start button, and then click on the Lucent CIRS menu entry.

[llustration
The following illustration provides an example of the CIRS Control
Window:

E%Eentlalized Internet Router Service

Log  Display  Shutdown  Help

Lucent Technalagies 6 Centralized Internet Routing Service

Enter |

CIRS window menus  The following table describes each CIRS menu item:

Menu Name Menu Item Description
Log Normal Changes the CIRS logging level to less
detail.
Debug Changes the CIRS logging level to more

detail.
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Menu Name Menu Item

Display Resources

Nextroute

Agents

Connections
Parameters
Shutdown Name of ICM

Help Version

Commands
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Description

Displays available resources for each
ICM.

Informs you of the next ICM the CIRS
will select for each type of call.

Liststhe agentslogged into each ICM in
the multisite environment.

Lists all the connectionsto the CIRS.
Displays al CIRS parameters.

Displays the ICM name for each ICM
connected to the CIRS. To prevent the
CIRS from routing calls to a specific
ICM, select the ICM name from the list.
For an alternate method for shutting down
| CM s connected to the CIRS see Remotely
shut down ICMs connected to the

CIRS (A-12).

Displays the version information for the
CIRS.

Displaysthelist of valid CIRS
commands.

Remotely shut down ICMs connected to the CIRS
To remotely shut down ICMs that are connected to the CIRS, do the

following:

1. Telnet to CIRS port 8108.
2. To shut down an ICM, type the following at the prompt: set

i cnrst at e

"I CM s domai n nane" false

3. Torestart an ICM, typethefollowing at the prompt: set i cnst at e

"I CM s donmmi n nane"

true

U
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How can | customize interactions with the CIRS?

Introduction

Important! Thisinformation isintended for developers with a
knowledge of Sun Microsystems, Inc .Java™ programming. For
detailed information about the following information, enter the
following location in the browser window:

http://<cirs_server_name>/itg/docs

The multisite feature provides a Router Application Program Interface
(API) that allows you to interact with the CIRS and/or control the routing
of calls through the CIRS.

The Router API provides three capabilities for interaction and control of
routing calls through the CIRS intaCentre\Vu Internet Solution
environment. These three capabilities are as follows:

Override default route selection algorithm—this capability provides
default route selection algorithm for distributing calls to ICM server:
You can replace this algorithm with a custom developed algorithm 1
make call route decisions based on your own criteria.

Create an application that launches calls—instead of using a Web
page that interfaces directly with the CIRS through a servlet to laun
CentreVu Internet Solution calls, you can develop a separate
application (Sun Microsystems, Intava applet or program) that
launchegCentreéVu Internet Solution calls. The application you create
uses the Router API to place a call route request to the CIRS. The
CIRS then identifies the ICM to use and the application uses the IT
API Specification for placing and controlling calls to that ICM.

Use a different centralized tool for routing calls—the Router API
provides the information obtained by CIRS for interpretation and us
by a Sun Microsystems, Indava application that interfaces with

another centralized tool.
L]
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Appendix B: Using another CTI
application

Overview

Purpose Internet Call Center (ICC) supports the use of another Computer
Telephony Integration (CTI) application to log in to the DEFINITY®
ECS. However, to register with the CentreVu® Internet Solution, agents

are till required to log in to the CentreVul nternet Solution using the
Agent Login window.
L]
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Administration of ITG and ICM server

Utilizing CentreVu To utilize the CTIl enhancements available in the CentreVu I nternet
Solution, the following administrative tasks must be performed. These
tasks are performed through the main administration Web page. For
procedures on how to access the Lucent CentreMu Internet Solutions
System Administration Menu, see[Where do | administer my CentreVul
[Internet Solution software?|(5-3) .

Internet Solution CTI
enhancements

The preferred method for an agent logout is to use the logout butto
on the Agent Control Window. This logs the agent out of the
CentreVu Internet Solution as well as tBEFINITY ECS. Other CTI
applications should be monitoring at least one of the agent's skills
and should detect the logout, thereby logging the agent out of the
CTI application. Or, you may elect to Disable the “Agent Logout on
Close” option located on the ICC/Message Care Common
Administration web page.

When disabled, this option places the agent in the AUX work state i
the connection to the ICM application on the ICM server is lost or
dropped (for example, the connection to the ICM application on the
ICM server can be lost or dropped if the agent closes the Agent
Control Window); thus, the agent will only be required to log back in
to theCentreVu Internet Solution by way of the Agent Login

window.

When enabled, this option will log the agent out of D= INITY

ECS if the connection to the ICM application on the ICM server is
lost or dropped; thus, the agent will have to log back in to the
DEFINITY ECS by way of the CTI application and log back in to the
CentreVu Internet Solution by way of the Agent Login window.

Disable CTI monitoring of ICC dvlessage Care™ skill in your
CTI application.

The CentreVulnternet Solution must be notified when an agent logs
out of the skill. If another CTI application is monitoring the ICC or
Message Carekill, logout events may not get sent to the CentreVu
Internet Solution.

If you desire to have your CTI application monitor the ICC or
Message Carskill, then you will have to add a “substitute” skill
(one that does not appear in a vector and is not CTIl enabled) to the
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agents skill set, and then add it to the list of Monitored Hunt Groups.
The CentreVu Internet Solution will monitor the “substitute” skill to
keep track of when agents log in and log out oDBEEINITY ECS.

To add a skill to the list of Monitored Hunt Groups, use the Telephor
Server Administration web page.

Ensure that agents are not automatically put into an available ACD
state (manual-in or auto-in) before logging in to the ICC.

If agents are automatically placed in an available ACD state prior t
logging in to theCentreVu Internet Solution, they may receive calls
that they are unable to handle (for example, if a text-chat call is
delivered, the agent will have no method of handling this call withot
the CentreVu Internet Solution interface).

Optional—disable the “Agent Logout” option located on the ICC/
Message Care Common Administration web page.

When disabled, this option does not allow you to log out of the
DEFINITY ECS by way of the Agent Control Window. When you use
another CTI application to log in to tREFINITY ECS, you should
log out of theDEFINITY ECS by way of the same CTI application.

If you choose to enable this option, the agent will be able to log out
the DEFINITY ECS by way of the Agent Control Window. If you are
using another CTI application to monitor the agent, then this CTI
application must be able to detect that the agent logged out to mon
the agent appropriately.

If you do not use another CTI application to log in toBe=INITY ECS,
do the following:

Enable the “Agent Logout on Close” option located on the ICC/
Message Care Common Administration web page.

Enable or disable “Agent Logout” option depending on whether
agents should log out from the Agent Control Window or from the

voice terminal.
L]
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Helpful tips

—Introduction  This section provides information that may be helpful when using another
CTI application.

Incorrect agent login information entered in ICC agent login Web page

Problems could arise if the agent usesincorrect login informationtologin
to the Agent Login web page after logging in to the DEFINITY ECS by
way of another CTI application.

For example, the agent logs into the DEFINITY ECS by way of another
CTI application and then logs in to the CentreVu I nternet Solution
(through the Login web page) but in doing so, enters someone else’'s
Agent ID or extension. Since the agent is already logged in, thereisno
validation through the DEFINITY ECS, and the login appears successful.
However, internet data may be delivered to the wrong agent (or may not
be delivered at all) since different login information was used for logging
in to the DEFINITY ECS and the CentreVu Internet Solution.

The following table lists some things that you can do (or Lucent
Technologies Professional Services can do for you) that will ensure that
the correct login information is used upon each login.

Solution Disadvantage(s)

Solution 1: Agent may not have the same

For each agent, create aL ogin Web pagethat = €xtension each day.

contains the agent’s I D, extension, and HTML sourceiseasly viewable;
password (if required). therefore, passwordsand agent IDs

If storing agent 1Ds or passwordsin theweb ~ ¢an be copied.
page is a security issue for your call center,
then you may want to use Solution 2.
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Solution 2:

Modify the CTI application so that it
automatically generates and launches a Web
page containing the same login information
that was entered in the CTI application. This
Web page will automatically submit the
login information for logging into the
CentreVu Internet Solution, and then be
deleted for password security.

