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1. iPECS CCS SINGLE SERVER INSTALL

1.1 Pre-Installation Requirements

The requirements for iPECS CCS is divided into three parts:
1.1 System Requirements
1.2 TAPI Requirements

1.3 Telephony Requirements

1.1.1 System Requirements

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

CCS Recommended Hardware
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Up to 15 Up to 30 CCS Up to 50 CCS More than 50
Agents with Agents with Agents with CCS Agents
Install Scope 100 Calls 300 Calls 1000 Calls with more than
Maximum Maximum Maximum 1000 Calls
Per Day Per Day Per Day Per Day
Dedicated
Server Yes Yes Yes Yes
Required
Dedicated SQL
Server No No Yes Yes
Required
Virtual Server
Possible Yes Yes Yes Yes
Windows 7 Windows 7 Windows 7
. Professional Professional Professional .
Operating or or or Windows Server
System Windows Server | Windows Server | Windows Server 2008 R2
2008 R2 2008 R2 2008 R2
CPU 132120 3.3GHz | 13 2120 3.3GHz 132120 3.3GHz 132120 3.3GHz
RAM 4 GB 4 GB 6 GB 8 GB
Disk Space 40 GB 40 GB 100 GB 200 GB
USB Slot

Network Card

Depends on CCS Record license

Additional
Requirements:

PBX TAPI driver must be installed.

Caller ID must be enabled on the trunk lines

CCS Recommended Hardware

Install Scope

Client

Client and Manager
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Operating System

Windows 7 Professional

Windows 7 Professional

CPU

13 2120 3.3GHz 13 2120 3.3GHz
RAM 1GB 2 GB
Disk Space 10 GB 10 GB

1.1.2 TAPI Requirements

- Follow the TSP Installation Guide for CCS document.

The TSP driver is used by TAPI to allow the communication between the server and the PBX.

Once the installation is finished, we need to test that the TAPI device is working correctly.

10
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- There is a free program called TAPI Soft Phone that allows you to monitor / control telephony devices
through TAPI in a similar fashion to CCS Desk. The application is downloadable from the following link:

http://www.julmar.com/tapi/native-tapi-samples/tapi_soft_phone.zip

- Run a few checks to confirm telephony is working correctly:-
- Ensure all TAPI devices are listed.
- Start a session on the nearest extension and ensure control can be achieved.

- Lift handset and view the devices changed status, make a call, hang-up a call etc.

il TAPI Phone Dialer © 1999 JulMar Technology, Inc.
: 0 N el
Seszion
LTS EC T ATIOM 9343 (VIDEQ PHOME] End Session
Addiess:  |3843 =l | fgent | Phore
T wwi [T Lok W CON W SYE Configure
Phaone #: I fdake Call | Bickup... | Upark... |
— Callz
bax Callz: 1 A ] 1af
Call State: Connected Trurk |0 OxE
CalType: Direct Media: Unknown Host CalllD:  0«FO
CallDirection: COutbound Rel. CallD: =0
Caller ID: STAS243 9843
Called ID: CO 6 0755539500 0755539500 (05 infa |~ Useninio
Connected ID:  CO & 0755539800 0755533200 SO e Call Data
Redirecting 10:
Redirection [D: Ewvent Time: 16:35:36
Srcept S REIET | Haold Swap Hang Up | Dial Digits...
Complete... | EBedirect... | Tranzfer... terge Park.... Fornmard
Conference..|| AddParty | Drep Farty | Cank List..
|

1.1.3 Telephony Requirements

There are additional telephony requirements and configurations that must be completed when using
Dialogic HMP:

- PBX must have sufficient ‘SIP Phone’ and ‘CCS SIP’ licenses.

If CCS Q is licensed with 4 ports, the number of licenses required for each category is 4.

- SIP phones must be configured with the following settings:

11
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- Registering mode = REGISTER

- Registration Timer Usage = ON
- Registration Time = 60

- DTMF = INFO (RELAY)

- Create an ACD hunt group with all the SIP devices as its member.

1.2 Installation
1.2.1 CCS Single Server Install

This is aguide for a new install of all CCS products on a Single Server

(i.e. all CCS software and databases will be installed locally)

Step 1 - Run the CCSinstaller application with Administrator privilege.

CCSlInstaller.exe

12
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Step 2 - If Microsoft .NET Framework 4.0 is not already installed, you will receive the message to install
it > Select Yes.

CCSInstaller l ]

|0I CCS requires .net 4 to be installed. Install now?

The installation may take a few minutes to complete.

NOTE

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

before continuing with the install

CCSlInstaller - l ]

|0I The dot net 4 installation requires a reboot. Reboot now?

P ——— “—

Step 3 - Once you log back in the CCS Installation will continue and you will receive the Option to Install

the Client or Server - Select Single-Server Installation - Click Forward.

13
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cCS

Please selectinstall type

" Client Installation

Installs Client and/or Client Manager Components to
workstation

* Single-Server Installation;

Installs ALL Components to a Single Server

" Multi-Server Installation

i Allows the Installer to Choose Components to be installed

> @.a

ERIC550N

> &8

Forward Cancel

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

Software Registration Code — the CCS license package code
PABX IP Address — the IP address of the iPECS MFIM

PABX Password — the administration password for iIPECS

Enter Software Registration Code

CcCS

|xxxxxxxxxx

Enter PABX IP Address

|1D1DJDJ

Enter PABX Password

|1—A—A—.&-
g @ LG

ERICS50MN

> R

Forward Cancel

Step 5 - Complete the software registration form.
The iPECS serial number that will be linked against the license is shown at the end of the form. & Click

Forward.

14
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c c s Contact Mame I 1=
Email Address I
Cormpany Marne I
‘Web Page I
Street I
Suburb I
State |

g @ LG Country I
ERICS50N B : ;I
Got package details, loading ... Back Fcurward Cancel
c c s State | 2
Counktry I
Phone Mumber I
Region/City |
PostCode I
Reseller Mame I
Pabex Serial Mumber I 0o0Da4F403010630
? @ LG |
ERICS50M i
Got package details, loading ... Back Furward Cancel

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

15
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cCcs Software Licence Agreement iI

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

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

conditions of this agreement before using the Software. By
pmkifuine amdlear neina tha S@aftuara wan A Aaaeanine ta ko laaallo J
v ] 3
ﬁ @ LG [¥ 1 hawve read and acceptthis licence:
ERICSSON
ot package details, loading ... Back Fanward Cancel

Step 7 - Confirm the installation path for the CCS program files = Click Forward to start the installation.

Install To

ccs C:\Program Files\CCS

-
Z @.c

ERICS50N

Back  Foward Cancel

Step 8 - The CCS Installer will check if Microsoft SQL Server (default instance) has been installed on
the machine. If not, the Installer will have to install the SQL Server first thus asks for the location to store

the database files = Click OK.
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Install location for SOL program files IE:'&F‘rugram FilegMicrozoft SOL Servert,

Install location for data files IE:HF‘ngram Files'Microsaft 3AL Servar Cancel |

Step 9 - The CCS Installer will start installing each component to completion. You will then get to the

CCS Report Configuration Window as shown in the next step.

ccs
" m§n« @Lc -
L} x
ccs cCcs
BE_ @6 ' .,5.. @6

WietprdLre e ratabrg 5

Step 10 - CCS Report Configuration

There are 2 tabs which require configuration:
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4 CCS Report Configuration _ O] =]
Server Seftings I Mail & Subscription Settings |
— Server Settings — Self Diagnostic
Database server lacation After Install Self Diagnostic |
I[Iocal] Test |

Server Address

|Incalhc-$t

Part I?DSS

Metwaork Credential Setting
Darnain Uszer Hame

Test

Test

ek

Send Ll

Kl

Target Test Email

Save I Cancel

Server Settings

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

button to test the connection.

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

connection.

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

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

for temporary files during subscription, export and tests.

The other configurations in this tab are not required at this stage.
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4 CCS Report Configuration

Semver Settings | Mall & Subscrption Settings I

— Mail Settings

Host IIncthost

Part |25

Usemarme I

Pazzward |

Domain I

Timeouts  [E0000

— Subszcription Settings
File Path

P[] B

Sender Email Address I

Fax File Lirnit (kE]

{10000

Save | Cancel

Mail Settings

Host — the name of the SMTP email server.
Port — the port number for SMTP.

Username — the user account to use SMTP.

Password — the password to the SMTP user account.

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

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

Subscription Settings

File Path — the address to store the subscription file for server file sharing. This can be set to a network

UNC path e.g. \\server\folder, however, the network credential setting must have enough access to write

into this folder.

Sender Email Address —the ‘From’ address when sending email from CCS Report Web.

Max File Limit (kB) — the maximum number of bytes allowed by the SMTP email server.

- Press the Save button after completing the configurations.

Step 11 - The CCS Desk Configuration Wizard will be launched next.
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CCS

-
> @.G

ERICS50N

CCS Desk Wizard

Step 11.1 - The CCS Desk license information is displayed - Click Next.

r
& Configuration Wizard

-

e

-

Step

su;®
Extensions /

;hp@

Dialling Rules/

ROEY]

up and running

Configuration screens.

Connected to CCS DESK Server Version 5.8.4.0(34) August 2012

CCS DESK Licensed to
Serial number 29635, 5 Clients
1 CCS Record Devices

Press Mext to start the wizard...

Next

Any and all of these settings can be changed later in CCS DESK Manager and its

This wizard will help you to configure the settings needed to get your CCS DESK installation

Cancel

Step 11.2 - Click Add Extension Range - Specify the extension numbers in the PBX system that will
be used by the CCS system - Click Next.
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Note:
IP extensions / softphones should be added as Digital Extensions.

SLT or SIP extensions should be added as Analog Extensions.

& Configuration Wizard |

St.p@ Step, Shp®
CCS DESK ' Dialling Rules '

Add an extension range N0042

9801 Digital Extension
9802 Digital Extension
9803 Digital Extension
9804 Digital Extension
9805 Digital Extension
9806 Digital Extension
9807 Digital Extension
9808 Digital Extension
9809 Digital Extension
9810 Digital Extension
9811 Digital Extension
9812 Digital Extension
9813 Digital Extension
9814 Digital Extension
9815 Digital Extension
o 19816 Digital Extension
9817 Digital Extension
9818 Digital Extension 52

»

m

ND033 Back || Mext || Cancel

Step 11.3 - Enter the prefix for international dialling and the prefix to access an outside line with the
PBX.
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This configuration must be made identical with the configuration in Windows’ Phone and Modem

Options > Click Next.

& Configuration Wizard s By  egre— W - =ANCE X
Shp@ Shp Shp@
Extensions ' Dialling Rules CCS Record '
MNO027 . .
These settings will affect how CCS DESK formats telephone numbers
when dialling out to make a new phone call.
International Dialling Code 0011
Digit to get an outside line 0
NO033 Back || Mext || Cancel

Step 11.4 - If your license contains CCS Record license for voice recording, the next couple of steps will

be activated to allow some configuration on the call recording system.

Please consult Section 9 for further information.

- Specify the path where the voice recordings will be stored.
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-
a}g Configuration Wizard

m@g

Step,

Step, 0

CCS Record

o ®
Dialling Rules g Bffix:“ ’

Two profiles will be automatically created for CCS Record

These will be called 'Record All' and "Record on Demand'. Using
CCS DESK Manager you will be able to change these profiles, and
create new ones, but for now these are the most commonly used.

In order for CCS Record to function, it needs to store the voice
recordings somewhere. Please specify the default path that will be
used for storing recording files.

CACCS Record (=]

NO026

N0033 Back | [ Mext

] l Cancel

Step 11.5 - Select the devices to have external calls recorded - Click Next.

& Configuration Wizard

o [ |

o ®
CCS Record '

o ®
CRM Integration _g,

CCS Record
Devices

Please select which extensions will be used for CCS Record.

NB: Your license allows for 0 extensions to use CCS Record

z
719802 Digital Extension [
[[]9803 Digital Extension
[C19804 Digital Extension
[19805 Digital Extension
[C] 9806 Digital Extension
[[]9807 Digital Extension
[[]9808 Digital Extension
[C19809 Digital Extension
[19810 Digital Extension -

N0025 [] Server Controlled

N0033 Back | [ Mext

] l Cancel

Step 11.6 - Select the CRM / Database application to be integrated with CCS Desk ->
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a; Configuration Wizard =HEC] &1
Shp® st-p Shp@
gfflx:"’d ; CRM Integration Integration Setup_g
NO024
Select the CRM application that you wish to use
None -
Qutlook
GoldMine
SalesLogix
Microsoft CRM
Maximizer
ACT!
N0033 Back |[ MNext |[ Cancel
|

Step 11.7 - Depending on the selection at Step 12.6, this step will guide on the integration features you

wish to enable &> Enable the integration features as required - Click Next.

Please consult Section 6 for more information on the integration features of CCS Desk.

&3 Configuration Wizard

Stlp© Sup
CRM Integraticon ' Agert Detzils '

It is possible to configure different settings for how CCS DESK will integrate with Outloak.
These settings are referred to as profiles, and multiple profiles can be created in CCS
DESK Manager. For now, we will create a standard profile based on the following
settings, you may change these settings from within CCS DESK Manager.

Step, o

Cutl ook
Irtegration

I~ hlake Outlook display the Contact Details screen when a phone
number match is found in your Outlook Contacts

r hlake Outlook display a Mew Journal Entry for you to enter details
about a call

¥ Automatically log the histary of all calls into the Cutlook Journal

[T Schedule a Task in Outlook for Unanswered Incoming Calls

MO033

MNO033 Back Mesxt Cancel

Step 11.8 - Click Add Agents - Enter the name of agents and specify optionally enable its Integration
feature and the CCS Record profile.
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& Configuration Wizard @Eﬁ

Shp@ Shp Shp@
Integration Setup g Agent Details Ereaks -
Agent Name Integration CCS Record &+ Add agents M=l
Alex Outlook MNo CCS Record Add an agent
Bob Outlook No CCS Record
Charlie Outlook Mo CCS Record Bohb
[
¥ Integrate with Outlook
MN0020
Do not use CCS Record j
N0033 Back |[ Mext |[ Cancel | Do not us ord
Use CCS Record Record on Demand’
MO0 Use CCS Record Recard All y

Step 11.9 - The wizard displays a number of break status which have automatically been created >
Click Next.

& Configuration Wizard SRR X

Sup Step e sup
AgentDetails g Breaks Finish P

One of the features of CCS DESK is that an agent can go on a 'break’. This will then
be visible to other agents and supervisors, and will also be recorded in 'CCS Report’
if you have this installed. Below is a list of Break Types that will be created. These
can be changed in CCS DESK Manager by an administrator at any time.

Bathroom
Coffee
Lunch
Meeting

Out of Office
Training

N0023

N0D33 Back |[ MNext |[ Cancel

Step 11.10 - The last step will show you a Summary of the selected wizard configurations.
-> Click Finish to complete the wizard and continue with the install.
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& Configuration Wizard =NREE X

Shp Shp@ Step, @
Agent Details Breaks Finish
4 Vg

The configuration you have selected is listed below. If you wish to make any changes
press the 'Back’ button

Any existing CCS DESK Configuration will be overwritten when you press 'Finish’ N0029
PABX Type : 3rd Party TAPI

m| »

Extension Devices M
9801 Digital Extension
9802 Digital Extension
9803 Digital Extension
9604 Digital Extension
9805 Digital Extension
9806 Digital Extension
9807 Digital Extension
9808 Digital Extension
9809 Digital Extension
9810 Digital Extension
9811 Digital Extension

ND033 Back | [ Finish | [ Cancel |

Step 12 - The installer will install a few more components and you will then be prompted with the window
to configure CCS Chat Web Server Settings

This application helps us to create the SQL database for CCS Chat
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1J¥ CCS Chat Web Server Settings [_ [E]

Database Settings cCS CHAT
Server Mame
Uger D
Fassward
Connection Time Cut : |1EI seconds

Create New Datahase Connect Existing Database
Mew Database Mame - |ceschatDE j

Server Name — the machine name or IP address of the server machine, followed by the instance name
if applicable e.g. RED\CCSCHAT

User ID — the SQL username. Use ‘sa’.
Password — the password to SQL account i.e. the ‘sa’ password
Connection Time Out — keep default

New Database Name — keep default

- Click Create New Database - click Create.

- You may receive a pop up confirming you want the database to be created > Select Yes.
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CC5 Chat WebSeryer Settings E |

i e | Davou really want to create new database instead of connecting
W' tothe existing database?

Yes Mo

- Select OK to confirm your CCS Chat DB creation and proceed with the installation

CCS Chat WebServer Settings

lol Mew database has been created and settings has been saved.

Step 13 - The installer will start installing CCS IVR. CCS IVR installation requires configuration to the
CCS MSSQL Server > Select Yes.

I¥R Installer |

| Wauld wau like ko set up your database server settings For the IVR
' Database 7

- Enter the correct settings to connect to the CCS MSSQL Server.
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I¥R Database Installation

Authentication
 windows Suthentication

¢ SOL Server Authentication

Server name; Im

IJzer name: Isa

PaSSWDrd' Ixxxxxxxx

Cantinue Cancel

Y

Authentication — the authentication mode for SQL Server. Always use SQL Server Authentication unless

a trusted server connection has been configured on the SQL Server.
Server Name — the machine name or IP address of the database server machine
User ID — the SQL username.

Password — the password to SQL account

- Click Continue > You will receive confirmation that the database has been successfully created.

CCS IVR Installer [

Database has been successfully Installed.

| —

Step 14 - You will be prompted to Reboot - Select Yes.

CCSInstaller <]

':e:l 1ZC5 Inskall requires a reboot, Rebook now?

Step 15 - After reboot, CCS Report Server will be started automatically together with CCS Report

Configuration Wizard.

Step 15.1 - You will need to select your install type = Click Next.
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& Configuration Wizard

Stcp@
Site Mame '

s
Courntry Mane '

Choose type of setup to configure

Full Install |

Choose type of setup:

1. Full Install.  Show all options.

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

3. Restare from backup. Restore a backed up

database.

Back

| Text I Cancel

|Se|ect setup type

There are 3 available options:

Full Install — run each step of the configuration wizard.

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

new CCS Report configuration wizard.

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

CCS Report configuration.

- Select Full Install > Click Next.

Step 15.2 - Enter the site name - Click Next.
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N
: - L
B Configuration Wizard, e, W i Wi

sw@ s sw@
Startup ' ‘Country Name '

The name of the site is used in reports and
Company ABC on monitoring programs.

Site Name

Back H Mext ][ Cancel

Select the name of the site

Site Name — the name of the site.

Step 15.3 - Enter the Country Name for this site > Click Next.
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&- Configuration Wizard =HECN X
Shp@ St.p Shp@
Site Name ' Counfry Name Exchange '
Enter Country name or select from list
The country is show on reports, and used
MName: [Australia ,] to provide the correct billing information
Back ] [ Mext ] [ Cancel ]

Select the country in which the site is located

Name — select the country for this site.

Step 15.4 — Enter the location (Exchange) details for this site = Click Next.
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-
&- Configuration Wizard | E |-

Shp@ Shp@
Country Name g Gonnection Type _g

Enter local number or exchange name, or select
The exchange is needed for call

exchange from list
Iéocil Numﬁen or 0299591400 Select billing.
nchange fame: The exchange can be selected by
'] either entering the local number in
the text box, and clicking 'Select’ or
by choosing its name from the drop
down box.

Sydney

Selected Exchange Sydney

Back ][ Next ][ Cancel

Select the exchange the site uses

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

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

Step 15.5 - Select the Connection Type - Click Next.
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L# Configuration Wizard

Stlp@
Exchange ”

How does CCS Report connect to the

s ®
Connection Data '

call data source? LIk Logging. The pabx SMDR is
connected to a machine on the network
ILIK Logging j that the CC5S Report Serer can

communicate with.

CCS Repart CTI
iPECS CM Logging

Back Mext Cancel

|Se|ect how CCS Repaort Connects to the call data 4

There are 3 connection types that can be selected:

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

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

iPECS CM Logging — A special mode for connection to the iPECS CM. This requires the network
address of the iIPECS CM as well as the port that it listens to.

- Select CCS Report CTI.

Step 15.6 — select the Decoder and enter the iPECS LIK IP address = Click Next.
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&- Configuration Wizard = | B |-t

3“9@ Step G Shp®

Day start and

Connection Type ' Connecfion Data = '

Select Decoder

The decoder translates the SMDR output
IPECS 2 - format from the pabx into the format used by
] CCS Report.

Enter the network address of the

CS3 Report Remote The address is either the IP address or the

network name of the machine CC3 Report
Remote is running on.

10.10.10.1:8002

Back ][ Next ][ Cancel ]

Select site’s address and decoder

A decoder must be selected to match the PABX make and model. The network address of the call data

source must be entered in the edit box using the IP Address and port number, separated by a colon
symbol.

For example:

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

Step 15.7 - Day start and end allows you to configure the start and end of business during normal days
and weekends > Click Next.
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&- Configuration Wizard = | B |-

Shp@ Step o

Day start and

Connection Data ' ]

Day start hour

The alarm timeouts for CCS Report differ
g S depending on whether it is day or night.

Day end hour The hours that start the times considered
7 = day or night are configured here.

Weekend day start hour

9 =

Weekend day end hour
17 = I

-

Back ][ Next ][ Cancel ]

Select the day start and end hours

Note

Step 15.8 will automatically be skipped because we using CCS Report CTI mode.

Step 15.9 - Configure the inactivity timeouts for each time zone. Only the number of downloads before
inactivity can be changed. Timeouts can also be ignored for certain time zones - Click Next.
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& Configuration Wizard

St‘cp

Sales Tax

Cornfigurati on ’

If CCS Report doesn't receive any call data

Day inactivity timeout for at least the timeout period it will raise an
alarm.

|D1:DEI:DEI ™ Ignore timeout

Might inactivity timeout The timeouts are different for day time and

night tirme, and each can be set here.

IDd:DD:DD ' lgnare timeout

Day inactivity timeout

01-:00:00 ¥ Ignore timeout

Might inactivity timeout

IDd:DD:DD ' lgnare timeout

Back Mext Cancel

Set the inactivity timeouts for day and night 4

Step 15.10 - Enter a Sales Tax Name and Rate - Click Next.
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= -

-
& Configuration Wizard

Step,

Inactivity

timeouts ’

Step @ Shp@

Sales Tax Line Group

Configurafion Configuration ’

Sales Tax Mame

GST

Sales tax amount

1000 [ %

The name and amount of sales tax is used
for reporting and calculating the cost of
calls.

Back ][ Next ][ Cancel

Select the name and value of sales tax

Step 15.11 - Create the first trunk group for the site by providing a name and selecting a carrier. The list

of carrier is determined by the country selected earlier > Click Next

Note

38



IPECS CCS Desk
User Manual Issue 1.8

More trunk groups can be created with CCS Report Manager

-
&- Configuration Wizard | E |-

Shp Step m Shp@

Sales Tax Line Group Digit

Configuration ’ Configurafion Modification ,

Trunk Group Name

Trunk lines are divided into trunk groups,

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

purpose of calculating call costs.
Telstra Bus. Line Plus -

Back ][ Next ][ Cancel

Select the name of the line group, and it's carrier

Step 15.12 - Create one digit modification settings for the trunk group, if applicable > Click Next.

Note

More digit modifications can be created with CCS Report Manager.
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-
& Configuration Wizard

Line Group Digit

Shp@ Step @

Configuration ’ Modificafion

Shp@
Extension Range g

igit modification
esent? ;

Digit modification name  Prefix to match

First Digit Mod 1893

4 = Number of digits to remove from the
front of a matching number

Prefix to add Mew carrier

WorldCom

Digit modifications are applied to dialed
number as the first part of calculating
the cost of a call.

They can be used to modify or remove an
unwanted prefix on a call, or change the
carrier from the Trunk group default.

The digit modification will only be applied to
numbers starting with the prefix to match.
The specified number of digits will be
removed from the front of the number, the
prefix to add prepended, and the carrier set
to the new carrier.

Back ][ Next ][ Cancel

Define a digit modification made on reported numbers, if any

Step 15.13 - Add the extensions to be monitored and reported by CCS Report with this step = Click

Next.
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L# Configuration Wizard
s ®
Digit Schedule Serwer
Fodification ’ Setup
Department | Mame Extensior| 2 | Add Ext Range |
L4 Sales Person 100 Impart CSV |
Sales Sales Persan 1ol Mote: Comma Seperated “alues
Sales Sales Person 102 format should be ordered _
Sales Sales Person 103 Department, Name, Extension
Sales Sales Person 104
Sales Sales Person 108 Imnport Excel
Sales Sales Person 106 Mote: Directory import from
excel reguires Microsoft
Sales Sales Person a7 Excel to be installed locally.
Sales Sales Person 108 -
Sales Sales Person 109
Sales Sales Person 110
Sales Sales Person 111
Sale Sales Person 112 il
Back Mext Cancel
|E}{tensi0n ranges at the site 4

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

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

[ Add Extension Range =RRC X

Diepartment

Perscn Name

Start Range

End Range

0k || Cancel |

Import CSV — load a CSV file that contains the required information. The CSV file must be formatted

correctly as per example below.

DEPARTMENT, CONTACT, EXT
Support, Taupheeq Omar, 100
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Import Excel - load an Excel spreadsheet that contains the required information. To use this tool, Excel

2007 or later must be installed on the server machine.

- Select the workbook with the Open File... button.

- Select the worksheets and columns that contain the Department, Name and Extension.

- Click on the Import button.

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

-
[ Import Excel = | B |
\Worksheets Columns
S —
Departmert MName Bxtension
*
Ok || Cancel

-

Step 15.14 - Schedule Server Setup allows you to configure email settings for CCS Report Server >

Click Next.

Note

This must be configured with the same settings as CCS Report Configuration in Step 10.

42



IPECS CCS Desk
User Manual Issue 1.8

Shp@ Step @ Shp@

Extension Range ' ;::rh::ule LEET Setup backups '

Server name mail.company.com The CCS Report scheduler will send email
via the defined email server.

Port 25

Usemame
Password
Domain

Timeout 10000000

Back ][ Next ][ Cancel

Setup of main server used by Scheduling semvice

Server Name — the network address of the SMTP email server
Port — the SMTP port number

Username — the user account for SMTP, if required

Password — the password for the user, if required

Domain — the domain name for the user, if required

Timeout — the number of seconds it waits when attempting to send an email

Step 15.15 - A database backup can be scheduled daily by the Configuration Wizard. This is important

because the CCS Report database contains all the call data records and system configuration.
Note
This step can be skipped by disabling the ‘Schedule Backup’ box. Otherwise all information must be

completed before it can move to the next step.