You can use the autoform.html filelocated in
the samples directory on the ICM server as
an example of a self-submitting login Web

page.
Solution 3:

Have the CTI application launch the browser
and in the command line, add the URL for
http://<icm_server_name>/serviet/\WT/

agentsu followed by the required parameters.

Example of command line:

"C:\netscape" http://http://
<icm_server_name>/serviet/WT/
agentsu?agentl d=1234 & agentExt=8265&
agentName= Bobé& agentPassword=1234...

For information on the parameters that must
be passed to http://<icm_server_name>/
serviet/WT/agentsu, see[Chapter 11] Web
page guidelines.
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Disadvantage(s)

The CTI application must support
the generation and launching of
the login Web page.

The CTI application must support
the generation and launching of
the login Web page.

Solutions 2 and 3 automate the login process.

The remainder of this section describes the situations that could occur if
Web administration and login procedures for using another CTI application
are not followed as stated in this document.
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Logging in to the CentreVu Internet Solution before the other CTI
application

When the agent logs in to the CentreVu Internet Solution first, the
CentreVu Internet Solution will automatically log the agent in to the
DEFINITY ECS. Then, when the agent attemptsto log in to the
DEFINITY ECS by way of another CTI application, the CTI application
denieslogin because the agent is already logged in to the DEFINITY ECS.

To rectify this situation, the agent will have to do the following:

* Log out of theCentreVu Internet Solution (thus logging out of the
DEFINITY ECS).

 Log back in to théOEFINITY ECS by way of the other CTI
application.

* Log back in to the&CentreVu Internet Solution.

Manual-in or auto-in modes activated upon logging in to the DEFINITY ECS
via a CTl application

When you administer the agent to begin receiving calls immediately upo
login, internet calls may be directed to the agent, but the agent will not
have the tools necessary to service the call because the agent has not
logged in to th&Centre\Vu Internet SolutionCentreVu Internet Solution
features such as Web pop, escorted browsing, text chat, and agent-
initiated PSTN callback will not be available. Therefore, it may be
necessary to modify your CTI application to ensure the agent is placed
the AUX work mode upon login.

Lost connection logs agent out of DEFINITY ECS

If you have enabled “Agent Logout on Close,” and the agent is logged ot
of both theCentreVu Internet Solution and theEFINITY ECS, then the
agent will have to perform the following:

e Log back in to thédEFINITY ECS by way of your CTI application.
* Log back in to the&CentreVu Internet Solution.



Using another CTI application

Helpful tips

CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

B-7

Another CTl application is monitoring the CentreVu Internet Solution skill

The CentreVu Internet Solution must monitor the ICC or Message Care
skill to keep track of when agentslog in and log out of the DEFINITY ECS.

If aCTI application other than the CentreVu I nternet Solution is monitoring
the skill, then the CentreVu Internet Solution will not receive necessary
status messages. Thiswill result in inconsistent states between the ICC
CentreVu Internet Solution and the DEFINITY ECS, thus causing the
CentreVu Internet Solution not to function as designed.

For example, if another CTI application is monitoring the skill and an agent
logs out of the DEFINITY ECS, the CentreVu Internet Solution will not be
made aware of the logout and the connection between the CentreVu
Internet Solution and the Sun Microsystems, Inc. Java™ applet will not
be relinquished.

L]
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Appendix C. Overcoming feature
limitations due to browser
Security restrictions

Overview

Purpose The purpose of this section is to describe how to work with browser

security restrictions regarding the HTML forms-sharing feature and the
Send Page button.

The degreeto which HTML forms sharing and the Send Page button work
is dependent upon several factors. These factors include the following:

e The version of the Web browser being used

*  Whether the Web page being shared is loaded from the local Web

domain (same domain from which the applet was downloaded) or ¢
remote domain

*  Whether the applet is regarded as being digitally “signed”

Audience This information is for system administrators and support personnel.

U
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Browser security restrictions

About

Because of security considerations on the Internet, newer browsers
(Microsoft Corp. Microsoft® Internet Explorer 4.x and Netscape
Communications, Inc. Netscape®Navigator3.03) have set security
restrictions on the capabilities of downloaded applets and scripts.
Browsers have set security restrictions to protect you from damage to
your data and to protect your privacy. If your Internet Call Center shares
Web pages with consumers, then your call center will most likely
encounter browser security restrictions.

Why do browser security restrictions affect the Send Page button and
HTML forms sharing?

The Internet Call Center applet must be able to read the current URL from
the browser window for the Send Page button to work, and it must be able
to read form data from a Web page in the browser window in order to
provide form sharing. The security restrictionsin the browser limit access
to such data unless additional privileges are granted.

The ICC and browser security

Full privileges are still granted to the applet when the browser currently
contains a Web page that was downloaded from the same domain as the
applet. Conversely, restrictions will apply when the Web page did not
come from the same domain as your applet.

For example, if the applet was downloaded from www.lucent.conthen
the applet could access Web pages from www.lucent.comvithout any
restrictions. If the applet was downloaded from www.lucent.com and tries
to access Web pages on bell-labs.lucent.corrthen it would not be
considered the same domain, and restrictions would apply.



Overcoming feature limitations due to browser CentreVu Internet Solution Guide, 585-215-025

security restrictions
Browser security restrictions

Use a CGl script to link
your ICM server and Web
server

Issue 2, October 1999
C-3

What can be done to overcome browser security restrictions?

To overcome browser security restrictions that affect HTML forms sharing
and the Send Page button, you can do one or more of the following:

* Install the ICM software on your Web server (this solution requires
that you have only one Web server)—this solution works for the
HTML forms-sharing feature and the Send Page button.

» Ifthe ICM software is not installed on your Web server, then link yot
Web server to the ICM server by using a CGlI script—this solution
works for the HTML forms-sharing feature and the Send Page butt

Embed Javascript in each Web page—this solution works for the
HTML forms-sharing feature and the Send Page button.

* Use digitally-signed scripts and applets to request privileges
(Netscape Communications, Indetscape Navigator 4.x only)—this
solution works for the HTML forms-sharing feature and the Send
Page button.

* Remove the Send Page button—this solution works for the Send P:
button.

The Internet Call Center (ICC) provides the following two types of CGI
scripts that you can use to link your ICM server and Web server. Both
scripts are located in the installation directory on the ICM server.

* domainlinker.class— Sun Microsystems, Indava™ Servlet
e domainlinker.pl—Perl script

We recommend that you use the Sun MicrosystemsJdma.Servlet
domainlinker.class. If your Web site cannot run Sun Microsystems, Inc.
Java Servlets, then use tldemainlinker.pl script.
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Implementing the domainlinker script
To implement the domainlinker script, do the following:

1. Locatethe domainlinker script (donai nl i nkder. cl ass or
domai nl i nker. pl) onthe |CM installation directory and install it
on your Web server(s). You can install the script at any location on
your Web server(s) that you choose.

2. Test the domainlinker script using the domainlinker URL (for
example, http://<Web_server.domain_name.com>/serviet/
domainlinker or http://<Web_server.domain_name.com>/serviet/
domainlinker.pl). From your browser, enter the URL. If you installed
the script successfully, a Web page appears indicating success.

3. Inform ICC of the new script.

4. You caninform ICC of the new script using one of the following
methods:

e If you are linking to only one Web server domain, then you can
set the domainlinker parameter to the domainlinker URL
through thacmparms.txt file. For example,

domai nl i nker=http://
<Web_server. domai n_nane. conr/ servl et/
domai nl i nker

5. If you are linking to more than one Web server domain, then you
must set your domainlinker parameter in the caller Web page and tf
agent login Web page for each Web server domain. For example, tt
agent login Web page and caller Web page located on Web server
domain A must refer to the domainlinker script on Web server
domain A and the agent login Web page and caller Web page locate
on Web server domain B must refer to the domainlinker script on
Web server domain B. See the Web guidelines documentation
located on your ICC R4.0 CD-ROM for more information about
parameters for the agent and caller Web pages.