- Click Next.
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& Configuration Wizard =AREEl X
Shp Step @ Sl‘cp
EELIET S SR Setup backups Enable site '

Setup

Schedule Backup
User Name COMPANY\Administrator

Password SIS ENENEENEEREREEE
Backup location

C:\Program Files\Microsoft SQAL Serveri D

Time to run backup 00:00:00

Back ” Mext H Cancel

Setup backup information

Schedule Backup — enables the feature.

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

Test Pass — used to test the username & password.

Backup Location — storage path and name of the backup file

Time to Run Backup — the time when the backup task will be performed daily.

Step 15.16 - Select Activate site when created to enable CCS Report Server to start collecting call data

records for this site > Click Next.
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£ Configuration Wizard

Stcp@ Step @
Setup backups ' Enable =it

¥ Activate site when created.

A site needs to be active to log calls.

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

Back | Mext I Cancel

Should the site be created enabled or not 4

Step 15.17 - The wizard will jump to Step 18 which provides a Summary of all the settings used. The

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

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

consult Step 14.1 for more information.
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&- Configuration Wizard

Shp
Enable site '

sm:@
—

Step @

Finish

CCS Report will be configured with these featur

Site Name: Company ABC
Create site active

Run CCS Report Server as senice

Backup scheduled at 00:00:00

Backup location C:\Program Files\Microsoft SQL
ServerMSSQAL. 1WMSSQL\Backup\mybackup.bak

Country: Australia
Exchange: Sydney

Connection Type: Network
SMDR decoder: IPECS 2
CCS Report Remote Address: 10.10.10.1:5002

Day start hour: 9

m

Print this configuration list
Save summary to file

Export configuration

Email address to send Url to

Back ][ Finish ][ Cancel ]

Summary of options and final confirmation

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

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

-

Warning

===

I % Do youwant to continue?

Entering these changes will ovenwrite any existing system configuration,

| e ] |

Cancel

Step 16 - Open CCS Desk Manager - Select Options - Select Configure = Login to CCS Desk

Manager Configuration

Step 17 - Go into the Announcement Servers tab - Create an Announcement Server profile to

integrate Dialogic HMP with the PBX.

Please consult Section 6.3.1 for detailed information on each setting.

46



IPECS CCS Desk
User Manual Issue 1.8

0127

[#- Administration Announcement Server Dialogic Port FaBx Drevice Drirection
-- Integration 7
B Configuration

&= Snnouncement
- 2CS Call Dialer Settings
- 05 Chak
- S Console
- Q25 TWR,
- CCS Record Profiles
- CC5 Record Servers
- Devices
- PREY Connections
- Queue Assignments
- Services
- SMTP
- Syskem
- Yalidation

i | i
it | 2 TAP! PaBx a7 Bath
i3 TAF! PaBx 108 Bath

Step 18 - Double Click the relevant Announcement Server to view the Announcement Server

Configuration window as shown below.
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HMP |
Arnauncement Server | HMP | DTMF | Tanes | In-Band |

Marne IH MP

Incoming Callz I Bottom Up j
Cutgoing Callz I Top Dawn j
Default Queus IDisaI:uIe-:I j
Valume | Detait =l
Murnber of rings I 1 Ring j

Call Fickup Settings

I1ze Call Pickup kode

Call Pickup Code |°‘?|
Redirect Group I
Feconnect Code I&,

[k I Cancel |

HMP B

..ﬁ.nnnuncementSewerI HMP  DTHF | Tu:unesl In-EandI

— Dialing Parameters

DTrF On Duration |14|:|IT|S "I
Flazsh Duration I 100rmz - I

Call Transfer String g

Fausze Duration I 1000ms s I

Callback in Queue Settings

First Digit Duration

Inter Digit Ciuration

Total Duration
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HMP |H|
" Announcement Server  HMP |DTMF| Tu:unesl In-EandI

SIP PABX IP Address
| .1 11

Host IP &ddress to use
| T .1 1 1

Copy Paszword from first port ko all
ather ports

Set All Pazzwaords to extenzion
nurnber

k. I Cancel

The important settings are highlighted:
a) Call Pickup Mode Parameters

i. Use Call Pickup Mode must remain disabled

b) Callback in Queue Settings

i. This set of options must be configured if CCS Q Callback-In-Queue is to be used. The
recommended settings are as shown.

c)HMP
i. HMP SIP Ports must be enabled

ii. Requires Spare Channel must remain disabled
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Double click on each port and configure the SIP registration settings.

HMP Port Editor
HMP Port

‘Spate Part
SIP Device
SIP Username

SIP Passwiord

X
|1
-

106

| 108

| K I Cancel

Step 19 - Go to the CCS IVR tab = Click Add button to create a new CCS IVR integration profile.

Configuration

- Administration

-- Integration

B- Configuration

- dnnouncement Servers
- 25 Call Dialer Settings
- CC5 Chat

- 1ZCS Console

- DS IVR

- CC5 Recaord Profiles

- (CC5 Record Servers

- Devices

- PAEY Connections

- Queue Assignments

- Services

- SGMTP

- Syskem

- Walidation

Add

MUTS S

Step 20 - Double click on the created profile > Complete the configuration.
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CC5 IWR Server Link Editar

|

Mame | Ivrswr
CCS IVR ID | 27793

Extension
| fl 135 (135 - TAPI PABX)
it | 136 (136 - TAPT PAEX)

Add

MO169

04 |
Cancel

Name — The name of the profile.

CCS IVR ID — The license number of CCS IVR. This ensures that the correct messages go to the correct

CCS IVR.

Extension — The list of SIP devices connected to CCS IVR.

Step 21 - Go to the Services tab - the click on Show Disabled Services.

Configuration [}

Administration
Integration

[=- Configuration

- Bnnouncement Servers
- 25 Call Dialer Settings
- 05 Chat

- (CC5 Console

- CCS IVR

- CC5 Record Profiles

- ZC5 Record Jervers

- Devices

- PAEY Connections

- Queue Assignments

- SMTP
- Syskerm
- Walidation

Logs i,

]

Service | Status | Mode | Profile | Logs
CCS Report Engine Started Automatic
CC5 Recording Server Manual * reguired *
CC5 Desk Email Service Started Automatic * reqguired * Disabled
y _ Automatic _ Disabled
CC5 Desk HMP Service Manual * reguired *
CC5 Desk Lookup Engine Disabled
CC5 Desk Gateway Started Automatic
CCS SMS Server Manual * reguired *
CC5 Desk Web Gateway Disabled
ZC5 Dashboard Gateway Started Automatic
Dialogic HMP Manual
TAPI Started Tanual
Windows IIS {www Publishing Service Started Aukomatic

¥ show Disabled Services

Step 22 - Right click on CCS Desk HMP Gateway - Select Configure Service—> Select Install >

Check the Startup Mode is set to Automatic. Do not start the service.
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Configuration E

[+ Administration Service | Status | Mode | Profile | Logs
+- Integration CCS Report Enging Started Automatic
[ Configuration CC5 Recording Server Manual * pequired *

-~ Announcement Servers CC5 Desk Email Service Started Aukomatic * required * Disabled

- CCS Call Dialer Settings .

EE: E::';Dle 05 Desk Settings for CC5 Desk HMP Gateway * paquired *

(OS5 TYR 5 Desk | Configure Service isabled

5 Record Profiles CC5 Desk Stark CCS Desk HMP Gateway Aukomatic

- CC5 Record Servers CC5 SMS SErver Manual * required *

- Dievices 25 Desk Web Gateway LDisabled

- PABK Connections (5 Dashboard Gateway Started Aukomatic

QUEL_'E Assignments Dialogic HMP Manual

g;”:}';es TAPI Starked Manual

- System Windows I15 (weny Publishing Service Started Aukornatic

- Walidation

Logs cih J v Show Disabled Services
[ ccs Desk HMP Gateway o |E) s | [ @ ccs Desk HMP Gateway SE—)

Service Name HmpAnnounceGateway

File Path F:\Program Filesh"CCSNCCS DESK
“HmpAnnounceGateway exe
Install Status Mot Installed

Service Name

File Path

Install Status

Startup Mode

Current Status

¢

Close

HmpAnnounceGateway

F:\Program Files\CCS\CCS DESK
“\HmpAnnounceGateway.exe

Installed

Uninstall

Automatic -

Stopped

Step 23 - Right click on CCS Desk HMP Service = Select Configure CCS Desk HMP Service >

Select Install > Check the Startup Mode is Automatic. Do not start the service.
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Configuration
- Administration Service | Status | Mode | Praofile | Lags
+- Integration 5 Report Engine Started Automatic
= Configuration CC5 Recarding Server Manual * required *
Eggognlfzm'?nt:e::ers (5 Desk Email Service Started Autormatic * required * Disabled
all Dialer Settings h ]
o CC5 Chat CCS Desk HMP Gate.way Aukomatic . . Disabled
- CCS Cansole CCS Desk HMP Service Manual required
- CCS VR " Canfigure Service
i 225 Desk ¢ Aukarmatic
CC5 Record Profiles Skart CC5 Desk Lookup Engine 5
- CCS Record Servers (CiC5 9MS Se Manual * required *
- Devices 5 Desk Web Gatewary Disabled
- PABR Conn_ections (5 Dashboard Gakeway Started Aukomatic
EUEL_"E Assignments Dialogic HMP Manual
- SErvices
TP TFTPI . . Started Manual .
.- System Windows I15 (www Publishing Service Starked Aukomatic
- Yalidation
Logs i | v show Disabled Services
r N -
{33 CCS Desk HMP Service o[ oEhalm S| | | €23 CCS Desk HMP Service = | eS|
Service Name Hmp Launcher Service Mame Hmplauncher
File Path “\Program Files\CCS\CCS DESK File Path “Program Files\CCS\CCS DESK
chdoglauncher.exe chdoglauncher.exe
1
Install Status Not Installed Install Status Installed

Startup Mode

Curmrent Status

Automatic -

Step 24 — Right click on the Profile for CCS Desk HMP Gateway -> Select Settings for CCS Desk HMP

Gateway. Then select the Announcement Path and click OK
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Configuration E

[+ Administration
+|- Inbegration
= Configuration
- Announcement Servers
- 5 Call Dialer Settings
- CCS Chat
- CCS Console
- CCS VR
- CCS Record Profiles
- CCS Record Servers
- Devices
- PéBR Connections
- Queue Assignments
- Services
- SMTP
- Syskem
- \alidation

HMP Gakteway -

Announcerment Path

CC5 Desk HMP Service

CC5 Desk Lookup Engine

S Desk Gateway Started
C5 5M3 Server

CCS Desk web Gateway

CC5 Dashboard Gateway Started
Dialogic HMP
TAPT Skarted

yiindows II5 (www Publishing Service Started

Logs (o]}

IC:'I,C';.f.ﬁ.nn

Service | Status Mode | Prafile | Logs
CCS Repart Engine Started Aukomatic
CCS Recording Server Manual * reguired *
CC5 Desk Email Service Started Automatic * reguired * Disabled
a | Autormatic = |

Manual * pequire Settings for CCS Desk HMP Gateway

Disabled

Automatic

Manual * reguired *
Disabled

Aukomatic

Manual

Manual

Automatic

¥ Show Disabled Services

Step 25 - Right click on the Profile for CCS Desk HMP Service - Select Settings for CCS Desk HMP

Service. Then select the Server and click OK.
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Configuration E

[#- Administration Service | Status | Mode | Prafile | Logs
- Integration CCS Desk Server Started Automatic Disabled
El- Configuration CC5 Desk PBY Server Marial * required *

ﬁnnouncement Ser\.fers 5 Report Engine Starked Bukomatic

Egg Ei?laler Fettings CCS Recording Serwver Tarial * required *

0S5 Console CCS Desk Emall Service Started Automatic * required * Disabled

- CCS TYR CC5 Desk HMP Gateway Automatic Disabled

- 25 Record Profiles : | Tarual ikl

- 225 Record Servers 5 Desk Gateway Started Aukomatic Settings for CCS Desk HMP Service_l

- Devices 5 SMS Server fanual * required *

-~ PABX Connections CCS Dashboard Gateway Started Ao atic

Quege Assignments Dialagic HMP Mariual

s TART Started Manual

- Siystem Windows II3 (www Publishing Service Started Automatic

- Walidation

Logs il J [~ Show Disabled Services

Select HMP Announcement Server - |

Server Selection IHMF‘

Cancel

[

Step 26 - Right click on the Profile for CCS Desk PBX Server - Select Settings for CCS Desk PBX
Service. Then select the Server and click OK.
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Configuration
[#- Administration Service Status Maode Prafile | Logs
- Integration CCS Desk Server Started Automatic Disabled
= Configuration
Setki for CC5 Desk PBX S
igoéln"c;r.mlant:etr:ers CCS Repork Engine Started Aukomatic SR T == e
- C:at Ialer SEtings CC5 Recording Server Manual * required *
05 Console 5 Desk Email Service Started Aubarmatic * required * Disabled
- C0S YR CCS Desk HMP Gateway Aukornatic Disabled
05 Recard Profiles CC3 Desk HMP Service Mariual HMP Disabled
- 25 Record Servers 2C5 Diesk Gateway Started Aukomatic
- Devices CC5 SMS Server Marual * required *
- PAEX Conn.ectn:-ns (5 Dashboard Gateway Started Aukamatic
EUEL,IE Assignments Dislogic HMP Manual
S;r:;ces TAPL Started Marual
. System windaws II5 (e Publishing Service Started Aukaratic
- Walidation

Logs iy

™ Show Disabled Services

Select PABX |

Server Selection

o |

Cancel

Step 27 — Start the services. Start CCS Desk PBX Server, followed by Start CCS Desk HMP Gateway
and Start CCS Desk HMP Service.
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Configuration [}

[+ Administration

-- Integration

B Configuration

- Bnnouncement Servers
- 25 Call Dialer Settings
- 05 Chat

- (CC5 Console

- CCS IVR

- CC5 Record Profiles

- ZC5 Record Jervers

- Devices

- PAEY Connections

- Queue Assignments

- SMTP
- Syskerm
- Walidation

ZC5 SMS Server
ZC5 Dashboard Gateway
Dialogic HMP
TAPL
Windows IIS {www Publishing Service Started

Tanual
Started Automatic

IMarual
Started Tanual

Automatic

Logs i,

Service | Status | Mode | Profile | Logs

CCS Desk Server Started Automatic Disabled

CC5 Desk PEYX Server Started IMarual TAFI PAB?X Disabled

CC5 Repork Engine Started Automatic

CC5 Recaording Server Manual * required *

CC5 Desk Email Service Started Automatic * reguired * Disabled

CC5 Desk HMP Gateway Started Automatic Disabled
Started Tanual HMP Disabled

* reqguired *

[~ show Disahled Services

Step 28 - We now need to make several configurations with the CCS Chat Admin page.

The admin page can be accessed from the CCS Chat server by opening the address below with a web

browser:

User ID is admin

Password is blank by default.

http://localhost/CCSChat/AdminPage

= e |

-
a@ 2 http://localhost 0 ~ B ¢ X
<

(= CC5 Chat Administrat...

cCS CHAT
User ID : admin
Password
Cancel
# 100% -

b

Step 29 - Click Set Options and ensure the following configurations are correct:
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- Queue Server IP address: the IP address of the CCS Desk server. 127.0.0.1 can be used if CCS

Desk is running on the same machine.

- CCS Chat Web Server Root Path: this must be changed to the proper URL with the correct web
server name or IP address. For example: http://red/CCSChat/.

Port configuration might be required when the web administrator has manually modified the CCS
Chat website binding configuration in IIS. The screenshot below shows the required configuration

when the CCS Chat website is bound to port 8080.

LP-cx || & CCS Chat Administrator - 0.

w \(g http://localhost8080/CCSChat/AdminPage/AdminOptionsPage.aspx

Administrator Options CCS CHAT

-Set Users
-Set Options

Set Wait Messages

Welcome, admin Set CCS Chat Options
[=-Options Queue Server Part : 9018
Set Agent's Custom Greeting Message I Queue Server IP Address + 127.0.0.1 I
Set Chat Source
CCS Chat Server Address 1 127.0.01:444

| ccs Chat web Server Root Path

: http://red:8080/CCSChat/

CCS Chat Server 0CS Domain

: yourdomain.com

CCS Chat Server OCS User Name : ceschat

CCS Chat Server 0CS URT : ccschat@yourdomain com
Restart WebServer @y

Timeout Setting : 30 seconds
Logout

Message Wait Delay Setting : 30 seconds

Save ] [ Cancel

®100% -

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

Step 30 - Run the IVR Configuration from Start 2 All Programs - CCS = CCS IVR - Configuration.

58


http://red/CCSChat/�

IPECS CCS Desk
User Manual Issue 1.8

Lo =
oS Dashboard
{83 CCS DESK Manager
n CCSDESK
= Cs Report
- Administrat
T s chat miniskrakor
CCSR
& gt Documents
|, CCSIR
B cosmr
— Computer
Confiquration
& Member Configuration Network
E Manitor
Seripk D
“ Cript besignar Control Panel
L CyTrack
Ji Ciglogic HMP Devices and Printers
. Maintenance
& Microsoft ASP.MET 2.0 AJAX Extensions Administrative Tools 3
| Microsoft Office
& Microsoft SQL Server 2005 Help and Suppart
| Phontage
| SharePoirt Run...
. Startup
| videolAn \Windows Security
. WinPcap s
L] Back
Search programs and files E Log off >|

Step 31 - There are 2 tabs in CCS IVR Configuration that needs to be configured

Script/Channel Mapping

Script to channel mapping defines which script will run on which Dialogic HMP channel installed on the
CCS IVR Server. The correct analog / SIP extension number connected with the ports must also be

configured here.

CCS Configuration _ (O] x|

Seript/Channel Mapping | Server Configuration |

Channel | Extension | Muraber OF Rings | Seript

VRS ampleScript

EEN[EN £

| LD

3
3 {Nomapping:
3

{Nomapping:

Befresh Save Apply Cancel

Server Configuration
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CCS Configuration _ O]
Script/Channel Mapping 5 ¥

— CCS Server Details

CCS Server Hostname

IIocthost
CCS Server Part

{ama 4|

— CCS Server Type

" Dialogic Core Server
& HMP Core Server

Refresh Save Apply Cancel

CCS Server Hostname & Port - the setting for CCS IVR to connect with the CCS Desk Server. Port can
be configured to either 9014 or 9011. It is recommended to set the port as 9014.

CCS Server Type - select HMP Core Server when using Dialogic HMP. Dialogic Core Server is used

when CCS IVR is using the Dialogic Analogue board.
- Click Save when finished.

-END OF CCS FULL INSTALL-

Note
In order to install the additional components listed below - please refer to the individual chapters
or user manuals on the respective products. They do not require the CCS Installer to be run but

some configuration is required:

CCsQ
CCs call
CCS Record
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2.

2.1

1.1.1 System Requirements

IPECS CCS DESK INSTALL

Pre-Installation Requirements
The requirements for CCS Desk are divided into two parts:

1.1.2 TAPI Requirements

2.1.1 System Requirements

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

CCS Desk Server Recommended Hardware

Install Scope

Up to 30 CCS
Agents with 300
Calls Maximum Per

Up to 50 CCS
Agents with 1000
Calls Maximum Per

More than 50 CCS
Agents with more
than 1000 Calls

Day Day Per Day
Ded|qated Server Yes Yes Yes
Required
Dedlqated SQL Server No Yes Yes
Required
V|rtu§I Server Yes Yes Yes
Possible
Windows 7 Windows 7
Professional Professional .
. Windows Server
Operating System or or 2008 R2
Windows Server Windows Server
2008 R2 2008 R2
CPU 132120 3.3GHz 132120 3.3GHz I3 2120 3.3GHz
RAM 4 GB 6 GB 8 GB
Hard Drive Space 40 GB 100 GB 200 GB

Additional
Requirements:

PBX TAPI driver must be installed.

Caller ID must be enabled on the trunk lines
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CCS Desk Client Recommended Hardware
Install Scope Client Client and Manager
Operating System Windows 7 Professional Windows 7 Professional
CPU 13 2120 3.3GHz 13 2120 3.3GHz
RAM 1GB 2GB
Disk Space 10 GB 10 GB
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2.1.2 TAPI Requirements

- Follow the TSP Installation Guide for CCS document.

The TSP driver is used by TAPI to allow the communication between the server and the PBX.

Once the installation is finished, we need to test that the TAPI device is working correctly.

- There is a free program called TAPI Soft Phone that allows you to monitor / control telephony devices

through TAPI in a similar fashion to CCS Desk. The application is downloadable from the following link:

http://www.julmar.com/tapi/native-tapi-samples/tapi_soft_phone.zip

- Run a few checks to confirm telephony is working correctly:
- Ensure all TAPI devices are listed.

- Start a session on the nearest extension and ensure control can be achieved.

- Lift handset and view the devices changed status, make a call, hang-up a call etc.

il TAPI Phone Dialer © 1999 JulMar Technology, Inc.
: 0 N el
Seszion
LTS EC T ATIOM 9343 (VIDEQ PHOME] - End Session
Addrezs: IEIB43 j Aaent | Fhane
T wwi [T Lok W CON W SYE Configure
Phaone #: I fdake Call | Bickup... | Upark... |
— Callz
bax Callz: 1 A ] 1af
Call State: Connected Trurk |0 OxE
CallType: Direct Media: Unknown Hozt CallD: 0=F0
CallDirection: COutbound Rel. CallD: =0
Caller ID: STAS243 9843
Called ID: CO 6 0755539500 0755539500 (05 infa |~ Useninio
Connected ID:  CO & 0755539800 0755533200 SO e CallData
Redirecting 10:
Redirection [D: Ewvent Time: 16:35:36
Srcept S REIET | Haold Swap Hang Up | Dial Digits...
Complete... | EBedirect... | Tranzfer... terge Park.... Fornmard
Conference..|| AddParty | Drep Farty | Cank List..
|

2.2 Installation
2.2.1 CCS Desk Server

This is for a new install of CCS Desk Server ONLY on a Single Server
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Step 1 - Run the CCSinstaller application with Administrator privilege.

P
o

e

CCSInstaller.exe

Step 2 - If Microsoft .NET Framework 4.0 is not already installed, you will receive the message to install
it > Select Yes.

s ~
CCSlInstaller l ]

|0I CCS requires .net 4 to be installed. Install now?

The installation may take a few minutes to complete.

NOTE

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

before continuing with the install

CCSlInstaller - I J

|0I The dot net 4 installation requires a reboot. Reboot now?

P ———— “—

Step 3 - Once you log back in the CCS Installation will continue and you will receive the Option to Install

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

Please selectinstall type

" Client Installation

Installs Client andfor Client Manager Components to
workstation

" Single-Server Installation

Installs ALL Components to a Single Server

& Multi-Server Installation

Allows the Installer to Choose Components to be installed

-
> @.G

ERICS50N

> R

Forward Cancel

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

Software Registration Code — the CCS license package code
PABX IP Address —the IP address of the iPECS MFIM

PABX Password — the administration password for iPECS

ccs Enter Software Registration Code

|xxxxxxxxxx

Enter PABX IP Address

|1&1DJDJ

Enter PABX Password

|

-
> @.G

ERIC550N

5 R

Fonward Cancel

Step 5 - Choose the CCS Desk components to be installed and press the Forward button.
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cCSsS

-
> @.c

ERICSS0ON

W CCS Desk Manager
W] CCS PAEX

WICCS Announce

W] CCS Record

W CC5 Desk Client
WICCE Desk Server
OWR

CDashboard
C1Dashboard Gateway
CIReporting Manacer
[NDatabase
CReporting ‘Web Server
CReporting Senser

Got package detailz, loading ...

@ =2 R

..Bak....

Forward

Cancel

Step 6 - Complete the software registration form.

The iIPECS serial number that will be linked against the license is shown at the end of the form. = Click

Forward.

CcCS

-
> @.G

ERICS50N

Contact Name |

Email Address |

Company Mame |

m

Web Page |

Street |

Suburb |

State |

Country |

Got package detailz, loading ...

Back

Cahcel
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ccs State |

Courntry |

Phone Mumber |

Region/City |

PostCode |

Reseller Name |

m

Pabx Serial Mumber | 000DA4F403010680

-
> @.c
ERICS50N il
Got package details, loading ... Back Fornward Cancel

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

cCcs Software Licence Agreement

m| »

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

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

—
pimrhame andlae neine the Q@afhasars arma ara amranina o b laaalloe

g @ LG ¥ | have read and acceptthis licence!
ERICS50N
Got package detailz, loading ... Back Farward Cancel

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

67



IPECS CCS Desk
User Manual Issue 1.8

Install To

ccs C:\Program Files\CCS

A\

@LG

ERIC

g

Back Fonward Cancel

Step 11 - The CCS Installer will start installing each component to completion.

ccs cCcs
£ e £, @
| =]

O leport Iratal ot 5

Step 12 - The CCS Desk Configuration Wizard will be launched during installation

cCS

-
2 @.wc

ERICSSON

CC5 Desk Wizard

Step 12.1 - The CCS Desk license information is displayed - Click Next.
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% Configuration Wizard =Anes X

. N W [ X
Step, SNP® sn;:@
Extensions ' Dialling Rules '

NO041

This wizard will help you to configure the settings needed to get your CCS DESK installation
up and running.

Any and all of these settings can be changed later in CCS DESK Manager and its
Configuration screens.

Connected to CCS DESK Server Version 5.8.4.0{34) August 2012
CCS DESK Licensed to

Serial number 29635, 5 Clients

1 CCS Record Devices

Press Next to start the wizard...

ND033 Back Next

|

Step 12.2 - Click Add Extension Range - Specify the extension numbers in the PBX system that will

be used by the CCS system - Click Next.

Note:

IP extensions / softphones should be added as Digital Extensions.

SLT or SIP extensions should be added as Analog Extensions.

.
& Configuration Wizard Elﬂlﬂ_hj

sm:@ Step, Shp@
CCS DESK ' Dialling Rules '

Add an extension range N0042
Delete an extension range

9801 Digital Extension
9802 Digital Extension ‘

»

9803 Digital Extension
9804 Digital Extension
9805 Digital Extension
9506 Digital Extension
9807 Digital Extension
9808 Digital Extension
9809 Digital Extension
9810 Digital Extension
9811 Digital Extension
9812 Digital Extension
9813 Digital Extension
9814 Digital Extension
9815 Digital Extension
o 19816 Digital Extension
9817 Digital Extension
9818 Digital Extension 52

m,

NO033 [ Back |[ mext || cCancel |

Step 12.3 - Enter the prefix for international dialling and the prefix to access an outside line with the

PBX.

Note
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This configuration must be made identical with the configuration in Windows’ Phone and Modem

Options > Click Next.

& Configuration Wizard [P - - e l‘:' | El i:h]
3“9@ Shp 3“9@
Extensions ' Dialling Rules CCS5 Record '
MNO027
These settings will affect how CCS DESK formats telephone numbers
when dialling out to make a new phone call.
International Dialling Code 0011
Digit to get an outside line 0
NO033 Back || Mext || Cancel

Step 12.4 - If your license contains CCS Record license for voice recording, the next couple of steps will

be activated to allow some configuration on the call recording system.

- Specify the path where the voice recordings will be stored.

& Configuration Wizard =R X

Shp@ Step, e 3!-p@

CCS Record

Dialling Rules ’ CCS Record Tereng ’

Two profiles will be automatically created for CCS Record

These will be called 'Record All' and "Record on Demand'. Using
CCS DESK Manager you will be able to change these profiles. and
create new ones, but for now these are the most commonly used.

In order for CCS Record to function, it needs to store the voice
recordings somewhere. Please specify the default path that will be
used for storing recording files.

C:\CCS Record &=

N0026

NO033 [ Back |[ Next |[ Cancel |

Step 12.5 - Select the devices to be recorded - Click Next.
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r -
B Configuration Wizard - [
@ e @

€C5 Record

CCS Record & Devices CRM Integration ’

Please select which extensions will be used for CCS Record.

NB: Your license allows for 0 extensions to use CCS Record

-
719802 Digital Extension [
719803 Digital Extension
719804 Digital Extension
19805 Digital Extension
[[]9806 Digital Extension
[[19807 Digital Extension
[[19808 Digital Extension
19809 Digital Extension
19810 Digital Extension -

ND025 [T Server Controlled

NO033 Back |[ Mext |[ Cancel

Step 12.6 - Select the CRM / Database application to be integrated with CCS Desk

r M
B Configuration Wizard - [
@ mE  sw@
g:ficf:“"’ & CRM Integration Integration Setup_g.
N0024
Select the CRM application that you wish to use
MNone -
Outlook
GoldMine
SalesLogix
Microsoft CRM
Maximizer
ACT!
NO033 Back |[ Mext |[ Cancel

Step 12.7 - Depending on the selection at Step 11.6, this step will guide on the integration features you
wish to enable - Enable the integration features as required - Click Next.
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Please consult Section 6. Configuring CCS Desk for more information on the integration features of CCS

Desk.

;:‘t Configuration Wizard

R0
CRM Irtegration '

Shp
Agent Details '

MO038

NOO33

= Make Outlook display the Contact Details screen when a phone

number match is found in your Outlook Contacts

r Make Outlook display a Mew Journal Entry for you to enter details

about a call

¥ Automatically log the histary of all calls into the Outlook Journal

™ Schedule a Task in Outlook for Unanswered Incoming Calls

Back

Mext

It iz possible to configure different settings for how CCS DESK will integrate with Cutlook.
These settings are referred to as profiles, and multiple profiles can be created in CCS
DESK Manager. For now, we will create a standard profile based on the following
settings, you may change these settings from within CCS DESK Manager.

Cancel

Step 12.8 - Click Add Agents - Enter the name of agents and specify optionally enable its Integration

feature and the CCS Record profile.
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& Configuration Wizard E@éj

Shp@ sr.p Shp@
Integration Setup_g Agent Details Breaks -
Agent Name Integration CCS Record &+ Add agents M=l B3
Alex Outlook MNo CCS Record Add an agent
Bob Cutlook No CCS Record
Charlie Outlook No CCS Record Bob
[l
¥ Integrate with Outlook
N0020
Do not use CCE Record j
N0033 Back |[ MNext |[ Cancel | L
Use CCE Record 'Record on Demand'
MO Use CCS Record ‘Record All y

Step 12.9 - The wizard displays a number of break status which have automatically been created >
Click Next.

& Configuration Wizard o Bl e S

Sup Step, e‘ Stop
Agent Details ' Breaks Finish '

One of the features of CCS DESK is that an agent can go on a "break’. This will then
be visible to other agents and supervisors, and will also be recorded in "CCS Report’
if you have this installed. Below is a list of Break Types that will be created. These
can be changed in CCS DESK Manager by an administrator at any time.

Bathroom
Coffee
Lunch
Meeting

Out of Office
Training

N0023

N0033 Back | [ Mext || Cancel

Step 12.10 - The last step will show you a Summary of the selected wizard configurations.

- Click Finish to complete the wizard and continue with the install.
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& Configuration Wizard

Bl [ |

Sup Shp@ Step, @.
Agent Details Breaks Finish
/” /”

9801
9802
9803
9804
9805
9806
9807
9808
9809
9810
981

N0033

Extension Devices

PABX Type : 3rd Party TAPI

Digital Extension
Digital Extension
Digital Extension
Digital Extension
Digital Extension
Digital Extension
Digital Extension
Digital Extension
Digital Extension
Digital Extension
Digital Extension

The configuration you have selected is listed below. If you wish to make any changes
press the "Back’ button.

Any existing CCS DESK Configuration will be overwritten when you press 'Finish” N0029

m »

Back ][ Finish ][ Cancel

Step 13 — Click Yes when prompted to reboot your Server

CCSlInstaller

-
e

| CCS Install requires a reboot. Reboot now?

Step 14 - Once you have logged back in to the server - Launch CCS Desk Manager from the start
menu: Start = All Programs = CCS.
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{3 CCS DESK Manager (Administrator) [_ O] x]
File Cptions Help

B1-Ng PABXs

Step 15 - Click on Options = Select Configure, then the Configuration window will appear. Go to
Configuration 2 Services.

Configuration
- Administration Service | Status | Mode | Profile | Logs
(- Integration CCS Desk Server Started Automatic Disabled
[=- Configuration - _ * raquired * Disabled

~ ACD Groups CC5 Repart Engine Started &utamatic

EEI;DEI;TE?::: E?:trt\i’:grz CiC5 Recording Server Manual * required *

OS5 Chat 125 Desk Email Service Started Aukamatic Email Server Disabled
.. CCS Console CiZ5 Desk HMP Gateway Started Automatic Disabled
S IVR CiC35 Desk HMP Service Manual * required * Disabled
- CC5 Record Profiles 25 Desk Gateway Starked Automatic

- CCS Record Servers Dialogic HMP Manual

- Devices TAPI Started Manual

-~ PABX Connections Windows IIS (www Publishing Service Started #utomatic

- System

- ¥alidation logs | CilLogsi2013(06 2013 [ I show Disabled Services

Step 16 — Right click on the Profile for CCS Desk PBX Server - Click on Settings for CCS Desk PBX
Server - then on the Server Selection drop down list select TAPI PABX - Click OK
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Configuration

Administration Service | Status | Mode Profile | Logs
Integration 5 Desk Server Started Aukamatic Disabled
Configuration | Manual

- ACD Groups CCS Report Engine Started Automatic Settings for CC5 Desk PBX Server |

EEI;D;;'CE?:;: Ss:trt\if:grz 5 Recording Server Manual * required *

5 Chat CiZ5 Desk Email Service Started Aukomatic Ernail Server Disabled

. CCS Consale CCS Desk HMP Gateway Started Autaornatic Disabled

- CC5 YR CCS Desk HMP Service Manual * required * Disabled

-5 Record Profiles CCS Desk Gateway Started Automatic

- CC5 Record Servers Dialogic HMP Manual

- Devices TAFL Started Marual

- PABY, Connections ‘Windows IIS (v Publishing Service Started Aukomatic

- Queue Assignments

- Services

- SMTP

- Syskem

- Validation Logs Ci\Logs|2013106 2013 J I shew Disabled Services

Select PABX |

| AP PABY |

Server Selection

Step 17 — Start CCS Desk PBX Server by right clicking on the Status -> Click Start CCS Desk PBX

Server

Configurati E

Administration Service | Status | IMode | Profile | Logs

- Integration 5 Desk Server Started Aukomatic Disabled
[=- Configuration . ; | Disabled

- ACD Groups CiC5 Report Engine Started

- finnouncement Servers C5 Recording Server "

- CC5 Call Dialer Settings

05 Chat CC5 Desk Email Service Started Automatic Email Server Disabled

- CCS Console CiZ5 Desk HMP Gateway Started Automatic Disabled

OS5 TYR CiZ5 Diesk HMP Service Manual * required * Disabled

- 25 Record Profiles CC5 Desk Gakeway Started Aukomatic

- CC5 Record Servers Dialogic HMP Manual

- Devices TAPI Started Marual

-~ PABE Connections Windows 115 {www Publishing Service Started Aukamatic

- Queue Assignments

- SErvices

- SMTP

- System

- Walidation Logs C:\LogsiZ013106 2013 J [™ show Disabled Services

2.2.2 CCS Desk Client

Step 1 - Run the CCSinstaller application with Administrator privilege.
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P
o

e

CCSInstaller.exe

Step 2 - If Microsoft .NET Framework 4.0 is not already installed, you will receive the message to install
it > Select Yes.

CCSInstaller l ]

The installation may take a few minutes to complete.

NOTE

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

before continuing with the install

r 5
CCSInstaller - I J

Step 3 - Once you log back in the CCS Installation will continue and you will receive the Option to Install

the Client or Server - Select Client Installation = Click Forward.
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CCS

Please selectinstall type

Client nstallation
Installs Client and/or Client Manager Components to
workstation

" Single-Server Installation

Installs ALL Components to a Single Server

" Multi-Server Installation

Allows the Installer to Choose Components to be installed

-
> @G

ERIC550N

> 8

Farward Cancel

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

CcCS

Server Address  |localhost

-
> @.c

ERIC550N

& 5 R

Back Farmward Cancel

Step 5 - Choose the CCS Desk Client Components to be installed > Click Forward.
Other CCS components might also be listed if the server components are also running on the same

server machine.
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cCSsS

-
> @.a

ERICS50N

WiDesk Client
W Desk Manager

& 5 R

Back Fanaard Cancel

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

cCS

-
Z @.a

ERICS50N

Software Licence Agreement il

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

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

the Softweare. This is not an agreement for sale of the Softweare.

This iz a Licence Agreement anly. Please read the terms and
conditions of this agreerment befare using the Software. By [ |

warifuime seedlar teimn tha Qefhosmea wan mra mearasine te e laaalle

¥ 1 have read and accept this licence:

G0t package detailz, loading ...

& 5 R

Back Fonaard Cancel

Step 7 - Confirm the installation path for the CCS program files - Click Forward.
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Install To

ccs C:\Program Files\CCS

-
> @.c

ERICS50N

Back | Foward i|  Cancel

Step 8 - After the installation has finished, Launch CCS Desk Manager from the start menu: Start > All
Programs = CCS.

{3 CCS DESK Manager {(Administrator) [_ (O] =]
Eile Cptions Help

=AY -
-4 PABYs

Step 9 — Click on Options - Select CCS Desk Manager Options - click on Change button = Specify
the location of the server on the CCS Desk input box = Click OK.
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CCS DESK Server Configuration I

CCS DESK |Incalhust Change |

Lag File Path =

Auto-Open Lag File I
Show Logged Out Agents v
Shaows E scalation Stats r
Ignore CCS Report Alarm v [CCS Report 5.0.4 + )

.

Uze 'old' tabs interface

MO743 0k, I Cancel

2.2.3 CCS Desk Manager

Step 1 - Run the CCSinstaller application with Administrator privilege.
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P
o

e

CCSInstaller.exe

Step 2 - If Microsoft .NET Framework 4.0 is not already installed, you will receive the message to install
it > Select Yes.

CCSInstaller l ]

The installation may take a few minutes to complete.

NOTE

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

before continuing with the install

CCSlInstaller - I J

:] The dot net 4 installation requires a reboot. Reboot now?

E—— “—

Step 3 - Once you log back in the CCS Installation will continue and you will receive the Option to Install

the Client or Server - Select Client Installation = Click Forward.
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CCS

Please selectinstall type

Installs Client and/or Client Manager Components to
workstation

" Single-Server Installation

Installs ALL Components to a Single Server

" Multi-Server Installation

Allows the Installer to Choose Components to be installed

-
> @G

ERIC550N

> 8

Farward Cancel

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

CcCS

Server Address  |localhost

-
> @.G

ERICS50OM

@ 5 R

Back Fonward Cancel

Step 5 - Choose the CCS Desk Client Components to be installed > Click Forward.
Other CCS components might also be listed if the server components are also running on the same

server machine.
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cCSsS

-
> @.a

ERICS50N

WiDesk Client
W Desk Manager

& 5 R

Back Fanaard Cancel

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

cCSsS

-
> @\

ERIC550N

Software Licence Agreement il

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

This iz a Software licence agreement between you ("you' ar
Licensee’) and LG-Ericsson Co., Ltd. ['LG-Ericsson? for use of

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

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

wavifuime seellar Lmien tha Qefhosnrn wan sva sarasine te e Laaalle

¥ | hawve read and accept this licence:

ot package detailz, loading ...

& 5 R

Back Forward Cancel

Step 7 - Confirm the installation path for the CCS program files - Click Forward.
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Install To
ccs CA\Program Files\CC3

-
> @.c

ERICS50N

Back

Cance

Step 8 - After the installation has finished, Launch CCS Desk Manager from the start menu: Start > All
Programs = CCS.

{3 CCS DESK Manager {(Administrator)
Eile
= §
-4 PABYs

I[= 3

Step 9 - Click on Options > Select CCS Desk Manager Options - click on Change button > Specify
the location of the server on the CCS Desk input box = Click OK.
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CCS DESK Server Configuration I

CCS DESK |Incalhust Change |

Lag File Path =

Auto-Open Lag File I
Show Logged Out Agents v
Shaows E scalation Stats r
Ignore CCS Report Alarm v [CCS Report 5.0.4 + )

.

Uze 'old' tabs interface

MO743 0k, I Cancel

3. iIPECS CCS Q INSTALL

3.1 Pre-Installation Requirements

The requirements for CCS Q are divided into three parts:
3.1.1 Installation of CCS Desk and CCS Report

3.1.2 Installation of Dialogic HMP

3.1.3 Telephony Requirements
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3.1.1 Installation of CCS Desk and CCS Report

Before CCS Q can be configured, the installation of CCS Report and CCS Desk must be completed.

Please consult Section 2 and CCS Report User Manual for more information.

3.1.2 Installation of Dialogic HMP

CCS Q requires Dialogic HMP platform for call queuing. Please consult Section 5 for more information.

3.1.3 Telephony Requirements

There are additional telephony requirements and configurations that must be completed when using
Dialogic HMP:

- PBX must have sufficient ‘SIP Phone’ and ‘CCS SIP’ licenses.

If CCS Q is licensed with 4 ports, the number of licenses required for each category is 4.

- SIP phones must be configured with the following settings:
- Registering mode = REGISTER

- Registration Timer Usage = ON
- Registration Time = 60
- DTMF = INFO (RELAY)

- Create an ACD hunt group with all the SIP devices as its member.

- Depending on trunk lines connected to the PBX, there might be additional telephony requirements and

configurations that must be completed:

IP / Digital trunks

- No further telephony requirement needed. However it is recommended to have at least one analog

extension for possible future needs.

Analog trunks

- At least one analog device is required to be used as an indial extension.

- One indial extension can only handle one routing destination. E.g. if CO 1 — CO 4 has different CCS Q
destination to CO 5 — CO 8, then two analog devices will be required as indial extensions.

- Create ACD hunt group(s) for each indial extension. Each group must only have one indial extension as

the only member.
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Both

- Same as PSTN requirement.

The schematic diagram below describes how the requirements are connected together:

IP / Digital Analog Trunk Analog Trunk Analog Trunk Analog Trunk
Trunks 1 2 1 2
A y A
Hunt Group 1 Hunt Group 1 Hunt Group 1 Hunt Group 2
SIP devices Indial 1 Indial 1 Indial 2
4 v A A
Dialogic HMP Dialogic HMP Dialogic HMP
DDI—‘—DDI ‘
[ l Al calls Al calls All calls
Queue 1 Queue 2 Queue 1 Queue 1 Queue 2
A A . A
Agents Agents Agents Agents Agents

3.2 CCS Q Configuration

We will assume the following configurations have been properly setup in the PBX and CCS license:

ISDN BRI = line 1 — line 2
DDI 5520 9800 - must go to Reception queue
DDI 5520 9888 - must go to Sales queue

PSTN =line 3—line 5
Line 3 & must go to VIP queue

Line 4 — 5 = Dedicated Outbound lines

SIP devices for HMP= 101, 102, 103, 104
Hunt Group for SIP devices = 620

Analog device for Indial = 205
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Hunt Group for 205 = 605

CCS Q Announcement port license = 4
HMP licenses = 4

3.2.1 Announcement Server

Step 1 - Open CCS Desk Manager > Select Options = Select Configure = Login to CCS Desk

Manager Configuration

Step 2 - Go into the Announcement Servers tab - Create an Announcement Server profile to

integrate Dialogic HMP with the PBX.

Please consult Section 6.3.1 for detailed information on each setting.

Configuration
01 27
Administration Announcement Server Dialogic Part PAEX Device Direction
Integration ] @ 3 TAP| PARS
= Configur ation Add |4 TAPI PABX 107 Eath
0”5 s |5 TAP| PABX, 108 Bath
& L nnouncemenc
- 25 Call Dialer Settings LIk TAPI PAB: 103 Both
- CCS chat Add
- 005 Console
- Q25 IVR

- (S Record Profiles
- CCS Record Servers
- Devices

- PABR Connections
- Queue Assignments
- SErvices

- SMTP

- Syskem

- Walidation
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Step 3 - Double Click the relevant Announcement Server to view the Announcement Server

Configuration window as shown below.
HMP K|

Announcement Server | HKMP | DTMFl Tunesl In-BandI

Mame IHMF'

Inzaming Calls IEh:uttu:um p j
Outgoing Callz ITu:up Do j
Default Queue IDisaI:uIed j
Walurme IDefauIl j
Murmber af rings I'I Ring j

Call Pickup Settings
Ilze Call Pickup Mode r

Call Pickup Code |"?1
Redirect Group I
Reconnect Code I&,

Ok I Cancel
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HMP ]|

..&nnuuncementSewerI HMP  DTMF |T|:unes| In-EandI

— Dialing Parameters

DOTHMF On Duration IMEIms 'I
Flazh Duration |1EIEIms 'I

Call Transfer String b

Pausze Duration I 1000z ~ I

- Callback in Queue Settings

First Crigit Diuration I b zecs - I
Inter Digit Duration |5 TECE 'I

Total Duration

(] I Cancel |

HMP |

" Announcement Server  HMP |DTMF| Tu:unesl In-EandI

SIP PABX IP Address
| .1 11

Host IP &ddress to use
| T .1 1 1

Copy Paszword from first port ko all
ather ports

Set All Pazzwaords to extenzion
nurnber

k. I Cancel

The important settings are highlighted:
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a) Call Pickup Mode Parameters

a. Use Call Pickup Mode must remain disabled

b) Callback in Queue Settings

a. This set of options must be configured if CCS Q Callback-In-Queue is to be used. The

recommended settings are as shown.

c)HMP
a. HMP SIP Ports must be enabled
b. Requires Spare Channel must remain disabled

Double click on each port and configure the SIP registration settings.

HMP Port Editor |
HMP Port Il—
‘Spate Part r
SIP Device 106
SIP Username I 1IIIEu|
SIP Password I
| Ok I Cancel

3.2.2 Queues

Step 1 - In CCS Desk Manager Configuration - Go into the Queues tab

Step 2 - Change Queue Type to Queue > Click Add to create the following queues accordingly:
Reception, Sales and VIP.

There are various queue types available; however for this example we assume the correct queue type is

Queue because the agents have to be assigned into the queues.

92



IPECS CCS Desk
User Manual

Issue 1.8

I Hueus ﬂ

=~ Administration
- hgents

Queue Type

Make Copy |

- Breaks
- Campaigns T
- Completion Cades Add

(ueue 10

- Email Queuing

- Hok Keys

- Partitions

- (JUeUe Announcements
- ueue Caller Lookup

- QUeUe Groups

- Skills

- Speed Dials

- Web Callbacks
[+- Integration

- Configuration

Supervizor

MUZ34

Step 3 - Double click on a queue to enter its detailed settings.

- It is important to choose the correct announcement server (if there are multiple announcement

servers).

- For the Reception and Sales queues, it is also important to configure the Queue Identifier with the

flexible DID that will be passed to the HMP ports as DTMF signals.

Note that this only applies to Digital lines.

]|

Configure Queue : Reception
'Generall .-’-'-.gentsl Skillz I Scheduls  Announcements | Enmpletiunsl I:I'-.ferflu:uwl Other I
Enable Announcerments(@0024) v First Announcement
Server IHMF' j 0-x IDisahIed j
Announcement Type ISimpIe Mezzage j 1 IDisahIed j
First Announcement Must Be Plaped [ 2 IDisaI:uIeu:I j
Inter-Announcement 0elay IED— 3 IDisaI:uIeu:I j
Third Announcement [nteryal IU— 4 IDisaI:uIeu:I j
Dueue Identifier (In-B and] |0 iR IDiSE‘blEd j
E-> |Disabled =]
7 |Disabled =l
8 |Disabled =l
Allfrecordings mwsk be1TEHE B-bit Monm waw files 3 IDiSaHE’d j
bM0O229
ITI Cancel |
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Please consult Section 6.1.11.5 for detailed information on each setting.

Step 4 - Repeat Step 3 for all queues that have been created.

3.2.3 Assignments

Note

Section 2.3 can be skipped when all trunks are ISDN lines. However, in the configuration scenario at the

start of section 2, there are PSTN lines that must be routed to the VIP queue.

Step 1 - In CCS Desk Manager Configuration - Go to Devices tab - Double click on the analog

device used as indial e.g. 205 = Change Device Type to Indial Extension.

Device Editor

PABX | T4 PAER =
Device Type IIndiaI Extenzion j
MHumber 205

Mame I

Dizable Manual Dialling |

W aw Calls 1 [y wzed it EES [ far

mltiple zall hatdling

MOZ203

Cancel |

Step 2 - Go to the Assignments tab &> Create a new Assignment that will route All Calls to the indial

extension, into the VIP queue.

94



IPECS CCS Desk

User Manual Issue 1.8
Queue Assignment |
Device Type ]Indial Extenzion j
Device | 205 [TAPI PABX) |

kMode Al Calls - I

Quee -
| k. I Cancel |

Step 3 - Configure the PBX to deliver calls to CCS Q:

01393

Flexible DID 800 - ACD Group 620
Flexible DID 888 - ACD Group 620
CO 3 > ACD Group 605

Note that the ACD Group is used as the routing destinations, not the indial (analog) device.

3.2.4 HMP Services

CCS Q with Dialogic HMP requires two additional services to be installed.

Step 1 — Launch CCS Desk Manager = Select Options > Select Configure = Go to the Services tab
- Enable Show Disabled Services

Step 2 - Right click on CCS Desk HMP Gateway - Select Configure Service - Select Install >

Check the Startup Mode is set to Automatic. Do not start the service.
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[+ Administration
Integration

=0 Configuration

- Announcement Servers
- CCS Call Dialer Settings
-5 Chat

- S Consale

- S VR

- ZC5 Record Profiles

- ZC5 Record Servers

- Devices

- PABY Connections

- Queue Assignments

- SErYICes

- SMTP

- Syskem

- Walidation

Ci25 Desk Emall Service

Settings For CC5 Desk HMP Gateway

Logs I (uf} ] J

CC5 Desk

5 Desk | Configure Service isabled
CC5 Desk. Stark CCS Desk HMP Gateway Automatic
5 5MS Server Manual
CCS Desk Web Gateway Disabled
CC5 Dashboard Gateway Starked Automatic
Dialogic HMP Manual
TAPI Statted Manual
windows 115 (wis Publishing Service Starked Aukomatic

Service | Status Mode Profile | Logs
225 Repoart Engine Starked Autornakic
CCS Recording Server Manual * required *
Starked Aukomatic * required * Disabled

* required *

* required *

Iv' show Disabled Services

Configuration E

{83 CCS Desk HMP Gateway

Service Name HmpAnnounceGateway

File Path F:*Program Files™CI
HmpAnnounceGatey
Install Status Mot Installed

Uninstall

= [ ) Sl | | 83 CCS Desk HMP Gateway
Service Mame HmpAnnounceGateway
File Path F-\Program Files\(CX
HmpAnnounceGatey
| Install Status Installed
Startup Mode Automatic
Curment Status Stopped
Close

Start

1!

Close

Step 3 - Right click on CCS Desk HMP Service - Select Configure CCS Desk HMP Service - Select

Install > Check the Startup Mode is Automatic. Do not start the service.

Configuration

[#- Administration

-- Integration

- Configuration

- Announcement Servers
- TS Call Dialer Settings
-CC5 Chat

- 2C5 Console

- 05 IVR

- 2C5 Record Profiles

- CC5 Record Servers

- Devices

- PAEX Connections

- Queug Assignments

- Dervices

- GMTR

- Qyskem

- Yalidation

CC5 Desk HMP Gateway
'_:l E]_ " Hr... ) Sy [ o S
< Settings For CCS Desk HMP Service

25 Dask Lo
TS Desk Gfl Configure Service
CC5 5M5 5. Skop ZCS Desk HMP Service

CCS Desk Web Gateway

CiC5 Dashboard Gateway Started
Dialogic HMP

TAPI Skatted

Windaows 115 {wwww Publishing Service Started

Logs (i} J

Autamatic
fanual
Manual
Autamatic

Service | Status Mode Profile | Logs
ZZ5 Report Engine Started Aukomatic
CCS Recording Server Tanal * required *
CCS Desk Email Service Started Aukonatic * required * Disabled
Started Aukomatic Disabled

| Disabled

* required *

v show Disabled Services
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{33 CCS Desk HMP Service SRECA X £33 CCS Desk HMP Service =RECE X
Service Name Hmp Launcher Service Mame HmpLauncher
File Path “Program Files"CCSYCCS DESK File Path F-\Program Files"CCSWCCS DESK
chdoglauncher exe “Watchdoglauncher exe
I

Install Status Nt Instaled Install Status installed
Startup Mode Automatic ']
Cument Status Stopped

Step 4 - Right click on the Profile for CCS Desk HMP Gateway -> Select Settings for CCS Desk HMP

Gateway. Then set the Announcement Path and click OK

Configuration

[#- Administration
-- Integration
E| Configuration
- Bnnouncement Servers
- 5 Call Dialer Settings
- CCS Chat
- CCS Console
- CCS IVR
- CC5 Record Profiles
- CC5 Record Servers
- Devices
- PAER Connections
- Queue Assignments
- Services
- SMTP
- System
- Yalidation

CCS Desk HMP Service
CC5 Desk Lookup Engine

CCS Desk Gateway Started
CC5 5M3 Server

CCS Desk Web Gateway

5 Dashboard Gateway Started
Dialogic HMP

TAPI Started

Windows 115 {www Publishing Service Started

Logs [afl} J

HMP Gateway |

Announcement Path

I CACyann

Cancel |

Service | Status Mode | Prafile | Logs
CC5 Report Engine Started Aukornatic
CC5 Recording Server Manual * reguired *
0CS Desk Email Service Started Aukomatic * required * Disablzed
IMP | Autamatic e '

Manal Settings for CCS5 Desk HMP Gateway

* require

Disabled
Aukomatic
Manual
Disabled
Automatic

* reguired *

Manual
Manual
Aukomatic

v show Disabled Services
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Step 5 - Right click on the Profile for CCS Desk HMP Service > Select Settings for CCS Desk HMP
Service. Then select the Server and click OK.