Digitally-signed scripts  This solution only works for Netscape Communications, INetscape
to request privileges  Navigator 4.0 and greater.

Netscape Communications, Iridetscape Navigator 4.0 and greater
supports a security model that allows digitally-signed scripts to request
privileges. Alternatively, if a script or an applet is downloaded over a
Secure Socket Layer (SSL) channel, Netscape Communications, Inc.
Netscape Navigator 4.x treats the script or applet as if it were signed, thus
allowing privileges to be granted.
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To download the applet or script over an SSL channel, you must enable the
option that allows access over the SSL channel where your applets and
scriptsreside.

What does this mean?

This means that users running Netscape Communications, Inc. Netscape
Navigator 4.0 will be asked to grant privileges before restricted operations
will be permitted. For example, when the ICC applet is downloaded to the
browser, that script can make a request to the user to grant certain
privileges such as reading data from a browser. Note that you cannot deny
privileges. If you do not want to grant privileges, then you must drop the
call.

This security model provides access to any Web page on the Internet, thus
offering unrestricted use of the Send Page button and HTML forms

sharing.
Remove the Send Page Important! Consider the following before implementing this
button solution:

* If you disable the Send Page button through the Internet Call
Center Administration Web page, it will not be available to any
agent in your call center even if you have a browser that suppo
it.

»  Escorted browsing is always available by typing or pasting URL
in the Enter Text Here field located on the Agent and Caller
Control Windows.

Removing the Send Page button is the best method if you require the us
multiple web servers and you do not want agents or consumers to use
feature that may or may not work (for example, the call center cannot
guarantee the browser used by their customers). This method can be
independently set for the Agent Control Window and the Caller Control
Window.

To remove the Send Page button, do the following:

1. From your browser, go to the Internet Call Center Administration we
page and select the Administer Internet Call Center link.

2. If removing the Send Page button from the Agent Control Window,
set theEnabl e t he SendPage for Agent ? parameter tdo.

If removing the Send Page button from the Caller Control Window,
set theEnabl e t he SendPage for Cal |l er ? parameter tdlo.
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Embed a URL parameter Important! Consider the following before implementing this
solution:

 Consider Web pages that have frames. See the Web guideline
documentation on your ICC R4.0 CD-ROM.

» If the agent or caller surfs to a Web page that does not have
scripting information and tries to use the Send Page button, it
may not work.

The concept behind this method is to provide the URL that is to be
displayed when the Send Page button is selected. This is accomplished
embedding a URL parameter in each Web page through the following
Javascripting information:

<script language="Javascript”> var syncToLoc =
location.href; </script>

The syncToLoc variableis set to the current URL by using the

location.href environment variable in the browser. The applet sends
that URL to the other parties’ browser when the Send Page button is
clicked.

U
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A ACD
Automatic Call Distribution—a switch feature that distributes incoming calls to
available agents.

Active Agent
A call center employee who is processing a call.

Agent
A call center employee who services calls from the call center's customers.

Agent Control Window
The Internet Call Center (ICC) Control Window that is downloaded to the agent's
browser.

Agent Mailbox

A Message Care™ monitored mailbox used to collect messages which need to be
serviced by aspecific agent. Messages in an agent mailbox originate from either a
direct correspondence between aconsumer and an agent or from repliestoinquiries
from another agent. Any message arriving in an agent mailbox is delivered to the
agent through adirect agent message call, thus collecting Call Management System
(CMS) statistics.

Alarms
Notifications generated when certain threshold conditions are met for an error
(contrast with Error).

ANI
Automatic Number Identification—A telecommunications industry term referring
to knowledge of the calling party's number.

API

Application Program Interface—a language and message format used by an
application program to communicate with the operating system or other system
program. APIs are implemented by writing function calls in the program, which
provide the linkage to a specific subroutine for execution.

Applet
A small application that is downloaded from the Internet and executed in a browser
on a desktop.
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Archive Database

A database that contains only messages that are no longer active (closed, blocked,
or failed). Asthe Current database reaches its storage limit, the system
administrator moves closed messages to the Archive database (see[Current
Database).

ASAI

Adjunct/Switch Applications Interface—Lucent's Computer Telephony

Integration (CTI) offering or recommendation for interfacing data adjuncts and
communications systems. ASAI supports activities such as event notification and
call control.

ASAI Phantom Call

A call that is placed through ASAI as a third_party make_call. A phantom call is
originated from a non-physical device and may be placed anywhere. In all other
ways, a phantom call is treated like a voice call.

ASCII

American Standard Code for Information Interchange—a binary code for text as
well as communications and printer control. It is used for most communications
and is in the built-in character code in most minicomputers and all personal
computers.

Auto-acknowledgments
An email message that is automatically sent to the consumer upon receipt of the
consumer's message into the call center.

AWOH
Administered Without Hardware—a station from whicBBFINITY® ECS can
send acall, even though there is no physical telephone.

BCMS
Basic Call Management System-BBFINITY ECS feature that provides a variety
of measurements that may be used to monitor the ACD.

Call Center

A business that provides service to its customers through agents. Traditionally,
requests for service have come through the use of the telephone, but modern
technology has broadened that channel to include fax, voice mail, email, and the
Internet.
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Caller
A call center’s customer; the person requesting contact with an agent.

Caller Control Window
The Internet Call Center Control Window that is downloaded to the caller’'s
browser.

CentreVu® Computer-Telephony
Software that interprets proprietary CTI signaling and convertsit into an industry-
standard TSAPI and/or JTAPI interface to the LAN.

CGl

Common Gateway Interface—the programming interface for executing programs
on Web (HTTP) servers. CGI defines the structure for passing data from the server
to the server's gateway program, which does the processing, and returns the results
from the gateway program to the HTTP server to the requesting client.

CGlI Script
A program that is run on a Web server, triggered by a request from a browser.

CMS

CentreVu Call Management System—an application which runs on an adjunct
processor to collect, store, and report call statistics from the ACD. CMS enables
call centers to monitor and manage their operations by generating reports on the
status of agents, splits/skills, trunks, trunk groups, vectors, and VDNSs.

CODEC

COder/DECoder—an electronic circuit that converts audio or video into digital
code, and vice versa. An example of a codec is an analog/digital and digital/analog
converter. A codec can also be software that converts packets or streams from one
protocol to another.

Collaborative Browsing
A feature of the ICC solution that includes PagePop, escorted browsing, and
HTML forms sharing.

Consumer
A call center's customer; the person requesting contact with an agent.

CSTA

Computer Supported Telephony Application—an international standard interface
between a network server and a telephone switch established by the European
Computer Manufacturers Association (ECMA).
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Csu

Channel Service Unit—a device residing between the customer and Central Office
equipment that serves to terminate and recondition the digital signal on a circuit.
CSU generally refers to equipment terminating a DS1 circuit.

CTI
Computer-Telephony Integration—the integration of services provided by a
computer and a telephone (data adjuncts and communication systems).

Current Database

A database that contains all messages that are being processed. Depending on the
size of the current database, it can also contain some closed messages. As the
current database reaches its storage limit, the system administrator moves the
closed messages to the Archive databasgAisiive Database) |

DCP

Digital communications protocol—a protocol that accepts and processes data that
has been converted into binary numbers. The line that connects the
CALLMASTER® VI voice terminal to the DEFINITY Generic 2 ECS is a 2—wire

DCP line interface.

Designer Reports
CentreVu Supervisor reports that are developed by Lucent associates and generally
sold to customers.

DNIS
Dialed Number ldentification Service—an ACD capability that enables calls to be
routed based on the number dialed by the caller.

Drill Down
To move from summary information to the detailed data that created it.

DS1
Digital Signal, level 1—a 1.544Mbps digital circuit, generally split into 24 64Kbps
channels (trunks), with 8Kbps reserved for signaling.

DSP
Digital Signal Processor—a high-speed chip (specialized microprocessor) that is
customized for specific applications such as voice/video encoding/decoding.
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EAS

Expert Agent Selection—REFINITY ECS feature that provides a group of
capabilities, including assigning skills to VDNs and agents. This is a skills-based
form of call routing.