Configuration E

& Administration Service | Status | Mode | Prafile | Logs
&l-Integration CCS Desk Server Started Automatic Disabled
El- Configuration CC5 Desk PBY Server Marial * required *

ﬁnnouncement Ser\.fers 5 Report Engine Starked Bukomatic

Egg Ei?laler Fettings CCS Recording Serwver Tarial * required *

0S5 Console CCS Desk Emall Service Automatic * required * Disabled

- CCS TYR CC5 Desk HMP Gateway Automatic Disabled

(5 Recard Profiles HMP =} | Tarual ikl

- 225 Record Servers 5 Desk Gateway Started Aukomatic Settings for CCS Desk HMP Service_l

- Devices 5 SMS Server fanual * required *

-~ PABX Connections CCS Dashboard Gateway Started Ao atic

Quege Assignments Dialagic HMP Mariual

s TART Started Manual

- Siystem Windows II3 (www Publishing Service Started Automatic

- Walidation

Logs il J [~ Show Disabled Services

Select HMP Announcement Server

Server Selection IHMF‘ j

Cancel |

Step 6 - Start CCS Desk HMP Gateway and CCS Desk HMP Service.
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=8 Administration Service | Status | Mode Prafile: | Logs
&+ Integration CCS Desk Server Started Automatic Disabled
&= Configuration CCS Desk PBS Server Sharted Manual TAPI PABX Disabled
Announcement Ser\.-'ers CC5 Report Enging Started Automatic
EE; E::Emler Settings CCS Recording Setver Manual * peguired *
. £CS Consale CC5 Desk Email Service Started Automatic * reguired * Disabled
OS5 YR CCS Desk HMP Gateway Started Automatic Disabled
- ZC5 Record Profiles Started Tanual HMP Disabled

- ZC5 Record Jervers
- Devices

- PAEY Connections
- Queue Assignments

- SMTP
- Syskerm
- Walidation

ZC5 SMS Server

ZC5 Dashboard Gateway

Dialogic HMP

TAPL

Windows IIS {www Publishing Service

Started

Started
Started

Logs i,

Tanual
Automatic
IMarual
Tanual
Automatic

* reqguired *

[~ show Disahled Services

3.2.5 Announcement Files

Greeting files for each queue can easily be copied using Queue Announcements tab of CCS Desk

Manager.

Step 1 — Launch CCS Desk Manager = Select Options > Select Configure = Go to the Queue

Announcement

Step 2 - Select the File and the Queue to be copied into.

Step 3 - Select the File Type as applicable - Click Copy Greeting.

Note

Each inbound queue must at least have ‘First Greeting’ and ‘Second Greeting’ files.
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Configuration [}
- Administration File Name I CAZ01306 2013 GEreeting] way |
- hgents
. Ereaks File Tvpe IFirst Greeting j Copy Greeting |
- Campaigns Queue Type JQueue | show queue I r
- Completion Cades
- Email Queling [w]Reception
- Haok Keys [v]5ales
- Partitions [w]¥IP

4.

S LUELE Announcements
- ueue Caller Lookup

- QUeUe Groups

- QUeUEs

- Skills

- Speed Dials

- Web Callbacks

[+- Integration

- Configuration

Check all | Filter j

-End of CCS Q Configuration-

IPECS CCS CALL INSTALL

4.1  Pre-Installation Requirements

The requirements for CCS Call are divided into three parts:
4.1.1 Installation of CCS Desk and CCS Report
4.1.2 Installation of Dialogic HMP (applicable only when pre-emptive mode is activated)

4.1.3 Telephony Requirements (applicable only when pre-emptive mode is activated)

4.1.1 Installation of CCS Desk and CCS Report

Before CCS Call can be configured, the installation of CCS Report and CCS Desk must be completed.
Please consult the Section 2 and CCS Report User Manual for more information.

4.1.2 Installation of Dialogic HMP

CCS Call does not require Dialogic HMP platform unless the pre-emptive dialer module is activated.

Please consult Section 5 for more information.
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4.1.3 Telephony Requirements

There are additional telephony requirements and configurations that must be completed when using
Dialogic HMP:

- PBX must have sufficient ‘SIP Phone’ and ‘CCS SIP’ licenses.

If CCS Call is licensed with 4 ports, the number of licenses required for each category is 4.

- SIP phones must be configured with the following settings (LGE iPECS)
- Registering mode = REGISTER
- Registration Timer Usage = ON
- Registration Time = 60
- DTMF = INFO (RELAY)

4.2 CCS Call Configuration (Preview / Progressive)
4.2.1 Completions

Step 1 - Open CCS Desk Manager - Select Options - Select Configure - Login to CCS Desk
Manager Configuration

Step 2 - Go into the Completion Codes tab - Create all the necessary completion codes to be added
into the campaigns.

Please consult Section 6.1.3.2 for detailed information on each setting.

Examples of typical completion codes for outbound dialing are shown with the screenshot below.
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Configuration

=~ Administration

- figenks

- Breaks

- Campaigns

& _ormplerion Code:

- Email Queuing

- Hok Keys

- Partitions

- (JUeUe Announcements
- ueue Caller Lookup
- QUeUe Groups

- QUeUEs

- Skills

- Speed Dials

- Web Callbacks

[+- Integration
- Configuration

MName

Code

| Type | Default | Retriez |

Dielay

Busy
Callback.
Contacted
Mo Answer

Add

BSY
CE
(]

Retry
Callback,
Mo Reties
Retry

A,
m Mo Retries

U144

Optional ] |}
Qptional
Optional
Optional ] |}

4.2.2 Queues

Step 1 - In CCS Desk Manager Configuration - Go into the Queues tab

Step 2 - Change Queue Type to CCS Call Team - Click Add to create one queue of this type.

Step 3 - Double click on the queue = Select the Agents tab - Add group of agents.

Please consult Section 6.1.11.2 for more information on each setting.
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Configure Queue : Team 1 |
General Agents |Skills I Schedulel .ﬂ.nnuuncementsl Other I
[ueue Mode IHDund R obir j Agent
. il
Wirapup Time IEI _I? seconds i | Jasmine
Agent Absent I = il | Sandra
Tire 0 = zeconds R
Break, I j
Hide Caller 1D [
fto-Fecord Mode [
Auto-fnawer bMode I
Service Level 20 _:I zeconds
MO226

k. I Cancel

4.2.3 Integration Profiles

Campaign data records can be loaded into the campaign using one of the several integrations supported
by CCS e.g. ODBC, SalesLogix, Dynamics CRM4, ACT!, or Generic.

Integration profiles must first be configured in each respective tab. Please consult Section 6.2.8 for
detailed information on each setting.
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[+ Administration

L=_| Integration

- BCTI

- Calendar Profiles
- Dywnarmics CRM 4
- aenetic Integrations
- GoldMine

- HEAT

- Maximizer

- QDEC Integrations
- Outlook,

- SalesLogix

[+ Configuration

Data Source

I

4.2.4 Campaigns

Step 1 - In CCS Desk Manager Configuration - Go into the Campaigns tab

Step 2 - Change Campaign Type to Campaign - Click Add to create a campaign of this type.
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Configuration [}

£

- Completio
- Email Queuing
- Hok Keys
- Partitions

E

=~ Administration
- figenks
- Breaks

& _aImpaigns

n Codes

- (JUeUe Announcements
- ueue Caller Lookup

- QUeUe Groups

- QUeUEs

- Skills

- Speed Dials

- Web Callbacks

+- Integration

H- Configuration

Campaign Type

ICampaign j

Add

[ @ Membership Calls Runming

MHame Statuz | Mew | Queued |Ready| Autodial | Active| Pending| Complete

Load

Loading |D

Stop Restart Wiew Clear W37

Step 3 - Double click on the campaign - Configure the following settings:

- In General tab - Configure the queue and agent mode.

- In Completions tab - Add the completion codes

- In Integrations tab - Select the integration type and data source profile name.

Please consult Section 6.1.3 for more information on each setting.
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r r ~
Configure Campaign : Fincom Outbound M Configure Campaign : Fincom Qutbound s » . » &J

General ]Cumpleiiuns ] Integration General Completions ] Integration ]
Name |Fincom Qutbound 4 Completion Type Retries Delay
i
Queue |Team 1 j i | Callback
| Agent Mode |Preview ﬂ 1 | Contacted
it | No Answer 5 10 Minutes
Maximum Retries 3 - N il | Wrong Number
| O | Add
Seconds between calls 0 -
Call Priority 1 -
Mutti Dial Mode r
|¥ Defautt Code  |Cortacted | After 60 ~| Seconds
MD138 [¥ Disable Complete without calling” M0139
Cancel Cancel
. = 2!

Configure Campaign : Fincom Outbound

st

Geneml] Completions ~ Integration ]

Integration |ODEBC -

Use Phone 1
Use Phone 2
Use Phone 3

Validation Table |-No Validation— -
App Profile | test hd

SOLWHERE
Clause

MO140

Cancel

4.3

CCS Call Configuration (Pre-emptive)

-End of CCS Call Configuration (Preview / Progressive)-

There are several additional configurations required when configuring pre-emptive campaign. The

required settings are similar to CCS Q configurations.

We will assume the following configurations have been properly setup in the PBX and CCS license:

SIP devices for HMP= 101, 102, 103, 104

CCS Announcement port license = 4
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HMP licenses = 4

4.3.1 Announcement Server

Step 1 - Open CCS Desk Manager - Select Options - Select Configure - Login to CCS Desk

Manager Configuration

Step 2 - Go into the Announcements tab &> Create an Announcement Server profile to integrate
Dialogic HMP with the PBX.

Please consult Section 6.3.1 for detailed information on each setting.

Configuration
MOl 27

Administration Anhauncement Server Dialogic Port PaB Device Directioh

TAPI PABX

Integration it il |
(=l Configuration Add i |2 TAPI PAEX 107 Both
i |3

= Lrnouncement TAP| PAES 108 Eath
- 25 Call Dialer Settings

- CC5 Chat

- 1ZC5 Console

- CCS MR

- CC5 Recaord Profiles
- (CC5 Record Servers
- Devices

- PAEY Connections
- Queue Assignments
- Services

- SMTP

- Syskem

- Walidation

Step 3 - Double click the Announcement Server to view the Announcement Server Configuration

window
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HMP |

" Announcement Server  HMP |DTMF| Tu:unesl In-EandI

SIP PABX IP Address
| .1 11

Host IP &ddress to use
| T .1 1 1

Copy Paszword from first port ko all
ather ports

Set All Pazzwaords to extenzion
nurnber

k. I Cancel

The important settings are highlighted:
a) HMP
a. HMP SIP Ports must be enabled

b. Requires Spare Channel must remain disabled

c. Double click on each port and configure the SIP registration settings.

4.3.2 Queues

Step 1 - In CCS Desk Manager Configuration - Go into the Queues tab

Step 2 - Double click on the campaign = Configure the following settings:
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- In General tab > Configure the queue and agent mode.

- In Completions tab > Add the completion codes

- In Integrations tab - Select the integration type and data source profile name.
Please consult Section 6.1.11 for more information on each setting.

Step 3 - Double click on the queue - Select the Agents tab - Add group of agents.

Step 4 - Click the Announcements tab - Select the announcement server.

Configure Queue : Team 1 ﬁ

Geneml] Agents ] Skills ] Schedule Announcemerts l

oK | Cancel

4.3.3 CCscall
Step 1 - In CCS Desk Manager Configuration - Go into the CCS Call Dialer Settings tab - Click Add

to create a pre-emptive dialer profile.

Step 2 - Double click on the pre-emptive dialer profile - Configure the following settings:
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Dialer Settings |

Profile Mame ]Dialer Transfer Maode

— Auto-Completion Selection —LCallz : Agents R atioz
Busy IBI_,]S_IrI | Upto E |1:'I |
Mo Anzwer IND Arigmer j Upto 25 |1:'I j
Anzwer M aching Iwmng Mumber | Upta 3 I 1:1 |
U nobtainable I'W'ru:ung MNumber j Mare agents I 1:1 j

Fax Tone I'W'ru:ung Murnber =

—dAnzwer Detection
Inter Word Delay 20 %10 s

;

b asirnuim Anzwer Length =00 w10 mz

Mo Answer Delay I'I 200 #10 ms ok I Cancel

0166

- Auto-Completion Selection = Specify the Completion Code for each result.
- Transfer Mode > Select CTI Blind Transfer.
- Call: Agents Ratios > Specify the number of calls to be made per available agents.

- Answer Detection = The default settings will work fine.

Please consult Section 6.3.2 for more information on each setting.

4.3.4 Campaigns
Step 1 - In CCS Desk Manager Configuration > Go into the Campaigns tab.

Step 2 - Change Campaign Type to Pre-Emptive - Click Add to create a campaign of this type.

Step 3 - Double click on the campaign - Configure the following settings:

- In General tab > Configure the queue and agent mode.

- In Completions tab - Add the completion codes
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- In Integrations tab > Select the integration type and data source profile name.

- In Dialer tab - Select the pre-emptive dialer profile.

Configure Campaign : Fincom Outbound |

'Generall Eumpletiunsl Integration Dialer |
CCS Call Profile v
b amimum Parts to Uze 1]

e = IDisabled | i e s corecied
Completion Code ] j

Dizable Agent Auto-dnzwer -

Anzwerng Machine Qusue ]Disal:uled j

Completion Code ] j

Dial when agent busy I IU Seconds after previous call started

0741

k. I Cancel

Please consult Section 6.1.3 for more information on each setting.

4.3.5 HMP Services

CCS Call with Dialogic HMP requires two additional services to be installed.

Step 1 — Launch CCS Desk Manager = Select Options = Select Configure = Go to the Services tab
- Enable Show Disabled Services

Step 2 - Right click on CCS Desk HMP Gateway - Select Configure Service - Select Install >

Check the Startup Mode is set to Automatic. Do not start the service.
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Configuration E

[+ Administration Service | Status | Mode | Profile | Logs
+- Integration CCS Report Enging Started Automatic
[ Configuration 25 Recording Server Manual * required *
- Announcement Servers 05 Desk Emall Service Starked Aukamatic * required * Disabled
- CCS Call Dialer Settings = .
- CCS Chat . o -
Settings for CC5 Desk HMP Gatewa # ired *
S Consale CCS Desk g ¥ required
(OS5 TYR 5 Desk | Configure Service isabled
5 Record Profiles CC5 Desk Stark CCS Desk HMP Gateway Aukomatic
- CC5 Record Servers CC5 SMS SErver Manual * required *
- Dievices 5 Desk Web Gateway Disabled
- PABK Conn.ections (5 Dashboard Gateway Started Aukomatic
EUEL_IE Assignments Dialagic HMP Manual
- Services
SHITR TAPI Statted Manual
- System windows 113 (www Publishing Service Starked Aukomatic
- Walidation
Logs cih | v Show Disabled Services
£33 CCS Desk HMP Gateway =NNCN X €83 CCS Desk HMP Gateway = | B |
Service Name HmpAnnounceGateway Service Name HmpAnnounceGateway
File Path F:*Program Files®"CCS\CCS DESK File Path F-\Program Files"CCSWCCS DESK
“HmpAnnounceGatewsy exe “HmpAnnounceGateway.exe

Install Status Not Installed I Instal Status nstalled Uninstall

Startup Mode Automatic s

Cument Status Stopped

Step 3 - Right click on CCS Desk HMP Service > Select Configure CCS Desk HMP Service - Select

Install > Check the Startup Mode is Automatic. Do not start the service.
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Configuration
[+ Administration Service | Status Mode Prafile | Logs
(- Integration CCS Report Engine Started Aukomatic
El- Configuration 05 Recording Server Manal * required *
izgoéln”cngntSSetr:ers €5 Desk Email Service Started Autamatic * required * Disabled
CCS C;at I3ler SBtings CCS esk HrP ateway tarted Automatic sabled
- i2C5 Console HES ; = - 2 | Disabled
OS5 TVR CCS Desk Le Settings For CCS Desk HMP Service icabled
- £C5 Record Profiles CCS Desk Gl Canfigure Service A ikomatic
- CC5 Record Servers CC55M5 Se Stop CCS Desk HMP Service anal * required *
- Devices CCS Desk Web Gateway Disabled
- PAEER Conn_ections CCS Dashboard Gateway Started Aukomatic
?L'BL_'E Assignments Dialogic HMP Manual
5:::;:65 TAFT Started Marual
.. System Windows 115 {www Publishing Service Started Aukomatic
- Walidation
Logs (i} | ¥ Show Disabled Services
{33 CCS Desk HMP Service ool | | 53 CCS Desk HMP Service =RACE X"
Service Name Hmp Launcher Service Mame HmpLauncher
File Path F\Program FileghCCSYCCS DESK File Path F:\Program Files\CCS\CCS DESK
“WatchdoglLauncher exe WWatchdoglLauncher exe
I
Install Status Nt Instaled Install Status installed
Startup Mode Automatic ']
Cument Status Stopped

Step 4 - Right click on the Profile for CCS Desk HMP Gateway -> Select Settings for CCS Desk HMP

Gateway. Then set the Announcement Path and click OK
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Configuration E

[+ Administration
+|- Inbegration
= Configuration
- Announcement Servers
- 5 Call Dialer Settings
- CCS Chat
- CCS Console
- CCS VR
- CCS Record Profiles
- CCS Record Servers
- Devices
- PéBR Connections
- Queue Assignments
- Services
- SMTP
- Syskem
- \alidation

HMP Gakteway -

Announcerment Path

CC5 Desk HMP Service

CC5 Desk Lookup Engine

S Desk Gateway Started
C5 5M3 Server

CCS Desk web Gateway

CC5 Dashboard Gateway Started
Dialogic HMP
TAPT Skarted

yiindows II5 (www Publishing Service Started

Logs (o]}

IC:'I,C';.f.ﬁ.nn

Service | Status Mode | Prafile | Logs
CCS Repart Engine Started Aukomatic
CCS Recording Server Manual * reguired *
CC5 Desk Email Service Started Automatic * reguired * Disabled
a | Autormatic = |

Manual * pequire Settings for CCS Desk HMP Gateway

Disabled

Automatic

Manual * reguired *
Disabled

Aukomatic

Manual

Manual

Automatic

¥ Show Disabled Services

Step 5 - Right click on the Profile for CCS Desk HMP Service - Select Settings for CCS Desk HMP

Service. Then select the Server and click OK.
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Configuration E

[#- Administration Service | Status | Mode | Prafile | Logs
- Integration CCS Desk Server Started Automatic Disabled
El- Configuration CC5 Desk PBY Server Marial * required *

ﬁnnouncement Ser\.fers 5 Report Engine Starked Bukomatic

Egg Ei?laler Fettings CCS Recording Serwver Tarial * required *

0S5 Console CCS Desk Emall Service Started Automatic * required * Disabled

- CCS TYR CC5 Desk HMP Gateway Automatic Disabled

- 25 Record Profiles : | Tarual ikl

- 225 Record Servers 5 Desk Gateway Started Aukomatic Settings for CCS Desk HMP Service_l

- Devices 5 SMS Server fanual * required *

-~ PABX Connections CCS Dashboard Gateway Started Ao atic

Quege Assignments Dialagic HMP Mariual

s TART Started Manual

- Siystem Windows II3 (www Publishing Service Started Automatic

- Walidation

Logs il J [~ Show Disabled Services

Select HMP Announcement Server - |

Server Selection IHMF‘

Cancel

[

Step 6 - Start CCS Desk HMP Gateway and CCS Desk HMP Service.
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Configuration [}

- ZC5 Record Jervers

Started

Logs i,

- DEvices CC5 SMS Server Manual * required *
- PABY Connections CC5 Dashboard Gateway Started Automatic

- Queue Assignments Dialogic HMP Manual

L SMTR TAPI Started Tanual

 System Windows IIS {www Publishing Service Started Aukomatic

- Walidation

- Administration Service | Status | Mode Prafile: | Logs
- Integration CCS Desk Server Started Automatic Disabled
&= Configuration CCS Desk PBS Server Sharted Manual TAPI PABX Disabled
Announcement Ser\.-'ers CC5 Report Enging Started Automatic
EE; E::Emler Settings CCS Recording Setver Manual * peguired *
. £CS Consale CC5 Desk Email Service Started Automatic * reguired * Disabled
OS5 YR CCS Desk HMP Gateway Started Automatic Disabled
. CC5 Record Profiles CC5 Desk HMP Service Started Tanual HHMP Disabled

[~ show Disahled Services

Note

Please consult Section 12 for additional setup guide to CCS Call.

-END of CCS Call Configuration (Pre-emptive)-
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5. iPECS CCS DIALOGIC HMP INSTALL

51 HMP License

HMP is licensed and deployed in customized "packages" of call control and media processing resources.

The license is a .lic file that must be obtained from the web by registering the MAC address of the primary

network card on the server.

IMPORTANT:

2rdv2eldc2s2f

2iZm_host_ev

a_0000000000
00.lic

Each license file will be locked against the MAC address of the machine’s primary network card. This NIC

hardware must remain enabled, even when it is not used i.e. cable is disconnected.

The primary network card must also be the network card that communicates with the PBX.

Follow the steps below to check the order of the network cards.

Step 1 - Open Window’s Control Panel - Open Network and Sharing Center > Select Change

Adapter Settings.

= [ [ |

@Uv\_ﬁu <« Network and Internet » MNetwork Connections »

v‘c,H Search Network Connections ol

Organize

(. Local Area Connection
o Network cable unplugged

( Local Area Connection 2
M= Enabled
9 @7 Realtek RTLB102E/RTLB103E Famil... ==

@ Cisco Systems VPN Adapter

=- O @
E. Wireless Metwork Connection
s

FK
d:lﬂ] TP-LINK 150Mbps Wireless Lite N ...

Step 2 - Press the ALT key to open additional menus in this screen. Select Advanced - Advanced

Settings....

= | B [mGe |

@-v-vls-l <« Network and Internet b Network Connections »

« [ 43 ||[ Search Network Connections ol

Fie Edit View Tools |JAGUAREEd) Help

Advanced Settings...

Organize ~ Operator-Assisted Dialing
- Remote Access Preferences...
Local Area Conn; nection 2
‘. ]
- Network cable u Bridge Connections
K 97 Realtek RTL8102| (VPN Adapter

- 0 @
‘:. Wireless Network Connection

- FK
dﬂﬂ TP-LINK 150Mbps Wireless Lite N ...

Step 3 - The primary network card is the one listed at the top of the ‘Connections’ list.

- Use the arrow buttons to move the network card that is connected to the PBX to the top of the list.
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r hl
Advanced Settings ﬁ

Adapters and Bindings | Provider Order

Connections are listed in the order in which they are accessed by
network services.

Connections:

= | ocal Area Connection 2 i

=H="Wireless Metwork Connection
= Local Area Connection @
l:l;:l [Remote Access connections]

Bindings for Local Area Connection 2:

g File and Printer Sharing for Microsoft Metworks i
<& Intemet Protocol Version 4 (TCP/IPyvd)
<& Intemet Protocol Version & (TCP/IPvE) 1

"% Client for Microsoft Networks
<& Intemet Protocol Version 4 (TCP/IPyvd)
<& Intemet Protocol Version & (TCP/IPvE)

| oK || Cancel

Step 4 - Reboot the server once you have made the changes.

Step 5 - Once you log back in to server, open the provided HMP license hyperlink - Select ‘Lock to

Host’ license type = Click on the ‘Continue’ button.
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a@L@ https://procdc.. O ~ @ B O X || & service Page

License Service Page

License 117091

You have reached the License Senice Page for a Dialogic® Host Media Processing 3.0 for
Windows™ software license. Click the Continue button to begin the license generation
process, after which it can be downloaded.

Configuration Summary

Feature Name Ports
Voice 4
Enhanced RTP ]
Conferencing 0

Spesch Integration

Fax
RTP G711, G.726

Y

Muttimedia

IP Call Control 4

Encryption (SRTP andior SP
Ls)

1-Year Value Per Unit Plan

HHMP

3-Year Value Per Unit Plan
HMP

VPUP/Maintenance Expiration |N/A

License Type Lock to Host -

l n | r

H100% v

Step 6 - Fill ‘Host ID’ with the MAC address of the primary network card > Click ‘Generate License’.

- (o] )
a )| @ hitps:/rprodeentzrd £ - @ B & X |[ & senice page ‘ IRAR - )

License 117091
Enter the Host ID below:

« For HWP Interface Board (Lock to Board) licenses, use the board serial number (e.g.,
NBXCO0K)

For Host Machine (Lock to Host) licenses, use the eth0 MAC Address for the senver
where this license will be used in the format JXCXGGCN0CNOTE: Licenses locked
to host must use the eth0 MAC address, failure to do so will result in a failure of
software.

Configuration Summary

Feature Hame Ports

Voice 4

Enhanced RTP 0

Conferencing 0

Speech Integration 0

Fax 0 L
RTPG.711,G.726 4 1
Multimedia 0

P Call Control 4

Encryption (SRTP andior SIP
1-Year Value Per Unit Plan
HUP

3-Year Value Per Unit Plan

HIP
VPUPMaintenance Expiration

=

A

License Type

Host D bOC-20C 30300000 X B

Generate License

< . 3

w100% v

Step 7 - Click on the ‘Download’ button - Click on the ‘I Agree’ button to obtain the license file.
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@ nhttps://prodcenterd O ~ @ B G X H @ Senvice Page

License Service Page

License 117091

file.

Configuration Summary

Feature Name Ports
Voice 4
Enhanced ATP 0

I
Conferencing 0
Speech Integration 0
Fax 0
RTP G.711, G.726 4

I
Multimedia 0
P Call Control 4
Encryption (SRTP and/or SIF

) 0
LS)
1-Year Vaue PerUntPlan |
3-Year Vaue PerUntPlan |
HIP
VPUP/Maintenance Expiration [N/

Download License

The license has been successfully generated. Click the button below to download the license

b

@& https://prodeenterd O~ @ B2 C X|

& Service Page

wriling and signed by an authorized representative of Dialogic. The Parties consent fo the personal
jurisdiction of the above courts.

8. VARIOUS.

a. GOVERNMENT RESTRICTED RIGHTS. The Licensed Software is provided with "RESTRICTED
RIGHTS." Use, duplication, or disclosure by the Government is subject to restrictions as set forth in
FARS2.227-14 and DFAR252.227-7013 et seq. or its successor. Use of the Licensed Software by
the Government constitutes acknowledg-ment of Dialogic's propristary rights therein. Contractor or
Manufacturer is Dialogic Corparation 9800 Cavendish Blvd., Sth Foor, ontreal, Quebec, Canada
Hal 28,

b. ASSIGNMENT. You may not delegate, assign or transfer this Agreement, the license(s) granted
or any of Your rights or duties hereunder, expressly, by mpiication, by operation of iaw, by way of
merger (regardless of whether You are the surviving entity) or acquisition, or otherwise and any
attempt to do so, without Dialogic’s express prior written consent, shall be null and void. Dialogic
may assign this Agresment, and its rights and obligations hereunder, in its sole discretion

c. Severabilty. In the event that any provision of this Agreement shal be unenforceable or invalid
under any applicable law or be so held by applicable court decision, such unenforceabiliy or
invalidity shall not render this Agreement unenforceable or invalid as a whol, and, in such event,
such provision shall be changed and interpreted 5o as to best accomplish the objectives of such
unenforceable or invalid provision within the limits of applicable law or appiicable court decisions.

o, V¥alver. The failure of ether party to require performance by the other party of any provision
hereof shall not affect the full ight to require such performance at any time thereafter, nor shallthe
waiver by either party of  breach of any provision hereof be taken or held to be a waiver of the
provision tself.

e. Headings. The section headings appearing in this Agreement are inserted only as a matter of
convenience and in no way define, limit, construe, or describe the scope or extent of such section
or in any way affect this Agreement

. Entire Agreement; Modification. This Agreement constitutes the entire agreement between You
and Dialogic and supersedes in their entirety any and al oral or writen agreements previously
existing between You and Dialogic with respect to the subject matter hereof. For the avoidance of
doubt, this Agreement shallin no way supersede any terms and conditions of any third-party
software license agreement

| Agree I Cancel

n

m

#100%

% 100%

5.2 Install HMP

HMP is automatically installed during the CCS Desk ‘Server’ installation.

more information.

5.3

Activate HMP License

Step 1 - Open the HMP License Manager from the Start Menu.

Please consult Section 2 for
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Step 2 - Browse and locate the HMP license file = Click on Activate License and wait for the

. Dialogic HMP
- onfiguration Manager - D

o
EEER Pe

confirmation message.

“ Dialogic Host Media Processing (HMP) License Manager @

About

Dialogic Host Media Processing [HMP] License Manager
Dialegic Copyright (C) 2002-2008, Dislogic Corporation
Al rights reserved.

Choose License
License File Mame |J320\2r2v2e2c2s2f2i2m_host_eva_DUDDDUDDUUDD.Iini Browse... I

| Show License Details | IAclivale License I | Wiew Active License |

Licenze Details
Configuration |2r2v2e20282f2i2m_hUsl_eva_DUDDDUUUDUUU.pcd

Categery liLocked B Feature Details
. # ‘ Name | Gluantity |
Huost D [Hat Applicable 1 Conferencing 2
2 Enhanced RTP 2
License Type |Evaluation 3 Fax ]
= 4 |P_Call_Contral 2
Expitation Date |19ul-2012 5 Mulimedia 2
. ,307 E RTP_G_711 2
Wersion |- 7 Speech_Integration 2
2 Voice 2
Active [No

Status

Done showing MAC Addresses ...

Show MAC Address(es) Claze Help

HMP License Manager

S

" actions:

(1) From the Device menu, select the "Restore Defaults” option.

(2) From the System menu, select "Start System” option.

| License activated. To use new license, perform the following DCM

Step 3 - Select OK - Close the HMP License Manager.

5.4

Step 1 - Open the Dialogic HMP Configuration Manager from the Start Menu.

Activate HMP
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ada

333 PBX Expert

The Configuration Manager will show the installed HMP ‘device’ on the server. By default the System
status is Stopped and indicated as well by the Red circle on the HMP icon.

[T}l Dialogic (R) product Configuration Manager (="~ 25—
Eile View Device System Settings Help
b | o] mlal 2 B 2
EI_!} Configured Devices an
E-#F Bridge Devices
f . L.mm Bridged
- DM3
- HMP_Software #0 in slot /65535
El-#F TOM Bus
I el Bus-0
I System status © Stopped

Step 2 - Right click on HMP - Select Restore Device Defaults - Select Yes on the next warning. This

is a required action every time a new license is activated.
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' Y
1alogic reduct Configuration Manager
[ Dialogic (R) product Configuration Manager (5= |oi= (IS

File View Device System Settings Help

b|m| o= =] 2|

=~ ® Configured Devices on_RED

pimrm He -~k DJCEETE

Add device

Delete device

Configure device

Restore device defaults

Enable device(s)

Disable device(s)
Remowve/Uninstall device

Start device

Stop device

Syztem e

r — |
Dialogic (R) product Configuration Manager - Restore Device Defaults [—"_I

o By restoring the device's default values, you will lose all of the device's
$ configuration settings. If you want to keep the device's configuration
settings, please disable the board instead of restoring defaults.
Are you sure you want to restore the device's default settings?

Step 3 - Choose the correct license file from the Available Firmware list > Click OK. The Configuration

Manager will advise that the Restore process is successful.
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Assign Firmware File

— L

Choosze a firmware file from the list on the right

— Board Properties ———— 1~ Available Firmware

Instance ID
Locator 1D ID

Buz |0
St |B5535

Serial ILKU'I 0643
I rrl 3

Firrware Description

Woice 2Enhanced RTP 2IFax 2ICSP ZlConference 2IRTF 2Mideo -
2|

-

|

Issue 1.8
F B
[Tl Dialegic (R} preduct Configuration Manager Elilg
File View Device 5System Settings Help
b|=| m|=|cs| me 2l & 2]
=- _!! Configured Devices on_RED
E| “‘E Bridge Devices
i . 07 Bridge-0
EI ' D3
: ol HMP_Softveare H#0 in slat 0/65535
B TOM Bus
II L) Bus-0
LI
| System statuz ;. Stopped
Restore device defaults successfull

Step 4 - Click on the Start button to start the system.

F' ™
[CJ| Dialogic (R) product Configuration Manager Elilg

File View Device System Settings Help

CHEECECEE R

E| ¥ Bridge Devices

LoD Bridged

g-' D3

R B HMP_Software #0 in slot 0/65535
E-#% TDM Bus

System status : Stopped

LQJ Dialogic (R) preduct Configuration Manager Elilg

Eile View Device Systern Settings Help
¥ u| mja|s]| @] 2

= ™ Configured Devices an RED

E| #% Bridge Devices

{ L.mD Bridge-D

El- ' D3
I B HMP_Software #0in slot 065535
B TOM Bus

System statuz ;. Start Pending

Starting RED

When the system has successfully started, the red icon on the board will change to a green triangle.
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[Tl Dialogic (R) product Configuration Manager l = -s-:_hj

Eile View Device 5Systern Settings Help

|»| o] =la) & & 2

- ™ Configured Devices an_RED
E| #% Bridge Devices
{ L.pd Bridge0
2@ DM3

System statuz ;. Running

Step 5 - Click Settings = Select System/Device autostart - select Start System.

This ensures that the HMP will run automatically when the machine is rebooted.

© '1
| Dialogic (R) preduct Configuration Manager l = =%
29 p g g

Eile View Device System [Settings] Help

| ] | | |E| | Start devices preference
Systemn/Device autostart

|

3

El- ™ Configured Devices on_RED
S5 Bridge Devices
i -0 Bridge-0
- DM3
i I HMP_Software #0 in slot 0/65535
- TOM Bus
e Bus)

Syztem status ¢ Running

v

Detect Only
Start Server Only
Start System

6. Configuring CCS Desk

CCS Desk Manager allows administrators to configure system settings in real-time. To access the

configuration screen, click on ‘Options’ and select ‘Configure’. You will be required to login as a CCS

Desk user with administrator privileges.
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{24 CCS DESK Manager (Logged Out) Login [
File | Options | Help
2 Configure sermame |.-’-\.|:|ministrah:|r j
..... { -
\E HEAT Settings Pazsword —
""" ¥ GoldMine b
..... 1
; CCS DESK Manager Options Cancel | | 0K |
----- i Emergency Mode k01392
B4 L

The configuration area is divided into multiple tabs which will be described in the next sections. Some

tabs may not be available on your system due to insufficient software license.

The Main Tree Configuration is divided into three major sections:
e Administration
e Integration

e Configuration

Configuration

[#- Administration Service Status Mode Prafile Logs
- Integration CCs et Started Automatic Disabled
&= Configuration CC5 Desk PEX Server Marual TAPI PABY Disabled

:CD aroups s CC5 Report Engine Started Automatic

CEI;D('E:IICEET; S:trtT:gr: CCs Recordinq Serw?r Tanual . * re.quired * .

S Chat CC3 Desk Email Service Started Automatic Email Server Dizabled

. CCS Console CCS Desk HMP Gateway Started Automatic Disabled

L CCS YR CC5 Desk HMP Service Manual * reguired * Disabled

- 25 Record Profiles CC5 Desk Gateway Started Automatic

- (ZCS Record Servers Dialagic HMP Marual

- Deviees TaF Manual

-~ PABX Connections Windows I1S {www Publishing Service Started Automatic

- QUede Assignments

- SMTP

- Syskern

- Walidation Logs  |CilLogsiz01306 2013 | ™ show Disabled Services

6.1 Administration

6.1.1 Agents

The Agents tab maintains the list of usernames for CCS Desk. A new agent profile can be added by

clicking on the ‘Add’ button, and an existing one can be deleted by clicking on the ‘red bin’ icon.
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Configuration
- Administration Mame | Skills Make Copp |
- Agents it | Agentd
Breaks_ it | Agent 2 Beset Pazsword |
- Campaigns i Copy 'Teams' |
- Completion Codes i |
- Email Quewing Setup "My Team' |
- Hok Keys
- Partitions

- Queue Announcements
- Cuene Caller Lookup

- Qe Groups

- Queles

- Skills

- Speed Dials

- Web Calbacks

- Integration

- Configuration

0125

By default the list is sorted by agent names in alphabetical order. You can change the sort method of this

list by double clicking on the column names.

Edit Person
Name [Agent 1 Mobile |1234
Inteqration IDutInok j Home IEE—?B Enable 'Copy ta dial I
: Confirm before dialing v
Profile fOutlock 2010 =] Otherl |
Leave number in clipboard v
Auto Break i - Other2 I . .
HaBIEs IDUt of Dffice J o Dizable Dialing fram CCS DESK r
User Level [adminisiator =] Alow SMS Sending r
CCS Recaord Profile IHecard On Dema YI IM Type IEammunicatar "'I Show Queved Calls r

Calendar Profile I - Dizabled - ‘I IM Sigrin
Huotk.ey Prafile IHot ey "I E-Mail

Iiack@fincom.com

Iiack@fincom.com

Skillzet

#idd |

Skill

Lewel

| @ Help Desk Queue
add

Aszzighed to Queues

Indirvadual Wiap-up Time

b a=irurm Chats

1]

0207

Allow logindout of specific queues
Allow zenddreceive notes for anyone

Only zee 'my team'

]

Cancel

S P
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Name — The CCS Desk username.
Integration — The CRM / database application that CCS Desk will integrate with for this user.
Profile — The integration profile, according to the Integration mode selected.

Auto Break — CCS Desk will be placed on this break when the screensaver becomes active.

User Level — Controls the security and feature accessibility for each CCS Desk agents.

e Standard User — for agents. No access to configuration or monitoring with CCS Desk Manager.
Unable to manage CCS conference rooms, silent monitor, Send Notes or change other users’
status.

e Supervisor — for team leaders. Able to Send Notes or change other user’s status. Full access to
CCS Desk Manager monitoring features, but access to the configuration area is not allowed.

e Administrator — full access.

CCS Record Profile — agent recording profiles. The profile is configured in the CCS Record tab.

Calendar Profile — provides presence information by integrating a calendar application to CCS Desk. The

profile is configured in the Calendar tab

Hotkey Profile — the keyboard shortcut profile enabled / disabled for the agent. The profile is configured
in the Hotkeys tab.

Mobile — Can be used to store the mobile phone number of the agent.
Home — Can be used to store the home phone number of the agent.
Otherl — An alternative phone number the agent may be contacted on.

Other2 — A second alternative phone number the agent may be contacted on.

IM Type — The Instant Messaging application to integrate with. Currently supported options are Windows

Messenger or Office Communicator.

IM Signin - The email address entered here is used to identify the agent into the IM application.

Enable ‘Copy to Dial’ — When phone number is highlighted with the mouse then copied a screen will be

displayed asking if you wish to dial that number.
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B CCS DESK[MDO&2] l" E ]

Wy Wouldyoulike to
Y dial +19493366800

Confirm Before Dialling — Prompts for confirmation before dialling.

Leave Number in Clipboard — Leaves the number in the clipboard so it can be copied as a speed dial for

future use.

Disable Manual Numbers — Disables the manual dialling of numbers using the ‘Dial Another Number’

option within CCS Desk.

Allow SMS Sending - If this checkbox is enabled, the user will be allowed to send SMS via the CCS
SMS module. This requires a subscription to the CCS SMS service.

Show Queued Calls — Allows the user to see calls waiting in their queues. This is useful for monitoring

the queues, particularly for supervisors to be able to route those calls to other places.

Skill Set — This option allows skill sets and skill levels to be added to the agent, with level 1 (beginner) to

5 (expert).

Queues — This list the queues the agent is assigned to.

Individual Wrap-up Time — custom wrap-up timer for each agent. Wrap-up is activated at the end of

each call and overrides any wrap-up configuration in queues or completion codes.

Allow login/out of specific queues — when this option is enabled, agents can choose to add / remove

themselves from queues that they are assigned to.
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CCS DESH

s Esho 2

My Status

& . Jack 9801

Free

Team

*

' "‘Q Setup my queues

L% Log me in/out of queues

Maximum Chats — This option allows the number of maximum chats to be set.

Allow send/receive notes for anyone — This options allows the agent to send and receive notes from

anyone.

Only see ‘my team’ - This option disables editing the team in the CCCS Desk Client and only agents part

of the team are in CCS Desk Client.

6.1.1.1 Other Functions

Existing agent profiles can be copied by selecting an agent to copy from and click the ‘Make Copy’

button. All settings are copied across and the new agent will be created with the name ‘Copy of X’

which can be modified further.

Configuration

[=]- Administration

- Campaigns

- Completion Codes

- Email Queuing

- Hok Keys

- Partitions

- (Juee Announcements
- Queue Caller Lookup
- (JUELe Groups

-~ QUBLES

- Skills

- 5peed Dials

- Weh Callbacks

[#- Integration

[+- Configuration

Mame |

Skills

Agent 1
Agent 2
Agent 3

o

1 Setup My Team' |
Add |

English

take Copy |
Beset Password |
Copy 'Teams' |

M5

Selected agent can have their password reset by clicking the ‘Reset Password’ button and enter the

new password.
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-

Password Maodification

PR

E nter new pazsword

PR

Confirmn new paszsword

o]

Cancel

MOZ206

An agent’'s Teams setting can also be copied to other agents by using the ‘Copy Teams’ button. Select

the agent to copy from and highlight one or more agents to copy into.

Make Copy |
FReset Password |
Copy 'Teams' |

Configuration E
[=I- Administration MName Agent Selection =

- Agents i | Agent 1

-~ Breaks il | Agent 2 Agent 1

- Campaigns B | Agent 3 Agent 2

- Completion Codes : g Agent 3

- Email Queuing Copy of Agent 1

Add

- Hok Keys

- Partitions

- (QUede Announcements
- Queue Caller Lookup
- QUeUe Groups

- (Queues

- Skills

- Speed Dials

- Web Callbacks

[+- Integration

[#- Configuration

o]

Cancel |
0126

H Setup My Team' |

MO125

An agent’s Teams can be setup by using the ‘Setup ‘My Team” button. Select the agent you want to

add from the ‘Available Agents’ then click the arrow buttons pointing to the left. To remove the agents

select the agent from ‘My Agents’ then click the arrow buttons to the right.
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Team Configuration |
My Agents Available Agents
Agent 1 agent 2
Copy of Agenk 1 Agent 3

RN

Ik | Cancel |
MO0SS

6.1.2 Breaks

Break option allows the agents to manage presence and log out of the CCS Desk system so they will not

receive any calls. A new Break status can be added by clicking on the ‘Add’ button, and an existing one
can be deleted by clicking on the ‘red bin’ icon.
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Configuration | %

= Administration Ereak Type Avail
jof Eathroom m
- Campaigns l Coffes Ma S
- Completion Codes fit | Lunch Mo =
- Email Queuing | Mesting Mo
- Hak keys l - ﬁ
. Parkitions fit | Out of Dffice Mo Q
- QUElE ANnoUnCEments T Training Mo -
- Queue Caller Lookup = Add
- QUEUE Groups
- ueues
- Skills
- speed Dials
- Web Callbacks
[+ Integration
[+- Configuration e
" Break L_E—E_J‘ Name — Name of the break.

Mame |Lur'u:h | ok |
Click lcon to 9 ﬂ

Change

fgent Staps Available [

M0193

Icon — choose from the available list of built-in icons.

It is not possible to add a custom icon.

Agent Stays Available — agent will not be marked as

logged out when using this break

New break will become immediately available to all logged on agents, and any agents that log on in future.

6.1.3 Campaigns

The Campaigns tab in CCS Desk Manager is used to add, remove and configure campaigns for outbound

telemarketing or callback. There are several types of campaigns, and each queue type also has different

set of tabs available for configuration:

- Campaign

Purpose

Run an outbound telemarketing campaign with either Preview or Progressive mode.

Tabs
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o0 General
0 Completions

o Integration
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- Callback
Purpose
Send customer’s requests, such as web callback, callback in queue, back to the agents. This

campaign does not have ‘Integration’ tab.

Tabs
o General

0 Completions

- Pre-emptive
Purpose
Run an outbound telemarketing campaign in Pre-emptive mode.

Tabs
o General
0 Completions
0 Integration
o CCs Call

- SMS

Purpose
Send an SMS broadcast to all marketing contacts. This mode requires CCS SMS module.

Tabs

o0 General
o Integration
0 SMS

The ‘Campaign Type’ box allows you to switch from one campaign type to another. A new campaign for

the selected type can be added by clicking on the ‘Add’ button, and an existing one can be deleted by
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clicking on the ‘red bin’ icon. By default the list is sorted by campaign names in alphabetical order. You

can change the sort method of this list by double clicking on the column names.

Configuration

- Administration Campaign Type I Campaign j

- fgents
- Breaks Mame Statuz | Mew | Queued |Ready| Autodial | Active| Pending| Complste

. [ Membership Calls Feady to f
- Completion Cades Add |

- Email Queuing

- Hok Keys

- Partitions

- (ueue &nnouncements
- Cyueue Caller Lookup

- (JUEUE Groups

- CUBLES

- Skills

- Speed Dials

o I;;ii:;zlfacks Load Stop Bestart Wiew Clear W01 37
[+- Configuration

The next sections explain the configurations in each tab. Note as mentioned above, each campaign type

has different set of tabs available for configuration, and the options inside each tab may also differ.

6.1.3.1 General
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Configure Campaign : Membership Calls |
General | I:l:umpleticunsl Integratil:unl
Mame ]Membership Callz 10
Llueue
Agent Mode ]F'review j
t amimum Feties |3 vI
Seconds befare dialing ||:| "I
Seconds between calls |EI "I
Call Pricrity m [1 iz the lowest pricrty |
. . Yau must belogged|in as & named
hiss Expiry Date N ek wzer with a password tojuse this
Fulti Dial Mode -
k407133
| ak. I Cancel

Name — The name of the Campaign.

Queue — Where the campaign calls will be distributed into. (Queue type: CCS Call Team)

Agent Mode — The campaign dialing mode.

o Preview — The campaign call is presented to the agent and they click the dial button

when ready. This option is available in Campaign type: Campaign and Callback.

e Progressive — The campaign call is presented to the agent and will start dialing

according to the ‘Seconds before dialing’ configuration. This option is available in

Campaign type: Campaign and Callback.

e Pre-emptive — An automatic dialler that calls the numbers and transfers the call to an

available agent, when a ‘Human Answer’ is detected. This option is available only in

Campaign type: Pre-emptive.

137



IPECS CCS Desk
User Manual Issue 1.8

e SMS — Sends an SMS to each contact. This option is available only in Campaign
type: SMS.
Maximum Retries — Set the amount of times the call will be retried if engaged or unanswered
is detected. If this value is smaller than the completion code ‘Number of Retries’ configuration,

then the completion code setting is overridden.

Seconds Before Dialling — The time before the system starts dialing automatically. This

option is available only when Agent Mode is configured as Progressive.

Seconds Between Calls — The Available time required before an agent can be assigned with
a new campaign call. This is slightly different to the conventional wrap-up time, in that here

the agent is actually available so can still take calls from other sources.

Call Priority — Sets the priority of the campaign call over other calls the agent may receive. 1

is the lowest priority.

Has Expiry Date — This option is only available if you log in to CCS Desk Manager as a user
with administrator privilege, not the built-in Administrator account, and that user must have a
password associated with it. Once the Campaign is saved with an expiry date, it cannot be

changed. Once the expiry date is reached, that campaign cannot be restarted or reloaded.

Multi Dial Mode — Applicable to Preview mode only. When enabled, this allows agent to make
as many campaign call attempts in one assignment. Each call attempts still require a
completion code. When agent is ready to move to the next assignment, agent will click the

‘Complete’ button and given the option to complete or re-schedule the call.

Complete Code — The completion code that will be executed when agent has finished an
assignment in multi dial Preview mode. Ideally, this should be set to a ‘No Retries’ completion

code type.

Reschedule Code — The completion code that will be executed when agent reschedules an
assignment in multi dial Preview mode. Ideally, this should be set to a ‘Scheduled Callback’
completion code type.
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6.1.3.2 Completions

Configure Campaign : Membership Calls |

Gereral Completions | Integratianl

Completion Tepe Retriez Delay
T
il | Mo Anzwer 5 5 Minutes
il | Success
Add

[T Default Code j Aifter IEI vI Seconds

[T Dizable 'Complete without calling’ k40739

k. I Cancel

Completion Type — Assign completion codes to the campaign. Default completion codes are

automatically added and cannot be removed from the campaign.

Default Code — When enabled, this overcomes the situation where users are taking too long
to enter a code. A default code can be specified, which will automatically be selected if the
user has finished the call and has still not entered a code after x seconds of the call ending.
Disable ‘Complete Without Calling’ — Disable the option in CCS Desk.

6.1.3.3 Integration

Integration — The CRM or database application to load contact records for the campaign.

Validation Table — A validation set removes invalid or incomplete numbers.
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6.1.3.3.1 GoldMine

Configure Campaign : Membership Calls |

.Generall Completions  ntegration |

Validation Table |-MoValidation- v

Integration GoldMine
Goldkime Seript I j
MHurmber to uze IF'h.:.ne 1 j 1zt Alternative IF'h.:.ne 2 j

Filters I dzer I j

Test | _<|
Update | _>|

MO140

k. I Cancel

GoldMine Script — A script can be selected so the agent is shown what to say to the caller.

The script is created and maintained within GoldMine.

Number to Use — The GoldMine fields which contain the primary phone number for the

contact.

1st Alternative — If ‘Number to Use’ is empty, this GoldMine field may contain alternative

number for the contact.

User — The Goldmine user who owns the filters.

Arrows — Add or remove the filters to the campaigns.

Test — Returns the number of unique records for the campaign.
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Update — Update the campaign with new contacts found in filters.

If multiple filters are used and two or more filters have found the same contact the campaign
will automatically remove the duplicate and only load unique records.

6.1.3.3.2 OoDBC
Configure Campaign : Membership Calls |
" General I Completions  Integratian |
Integration hd Walidation T able I--Nu:u W alidation-- j
App Profile I j
lIze Phane 1 v
Ize Phone 2 O
Ize Phone 3 (&
SOLwWHERE
Clauze
k40740
| ] 4 I Cancel

App Profile — The ODBC integration profile to be used. Please consult the CCS Desk
Manager — ODBC Section 2.9.26 for more information.

Use Phone 1, 2 or 3 — Select which phone number configured in the profile of the other
application that the campaign will use to dial the client.

SQL WHERE Clause — Can be used to filter the call data to be loaded into the Campaign
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6.1.3.3.3 SalesLogix
Configure Campaign : Membership Calls |

General | Complations Integration |

Integration S alesl ogix Walidation T able I--Nu:u " alidation-- j
SalezLoaix Campaigh I j Test |
Murmber to Uze I j
Alternative Mumber I j

MO140

k. I Cancel

CCS Desk Manager can directly import a Campaign from SalesLogix into a CCS Call

Campaign. SalesLogix must be running on the same machine as CCS Desk Manager.

SalesLogix Campaign — the name of the campaign in SalesLogix. The ‘Test’ button will

report how many records are in the given SalesLogix campaign.

Number to Use — The SalesLogix field that contains the primary phone number for each

contact.

Alternative Number — The SalesLogix field that contains the alternative phone number to

be used if the primary number field is empty.

6.1.3.3.4 Microsoft CRM4
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Configure Campaign : Membership Calls |
General I Completions  Intearation |
Integration  (JYEeEIYRETEY Validation Table |-Novaldation- =]
CRM Profile | =l -l
Source Type b arketing | "I
b arketing List ] j
MNurnber to uze ]Telephnne1 j
Completion Field
Mame Field
Company Field
Test | LI
k40740
] I Cancel

CRM Profile — The Microsoft Dynamics CRM integration profile to be used. Please consult
CCS Desk Manager — MSCRM Section 2.9.23 for more information.