ECMA
European Computer Manufacturers Association—an organization devoted to
international standards for the computer manufacturing industry.

ECS
Enterprise Communications Server-BEFINITY switch providing features and
capabilities specially designed to enhance call center operations.

Email

In the Message Care environment, email includes messages of any media type,
including, but not limited to, text-based messages that can originate through forms
filled out by consumers by way of Internet Web pages or free-formatted messages
sent to general Internet addresses supported by business.

Enhanced Collaboration

Methods in which agent and caller can collaborate over the Internet. Examples of
enhanced collaboration include text chat, escorted browsing, and HTML forms
sharing.

EPN

Expansion Port Network—RAEFINITY ECS cabinet that hold3EFINITY ECS

circuit packs. This cabinet may be attached to the Processor Port Network (PPN).
The cabinet that houses the switch processing element by way of fiber or DS1.

Error

A problem condition that occurs which may lead to service problems. Some errors
will be stored for informational purposes only. Other errors can lead to an alarm
being generated if certain threshold conditions are met (contrast with alarms).

Escorted Browsing

The ability for one party's Internet browser session to cause another's browser
session to display the same information that is currently being viewed (also known
as “URL sharing”).

Ethernet
An industry standard, high-speed data network protocol commonly used in a LAN
environment.



Glossary

Message Care Solution Guide for the CentreVu Internet Solution, 585-215-025
Issue 2, October 1999

GL-6

Firewall

A network node set up as a boundary to prevent traffic on one segment from
crossing over to another segment based on aset of administered rules. Firewallsare
used to improve network traffic aswell asfor security purposes. A firewall may be
implemented in arouter or it may be a device specialized for such purposes.

Forward Message

A message that isforwarded by an agent to another person (for example, a subject
matter expert [SME] or an agent) through email. M essages are forwarded to other
people to request assistance in composing a reply to a consumer request.

Frame
A portion of aWeb page that can change without a change in the URL.

Free-formatted Email
M essages generated by consumers using their email client. The format of such
messages cannot be predicted and may include file attachments.

Hacker

A person who tries to gain unauthorized entrance into a corporate network for the
purpose of theft, malicious destruction, and/or amusement. A hacker may try to
gain access to computer systems by electronic or brute force means.

HTTP

HyperText Transport Protocol—the client/server protocol used to connect to
servers on the World Wide Web. Addresses of Web sites begin wiittpaih
prefix.

Hunt Group
A group of trunks/agents selected to work together to provide specific routing of
special purpose calls.

ICC

Internet Call Center—an offer that provides a caller with the ability to
communicate with an agent over the Internet in real time. Real-time
communications can take place by way of Text Chat, Internet telephony, PSTN
Callback, and/or by collaboratively browsing the Web.

ICM Server

A platform from which the ICC Sun Microsystems, |dava™ appletsare served
and where the Sun Microsystems, Inc. Javacall control code executes. The ICM
server aso proxies data between the Agent and Caller Control Windows.
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ICMS
Call Management System for Internet—the software added to CMS to support the
gathering and reporting of ICC-specific statistics

s

Internet Information Services—a Microsoft Colpicrosoft® software package
that runson aMicrosoft Corp. Microsoft NTserver and allowsthe server to perform
Web server functionality, among other services.

IMAP4
Internet Message Access Protocol, version 4—An evolving Internet client email
access protocol, rapidly gaining in popularity.

Inbound Message

A message received by the call center and processEiddsgige Care. Typically,

these messages will originate from the consumer, but they may also originate from
another associate within the call center (for example, an SME or an agent).

Internet Telephony
The capability to communicate verbally across the Internet. Also known as Voice
On the Net (VON) and Voice Over Internet Protocol (VOIP).

IP
Internet Protocol—The underlying protocol used to pass data from one Internet
host to another.

ISDN
Integrated Services Digital Network—the International telecommunications
standard for transmitting voice, video, and data over a digital communications line.

ISO
International Standards Organization—an organization that sets international
standards.

ISP

Internet Service Provider—a business that members subscribe to in order to gain
access to the Internet (examples include AT&T WorldNet, America On-Line,
NetCom, and Compuserv).

ITG

Internet Telephony Gateway—the server providing the connection between the
DEFINITY ECS and the Internet for the purpose of converting packetized voice to
circuit-switched voice and vice versa.
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Java
A cross-platform programming language developed by Sun Microsystems.

JTAPI
JAVA Telephony Application Programming | nterface.

J-Mode
A term used to refer to Message Care running in a Japanese operating system for
support of Japanese agents and supervisors.

LAN
Local Area Network—a short-range data communication network linking
computers and peripherals, such as printers. Ethernet is a common LAN protocol.

Launched
The status of a message, once a call has been laundDE&IHITY ECS and is
waiting to be answered by an agent.

MACS

Multimedia Applications Customer Support——a group of engineers within
Lucent Technologies who perform pre-sale, installation, and post-sale escalated
support for the ICC and MultiMedia Communications eXchange (MMCX).

MAPD

Multi-Application Platform—an open platform which allows direct integration of
applications into th®EFINITY ECS product line and which also provides
integrated connectivity to 10BaseT legacy LANSs.

Message

Email retrieved by the POP3 protocol from a mail server. The POP3 protocol does
not limit the types of files that may be contained in a message body. Traditionally,
email is considered to be text; however, it may also be a fax.

Message Call

A call (associated with a message) that is launched tOERNITY ECS. A

message call remains active in DEFINITY ECS while you are processing the
associated message. A message call ends when you close or suspend the associated
message.
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Message Care

The software application responsible for monitoring customer-administered
mailboxes for message arrival and delivery of these messages to agents. Message
Care also provides functionality for the agent to use in responding to messages.
Message Care refers to messaging (non-real time communications).

Message Care Administration
Customer-defined options administered through browser-based administration
Web pages.

Message Care-Enabled Agent
An agent that has successfully logged into the Message Care application. A
Message Care-enabled agent can be identified by agent ID and | P address.

Message History
The message history generated by Message Care which tracks state status changes
and events associated with each processed message.

Message Response

A message received in aPOP3 mailbox, monitored by Message Care, that was sent
in response to an existing message (that is, areceived message that already has a
tracking number associated with it in the subject ling). Message responses can be
received from either consumers or from SMEs. Consumers may reply to an auto-
acknowledgment or an agent-generated message. SM Esrespond to inquires sent by
agents.

MIME

Multi-purpose Internet Mail Extensions—a relatively recent extension to the text-
only Internet email definition allowing multimedia email content. MIME enables
file attachments in Internet email.

NCG

Network Consulting Group—a Professional Services group within Lucent
Technologies composed of data engineers who provide data networking consulting
services, including firewall provisioning, configuration, and maintenance.

NIC
Network Interface Card—a circuit board inserted into a computer to allow
communication with other systems on a network or access to a network.
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ODBC
Open Database Connectivity—a Microsoft Cavjicrosoft-defined Open
Interface for accessing most commercial databases.

Original Message

A new service request received from a consumer to be processed by the call center
(the customer). Original messages may result in outbound messages being sent to
both SMEs and the consumer. Additionally, original messages may result in
received response messages (for example, a consumer may elect to reply to a
received message from the agent). Both these outbound and received responses
will be linked to the original message. Original messages are identified by the lack
of aMessage Care-generated tracking number in the received message subject
header.

Outbound Message

A message sent by the agent to either a consumer or an SME. Replies are outbound
messages providing consumers with either the answer to the their question (see
[Reply) or a status update. Outbound messages to SMEs are requests for
information.

Overflowed

A message status state. Messages in the Overflowed state are waiting to be
launched as a call ®EFINITY ECS. For example, if there is a lack of facilities to
launch a message call, then that message will sit in the Overflowed state.

Packet-Switched Network

A network that divides messages into smaller packets, each with its own

identifying and routing information. Packets travel to their destinations by a variety

of routes. For data transmissions, a packet-switched network does not dedicate a
channel for the duration of a call like a circuit-switched network. Instead, it queues
packets and sends them on a standby-basis as channel capacity becomes available.
The Internet is an example of a packet-switched network.