Source Type — A Dynamics CRM Marketing List or User Query can be used as a source for

the campaign.

Marketing List / User Query — The list of available sources to choose from.

Number to Use — The Dynamics CRM field that contains the primary phone number of the

contact.

Completion Field — The Dynamics CRM field that will be populated with the completion

code selected by the user. If this field is left blank, no update will be attempted.

Name Field — The Dynamics CRM field that contains the name of the contact. This setting

is required for User Query.
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Company Field — The Dynamics CRM field that contains the company name of the contact.

This setting is required for User Query.

Clicking the ‘Test’ button will attempt to read the source and return the number of contact

records found.

6.1.3.3.5 ACT!
Configure Campaign : Membership Calls |
General I Completions  Integration |
Integration Yalidation T able I--Nu:u Y alidation-- j
ACT! Group | =]
Phone figld to uze I j
k40740
] I Cancel

CCS Desk Manager can directly import contact records from ACT! into a CCS Call

Campaign. ACT! must be running on the same machine as CCS Desk Manager.

ACT! Group - List of available ‘Groups’ in ACT! (the number of members of each group is

shown in brackets).

Phone field to use - The ACT! field that contains the primary phone number for the contact.
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6.1.3.3.6 Generic Integration

Configure Campaign : Membership Calls |

.Generall Completions  ntegration |

Integration Generic Integratiorjig Walidation T able I--Nu:u " alidation-- j

Prafile | =l

Login
b arketing List ]Lu:ugin to Load j
Completion Field ]
T elephone Figlds ]Ln:ngin ta Load j

MO140

k. I Cancel

Profile — The Generic CRM integration profile to be used. Please consult CCS Desk

Manager — Generic CRM Section 2.9.22 for more information.

Login — This button must be pressed once the profile has been selected to load the

remaining configurations.

Marketing List / User Query — The list of available sources to choose from.

Completion Field — The CRM field that will be populated with the completion code selected
by the user. If this field is left blank, no update will be attempted.

Telephone Fields — The CRM field that contains the primary phone number of the contact.
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6.1.3.4 Dialer

Configure Campaign : CCS Call |

.Generall Enmpletinnsl Integration  Dialer |

CCS Call Profile CCS Call Profile

M axirnumn Ports to U ze ]EI—

Tosertotuee  [odid | G s
Completion Code ] j

Dizable Agent Auta-Anzwer I

Anzwering Machine Queue ]Disabled j

Completion Code ] j

Lial when agent busy - IU Secondz after previous call started

0141

k. I Cancel

This configuration in this tab is available only when Agent Mode is configured as Pre-emptive

in the General tab.

CCS Call Profile — The name of the CCS Call profile to use for the pre-emptive mode.

Maximum Ports to Use — Maximum number of ports that a pre-emptive campaign can

simultaneously use. If this is set to 0O, the limit is unrestricted.

Transfer To Queue — If not set to ‘disabled’, all successful pre-emptive calls are immediately

transferred to the specified queue. (Queue type: Any except Email)
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Answering Machine Queue - If not set to ‘disabled’, all outbound pre-emptive calls that are
answered by an answering machine are immediately transferred to the specified queue.
(Queue type: Any except Email)

Completion Code — Each value will be used as a result when a call has been successfully
transferred to the queue specified in the ‘Transfer to Queue’ and ‘Answering Machine Queue’.
Disable Agent Auto-Answer — The system forces the pre-emptive calls to be answered as
soon as it rings on the agent’s telephone. This is to minimize the delay experienced by the
customer being called. If this functionality is not desired, it can be turned off by enabling this

checkbox.

Dial when Agent Busy - This makes CCS Call pre-emptive operate in a similar fashion to a
predictive dialler. As the administrator you will enter a number of seconds after the agent
receives a call before they are considered as likely to be free by the time the next call is
completed. As an example, if you know that on average every call takes an agent 60 seconds
to complete, and that it takes 20 seconds for a new call attempt, you would set this figure as
40, i.e. 60 subtracted by 20.

6.1.3.5 SMS
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Configure Campaign : SMS Campaign |

.Generall Integration  SMS I

Meszage Test Test Text |

Hi <COMTALCT >, thiz iz an imvitation for <COMPRBMY: to join our YIP service program

Send long SMS if necessay v
SMS Reply Made | Callback =l
Campaign for Sk5S Replies ] j

wihen compozing the message, usethe fallawing
SCOMNTAET  for the contact name
<COMBARNY far the company name

P01 45

k. I Cancel

The configurations in this tab are not available unless the SMS agent mode is selected in the

General tab.

Message Text — Write the text of the SMS message to be sent. <CONTACT> and
<COMPANY> will be replaced by the name and company of the contact loaded into the

campaign. Click ‘Test Text’ to preview.

Send long SMS if necessary — Enable this option when the SMS text is longer than 140

characters.

SMS Reply Mode — Callback allows any replies received for this SMS campaign to generate

a call back. Other reply modes are listed but not supported at this stage.

Campaign for SMS Replies — The campaign that handles the callback created by the SMS
reply.
6.1.3.6 Managing Campaigns
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The buttons in the Campaigns tab allows the selected campaign to be loaded and controlled.

Configuration [ %]

=+ Administration

- figents

- Breaks

- Campaigns

- Completion Codes

- Emiail Quueving

- Hok Keys

- Partitions

- QUEUE ARnouncemesnts
- Cuene Caller Lookup
- QUEUE Groups

- QUEUES

- Shills

- Speed Dials

- Web Calbacks

- Integration

[+- Configuration

Load Stop Restart Wiew Clear M1 37

Load — Integrates with the configured source and loads the contact records into the campaign.
This option is disabled in Campaign type: Callback.

Stop — Pauses a running campaign.

Restart — Starts a stopped campaign.

View — Allows you to view and modify the campaign records.

Clear — Purges all calls in the campaign.

6.1.4 Completion Codes

A completion code is used to mark the result of the call. This code is mostly used with CCS Q inbound
queue calls and CCS Call outbound campaign calls. A new completion code can be added by clicking on

the ‘Add’ button, and an existing one can be deleted by clicking on the ‘red bin’ icon.

149



IPECS CCS Desk
User Manual Issue 1.8

Configuration

= Administration Mame | Code | Type | Default | R etries | Delay
- Agents il | Failed Retry Optional 5
- Breaks il | Mo snswer Retry Optional & 5

e -q

C letion Cod Ma Retries |I:||:|ti|:|r|a|
- Completion Codes

- Email Queding

- Hot keys

-~ Partitions

- Queue Announcements
- Queue Caller Lookup

- QUeUe Groups

- QUBURS

- Skills

- Speed Dials

- \Web Callbacks

[+- Integration

[+ Configuration

U744

Edit Completion Type

Mame

Tupe ] Mo Retries j Cancel
B E [
Mumnber of Fetries ]5 j

Delay ]5 [Mirwtes]

Completion Code ]
Success I

&uto-Fecord [

YWirapup Time ]D [Seconds)

Account Code Enty [

M0150

Name — the name of the completion. If it has a ‘- ‘ in the name, the system will treat the first part of the
code as a group, and the second part is a code within that group. This is only applicable when ‘Tree
Format’ is enabled.

Type — The result type of the completion code.
¢ No Retries — No more activity required for this call.
e Retry — A callback is automatically scheduled, according to the Number of Retries and Delay
settings.

e Scheduled Callback — A callback needs to be scheduled by the agent using the calendar.
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Default — This is ticked if the user wishes for the completion code to be automatically included in all

campaigns.

Number of Retries — If the type is Retry, this is the maximum number of callback attempts allowed with

this code.

Delay — The delay in minutes before a call completed with a Retry code will return.

Completion Code — The code that defines the result of the call.
Success — In some CRM system integration, this code can mark a Success field as successful or

unsuccessful.

Auto-Record — If this option is selected, the call recording via CCS Record will be triggered (effectively
the same as the agent clicking ‘Start Recording’ from CCS Desk). If a recording session is already in
progress when the code is entered, the current recording will be finished, and the rest of the conversation

will be recorded in a separate file with the same name, and a numeric suffix.

Wrapup Time — Each completion code can trigger a specific wrap-up time associated with it, which will

override the default wrap-up time of the queue or campaign from which the call came.

Account Code Entry — If this option is selected, when the user requests this completion code the ‘Enter

Account Code’ screen will also appear.

6.1.5 Email Queuing

Different Email Server integration profiles can be created in this tab. This is used to enable the Email
Queuing feature with CCS Q. New emails that arrive into the inbox will be pushed to a queue, and

distributed to the next available agent for completion.
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Configuration [}

- Administration

- Agents

- Breaks

- Campaigns

- Completion Codes
&l Queuing

- Hok Keys
- Partitions
- Queue Announcerments
- Cueue Caller Lookup

- QUeUe Groups

- QUeUes

- Skills

- Speed Dials

- Web Callbacks
Bii--lntegration
#-Configuration

Add

Email Server

This feature requires the CCS Desk Email Service to be installed and started. This service is included

when CCS Desk is installed however it is not enabled by default. Launch CCS Desk Manager. Go to CCS

Desk Configuration then select Services then install the CCS Desk Email Service. Please consult the

Setup Guide for CCS Q Email Queuing document for more information on this feature.

Configuration

& Administration

Ea Integration
&-Configuration

- ACD Groups

- Announcement Servers
- CC5 Call Dialer Settings
- CC5 Chat

- CZ5 Console

- CCS IVR

- CC5 Record Profiles

- CC5 Record Servers

- Dewices

- PABY Connections

- Quede Assignments

- SMTP
- Syshern
- Validation

Logs I CiiLogsi2013406 2013

o

[ Show Disabled Services

Service | Status | Maode | Praofile | Logs
CCS Desk Server Skarted Automatic Disabled
CCS Desk PBX Server Manual TAPT PABH Disabled
25 Report Engine Automatic
CCS Recording Server Manual * required *
CC5 Desk Email Service Disabled
CCS Desk HMP Gateway Started Automatic Disabled
CC5 Desk HMP Service Manual * required * Disabled
25 Desk Lookup Engine Started Manual
ZCS Desk Gateway Started Automatic
Dialogic HMP Manual
TAPI Manual
‘indows 115 (wany Publishing Service Started Automatic

A new email integration profile can be added by clicking on the ‘Add’ button, and an existing one can be

deleted by clicking on the ‘red bin’ icon.
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Configuration [}

- Administration Email Server
- Agents il

- Breaks add

- Campaigns

- Completion Codes
& mail Queuing
- Hok Keys

- Partitions

- Queue Announcerments
- Cueue Caller Lookup

- QUeUe Groups

- QUeUes

- Skills

- Speed Dials

- Web Callbacks
Bii--lntegration
#-Configuration

EMail Integration Profile Editor |

Email Server I Email Server

Server Mailbo

imap.grnail. com company@agrnail .com

hitkps: [ fmail.company . comEx S Exchange, asmi
Add

Ik I Cancel

The CCS Q Email Server can integrate to multiple email accounts at once. The supported protocols are:
e IMAP
e Exchange 2007 R2 Web Services
e Exchange 2010 Web Services

e Microsoft Exchange On-Line Web Services

A new email account configuration can be added by clicking on the ‘Add’ button, and an existing one can

be deleted by clicking on the ‘red bin’ icon.
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6.1.5.1 IMAP
Email Interface Editor |
Setver Type IIMF'.F‘ j
CUELE IEmaiI QUEE j
Setver Mame I imap. compan'y . corm
Mailbo: I railbosx@comnpany. com
Passwiard I**** Reveal |
Daomain I
Faolder IInI:u:ux

Delete After Processing

r
Poll Interval I 30 Seconds

Fart 143

K I Cancel

Server Type — The protocol used to communicate with the email server.

Queue — The queue used to distribute new emails.

Server Name — The network address of the IMAP email server.

Mailbox — The email account.

Password — The mailbox password.

Reveal — Shows the password.

Domain — The domain of the mailbox account, if applicable.

Delete After Processing — When enabled, emails are deleted from the mailbox once

forwarded into the queue.

Poll Interval — How frequent CCS Q Email Server checks for new emails in this account.
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Port — The TCP port for IMAP communication. The standard port is 143.

6.1.5.2 Exchange 2007 R2 Web Services

Email Interface Editor |
Server Type Exchange 2007 RZ Web Services
CUELE IEmaiI QUEE j
Server Mame I hitkps: fimail. company . com/EXS)Exchange. asm:x
Ilsername I mailbox@company . com
Password I hekkok Reveal |
Darnain I
Delete After Processing v

Poll Interval I 30 Seconds

K I Cancel

Server Type — The protocol used to communicate with the email server.

Queue — The queue used to distribute new emails.

Server Name — The network address of the Exchange 2007 R2 Web Services.

Username — The email account.

Password — The mailbox password.

Reveal — Shows the password.

Domain — The domain of the mailbox account, if applicable.
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Delete After Processing — When enabled, emails are deleted from the mailbox once

forwarded into the queue.

Poll Interval — How frequent CCS Q Email Server checks for new emails in this account.

6.1.5.3 Exchange 2010 Web Services

Email Interface Editor

Setver Type
Ceue

Server Mame

Usernarme
Passwiard

Dormain

Delete After Processing

Pall Inkerval

]|

IExchange 2010 Web Services

-

I hitkps: ffmail. company . com/EXS/Exchange. asmx

I mailbox@companty, com

I .

Feveal |

v

I 3a Seconds

(0] 4 I Cancel

Server Type — The protocol used to communicate with the email server.

Queue — The queue used to distribute new emails.

Server Name — The network address of the Exchange 2010 Web Services.

Username — The mailbox name.

Password — The mailbox password.

Reveal — Shows the password.

Domain — The domain of the mailbox account, if applicable.
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Delete After Processing — When enabled, emails are deleted from the mailbox once
forwarded into the queue.

Poll Interval — How frequent CCS Q Email Server checks for new emails in this account.

6.1.5.4 Microsoft Exchange On-Line Web Services

Email Interface Editor |

Server Type Microsoft Exchange On-Line Web Servijj

Queue IEmaiI Queue j
Server Mame I hitkps: ffmail. company . com/EXS/Exchange. asmx

|sername I railbosx@comnpany. com

Passward I btk Rewveal |
Darnain I

Delete After Processing v

Pall Inkerval I 3a Seconds

(0] 4 I Cancel

Server Type — The protocol used to communicate with the email server.

Queue — The queue used to distribute new emails.

Server Name — The network address of the Microsoft Exchange On-Line Web Services.

Username — The mailbox name.

Password — The mailbox password.

Reveal — Shows the password.
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Domain — The domain of the mailbox account, if applicable.

Delete After Processing — When enabled, emails are deleted from the mailbox once
forwarded into the queue.

Poll Interval — How frequent CCS Q Email Server checks for new emails in this account.

6.1.6 Hot Keys

CCS Desk includes functionality to allow the user to press a specific key sequence to perform actions
such as answering a call, going on a break etc. The Hotkeys tab within CCS Desk Manager contains a list

of the keyboard shortcut profiles. A new profile can be added by clicking on the ‘Add’ button, and an
existing one can be deleted by clicking on the ‘red bin’ icon.

158



IPECS CCS Desk
User Manual

Issue 1.8

Configuration [}

=~ Administration

- fgents

- Breaks

- _ampaigns

- _ompletion Codes

- Email Queuing

- Hak Keys

- Partitions

- QUede Announcements
- Queue Caller Lookup
- QUeUE Groups

- QUEUES

- Skills

- Speed Dials

- Web Callbacks

- Integration

[+ Configuration

MUTEE

HotKey Profile Editor E |

MO137

Prafile Marme I Default
Answer v
Hald o
Hangup I~
Dial I
Transfer |_
Park r
Speed Dials I
Hiskary o
Break/Ready o
Show CCS DESK r
Dial Highlighted v

ZC5 0 ‘Mext Call

v

Zhange

Zhange

Change

Zhange

Zhange

Change

Zhange

Zhange

Zhange

Change

Zhange

Lkl LShifE

HHHHH A

Zhange

Zance
RLShifE: Rkl

The check box enables the specific function, and pressing the Change button allows you to select the

actual key sequence. Basic alphabets and numeric keys cannot be used as part of the key sequence e.g.
A, LCTRL+A, LSHIFT+A, LCTRL + LSHIFT + A, etc.

Answer — to answer a call.

Hold — to put a call on hold or unhold.

Hangup —to end a call.
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Dial — to open the dial window in the Active Call panel.

Transfer —to complete the transfer.

Park — to put the call on park.

Speed Dials — to open the Speed Dials panel.

History — to open the History panel.

Break / Ready — to switch between Ready status and the Auto-Break status configured in the agent’s
profile.

Show CCS Desk — to bring the CCS Desk interface to the foreground.

Dial Highlighted — make a call using the highlighted number. Copy to Dial must be enabled in the
agent’s profile.

CCS Q ‘Next Call’ — requests the next call in the queue, even when the agent is on a break or wrap-up.

6.1.7 Partitions

Agents, queues, campaigns, devices and break types can be placed into Partitions, which then can only
be seen by the agents in that partition. This enables the system to be divided into logical units, or

partitions, in order to simplify individual users’ views of the system.

A new Partition profile can be added by clicking on the ‘Add’ button, and an existing one can be deleted

by clicking on the ‘red bin’ icon.
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Configuration

E

[E1- Administration

- fgents

- Breaks

- Carnpaigns

- Campletion Codes
- Email Quewving

- Hok Keys

ns

- (QUeUE Announcements
- Queue Caller Lookup

- QUELE Groups

- QUELES

- Skills

- Speed Dials

- Wieh Callbacks

+]- Integration

+- Configuration

Partition Mame

Add

MU21E
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Fartition Mame ICE

Queues

[ 1Survey Queus

[test
1% aicemail Queue

MO205

Devices

(1105 (105 - TAPI PAEX)
1101 [TAPI PAEX]
1102 [TAPI PAEX]
1103 [TAPI PAEX]
1104 [TAPI PAEX]
[]106 (106 - TAPI PAEX)
(1107 [107 - TAPI PAEX)
(1108 108 - TAPI PAEX]

Campaignz

Breaks

Training

[ o |

Partition Configuration E3

Cancel |

Each object is included by simply checking the checkbox next to its name. Objects may be included in

multiple partitions, allowing visibility of all objects in every partition that they are in. When a partition has

been created, newly created agents / breaks / campaigns / queues will be prompted to be entered into

the partition.

Select Partitions

Break, : kast

11T
[0]4 I Cancel
MOz241

]|

6.1.8 Queue Announcements

Announcements in CCS Desk can be managed using the Queue Announcements tab under

Administration. It could be used to manage the process of copying various audio files into respective
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queues. Before copying the new file, this tool ensures the audio format is correct and creates a backup of
any previous greeting files.

Configuration
- Administration File: Mame I J
- Agents
- Breaks File Type IFirst Greeting j Zopy Greeting |
- Campaigns Quele Tvpe IUndeFined j
- Completion Codes
- Email Queuing [Callback Message
- Hok Keys 1S Call Team
- Partitions [ |Email Queue
& 1E0E AnNoUNCEMmEnts [ |Help Desk Queue
- Cueue Caller Lookup [CIPouting Cpkion
- CIuEUE Groups [3urvey Queus
- QIueues [ Ikest
- Skills [Woicemail Queus
- Speed Dials
- \Web Callbacks
Bg--lntegratinn
#-Configuration
ﬂl Filter j

File Name — Shows the file name of the Audio file to be used. The ellipses button is used to browse for
the audio files that will be used in the Announcements.

File Type — Lets you choose the File Type of the Audio whether First Greeting, Second Greeting, Third
Greeting or Hold Music.

Copy Greeting — Copies the audio file to the selected Queues.

Check All — Button which allows users to select all the Queues

Filter button — Allows users filter the Queues that are available.

6.1.9 Queue Caller Lookup

The Queue Caller Lookup contains a list of database lookup profiles that can be used by CCS Q to

determine the queue the call must be assigned to, by searching against the caller number.

The caller lookup feature requires the CCS Desk Lookup Engine service to be installed and started. This

service is included when CCS Desk is installed however it is not enabled by default. Go to CCS Desk
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Manager Configuration, then to Services. Enable the Configuration mode to install the CCS Desk Lookup

Engine service and start the service.

Configuration

[#- Administration

-- Integration

El- Configuration

- BCD Groups

- BNNoUncement Servers
- (ZCS Call Dialer Settings
- 25 Chat

- (CC5 Console

- CCS IVR

- CC5 Record Profiles

- CC5 Record Servers

- Devices

- PAEY Connections

- QUede Assignments

- Services

- SMTP

- Syskern

- Walidation

Logs Ciilogsi2013406 2013

]

Service | Status | Mode | Profile | Logs

CCS Desk Server Started Automatic Disabled
CC5 Desk PEX Server IMarual TAFI PAB? Disabled
ZC5 Repork Engine Automatic
CC5 Recaording Server Manual * required *
CC3 Desk Email Service Started Automatic Email Server Dizabled
CC5 Desk HMP Gateway Started Automatic Disabled
CC5 Desk HMP Service Manual * reguired * Disabled

< Lookup Engine Started | Manual
CC5 Desk Gateway Started Automatic
Dialogic HHMP Manual
TAPT Tanual
Windows IIS {wwnw Publishing Service Started Automatic

[~ Show Disabled Services

A new caller lookup profile can be added by clicking on the ‘Add’ button, and an existing one can be

deleted by clicking on the ‘red bin’ icon.

164




IPECS CCS Desk
User Manual Issue 1.8

Configuration [}

[=- Administration Caller Lookup Prafile
- fgents il

- Breaks Add

- _ampaigns

- _ompletion Codes

- Email Queuing

- Hat Keys

- Partitions

- QUede Announcements
= ueue Caller Lookup
- QUeUE Groups

- QUEUES

- Skills

- Speed Dials

- Web Callbacks

- Integration MO221
[+ Configuration

There are 3 types of caller lookup mode:
e Simple — Find the destination queue from the ctiQuickLookup table in the CCS database.
e Advanced - Integrates with ODBC profiles to find contact ID and the destination queue.
e Stored Procedure — Integrates with MSSQL via ODBC by running a stored procedure that

returns the destination queue.

6.1.9.1 Simple
This mode searches the ctiQuickLookup table in the CCS database. Tools such as Microsoft

SQL Server Studio Express can be used to add records into the table.
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Lz Microsoft SQL Server Management Studio Express

File Edit View Query Designer Tools Window Community Help

A NewQuey | [y |5 @ | B BB &
= H al N
Table - dbo.ctiQuickLookup | Summary

1D PhoneMumber Mame Queus
1 0419340001 John Doe 1
2 0755539800 Terry King 1
3 1234567890 Richard Smith 2

b ALEL MLEL MLEL ALEL

ID — Unique identifier automatically assigned by the SQL Server.

PhoneNumber — The number to be compared against the caller number for a match.

Name — The contact name.

Queue — The ID of the queue to assign the call when the caller number matches the

PhoneNumber in this record.
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Caller Lookup Profile |
Hame IDB Lookup
Laokup Mode Simple

IJze Default Queue if no Match I

Default Cusue j

k. I Cancel

0143

Default Queue if No Match —when enabled, the system will route the call to the default

gueue when searching the ctiQueuelLookup table fails to find a match.

Default Queue — where the call will be routed to when the lookup returns zero match.
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6.1.9.2 Advanced
The Advanced mode combines customer identification lookup with customer queue

assignment lookup. Both lookups are performed via ODBC. The customer identification
lookup uses the caller number to find the customer ID as a result. This ID will then be used as
an input for the customer queue assignment lookup. Different queue assignments can be set

according to the values in the queue ID column.

Caller Lookup Profile |

Hame IDB Lookup

Lookup Mode & dvanced

— Cusztamer | dentification — Quewe Aszignments
RIDEE Rl I j Databasze Yalue | HueLe
Multiple Matches I IJze First M atch j

IJze Default Queue if no Match I

Default Cusue I j

Lookup Gueue from CugtlD |

— Customer Queue Azsignment

DSM |

[
Table | |
[
[

Customer [D I

Queue D I

k. I Cancel

0143
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Customer Identification
ODBC Profile — the ODBC integration profile configured in CCS Desk.

Multiple Matches — use either first match or last match when there is more than 1 match.

Default Queue if No Match —when enabled, the system will route the call to the default

gueue when the customer identification process fails to find a match.

Default Queue — where the call will be routed to when the lookup returns zero match.

Lookup Queue from CustID — must be enabled for the feature to work properly.

Customer Queue Assignment

DSN — the ODBC DSN configured in the local machine where the lookup service is running,

which connects to the data source that contains the customer queue assignment/.

Table — the table name that contains the customer queue information

Customer ID —the column in the Table that contains the customer identification

Queue ID - the column in the Table which values will be used as identifier for queue

assignments.

Queue Assignments

Database Value — the different values stored in the Queue ID column

Queue - the destination queue

Example:

All customers that have been marked as BLACKLIST must never be answered.
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6.1.9.3 Stored Procedure
This mode integrates to a Microsoft SQL Server via the ODBC profile configured in the ODBC

tab. Please consult CCS Desk Manager — ODBC Section 2.9.26 for more information.
A stored procedure that accepts the caller number as a text input, and returns the queue ID as
an integer as the result. Tools such as Microsoft SQL Server Studio Express can be used to

create the stored procedure.

Lz Microsoft SQL Server Management Studio Express — P— p—

File Edit View Query Teoeols Window Community Help
D NewQuey | [ [ W & B> B BB F

&0 By | CyTrack » | ¥ Execute F{e] AT |17 iy 5 &.EJ%
localhost. HOKA - SQLQueryl.sgll Summary

set QUOTED IDENTIFIER ON

GO

CREATE PROCEDURE [dbo] . [FindQueueID]
EParam warchar (20)

L5

BEGIN

—— CEEATE & VARIAEBLE TO STORE THE LOCEUEP EESULT

DECLARE @result int

—— LOOEUP FOR QUEUE ID USING @Param LAND STORE THE RESULT TO @result

—— EXIT FERCHM THIS PRCOCEDURE

SELECT @Eresult

END
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Caller Lookup Profile |
M ame IDB Lookup Stared Procedure I

The stored procedure must accept the phone number
az the zingle input and returm the Queue 1D az an
integer value in the first column

Lookup Mode

Stared Procedure

ODEC Profile |

IJze Default Queue if no Match I

Default Cusue j

k. I Cancel

0143

ODBC Profile — the ODBC integration profile configured in CCS Desk.