PagePop
A feature that automatically displays Web pages to the caller and/or agent based on
call events (for example, call queued, call answered, and so on).

PBX

Private Branch eXchange—a customer premises telephone-switching system that
interconnects telephone extensions to each other as well as to the outside telephone
network.
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Ping
A software command that can test data connectivity to aremote system.

PRI
Primary Rate Interface—an ISDN standard interface which specifies B and D
channels for T1 and E1 trunks.

PSTN
Public Switched Telephone Network—the traditional medium for telephone
communications.

Purchased Designer Reports

CentreMu Supervisor Designer reports that are developed by Lucent associates and
generally sold to custome@entreVu Internet Solution designer reports have been
specially tagged to appear and run even though the Report Designer feature has not
been purchased.

Received Message
A message, either an original message or a response message, that has been
retrieved from the POP3 server.

Related Message

A message that is related to an original message. Related messages include replies
sent by the agent to the consumer, responses received from the SME, messages sent
to SMEs, or follow-up questions received from the consumer. Related messages
are identified by a shared tracking number stored in the message subject field.

Reply
An outbound message sent to a consumer by an agent.

R-Mode
A term used to refer thlessage Care supporting the Romance languages (English,
German, French, Colombian Spanish, Brazilian Portuguese, and Italian).

RONA
Redirection on No Answer—if an agent does not answer the message call, RONA
redirects it to other coverage.

RTDBM
Real-Time Database Manager—the real-time data manag€erfitneVu CMS.
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Site Identifier

A numeric value (four digits) assigned by the call center to be appended to a
message's tracking number. For example, Trk # 12345678-1111 (see Tracking
Number).

Skills Mailbox

A Message Care monitored mailbox used to collect messages which are to be
serviced by any member of that skills group. Message Care monitors a skills
mailbox and collects the messages for delivery to the agent skills group. These
messages may originate from a consumer or be the response to aforwarded
message from SMEs within the call center (see|Agent Mailbox) |

SME
Subject Matter Expert—an associate within the call center who is consulted by a
call center agent for assistance in creating a consumer reply.

SMTP

Simple Mail Transfer Protocol—the standard machine-to-machine (server to
server) Internet electronic mail protocMessage Care uses SMTP to submit a
message to a mail server for delivery to the consumer.

Supervisor
The person in charge of watching and directing the operation and course of action
of the call center's agents.

System Administrator

A call center associate who successfully entered the system administration
password and is, therefore, awarded administrative privileges. These privileges
include, but are not limited to mailbox administration and all functionality
available to a supervisor (contrast walipervisor).

TCP

Transmission Control Protocol—a protocol that enables different computer
hardware and operating systems (such as PCs, Apple computers, X/Open
Company LimitedJNIX® workstations, and mainframes) to communicate.

Telephony Server

CentreVuComputer-Telephony. This software interprets proprietary CTI signaling
and convertsit into an industry-standard TSAPI and/or JTAPI interface to the
LAN.
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TSAPI

Telephony Services Application Programming Interface—a telephony
programming interface based on the international CSTA standard. TSAPI is
designed to interface a PBX with a server to provide interoperability between PCs
and telephone equipment.

UDP
User Datagram Protocol—a TCP/IP protocol used to transmit data on data
networks; commonly used to transmit Internet telephony voice packets.

URL
Uniform Resource Locator—an address used to locate information on the World
Wide Web.

UUencode

A X/Open Company LimitedJNIX utility that encodes data into 7-bit ASCII for
communications over the Internet, which only supports seven bits. The UUencode
utility then converts UUencoded data back into its original 8-bit format. Programs
such as these are used to transmit proprietary file formats, documents, databases,
spreadsheets, and binary executable files, as well as text files that use the full eight
bits of the byte.

VDN

Vector Directory Number—a switch extension that provides a software link
between trunk groups and vectors, enabling incoming ACD calls to be processed
by specified vectors.

Vector

A list of steps that process calls in a user-defined manner. The steps in a vector can
send calls to splits/skills, play announcements and music, disconnect calls, give
calls a busy signal, or route calls to other destinations. Calls enter vector processing
via VDNs, which may have received calls from assigned trunk groups, from other
vectors, or from extensions connected to the switch.

VOA

VDN of Origin Announcement—an identifying message serBFINITY

Generic 2 ECS to an agent about the source of an incoming call so that the agent
knows how to answer the call.

Voice Terminal
Another term for a telephone.
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WAN
Wide Area Network—a network usually connecting Local Area Networks (LANS).

Web
A shortened term for the World Wide Web; the body of information available on
the Internet. Also called WWW.

Web Page
A display created with HTML (HyperText Markup Language), the standard
language for displaying information on the World Wide Web.

Work Mode
One of several different states an agent can be in while logged into a call center.
Work modes include Auto-In, Manual-In, Auxiliary, and After Call Work (ACW).

WWWwW
World Wide Web—the body of information available on the Internet. Also referred
to as “the Web.”
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A Agent, (continued)
ACD environment requirements, 1-29
_ _ expert agent selection, 2-41
adding or deleting, 3-7
. hearsan echooncall, 13-17
trandations for ICC, 5-33
. ™ login procedures, 6-3
trandations for Message Care' ", 5-36
- . logout procedures, 6-7
Administration c dle Web 6.6
. Message Care agent idle e, 6-6
CentreVu® Computer Telephony for Microsoft ag. P _
Corp.Windows NT® software, 5-43 no audio connection for Internet voice calls, 13-15
CIRS software for multisite configuration, A-6 agent
DEFI NlTY® ECS’ 5-32 not receivi ng messages, 13-33
ICC parameters, 5-27 Agent control window, 6-5
software and hardware prerequisites, 5-3 connection lost message, 13-64
Web-based customer administration utilities, 5-6 does not download, 13-55
Administration Web Pages does not launch properly, 13-11
CTI administration Web page, 5-22 field and button descriptions, 7-5
|CC/Message Care Common Administration Web page, illustration, 7-3
5-24 Agent login procedures, 6-4
mailbox administration Web page, 5-14 Agent login Web page, 6-4
main administration Web page, 5-3 Agent logout procedures, 6-7
Message Care Administration Web page, 5-9 Agent-initiated callback
Message Care system options Web page, 5-11 how to drop, 7-22
troubleshooting scenario, 13-3 process, 7-15
URL, 4-45 Agents correspondence report
Web page characteristics, 5-3 description, 9-26
Administration Web pages how to generate, 9-26
security, 2-18 illustration, 9-26
Agent result categories, 9-26
agent control window, 6-5 Alarms
agent login Web page, 6-4 Message Care™, 14-3
agent login Web page URL, 2-55 Archive message records
agent notes, 8-50 archiving options, 12-28
agent search Web page URL, 2-55 cancel archive process, 12-29
available features during caller contact, 1-9 from archive utility, 12-29
caller contact methods, 1-7 from command line, 12-29
cannot log in, 13-7 multiple archives, 12-31

cannot receive calls, 13-27 planning, 12-28
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Attachments
attachment table database items, 10-9

how Message Care™ handles, 8-3
lost or cannot be opened, 13-22
Auto-acknowledgment

specifying text for, 2-54

B
Back up Message Care™ files, 12-27
BCMS, 9-7
BCMSVU®, 9-7

Browser security restrictions
affect on HTML forms sharing, C-2
affect on the Send Page button, C-2
embed URL parameter, C-6
how to overcome, C-3
ICC browser security, C-2
remove the Send Page button, C-5
use of CGlI script to link ICM and Web servers, C-3
use of digitally-signed scripts to request privileges, C-4

C

Callback and collaborate Internet call
how to drop, 7-23
process, 7-18
Caller
agent/caller contact methods, 1-7
available features during agent contact, 1-9
environment requirements, 1-30
Caller control window
closesduring acall, 13-14
does not download, 13-55
field and button descriptions, 7-5
illustration, 7-4
Caller-initiated callback
how to drop, 7-22

process, 7-13
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Capacity
ICC, 1-5
Message Care™, 1-6

Centralized Internet Routing Software (CIRS)
administration, A-6
administration menu Web page, A-6
administration Web page, A-8
customize CIRS interactions, A-13

how to install software, A-5
ICM disconnected from or not active with CIRS, A-10

ICMs have no available resources, A-10

monitoring multisite environment, A-11
resource routing process, A-3
skill/VDN mapping administration Web page, A-7
voice cal one enters CIRS, A-9
voice cal two enters CIRS, A-10
CentreVu® Call Management System (CMS)
description, 1-28
for the Internet (ICMS)
see dlso[[CM Y|
terminology overlap with Message Care™, 9-8
CentreVu® Computer Telephony ( CentreVu® CT)
description, 1-24
how to install software, 3-12
major components, 1-24
method to update devices, 12-15
server security, 2-20

CentreVu® Computer Telephony ( CentreVu® CT)
administration

required administration, 5-43
telephony services database (SDB), 5-43
updating devices, 5-43
CentreVu® Internet Solution
administration, 5-2
benefits, 1-4
capacities, 1-5
databases



Index CentreVu Internet Solution Guide, 585-215-025
Issue 2, October 1999

I N-3
CentreVu® Internet Solution, (continued) Chat-only Internet call
features stages, 7-11
see also[Features] CIRS administration menu Web page, A-6
firewall guidelines, 2-22 CIRS administration Web page, A-8
Helpline assistance, 1-42 CIRS skill/VDN mapping administration Web page, A-7
how it works with DEFINITY® ECS, 1-18 CIRS window
how to monitor and maintain, 12-1 how to access, A-11
localization, 1-39 illustration, A-11
media access types, 1-4 menu items, A-11
message privacy, 2-16 Close amessage
messaging, 1-1 process, 8-66
real-time communications, 1-1 Close message Web page, 8-66
software and hardware requirements, 1-14 Closure code report
software and hardware requirements table, 1-13 description, 9-16
software installation how to generate, 9-17
see also|Software install ation| illustration, 9-16
standard configuration, 2-3 result categories, 9-17
training packages, 1-42 CMS Internet historical reports
troubleshooting historical Internet page hits, 9-45
see also[Troubleshooting historical Internet VDN and URL, 9-44
Wheat's new in this release?, 1-2 historical Internet VDN call attempts, 9-43
CentreVu® Internet Solution Guide report types, 9-43
additional documentation support, P-5 CMS Internet real-time reports
audience document intended for, P-2 Real-time Internet call attempts, 9-41
conventions used in this document, P-4 Real-time Internet VDN call attempts, 9-39
how to order this document, P-6 Real-time Internet Web page call attempts, 9-40
how to use this document, P-6 report types, 9-39
reason for reissue, P-1 Common Administration Web page
safety labels, P-1 parameter descriptions, 5-25
CentreVu® Supervisor Computer Telephony Integration (CTI)
configuration for ICMSinstallation, 3-7 administration Web page, 5-22
description, 1-28 cannot connect to CentreVu® CT server, 13-50
CentreVu® Supervisor Internet reports helpful hintswhen using another CTI application, B-4
Graphical Internet VDN call attempts, 9-49 information exchange process with ICM, 1-23
Graphical Internet VDN Call Attempts (Snapshot), 9-48 Internet CTI control window, 12-12
Graphical Internet VDN calls summary, 9-50 Internet CTI control window commands, 12-13
report types, 9-47 log files for the CTI process, 14-15

things to know, 9-47
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Computer Telephony Integration (CTI), (continued)
log files on the CTI process, 12-13
methods to access the CTI process, 12-12
multiple applications interaction with VDNSs, 2-44
server connectivity, 2-9
software functions, 1-23
update Tserver link, 5-23
use of an additional package, 1-10

use of another CTI application, B-1
utilizing CTI enhancements, B-1

Connectivity
ancillary CentreVu® Internet Solution components, 2-12
CentreVu® CT/ Message Care™ server, 2-8
CTI process server, 2-9
DEFINITY® ECS, 2-5
firewall, 2-13
ICM server, 2-9
ICMS, 2-11
Internet Telephony Gateway (ITG), 2-6
LAN, 2-12
mail server, 2-10
WAN, 2-12
Web server, 2-13
CTI Administration Web page, 5-22

parameter descriptions, 5-23

D

Data
featuresto collect and report, 1-10
Data Transformation Scripts (DTS)
applying the indexes, 4-54
how to run DTS for empty databases, 4-37
how to run to migrate Message Care™ databases, 4-53
Databases
ICMS
see also ICM S database tables
Message Care™ archive database
see also[Message Care™ archive databaseg
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DEFINITY® ECS
connectivity, 2-5
description, 1-18
dia plan, 1-21
expert agent selection, 2-41

how it works with CentreVu® Internet Solution, 1-18

message handling vectors, 1-21
planning a configuration, 2-5
requirements for ICC, 1-20

requirements for Message Care™, 1-20
DEFINITY® ECS administration
ACD trandations, 5-33
administration tasks, 5-32
dial plan, 5-37
direct agent calling (DAC), 5-32
ISDN-PRI trunk group, 5-37
ISDN-PRI trunk group security, 5-37
ongoing operations, 5-41
phantom extensions, 5-39
service observing, 5-39
stroke counts, 5-37
Delivery failuresnon-recoverable, 14-6
Delivery failuresrecoverable, 14-5
Dial plan, 5-37
Direct Agent Calling (DAC), 5-32
Domain Name Server (DNS)

influence on Web server connectivity, 2-13

E

Email
difference with fax messages, 8-3
types of email, 8-2
Error codes
DLL, 14-4
mail manager, 14-3
mail test tool, 14-4
SMTP, 14-4
Error handling process, 14-7
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Error log files, 14-3
how to view, 14-5
log files for the CTI process, 14-15
log fileson the ICM server, 14-14
Message Care™, 14-2

message handling flow process errors, 14-7

onthelTG, 14-13
Escorted browsing

does not work, 13-16
Eventstable

database items, 10-11
Expert agent selection, 2-41

F

Faxes, 2-39

difference with email messages, 8-3

how Message Care™ handles, 8-3
Features, 1-7

agent/caller contact methods, 1-7

auto-acknowledgment, 1-12

collect and report data, 1-10

direct agent dialing, 1-12

during agent/caller contact, 1-9

email message detection, 1-12

encryption, 1-12

HTTP tunneling, 1-11

locdlization, 1-11

message storage, 1-12

multisite configuration, A-2
multisite environment support, 1-11
sample Web pages, 1-11

service observing, 1-12
user-to-user information, 1-11
using another CTI application, 1-10

virtual conference, 1-12
File attachments, 2-38
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Firewall

as a component of connectivity, 2-13

communications between | CC components, 2-28
guidelines, 2-22
I CC-specific ports and protocols, 2-25
security for ICC, 2-24
security for Message Care™, 2-23
Forms-based email, 2-36
Forward a message, 8-31
things to know, 8-35, 8-37

Free-form email, 2-37

G

Graphical Internet VDN call attempts (snapshot) report, 9-48
Graphical Internet VDN call attempts report, 9-49
Graphical Internet VDN calls summary report, 9-50