Stored Procedure — the name of the procedure.

Default Queue if No Match —when enabled, the system will route the call to the default

gueue when the stored procedure fails to find a match or returns an error.

Default Queue — where the call will be routed to when the lookup returns zero match.
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6.1.10Queue Groups

Queues can be grouped together for reporting to provide an overview. The call centre queue group
combines the Inbound and outbound queues statistics. A new group can be added by clicking on the
‘Add’ button, and an existing one can be deleted by clicking on the ‘red bin’ icon.

Configuration [}

=+ Administration
- figents i
- Breaks

- Campaigns

- Completion Codes

- Email Queuing

- Hok Kewvs

- Partitions

- QUEUE ARnouncemesnts
- Cuene Caller Lookup

Queue Group

Add

= UeLE Groups
- QUEURS

- Shills

- Speed Dials

- Web Calbacks
[+~ Integration

[+- Configuration PO
Edit Queue Group E |

Mame I.-'l'-.II [ueues

C I
Queues []Callback Mezzage il

[JCCS Call Team
[ 1Email Queue
[JHelp Desk Queue
[ ]Routing Dption
[15urvey Queue

[ Jtest

[ oicemail Quesue

MO220

6.1.11Queues

The Queues tab in CCS Desk Manager is used to add, remove and configure queues for CCS Q. There

are several types of queue, and each queue type also has different set of tabs available for configuration:
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- Auto Attendant

Purpose
Play greeting files and provide information / options to callers.

Tabs
o General o Overflow
0 Schedule o Other

0 Announcements

- Queue
Purpose
Transfer queued voice calls / chat requests to agents, and to keep callers on hold while the agents
are busy.
Tabs
0 General 0 Schedule o Overflow
0 Agents 0 Announcements o Other
o Skills o Completions

- Callback Message

Purpose
Take callers’ return phone number and voice message to be called back with the Callback in Queue.

Tabs
o General o Other
0 Schedule 0 Messages

o0 Announcements

- CCs Call Team
Purpose
Transfer campaign calls to available agents. Similar to Queue, however, there is no announcement

(except to select the pre-emptive dialer server) or overflow option.

Tabs
0 General 0 Schedule
0 Agents 0 Announcements
o Skills o Other
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- Routing Options
Purpose
Very similar to Auto Attendant, but it also has access to configure a more complex announcement

options with its Routing tab.

Tabs
o General o Overflow
0 Schedule o Other
0 Announcements 0 Routing
- Email
Purpose

Transfer incoming emails to available agents. There is no announcement or overflow option.

Tabs
o General 0 Schedule 0 Email
0 Agents o Completions
o Skills o Other

- Voicemail

Purpose
Record callers’ voice messages and provide notification to agents if necessary.

Tabs
o General o Overflow
o Schedule o Other

o0 Announcements 0 Messages

- Survey

Purpose
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Creates a survey wherein at the caller could answer at the end of the call. Also this feature allows the
caller to leave a voice message that will be routed to a supervisor and presented with a call-back to

the caller.

Tabs
o General
0 Announcements
o Other
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The Queue Type drop down list allows you to switch from one queue type to another. A new queue
for the selected type can be added by clicking on the ‘Add’ button, and an existing one can be
deleted by clicking on the ‘red bin’ icon. By default the list is sorted by queue names in alphabetical

order. You can change the sort method of this list by double clicking on the column names.

Configuration
- Administration Queue Type Make Copy |

- Agents

- Breaks Queue 1o} Supervisor

. Campaigns | B Help Desk Queus

- Completion Codes Add

- Email QueLing

- Hok Kews

- Partitions

- Queue Announcements

- Cuene Caller Lookup

- QUELE Groups

- QUELURS

- Skills

- Speed Dials

- Web Callbacks

[+ Integration

- Configuration

MUZ34

The next sections explain the configurations in each tab. Note as mentioned above, each queue
type has different set of tabs available for configuration, and the options inside each tab may also
differ.

A copy of the selected queue can also be made using the ‘Make Copy’ button.
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Queue Copy |

Existing Queus I Help Desk Queue

Mew Queus Name I Copy of Help Desk Queue

—Setkings o Copy

agents
Skills
Schedule

Zancel |

announcement Setkings
Completion Codes
Crverflow Settings
Cther Setkings

Call Transfer Settings

Message Recording Settings

KRR IRRA A

Email Quewing Settings

MO235

Existing Queue — The queue selected as the ‘template’.

New Queue Name — The name of the new queue created as a result of this procedure.

Settings to Copy — Choose the settings that should be copied from the existing queue to the new

queue.
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6.1.11.1 General
The General tab allows the basic configuring of queue distribution and priority of the

calls received in the queue.

Configure Queue : Help Desk Queue |

General |.-i‘-.gents| Skillz I Schedulel .ﬂ.nnuuncementsl Eu:umpletiu:unsl Dverflnwl Other I

Aueue Mame IHeIp Desk Queus Linksz |
Gueue Type II]ueue j Change |

Supervizor I j

|rizoming Pricrity |1 _I?
[nzreasing by |1 *I EVETY |'| gecondz

™ lgnore &bandoned in Fleports

Min Abandon Time 15 _:I zeconds

[ Previous Queue Dizplay
[ Previous Queue Skills

[ Previous Queue Announcements
hO222

k. I Cancel

Queue Name — Name of the queue.

Links — provide a list of queues that escalates call to this queue, and the overflow rule.

Queue References |

Queue:Help Desk Queus
Queues:
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Supervisor — The agent responsible for the queue and the Status of the queue. The
supervisor is able to see the statistics for the Queue in the CCS Desk Queue Statistics

Popup Display even though the supervisor is not assigned as an agent to the Queue.

Queue Cls Max Avg DMax Agt Day Ab
% Geneva Conferen 1 0:07 0:07 0:30 1 B 4 50%

Incoming Priority — Sets the priority for the incoming calls for the queue. Please note
that O is the lowest. To ensure that calls in lower priority queues are not ignored during
times of high volume in the higher priority queues, we can configure a rate of increase
for a Queued calls priority. Thus a low priority call increase until it has the highest call

priority, and is answered.

Ignore Abandoned in Reports — When enabled, a call in this queue will never be

logged as abandoned.

Min Abandon Time — The minimum time a call must wait in the queue before

considered abandoned.

Cascade Queue Display — If the call is overflowed from another queue, use the

previous queue’s name and completion codes when the call is presented to the agent.

Cascade Queue Skills — If the call is overflowed from another queue, use the previous

gueue’s skill based routing configuration to distribute the call to the available agent.

Cascade Queue Announcements — If the call is overflowed from another queue, use
the previous queue’s announcement messages and settings while the call is waiting in

the queue.
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6.1.11.2 Agents
The Agents tab is where the agents that will receive the calls can be assigned into the

gueue. A new agent can be added by clicking on the ‘Add’ button, and an existing one
can be deleted by clicking on the ‘red bin’ icon. If skills based routing is used, only the

agents with the available skills can be added to the queue.

Configure Queue : Help Desk Queue |

General Agents | Skillz I Schedulel .ﬁ.nnuuncementsl Eu:umpletiu:unsl Dverflnwl Other I

Llueus Mode I R ound Robin j Agent
. T

YWrapup Time IEI _I: sEEEReE & | Agent 2

&gent &bsent I | fiif | Agent 3

Tre 0 = zecondsz g

Ereak I j

Hide Caller 1D [

Auto-Record kMode |

Auto-dnawer Mode [

Service Level 20 _I geconds

MO22E

k. I Cancel

Queue Mode - the call distribution mode. There are 5 available options on how the calls
will be distributed.

e Round Robin — Calls are distributed in a circular fashion.

e Longest Available — The agent who has had the freest time will receive the next

call.

o Last New Call — Sends the call to the agent who most recently finished a call.

e Shortest Available — The opposite of Longest Available.

o Least Talk-Time — Distributes calls to agents who have had least proportion of

time on the phone.
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Wrapup Time — The amount of time given to the agent after finishing a call from this

queue.

Agent Absent Time — The time the system allows a call to ring at the agent’s phone
before it is routed to another agent, and the previous agent is automatically logged out

for not answering the queued call.

Absent Break Type — The break status placed to the agent when absent to answer a

call into the queue.

HideCaller ID — Prevents the display of the Caller ID on the Call Window in the CCS
Desk Client.

CCS DESK
v B2 O 2%
Active Call

Restricted

A Help Desk
Ringing Duration 00:00:05

Auto-Record Mode — Forces call recording to start when the call is answered by the

agent.

Auto-Answer Mode — Forces the call to be answered on the first ring.

Service Level — Sets the workflow service level of the agent from this queue.
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6.1.11.3 Skills
The Skills tab allows the skills based routing feature to be enabled for call distribution. If

skills based routing is used, only the agents with the available skills can be added to the
gueue. Skills based routing has higher priority compared to the queue distribution mode

configured in the General queue.

Skills based routing works by checking the skill level that Agents are assigned and then

routes the call to the agent with the highest skill level available.

For example, agent A has a skill level of 1 for Sales queries, agent B has a skill level of 2
and agents C and D have a skill level of 3. Any Sales calls would be first routed to
agents C and D (based on the queue distribution mode in the General tab). If they are
unavailable then they will then be routed to agent B, and if agent B is unavailable the call

will go to agent A.

Skills can be assigned to the queue by clicking on the ‘Add’ button, and an existing one

can be deleted by clicking on the ‘red bin’ icon.
Configure Queue : Help Desk Queue |

.Generall Agentz Skills |Schedule| .ﬁ.nnnuncementsl En:nmpletin:nnsl I:Iverfln:-wl Other I

Skils Bazed Bouting W

Skill Set Skill Min Lewel

&dd

MO227

k. I Cancel
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6.1.11.4 Schedule
The Schedule tab controls the time period for the queue is active. If ‘Enable Time of Day

Settings’ is checked then the queue will be enabled, and accept calls during the times
set in the schedule. Further configuration on the Overflow tab determines what happens
to calls outside the times the queue is active. The times are in 24 hour format.

Configure Queue : Help Desk Queue

.Generall Agentsl Skil: ~ Scheduls |.-’-\nn0uncements| Enmpletiansl Dvetflnwl Other I

Enable Time of D'ay Settingz v Copy... |

|grare for calls already in this Queue [

Monday W J W J
Tuesday B J [ J
Wednesday W J W J
Thursday [mo | I
Friday W J W J
Saturday WJ WJ
Sunday |W J WJ

Holiday | 0000 J | 0000 J

M0223

Cancel |

Click on the button to the right of the time field and the clock tool will pop-up. Select your

time and click OK.

I
| OF. I

Cancel |

|
- ) ortoo |=f

¥ .
|
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Schedule can also be copied from a day to another by using the ‘Copy’ button.

Copy Schedule From 1 Day to Others |
Copy From: IMDnda_l,l j ] I
Copy To: Cancel |

b4 071 51

Ignore for calls already in this Queue — calls already waiting in the queue will not be

overflowed when the time has exceeded the active schedule of the queue.
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6.1.11.5 Announcements

The ‘Announcements’ tab configures the order and duration of announcements made to

callers while they are in the queue, as well as the call routing options.

Configure Queue : Help Desk Queue

.Generall .ﬁ.gentsl Skillz I Schedule  Announcemsts | Eu:umpletiu:unsl Dverflnwl Other I

‘Enable Announcementz[Q0015} v

Server I j

Announcement Type ISimpIe Meszage j

Firzt Announcement Must Be Played [

|nter-Announcement Delay

Third Announcement nterval

1]

L o = ) L R o ]

Llueue |dentifier [In-B and]

&l recardings must be 11KHE B:bit Mone wa files

0

—_

R

R

0

0

B

B

B

R

R

R

]
I First Announcement j
| Disabled =l
| Disabled =l
| Disabled =l
| Disabled =l
| Disabled =l
| Disabled =l
| Disabled =l
| Disabled =l
| Disabled =l
| Disabled =l
MD223

] I Cancel |

Enable Announcements — the checkbox must be ticked to enable announcements.

Server — The announcement server that will service calls into the queue.

Announcement Type — Determines what will be announced.

e Queue Position — Plays the first announcement using the queue’s greetingl,

followed by repeat and third announcements of the call’'s position in the queue.

e Simple Message — Plays the queue’s greetingl, greeting2, and greeting3 files

for the queue announcements.

¢ Wait Time — The same as Queue Position but also announces the expected wait

time at the end of greetingl first announcement.
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First Announcement Must Be Played — Ensures the First announcement is played to

the caller even if an agent is already available to take the call.

Inter-Announcement Delay — The time delay between announcements in seconds. The

Hold music for the queue will be played in between each announcement.

Third Announcement Interval — Used only if a third announcement needs to be played.
This is the frequency of how often the 3rd announcement (GREETING3) is played
instead of GREETING?2. If the value is set to 4, the order of the greetings would be
1,2,2,2,3,2,2,2,3

Queue Identifier (In-Band) — When using in-band signalling integration, this value

serves as the queue identifier matched against the in-band data received.

Call Routing — During the announcement the caller can be prompted to press a digit to
indicate a selection of a service. The calls can then be routed to the Appropriate Queue.
In the Screenshot we can see that if the caller presses 0 during the first announcement,
it will be routed into the NIGHT MSG queue. Note that the pull-down menu on the top of

the screen allows us to configure different options for each of the Announcements.
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6.1.11.6 Completions
After a queued call has been completed, CCS Desk can be configured so the agent is

required to enter a completion code. Codes can be assigned to the queue by clicking on

the ‘Add’ button, and an existing one can be deleted by clicking on the ‘red bin’ icon.

Configure Queue : Help Desk Queue |

.Generall .ﬁ.gentsl Skillz | Schedulel Announcements  Completions |I:Iverflu:uw| Other I

Uze Completion Codes [» Default Code I’“‘ Mo default code ™ j
bultiple Codes |
Tree Format r

Completion Type

Add

MO230

k. I Cancel

Use Completion Codes —tick to enable this feature.
Multiple Codes — Multiple codes to be entered for one call when this option is enabled.

Tree Format — If codes exist which have a ‘- * in the name, they will be displayed in a

tree format.
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6.1.11.7 Overflow
In this tab we configure how the queued calls will overflow under certain conditions i.e.

when the queue is disabled, or no agents are available. The queue can overflow to
another queue, a number, a registered device in CCS Desk, the CCS IVR service, the
Caller Lookup service, or simply Hangup the call. When overflow is disabled, the calls in

the queue will stay in the queue until it is answered or abandoned.

Configure Queue : Help Desk Queue |

. Generall .ﬁ.gentsl Skillz | Schedulel .ﬁ.nnuuncementsl Completions  Overflow I Other I

Dvertlaw Type Walle Destination

Llueue Dizabled [Outzide of Hourg) [ueue oicemail Dueue J
Haliday kode [Outzside of Hours] IDueue:EES Call Team J
Mo dgentz Logged In IDisaI:uIed J
Max Time in Quesue IU IDisaI:uIeu:I J
Max Callz in Queue IEI IDisabIed J
Agent : Call Ratio ||:| IDisabIEd J
Emergency Mode Tranzfer to Queve IDisabIed j

0231

k. I Cancel

Queue Disabled (Outside of Hours) — When the call arrives outside the schedule
specified in the Schedule tab.

Holiday Mode (Outside of Hours) — On a holiday, when the call arrives outside the

schedule specified in the Schedule tab.

No Agents Logged in — When no agents are logged into CCS Desk. Agents on break

are also considered logged out.
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Max Time in Queue — Sets the time in seconds for how long the call remains in the

gueue, and where to route once the time exceeds.

Max Calls in Queue — The maximum number of calls allowed in the queue before

subsequent calls are overflowed.

Agent : Call Ratio — If the ratio of logged in agents to calls is too high, the calls will be
overflowed. With the value of 4, for every 1 agent logged in to the queue, the system will
allow 4 calls to wait in the queue and the subsequent calls are overflowed.

Emergency Mode Transfer to Queue — When the system is put into emergency mode.

6.1.11.7.1 Destination Type

Each overflow type can be directed towards the following destinations.

Queue
Select Overflow Destination |
Owerflaw Type Hueue Dizabled[Out of hours]
Destination Type IDueue j
HQueue I"-.r"l:uil:email Gueue j

k. I Cancel

M0213

Queue — Select from one of the queues in the system.

189



IPECS CCS Desk

User Manual Issue 1.8
Device
Select Overflow Destination |
Owerflow Type IE!ueue Disabled{0ut of hours)
Deztination Type IDevice j

Device 105 [105 - TAP| PAR]

QK I Cancel

M0213

Device — Select from one of the registered devices in the system.

Number
Select Overflow Destination |
Overflow Type IE!ueue Disabled(Out of haurs)
Destination Type INumI:uer j
Murmber |1 234567290
2k, I Cancel
k0213
Number — Manually enter any number.
Hangup
Select Overflow Destination |
Overflow Type IE!ueue Disabled(Out of haurs)
Destination Type B
k. I Cancel
k0213

It simply disconnects the call.
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CCS IVR

Select Overflow Destination Iél
Overflow Type |E!ueue DizabledOut of haurs)
Destination Type | CCS IV |
CCS VR Server |Iw5w ﬂ
Script |MessageBank

| k. | Cancel
k0213

CCS IVR Server — the name of the CCS IVR integration profile. Please consult

Section 6.3.5 CCS IVR for more information.

Script — the name of the CCS IVR script to use.

Caller Lookup

Select Overflow Destination |
Owerflow Type [ueue Dizabled[Out of hours]
Deztination Type IEaIIer Lookup j
Queue Lookup IDE Lookup j

QK I Cancel

M0213

Queue Lookup —the name of the caller lookup profile. Please consult Section 6.1.9

Queue Caller Lookup.
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6.1.11.8 Other

Configure Queue : Help Desk Queue |
.Generall .ﬁ.gentsl Skillz | Schedulel .-'-‘-.nnn:nunc:ementsl En:nmpletin:nnsl Overflow  Other |

GM Seript | =]

CCS Console Department IDirectu:ury I_I

Pop when call iz ringing j Ihttp:a’a’intraneta’search

IIRL far end af CCS Chat Ihttp:a"a"intraneta"suwey

MO232

k. Cancel

GM Script — If CCS Desk is integrated with GoldMine, a GoldMine script can be used
when a call is answered from the queue. To select a script click on the pull-down menu

and highlight the desired script.

CCS Console Department- When CCS Console is used by the CCS Q agent, the
screen pop can be configured to show a specific department. The selection for

department is taken from the list of departments configured in the CCS Report directory.

Pop URL — The configured URL will be displayed whenever a call from that queue is
ringing or answered by an agent. This feature happens independently of any CRM
integration that may be configured. There are 4 ‘variables’ that can be used e.g.
http://intranet/search?ph={NUMBER}

{NUMBER} — The phone number of the incoming call
{ACCOUNTNO} — The ID of the contact, if known (requires Database integration).
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{CONTACT} — The name of the caller, if known (requires Database integration).
{COMPANY?} — The company name of the caller, if known (requires Database
integration).

{QUEUEID} — The ID of the queue, if it is a CCS Q related call.

{EMAIL} — The sender’s email address, when using CCS Q email queuing.

URL for end of CCS Chat — Similar to Pop URL but specifically for CCS Chat session

routed through the queue.

6.1.11.9 Messages
A queue can be utilized to record voice messages or make callback requests. The audio

file can be copied to a network folder that can be accessed the users. An email

notification can be sent with the audio file attached. SMS notification requires CCS SMS.

Configure Queue : Yoicemail Queue |

.Generall Schedulel .ﬁ.nnuuncementsl Elverﬂu:uwl Other Meszages |

Enable %oice Meszage Recaording v
— Meszage Settings
Store Meszages in Custom Location v I Wufilezarserimeszages
Ilze Queuet ame-1D [T Play Tone [
MHew Sub-Folder for each day's meszages [
|lze Message far 'Call Back i Hueus! r I ** Mone ** j

bl amimum Meszage Length |2 [Minutes]
tinirum Meszage Length |5 [Seconds]

Send Recorded Meszage by Emaif v Idestinatinn@mail.mm
E-tail SMTF Sender Prafile I j
5SS Motification to an agent [requires SMS] I Mo Agent ™ j

Second Copy of message in different folder [ I

PO223

k. I Cancel

Enable Voice Message Recording —when enabled, the queue will activate the

message recording feature.
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Store Messages in Custom Location — By default, the recorded messages will be
stored in the folder belonging to the queue e.g. C:\CCS Ann\Q0001 for the first queue. If
the Custom Location is specified, the recorded messages will be stored there. Proper

folder security settings must be applied to ensure our system can write into it.

Use QueueName-ID — When enabled, the filename of the messages will simply be
QueueName-ID e.g. CALL CENTER-1. With this option not ticked, the filename will
contain date and time of the call and caller number when present e.g. 2012-01-01
12345678

Play Tone — Enables a short tone to be played to advise the start of the recording.
New Sub-Folder for each day’s messages — This option will create a sub folder for
each day’'s messages e.g. C:\\CCS Ann\Q0001\2012-01-11 for the 11th January 2012.

Use Message for ‘Callback in Queue’ — When enabled, a message recording can be

sent to a campaign (Campaign type: Callback) for the next agent.

Maximum Message Length — This is the maximum length for a recorded message, in
minutes. Once this is reached the recording will stop and the call will be ended
automatically.

Minimum Message Length — If the duration of a message recorded is less than this

setting, it will be discarded.

Send Recorded Message by Email — The recording will be sent as an email

attachment to the specified email recipient.

E-mail SMTP Sender Profile — The SMTP profile to use when sending the email.

Please consult CCS Desk Manager — SMTP Section 2.9.33 for more information

SMS Notification to an agent — When this option is enabled and an agent is selected
has a mobile number configured in the agent’s profile, an SMS will be sent to that agent

to inform that a message has been recorded. This feature requires CCS SMS.
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Second Copy of message in different folder — A copy of the recording can be made
into another specified folder. The ‘New sub-folder for each day’ option also affects this

option.

For simple message recording feature, greetingl will be required and the recording will
start once greetingl ends. Ideally greetingl announces that the caller is asked to leave a

message.

For callback with message recording, greetingl and greeting2 are both required.
Greetingl must ask to enter the return phone number ended with the ‘#' key. Greeting2

announces the caller to leave a message.

6.1.11.10 Routing
A more complex routing options can be defined in the Routing tab e.g. multiple digits,

transfer to a registered device / number / CCS IVR service / Caller Lookup service etc.
Note that the routing options configured in the Announcements tab have higher priority
than the ones specified here. The routing options configured in the Routing tab are

enabled for all announcement types.

Configure Queue : Routing Option I
.Generall Schedulel .ﬁ.nnuuncementsl Dvelflowl Other  Fouting |

MEB: Routing options configured in Announcements' tab take precedence

Digits Destination &
]
i | 601 Murm:601
i | 502 Mum: 602
i | 503 Mur 603
i | 504 Mur 604
i | 505 Mur: 505
i | 505 Mur: 505
i | 507 Mur 607
i | 508 Mum: 608
i | 509 Mum:609
it | F10 MumE10 R4
Tirne: ba wait [5) IU MO225
Ok Cancel
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The ‘Add Range’ button can be used to add a range of numbers to quickly produce a

directory service e.g. so caller can directly enter the extension number of the person
they wish to speak to.

Add Routing Range

This will add a numeric range and
map each entry ko go ko the same
number, ie 101 goes to 101,

102 goes ko 102 ekc

\_I
ey
%]

Cancel

Murmber Range to Add
Skart 00

Finish | 625

MO171

6.1.12 Skills

The Skills tab is used to configure the necessary skills that Agents require to take phone calls from
certain queues. The left hand side lists the available skill sets and the right hand side displays the
skills belonging to the selected skill set.
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A new skill set and skill can be added by clicking on the ‘Add’ button, and an existing one can be

deleted by clicking on the ‘red bin’ icon.

Configuration

- Administration Skillset Skill

- fgents il il

-~ Breaks Add Add
- Campaigns

- Zompletion Codes

- Email Queuing

- Hok Keys

- Partitions

- (ueue &nnouncements
- Cyueue Caller Lookup

- (JUEUE Groups

- CUBLES

- Speed Dials

- wveh Callbacks
[+- Integration

[+- Configuration

0247

Once finished, assign the skills to Agents and Queues by using their respective tabs.

6.1.13 Speed Dials

CCS Desk includes functionality for providing a list of speed dials that are available to and shared
by all agents. These are managed in the Speed Dials tab in CCS Desk Manager. A new speed dial
can be added by clicking on the ‘Add’ button, and an existing one can be deleted by clicking on the

‘red bin’ icon.
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Configuration

Beload |

- Administration Mame Compary MNurnber I abile

- AgEnts i@ John Smith 1300111 11 +51 2321 0989
- Breaks Add

- Campaigns

- Completion Codes

- Email Quewing

- Hok Keys

- Partitions

- Queue Announcements
- Cuene Caller Lookup

- Qe Groups

- Queles

- Skills

= opeed Dials
- Web Calbacks
- Integration

- Configuration

MOZ56

Each speed dial entry can contain up to five numbers, as shown below.

speed Dial Editor Ed |

M ame IJ ohin Smith

Comparny IEyTrau:k

Main Mumber [1300 11111

kabile |+E‘I 2321 0939

Horme |+617 32421122

Other Murmber I

Other Murnber2 I

Cancel | ITI

0257

Speed dials entered in this screen will become immediately available to all logged on agents, and

any agents that log on in future.

Speed dials can also be entered, using a SQL script, directly into the CCS SQL Database
‘ctiSystemSpeedDials’ table. The ‘Reload’ button must be clicked before the agents can see them.

Example SQL script:

INSERT INTO ctiSystemSpeedDials (Name, Company, Main Phone, Mobile, Home, Other1,
Other2)

VALUES (‘John Smith’, ‘CCS’, ‘+61 7 5553 9800’, ‘+61 4 2321 0989’, ‘+61 7 3242 1122, “, ")
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6.1.14 Web Callbacks

CCS Q has a ‘Web Callback’ feature, which enables customers to fill out a form on a web page,
which is then converted into an outgoing call request to the customer. This feature requires the

deployment of the web callback web service on the company’'s web server.