H

Hardware requirements, 1-13

Helpline assistance, 1-42
Historical Internet page hitsreport, 9-45
illustration, 9-46
Historical Internet VDN and URL report, 9-44
Historical Internet VDN call attempts report, 9-43
HTML forms sharing
browser security considerations, 7-20

browser security restrictions, C-2
description, 7-19

process, 7-20

| CC data communications
agent PC to ICM server, 2-28
caller communications, 2-29

server-to-server communication, 2-31
ICC reports

summary of reports, 9-35

things to know, 9-36
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| CC/Message Care Common Administration Web page
illustration, 5-24

important information about Agent Idle URL parameter,
5-26

ICM/CTI software
how to instal, 3-4
how to uninstall, 3-13
how to upgrade, 4-52
ICMS
adding or deleting ACDs, 3-11
configuration installation, 3-7

connectivity, 2-11
database items, 9-37
how to install software, 3-8
software capabilities, 9-6
software installation prerequisites, 3-7
ICM S database tables, 10-15
ivdn table, 10-17
pagetable, 10-16
pagesum table, 10-18
pagevdn table, 10-20
vdnsum table, 10-19
Internet Call Center (ICC)
ACD trandlations, 5-33
administration parameters, 5-27

agent environment requirements, 1-29

browser security, C-2

caller environment requirements, 1-30
capacity, 1-5

data communication detail, 2-28
DEFINITY® ECS reguirements, 1-20
description, 1-27

firewall ports and protocols, 2-25
firewall security, 2-24

how to install software, 3-6

how to uninstall software, 3-14

Internet voice call vectory strategy, 5-35

real-time communications, 1-1
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Internet Call Center (ICC), (continued)

reporting features, 1-10
reports summary, 9-35
service observing, 5-39

typical scenario for internet calls, 1-31

use of another CTI application, B-1

Internet Call Center Administration Web page

illustration, 5-27

parameter descriptions, 5-28

Internet Call Manager (ICM)

cannot connect to the ITG, 13-52
ICM control window illustration, 12-6

information exchange process with CTl, 1-23

methods to access the ICM server, 12-5
server connectivity, 2-9
server security, 2-20

software functions, 1-23

Internet Call Manager (ICM) server

commands on the ICM server, 12-9
log fileson the ICM server, 12-7, 14-14
obtain status information, 12-7

Internet calls

agent-initiated callback, 7-15

callback and collaborate, 7-18
caler-initiated callback, 7-13

chat-only, 7-11

description, 1-4

drop callback and collaborate, 7-23
drop caller-initiated callbacks, 7-22
drop Internet calls, 7-21

HTML forms sharing, 7-19

request for callback, 7-12

types, 7-8

typical scenario, 1-31

voice and chat, 7-9
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Internet CTI control window
commands, 12-13
illustration, 12-12
methods to access, 12-12
Internet Information Server (11S)
how to administer, 4-40
how to stop the IlS, 4-47
Internet Telephony Gateway (ITG)
and remote maintenance board connectivity, 2-6
cannot connect to ICM server, 13-51
connectivity to CentreVu® Internet Solution, 2-6
connectivity to DEFINITY® ECS, 2-6
description, 1-17
how to support, 12-3
log fileson ITG, 12-3
log filesonthe ITG, 14-13
methods to access the ITG, 12-3
obtain status information, 12-4

planning a server configuration, 2-7
security, 2-19
Internet voice call
agent cannot hear caller, 13-20
voice quality is poor, 13-18
ISDN-PRI trunk group, 5-37
ivdn table, 10-17

J

JRun
how to install software, 3-3
L

LAN connectivity, 2-12
Languages

bookmark agent and supervisor URLsin other language,
2-55

specified language not used, 13-12
supported by CentreVu® Internet Solution, 1-39
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Localization
administration, 5-6
considerations when administering mailboxes, 5-8
description, 1-39
how it works, 5-6
information trandation, 1-40
languages supported, 1-39
L ucent Technol ogies support
call center application integration services, 1-43
call center tune-ups, 1-43
data networking equipment and services, 1-44
firewall offers, 1-43
Helpline phone number, 1-42
network integration services, 1-43

M

Mail server
connectivity, 2-10
Mailbox
considerations for Message Care™, 2-53
mailbox administration did not take effect, 13-4
Mailbox Administration Web page, 5-14
button descriptions, 5-21

Mailbox report
description, 9-19
how to generate, 9-20
illustration, 9-19

interpretation tips, 9-21

result categories, 9-20

Maintenance Monitor

how to uninstall software, 4-50
Message calls

description, 1-4

typical scenario, 1-34
Message Care Administration Web page, 5-9
Message Care agent idle Web page, 6-6
Message Care forward Web page, 8-31
Message Care home page, 8-17
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M essage Care report and search Web page Message Care™, (continued)
illlustration, 9-30 post-installation procedures, 4-40
Message Care system options Web page, 5-11 recoverable delivery failures, 14-5
Message Care™ reporting features, 1-10
ACD trandations, 5-36 reports
additional capacities, 1-6 see also|Message Care™ reports
administration, 5-6 security of reports, 2-17
agent environment requirements, 1-29 server connectivity, 2-8
agent login Web page URLs, 6-3 server security, 2-21
alarms, 14-3 SMTP error codes, 14-4
archive database system and installation prequisites, 4-30
see also Message Care™ archive database terminology overlap with CMS, 9-8
back up files, 12-27 transition alarms, 12-33
DEFINITY® ECS requirements, 1-20 typical scenario for message calls, 1-34
description, 1-26 Message Care™ archive database
design specifications attachmentstable, 10-9
see also Message Care™ design specifications database structure, 10-3
DLL error codes, 14-4 description, 10-2
error log files, 14-2, 14-3 eventstable, 10-11
firewall security, 2-23 how to customize, 10-13
how to install software, 4-33 messages table, 10-4
how to manage system software notestable, 10-10
see also[Message Care™ maintenance outbound table, 10-9
how to uninstall software, 4-49 types of stored data, 10-3
how to upgrade software (pre version 4.0), 4-51 workbench table, 10-12
how to view error logs, 14-5 Message Care™ databases
mail manager error codes, 14-3 create MCAdmin database, 4-13
mail server description, 1-22 create MCArchive database, 4-18
mail test tool error codes, 14-4 create MCM essages database, 4-15
maintenance create ODBC data sources, 4-23
see also[Message Care™ maintenance how to adminster access username and passwod, 4-41
message facts, 8-7 Message Care™ design specifications
message handling flow process errors, 14-7 bookmark agent and supervisor URLS, 2-55
message processing for sorting messages, 2-34
see al so[Message processing general considerations, 2-33
messaging, 1-1 message destination, 2-40

non-recoverable delivery failures, 14-6 planning your mailboxes, 2-53
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Message Care™ software administration
and locdlization, 5-6
localization considerations for mailboxes, 5-8

Message Care™ design specifications, (continued)
sample vector for message call delivery, 2-46
sample vector for retrieve and suspend, 2-48

specifying auto-acknowledgment text, 2-54
types of messages, 2-36
using vectors, 2-42

Message Care™ dictionary
manage and update, 12-32

Message Care™ maintenance
about Remote Maintenance Monitor, 12-17
about Work Flow Manager (WFM), 12-19
archive message records, 12-28
back up files, 12-27
check NT server performance, 12-39

check the performance characteristics, 12-38

error log files for Message Care™ system, 12-19

how to perform a graceful shutdown, 12-23
manage and update dictionary, 12-32
prevent overflowed messages, 12-33

recommended scheduled maintenance, 12-25

temp directory clean up, 12-36

winntsystem32L ogfiles directory clean up, 12-37

Message Care™ note Web page, 8-50
Message Care™ performance characteristics
check up, 12-38
Message Care™ reply Web page, 8-21
Message Care™ reports
archive notification, 9-11

available reports, 9-10

generate reports, 9-12

Message Care report and search page, 9-12
print reports, 9-12

report options, 9-10

save reports, 9-12

types of, 9-10

write areport, 9-10

Mailbox Administration Web page, 5-14
Message Care Administration Web page, 5-9

Message Care system options Web page, 5-11
Message Care™ Vectors
CTI interactions, 2-44
miscellaneous vector considerations, 2-45
gueue/hold time, 2-43
Message destination, 2-40
direct correspondence with agents, 2-40

using vectors to route messages, 2-40
Message history Web page, 8-46

things to know, 8-48
Message privacy

securing agent Web pages, 2-16

securing mailboxes, 2-16

securing the message database, 2-16
M essage processing

close a message, 8-66

close message Web page, 8-66

create an agent note, 8-51

email versus fax messages, 8-3
forward a message, 8-31

handling file attachments, 8-3

inbound email messages, 8-2

inbound fax messages, 8-3

Message Care forward Web page, 8-31
Message Care home page, 8-17
Message Care™ note Web page, 8-50

Message Care™ reply Web page, 8-21

message facts, 8-7

message history Web page, 8-46
message processing cycle, 8-5

message processing options, 8-12

message search Web page, 8-39
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M essage processing, (continued)
message states, 8-10
Message view Web page, 8-52
new message Web page, 8-18
Real time snap-shot report results view Web page, 8-55
Real time snap-shot report Web page, 8-62
reply process, 8-26
reply to amessage, 8-24
resend amessage, 8-61
resent acknowledgment Web page, 8-61
retrieve amessage, 8-58
Retrieve acknowledgment Web page, 8-58
search for amessage, 8-41
search results view Web page, 8-53
send acknowledgment Web page, 8-60
suspend message Web page, 8-28
suspend process, 8-30
undeliverable messages and notifications, 8-69
view amessage, 8-56
view message history, 8-49

Message search Web page, 8-39

Message states, 8-10
Message tracking
y 9-4
Message types
faxes, 2-39
file attachments, 2-38
forms-based email, 2-36

free-form email, 2-37

Message view Web page, 8-52
Messages
delivery is out of order, 13-54
how to process

see al so[Message processing

message facts, 8-7
reply process, 8-26
reply to a message, 8-24
suspend a message, 8-28
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Messages arrived daily report
description, 9-22
how to generate, 9-22
illustration, 9-22
result categories, 9-23
M essages arrived monthly report
description, 9-24
how to generate, 9-24
illustration, 9-24
result categories, 9-24
Messagestable
database items, 10-4
Messaging, 1-1
Microsoft Corp.Windows NT®
how to upgrade, 4-52

Multiple archives
archive scripts, 12-31
set up environment, 12-31
Multisite configuration
call and resource type mapping table, A-3
CIRS software

see also|Centralized Internet Routing Softwarg
CIRS

configuration illustration, A-4

description, A-2
how it works, A-9
how to monitor multisite environment, A-11

things to know, A-2

N

New Message Display page
appears but no message content, 13-21
New message Web page, 8-18
Notes table database items, 10-10
NT server
check performance of, 12-39
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Objective report

description, 9-13

how to generate, 9-14

illustration, 9-14

options and result categories, 9-15
Outbound table

database items, 10-9
Overflowed messages

and transition alarms, 12-33
description, 12-33

determine queue size, 12-35
management process, 12-34

overflow queue transition levels, 12-33

reduce queue size, 12-35

P

pagetable, 10-16
PagePop
not functioning for ICC, 13-48
not functioning for Message Care™, 13-46
pagesum table, 10-18
pagevdn table, 10-20
Perform agraceful shutdown
of the Message Care™ system, 12-23
Permission denied message, 13-61
Phantom extensions
all phantom extensions busy alarm, 13-62
and the ITG, 5-39

R

Real time snap-shot report, 9-28

illustration, 9-29
Real time snap-shot report results view Web page, 8-55
Real time snap-shot report Web page

how to generate, 8-65

purpose, 8-62

things to know, 8-62
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Real -time communications, 1-1

Real-time Internet call attempts, 9-41
Real-time Internet VDN call attempts, 9-39
Real-time Internet Web page call attempts, 9-40

Remote Maintenance Board (RMB)

connectivity, 2-6
Remote Maintenance Monitor
description, 12-17
error conditions, 12-18
error log files, 12-18
fault notification, 12-17
Reports
agents correspondence report, 9-26
CentreVu® Supervisor Internet reports, 9-47
closure code report, 9-16
CMS and Message Care™ terminology overlap, 9-8
CMS Internet historical reports, 9-43
CMS Internet real-time reports, 9-39
ICC reporting features, 1-10
ICMS database items, 9-37
ICMS software, 9-6
mailbox report, 9-19
Message Care report and search Web page, 9-30

Message Care™ reporting features, 1-10
Message Care™ reports

see also[Message Care™ reportd

message processing statistic, 9-4
message tracking, 9-4
messages arrived daily report, 9-22

messages arrived monthly report, 9-24

objective report, 9-13
real time snap-shot report, 9-28

reporting software, 9-3
summary of 1CC reports, 9-35
supervisory search, 9-30
Request for callback Internet call, 7-12
Resend a message, 8-61
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Resent acknowledgment Web page, 8-61

Retrieve a message, 8-58

Retrieve acknowledgment Web page, 8-58

S

Scriptsfor archiving, 12-31
Search for amessage, 8-41
Search results view Web page, 8-53
Security
administration Web pages, 2-18
agent Web pages, 2-16
CentreVu® CT, 2-20
ICM, 2-20
ITG, 2-19
mailboxes, 2-16

Message Care™ reports, 2-17

Message Care™ server, 2-21
message database, 2-16
Send acknowledgment Web page, 8-60
Send Page
browser security restrictions, C-2
remove Send Page button, C-5
Service observing, 5-39
Software installation
CentreVu® CT, 3-12
ICC, 3-6
ICM/CTI, 3-4
ICMS, 3-7
JRun, 3-3
Message Care™, 4-1
SQL Server, 4-3
Software requirements, 1-13

Sorting messages
determining factorsto sort, 2-34
example using sorting factors, 2-35
SQL Server
create login ID and password, 4-21
installation instructions, 4-6
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SQL Server, (continued)
supported versions and licensing, 4-4
system and installation prerequisites, 4-5
verify installation, 4-10
Stroke counts, 5-37
Supervisor report Web page URL, 2-55
Supervisory search
how to conduct, 9-33
search options, 9-30
Suspend a message, 8-28
Suspend message Web page, 8-28

T

temp directory clean up, 12-36

threshold limits for virtual and physical memory
,12-17
Training packages
additional training services, 1-43
job aids, 1-42
on-siteinstructor led training, 1-42
Transition darms, 12-33
Troubleshooting scenarios

abandoned message calls or calls dropped at agent,
13-44

administration Web pages, 13-3

agent audio and voice connection, 13-15

agent call receipt, 13-27

agent cannot hear caller during Internet voicecall, 13-20
agent control window, 13-11, 13-64

agent hears an echo, 13-17

agent login, 13-7

agent not receiving messages, 13-33

agent or caller control window does not download,
13-55

all phantom extensions busy alarm, 13-62
attachment lost or cannot be opened, 13-22
Cadller control window, 13-14

caller unable to connect to agent, 13-32
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Troubleshooting scenarios, (continued) V

caller unable to launch Microsoft
CorporationNetMeeting®, 13-30

CTI process, 13-50
Document contains no data message, 13-65

vdnsum table, 10-19
Vectors
defining VDNs, 2-42
example for basic message call delivery, 2-46

erroneous labels on buttons and text area, 13-49 _
escorted browsing, 13-16 examples for retrieve and suspend, 2-48

ICM cannot connect to ITG, 13-52 generdl design guidelines, 2-43

Internet voice quality is poor, 13-18 to route messages, 2-42

ITG cannot connect to ICM server, 13-51
Mail Manager locks up when polling mailbox, 13-70
mailbox administration did not take effect, 13-4

vector strategy for Internet voice calls, 5-35

View amessage, 8-56
View message history, 8-49
Voice and chat Internet calls

message delivery isout of order, 13-54
stages, 7-9

New Message Display page appears but there is no
message content, 13-21 W

no calls at new VDN, 13-29

no CMS pegs from the Web, 13-40

no CMS reports for call attempts/failures, 13-42

PagePop for ICC agent, 13-48

PagePop for Message Care™ agent, 13-46

WAN connectivity, 2-12

Web page design guidelines
,y11-2

Web server connectivity, 2-13

permission denied when using M S Internet Explorer 4.x, Influence of DNS, 2:-13

13-61 winntsystem32L ogfiles directory clean up, 12-37

o Work Flow Manager (WFM)
menu items on the WFM control window, 12-20
WFM control window illustration, 12-19

retrieved message not going to expected agent, 13-35
retry count higher for specific messages, 13-36
specified language not used, 13-12

status messages, 13-60 Workbench table
VDN not pegging call data, 13-43 database items, 10-12
Web page overwrites ICC applet, 13-19

U

Undeliverable messages and notifications
process scenarios, 8-69
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