Once the ‘CCS Q Web Callback Web Service' is installed and configured, the ‘Web’ tab in CCS
Desk Manager needs to be configured to assign sources to campaigns. A new assignment can be
added by clicking on the ‘Add’ button, and an existing one can be deleted by clicking on the ‘red
bin’ icon.
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Configuration [}

- Administration

- Agents

- Breaks

- Campaigns

- Completion Codes

- Email Queuing

- Hok Keys

- Partitions

- Queue Announcerments
- Cueue Caller Lookup

- QUeUe Groups
- QUeUes

- Skills

- Speed Dials
®\'eb Callbacks
Bii--lntegration
#-Configuration

Mame

Add

0263

Source Campaign

anm, derma, bkl

Web URL Campaign Assignment

MName I Demu:u|

SourCe I hikkps ey compary  com, dermao, kel

Zampaign ICCS Call

o]

=

Cancel |

MO17z

Name — Name of the assignment

Source — It is usually the URL of the web page that contained the ‘Call Me’ button.

Campaign — the name of the campaign that receives the callback request. (Campaign type:

Callback)

CCS Q will use the entries according to their length to get the most accurate match.
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E.g. assuming the URL is http://www.lgericsson.com/ and if there are 2 sources below, nhumber 2
will be used.
1) http://www.|gericsson.com/

2) http:/lwww.Igericsson.com/products

When a CCS Q Web Callback call appears in a CCS Call Campaign, the client will display the ‘html
source’ and also any notes that were entered with the callback request.

CCS DESK

B i@ ® %
My Status

& Jack 111

v Busy Outgoing

Queue Callback

Number 0419204331
Name Ben Adams
Company Fimcom

Campaign Qutbound

Please call me back

6.2 Integration

6.2.1 ACT!

When CCS Desk is integrated with ACT!, it provides services such as popping a contact record on
an incoming call, dialing contact numbers from within ACT! etc. Sets of configuration options can be
grouped into profiles, and these profiles are assigned to agents. This ensures that a set of agents

all have the same options set and allows flexibility in the options agents can possess.

The ACT! tab within CCS Desk Manager contains a list of the ACT! integration profiles. A new
profile can be added by clicking on the ‘Add’ button, and an existing one can be deleted by clicking

on the ‘red bin’ icon.
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Configuration

& Administration
F:J--Integratiun

- Calendar Profiles
- Dynamics CRM 4

- (aeneric Integrations
- GoldMine

~HEAT

- Maximizer

- ODBC Integrations
- Cutlook

- SalesLogix
#-Configuration

ACT! Integration Profile

Prafils MName

MUtz
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ALCT! Integration Profile |

Hame ACT! Integration Profile

— Incoming Calls
Screen Pop Enown Mumbers v
‘Record Histomy..." when answered I
MHew Mumber 'Lookup Contact! -
Log Answered Calls v
Log Unangwered Callz v
Schedule Call Back r
Link CCS Recard Files in Higtary "

— Outgoing Callz
Screen Pop Known Mumbers I
'Record History...' v
MHew Mumber 'Lookup Contact! |
Log Outgoing Callz v
Link CCS Record Files in Higtary I

Cancel |

0122

Incoming Calls
Screen Pop Known Numbers — If the contact's number is found in ACT!, the contact record will be

opened in ACT!. The screen pop will not occur if the users current record in ACT! requires saving.

‘Record History...” when answered — When an incoming call is answered, the ‘Record History...’
windows will be opened to allow agent to enter details of the call they are receiving, to be stored in

the History for that contact.

New Number ‘Lookup Contact’ — If the caller cannot be identified, this option will enable ACT! to

display the ‘Lookup Contact’ screen.

Log Answered Calls — Generate automatic entries into the ACT! History for incoming calls that are

answered.
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Log Unanswered Calls — Generate automatic entries in the ACT! History for incoming calls that

are missed.

Schedule Call Back — When enabled, a ‘Call’ Activity will be scheduled to return the missed call.

Link CCS Record Files in History - When enabled, a link to the call recording file will be added to
the ACT! History Tab to allow subsequent playback of the recording.

Outgoing Calls
Screen Pop Known Numbers - If the contact’s number is found in ACT!, the contact record will be

opened in ACT!
‘Record History...” when answered — When the outgoing call is answered, the ‘Record History...’
windows will opened to allow agent to enter details of the call they are making, to be stored in the

History for that contact.

New Number ‘Lookup Contact’ — If the caller cannot be identified, this option will enable ACT! to

display the ‘Lookup Contact’ screen.
Log Outgoing Calls — Generate automatic entries into the ACT! History for all outgoing calls.
Link CCS Record Files in History - When enabled, a link to the call recording file will be added to

the ACT! History Tab to allow subsequent playback of the recording.

The ‘Integration’ setting must be changed to ACT! and the profile can be selected from the ‘Profile’

drop down list in the Agent configuration screen as shown below.

-

Edit Person

MHame |Jau:k

| nkegration |,.-3.,|:T!

Pratfile |.-'1‘-.ET! 7 or later
&uto Break | - Digabled - j
User Level |Standard User |
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Both CCS Desk and ACT! must be running for this integration to work.
6.2.1.1 Additional Client Configuration

-

JO-

Organize * [ Open with... - Burn Mew

-~
~
Mame

|% DESK.Act.Plugin.dll

DESK.ACT.Plugin.dll can be found in the installation folder of CCS Desk, and it will need
to be manually copied to the Plug-ins folder of ACT to enable the integration. Note that
this integration will only work with the .NET Versions of ACT!, i.e. ACT! Version 7, 2005

etc and subsequent versions.

6.2.2 Calendar

CCS Desk can be configured to set an agents status to a break according to appointments in their
Outlook Calendar. Sets of configuration options can be grouped into profiles, and these profiles are
assigned to agents. This ensures that a set of agents all have the same options set and allows

flexibility in the options agents can possess.
Currently Outlook is the only calendar application that is integrated.
The Calendar tab within CCS Desk Manager contains a list of the Calendar Integration profiles. A

new profile can be added by clicking on the ‘Add’ button, and an existing one can be deleted by

clicking on the ‘red bin’ icon.
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Configuration [}

[+ Administration
L=_| Integration

- BCT)
lendar P
- Dywnarmics CRM 4
- aenetic Integrations
- GoldMine
- HEAT
- Maximizer
- QDBC Integrations
- Outlook,
- SalesLogix
[+ Configuration

Add

Calendar Prafile

M0135
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When a profile is added or edited, the profile displays with a list of entries that can cause an
appointment in Outlook to trigger a break in CCS Desk.

Calendar Profile

X
Prafile Mame ]Outlcu:-k 2003 Calendar
Cancel |
Texk bo match Break | Pricriky: | CWvErwWrike | Auto-OFf
i | Cuk ok of Cffice 1] Yes Yes
fiif | Eat Lunch 1] Yes Yes
1] Meeting
fdd
MO200

Adding or editing a Calendar Trigger will display the Edit Calendar Trigger Details screen as below.

Edit Calendar Trigger Details |

Texk to match in Appointrnent ] Meeting

Break ko activate IMeeting j

Priority - used when more than ID—
one match is made
Crverwribe - IF the agent is

already an a break, overwrite [
with this one

Autao-off - revert the break
status to the previous wvalue N
after the appointment ends

Cancel |

10134

Text to match in Appointment - This text can be anywhere in the text of the subject of the
appointment, and is case insensitive. However the search is full-word. For example:
Lunch Meeting or With Phil meeting Jim & Pam would match.
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Meetings all day would not cause a match
Break to Activate - This is the break that will be activated for the CCS Desk user when the ‘Text to

match in Appointment’ text is found in the appointment subject.

Priority - The priority is used to assist in the situation where more than one match is found, the

match with the highest number in the priority field will be used.

Overwrite - If the agent is already on a break when this appointment becomes active, the break will

change to the one selected here only if this tick box is ticked.
Auto-off - When the appointment finishes, the user will be taken off a break (or returned to the

previous break they were on) only if this tick box is ticked.

Any of the profiles created for Calendar Integration can be selected from the ‘Calendar Profile’ drop

down list in the Agent configuration screen as shown below.

Edit Person —

Marmne |._Ia|:k

[ntegration | Maone ﬂ
Profile | =l
Auto Break, | - Dizabled - ﬂ
Uszer Level |Stanu:|aru:| User j
CCS Record Prcfile | - Disabled - |
Calendar Profile IW
Hatk.ey Profile lm

Both CCS Desk and Outlook must be running for this integration to work.

6.2.3 Dynamics CRM 4

When CCS Desk is integrated with Microsoft Dynamics CRM 4, it provides services such as
popping a contact record on an incoming call, allowing dialling of contact numbers within MSCRM

etc. Sets of configuration options can be grouped into profiles, and these profiles are assigned to
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agents. This ensures that a set of agents all have the same options set and allows flexibility in the

options agents can possess.

The MSCRM tab within CCS Desk Manager contains a list of the MSCRM integration profiles. A
new profile can be added by clicking on the ‘Add’ button, and an existing one can be deleted by

clicking on the ‘red bin’ icon.

Configuration [}

#-Administration
é--lntegration

- BCT!

- Calendar Profiles
- Dynarnics CRM 4

- enetic Integrations
- GoldMine

- HEAT

- Maximizer

- QDBC Integrations
- Qutlook,

- SalesLogix
#-Configuration

CRH Integration Profile

M0153
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Microsoft® CRM Integration Profile

Frofile Mame ]Dynamics CRM 4 Profile — Forms

Contact

CRM Server Mame :u:.-’/‘l crr: 5555 .
Isfaa"n::n:nntsx'edlt. azpy

CRM 4.0+ v

Accaunt

Al by C -
Breeeiion| me ] B -ompary Isfaa’accts#edlt.aspﬁ

— Incoming Calls

Call Ringing IDiSpla_l,l Contact / Account j Lead

Isfa;"leads.ﬂ'edit.aspx
Call Anzwered ISave and dizplay new Phone Call .ﬁ.ctivitj
Auta-Log |ncoming Extermal Call v Phore Call Activity
; Iactivitiesfphune.n’edit.asp:-:

Auta-Log Incoming Internal Callz |

Schedule Call for mizzed Incoming Estermal v Lead Activity

Schedule Call for mizzed Incoming Internal [ Iactivities.-"lead.-"edit.asp:-:
— Outgoing Callz

Call Dialing | Do nathing |

Call Answered IDispIa_l,l 'new Phone Call Activity' j

iuta-Log Dukgoing Extemal Callg v

Auta-Log Outgaing Internal Callz I CCS YR Integration

] i |0 Field I

—LCCS Record [ Yaice Recarding |

&ttach Recording ID::- it attach j
— Cugtom Phone Fields

Contacts I

(] I Cancel

0152

CRM Server Name — The MSCRM server host name and port, separated by a colon : sign.

CRM 4.0+ — This box needs to be ticked if integrating to MSCRM 4.0 or later versions.

Organisation Name — The name of the organisation within the MSCRM installation. This is
required when the CRM 4.0 checkbox is ticked.
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Incoming Calls
Call Ringing — Actions to perform when a new call is ringing.

e Do Nothing — The details of the caller will only be displayed in the CCS Desk tooltip.

e Display Contact / Account — The MSCRM ‘Contact’ screen will be opened for the
recognized contact.

e Save and Display new ‘Phone Call Activity’ — MSCRM ‘Phone Call Activity’ screen will
be opened. The activity is already saved and linked against the recognized contact.

e Display new ‘Phone Call Activity’ — Unsaved MSCRM ‘Phone Call Activity’ screen will be

opened.

Call Answered — Actions to perform when a new call is answered.
e Do Nothing — The details of the caller will only be displayed in the CCS Desk tooltip.
e Display Contact / Account — The MSCRM ‘Contact’ screen will be opened for the
recognized contact.
e Save and Display new ‘Phone Call Activity’ — MSCRM ‘Phone Call Activity’ screen will
be opened. The activity is already saved and linked against the recognized contact.
e Display new ‘Phone Call Activity’ — Unsaved MSCRM ‘Phone Call Activity’ screen will be

opened.

Auto-Log Incoming Internal Calls — When enabled, the details of any internal calls received will
be automatically logged as completed activities in the history of the associated contact in Microsoft
CRM.

Auto-Log Incoming External Calls — When enabled, the details of any trunk calls received will be
automatically logged as completed activities in the history of the associated contact in Microsoft
CRM

Schedule Call For Missed Incoming Internal Calls — When enabled, all missed internal calls will

result in an activity being scheduled to notify the recipient of the missed call.

Schedule Call For Missed Incoming External Calls — When enabled, all missed internal calls will

result in an activity being scheduled to notify the recipient of the missed call.
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Outgoing Calls
Call Dialing — Actions to perform when a new call is being dialed.

e Do Nothing — The details of the caller will only be displayed in the CCS Desk tooltip.

e Display Contact / Account — The MSCRM ‘Contact’ screen will be opened for the
recognized contact.

e Save and Display new ‘Phone Call Activity’ — MSCRM ‘Phone Call Activity’ screen will
be opened. The activity is already saved and linked against the recognized contact.

e Display new ‘Phone Call Activity’ — Unsaved MSCRM ‘Phone Call Activity’ screen will be

opened.

Call Answered — Actions to perform when a new call is answered.
e Do Nothing — The details of the caller will only be displayed in the CCS Desk tooltip.
e Display Contact / Account — The MSCRM ‘Contact’ screen will be opened for the
recognized contact.
e Save and Display new ‘Phone Call Activity’ — MSCRM ‘Phone Call Activity’ screen will
be opened. The activity is already saved and linked against the recognized contact.
e Display new ‘Phone Call Activity’ — Unsaved MSCRM ‘Phone Call Activity’ screen will be

opened.

Auto-Log Outgoing Internal Calls — When enabled, the details of any internal calls made will be

automatically logged as completed activities in the history of the associated contact in MSCRM.
Auto-Log Outgoing External Calls — When enabled, the details of any trunk calls made will be

automatically logged as completed activities in the history of the associated contact in MSCRM

CCS Record (Voice Recording)

Attach Recording — Choose the action to perform with call recording file created.

e Do Not Attach — Recording is not attached or linked in MSCRM.

e Attach to Displayed ‘Phone Call Activity’ — Creates a copy of the recording file into the
Notes section of the MSCRM ‘Phone Call Activity’ created.

e Attach to new ‘Phone Call History’ — Creates a copy of the recording file into the Notes
section of the auto-log completed activity.

e Link to Displayed ‘Phone Call Activity’ — Creates a link to the recording file into the

Notes section of the auto-log completed activity.
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e Attach to new ‘Phone Call History’ — Creates a link to the recording file into the Notes

section of the auto-log completed activity.

Custom Phone Fields

Contacts — By default, the CCS Desk CRM integration will only look in the standard contact fields
for phone numbers. Custom fields in MSCRM that might contain phone numbers can be added
here to be searched by CCS Desk. The name of the MSCRM field is required, not the label.

Multiple fields can be added by using a comma sign between them.

Forms
There are 5 forms which are used in the MSCRM integration. The form name used to pop these
can be edited if a custom form is required.

e Contact

e Account

e Lead

e Phone Call Activity

e Lead Activity

CCS IVR Integration
ID — The license number of CCS IVR used to ensure that the correct messages go to the correct
CCS IVR server.

6.2.3.1 Additional Client Configuration
CCS Desk integrates with Microsoft Active Directory when logging in to MSCRM. A

different username and password can be specified in the ‘MSCRM Option’ which will be
activated in the Configure section of CCS Desk client, when this integration type is
assigned in the agent profile. Please consult CCS Desk Client — CCS Desk Options

section 1.14 for more information.

This setting is a requirement when MSCRM is deployed in a hosted environment.
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-

a2 CCS DESK CRM Login )

lsername ||:rrnuser@|:|:umparr'_.r.|:|:um

Password |

Domain |

NO045

Cancel J/
|

Username — The name of a valid MSCRM account.

Password — the password to the MSCRM account.

Domain — The domain name for the account, if applicable.

6.2.4 Generic Integrations

CCS Desk now has a Generic Integrations layer that simplifies the configuration and expected
behaviour of the integration. Sets of configuration options can be grouped into profiles, and these
profiles are assigned to agents. This ensures that a set of agents all have the same options set and
allows flexibility in the options agents can possess.

The Generic Integrations tab within CCS Desk Manager contains a list of the integration profiles to
different applications. A new profile can be added by clicking on the ‘Add’ button, and an existing

one can be deleted by clicking on the ‘red bin’ icon.
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Configuration

& Administration
F:J--Integratiun

- BT

- Calendar Profiles
- Dynamics CRM 4

- eneric Integrations
- GoldMine

~HEAT

- Maximizer

- ODBC Integrations
- Cutlook

- SalesLogix
#-Configuration

Inteqration Prafile
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Integration Editor |
Marne I ZRM Integration
Skatic CvnaricsCrm201 1Inkegration. Dyvnamics

Requires User Login [

Caonfigure Integrakion

| Ik I Zancel

Name — The name of the integration profile.

Static — The integrations already supported by this layer.
e DynamicsCRM2011Integration.Dynamics — Microsoft Dynamics CRM 2011 local / hosted

/ online.
e DynamicsCRM4Integration.Dynamics —Microsoft Dynamics CRM 4 local / hosted / online.

e Simprolntegration.Simpro — Workforce Management application called Simpro.

e Xplanintegration.Xplan — Investment Trends Planning application called Xplan.
Requires User Login — Enable this checkbox if local authentication is required.

All current built-in integration such as MSCRM, Goldmine, SalesLogix, Maximizer, ACT! will be

moved to this layer in future version.

The ‘Configure Integration’ button will open the next configuration screen.

6.2.4.1 Dynamics CRM 2011
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General Settings

Dynamics CRM 2011 M=l E3

[General Settings
| Fizarming Call

Outgaing Call |
Campaign Call
Email Organization

CRM Dizcovery Service

Credentialz <Usze Default: J

Login |

ak. Cancel |
A

CRM Discovery Service — The address of the web service for authentication.

Organization — The name of the organization configured in Dynamics CRM 2011.

Credentials — This will be filled automatically according to the other settings below it.

Username — The name of the Dynamics CRM 2011 account to use.

Domain — The domain name of the Dynamics CRM 2011 account, if applicable.

Password — The password to the Dynamics CRM 2011 account.

The ‘Login’ button will test the credentials and advise when successful.

Incoming Call
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Dynamics CRM 2011 =] E3
General Settings Screen Pop
Dutgu:uirjg Call " Mever
E?nrgﬁalgn Call * ‘when Ringing
™ When Answered
¥ Pop Joumnal Entry [ Pop Unlinked Joumnal
[ Create Journal befare Pop [ Log Unlinked Call History
I Log Call History [ Create Callback Tazk
V¥ atach Recording [T Create Unlinked Callback
v Ignare Intemnal Calls
ak Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.

¢ Never — The feature is disabled.

¢ When Ringing — As soon as the call rings.

¢ When Answered — When the agent has answered the call.

Pop Journal Entry — Displays the new Phone Call Activity screen once the call is

answered.

Create Journal before Pop — Saves the Phone Call Activity before it is popped. This

option is available only when ‘Pop Journal Entry’ is checked.

Log Call History — Creates an entry in History.

Attach Recording — Creates a link to the call recording file in History.

Ignore Internal Calls — Disables all integration features when the incoming call comes

from an internal source.
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Pop Unlinked Journal — Displays new Phone Call Activity even when contact is not
found in CRM.

Log Unlinked Call History — Creates an entry to History even when contact is not found
in CRM.

Create Callback Task — Creates a Task to remind agent of the missed call.

Create Unlinked Callback — Creates a Task to remind agent of the missed call, even

when contact is not found in CRM.
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Outgoing Call
Dynamics CRM 2011 =] E3
General Settingz Screen Pop
Ihzoming Call
& Wever
E?nrgﬁalgn =2l = When Ringing
™ When Answered
¥ Pop Joumnal Entry [ Pop Unlinked Joumnal
[ Create Journal befare Pop [ Log Unlinked Call History
W Log Call Histary
v Attach Recording
[ Ignare Intemal Calls
k. Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.

¢ Never — The feature is disabled.

¢ When Ringing — When the call is still ringing.

¢ When Answered — When the agent has answered the call.

Pop Journal Entry — Displays the new Phone Call Activity screen once the call is

answered.

Create Journal before Pop — Saves the Phone Call Activity before it is popped. This

option is available only when ‘Pop Journal Entry’ is checked.

Log Call History — Creates an entry in History.

Attach Recording — Creates a link to the call recording file in History.

Ignore Internal Calls — Disables all integration features when calling an internal number.
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Pop Unlinked Journal — Displays new Phone Call Activity even when contact is not
found in CRM.

Log Unlinked Call History — Creates an entry to History even when contact is not found
in CRM.
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Campaign Call

Dynamics CRM 2011 M=l E3

General Settingz —Screen Pop
| Fizarming Call

Dutiainﬁ Call " Mever

E il * when Presented
" “when Ringing
i Wihen Snswened

[~ PopJoumal Entry
I Log Call History
v Attach Recording

ak. Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.
e Never — The feature is disabled.
¢ When Presented — When the next campaign call is assigned to agent.
¢ When Ringing — As soon as the call rings.

e When Answered — When the agent has answered the call.

Pop Journal Entry — Displays the new Phone Call Activity screen once the call is
answered.

Log Call History — Creates an entry in History.

Attach Recording — Creates a link to the call recording file in History.
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Email
Dynamics CRM 2011 =] E3
General Settingz Screen Pop
| Fizarming Call
Dutgu:uirjg Call " Mever
EamealEalEal &% when Presented
[ Pop Joumal Entry
W Log Email in Histary
k. Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.
e Never — The feature is disabled.

e When Presented — When the email is assigned to agent.

Pop Journal Entry — Displays the new Phone Call Activity screen once the call is

answered.

Log Email in History — Creates a log of the email in History.
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6.2.4.2 Dynamics CRM 4
General Settings
Dynamics CRM 4 !EE

[General Settings
| Fizarming Call
Outgaing Call
Carnpaign Call
Email

CR 4 Dizcovery Server

CRk Organization Mame

Credentials |<L|$e Drefault: B
|lzemame I Login |
Dromain I
FPazzword I

(] Cancel |

4

CRM 4 Discovery Server — The address of the web service for authentication.

Organization — The name of the organization configured in Dynamics CRM 4.

Credentials — This will be filled automatically according to the other settings below it.

Username — The name of the Dynamics CRM 4 account to use.

Domain — The domain name of the Dynamics CRM 4 account, if applicable.

Password — The password to the Dynamics CRM 4 account.

The ‘Login’ button will test the credentials and advise when successful.
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Incoming Call
Dynamics CRM 4 !EI E
General Settings Screen Pop
Outgaing Call " Mever
C ign Call -
E?nrgﬁalgn a * when Ringing
™ When Answered
[ Pop Joumal Entry [ Pop Unlinked Joumnal
[T | Create Joumal before Pap [ Log Unlinked Call History
W Log Call Histary [ Create Callback Task
v Attach Recording [T Create Urlinked Callback
v Ignare Intemnal Calls
k. Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.

¢ Never — The feature is disabled.

¢ When Ringing — As soon as the call rings.

¢ When Answered — When the agent has answered the call.

Pop Journal Entry — Displays the new Phone Call Activity screen once the call is

answered.

Create Journal before Pop — Saves the Phone Call Activity before it is popped. This

option is available only when ‘Pop Journal Entry’ is checked.

Log Call History — Creates an entry in History.

Attach Recording — Creates a link to the call recording file in History.

Ignore Internal Calls — Disables all integration features when the incoming call comes

from an internal source.
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Pop Unlinked Journal — Displays new Phone Call Activity even when contact is not
found in CRM.

Log Unlinked Call History — Creates an entry to History even when contact is not found
in CRM.

Create Callback Task — Creates a Task to remind agent of the missed call.

Create Unlinked Callback — Creates a Task to remind agent of the missed call, even

when contact is not found in CRM.
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Outgoing Call
Dynamics CRM 4 !EI E
General Settingz Screen Pop
Ihzoming Call
& Wever
E?nrgﬁalgn =2l = When Ringing
™ When Answered
[ Pop Joumal Entry [ Pop Unlinked Joumnal
[T | Create Joumal before Pap [ Log Unlinked Call History
W Log Call Histary
v Attach Recording
v Ignare Intemnal Calls
k. Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.

¢ Never — The feature is disabled.

¢ When Ringing — When the call is still ringing.

¢ When Answered — When the agent has answered the call.

Pop Journal Entry — Displays the new Phone Call Activity screen once the call is

answered.

Create Journal before Pop — Saves the Phone Call Activity before it is popped. This

option is available only when ‘Pop Journal Entry’ is checked.

Log Call History — Creates an entry in History.

Attach Recording — Creates a link to the call recording file in History.

Ignore Internal Calls — Disables all integration features when calling an internal number.
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Pop Unlinked Journal — Displays new Phone Call Activity even when contact is not

found in CRM.

Log Unlinked Call History — Creates an entry to History even when contact is not found

in CRM.
Campaign Call
Dynamics CRM 4 !EI E
General Settingz —Screen Pop
| Fizarming Call
Dutiainﬁ Call " Never
Emai * when Presented
= When Ringing
i Wihen Snswened
[~ PopJoumal Entry
I Log Call History
v Attach Recording
ak. Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.

Pop Journal Entry — Displays the new Phone Call Activity screen once the call is

Never — The feature is disabled.

When Presented — When the next campaign call is assigned to agent.

When Ringing — As soon as the call rings.

When Answered — When the agent has answered the call.

answered.

Log Call History — Creates an entry in History.

Attach Recording — Creates a link to the call recording file in History.
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Email
Dynamics CRM 4 !EI E
General Settingz Screen Pop
| Fizarming Call
Dutgu:uirjg Call " Mever
EamealEalEal &% when Presented
[ Pop Joumal Entry
W Log Email in Histary
k. Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.
e Never — The feature is disabled.

e When Presented — When the email is assigned to agent.

Pop Journal Entry — Displays the new Phone Call Activity screen once the call is
answered.

Log Email in History — Creates a log of the email in History.
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6.2.4.3 Simpro
General Settings
SimPro !EE

General Settings

; SimPro URL
| Fizarming Call
Outgaing Call |
Carnpaign Call
Email Compaty Mame

Credentials |<L|$e Drefault: B
|lzemame I Login |
Dromain I
FPazzword I

(] Cancel |

4

SimPro URL — The address of access SimPro.

Organization — The name of the organization configured in SimPro.

Credentials — This will be filled automatically according to the other settings below it.

Username — The name of the SimPro account to use.

Domain — The domain name of the SimPro account, if applicable.

Password — The password to the SimPro account.

The ‘Login’ button will test the credentials and advise when successful.
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Incoming Call
SimPro !EIE
General Settings Screen Pop
Outgaing Call " Mever
C ighn Call ..
E?nrgﬁalgn a * when Ringing
™ When Answered
™| PopJoumal Entry [T Fop Unlinkedkoumal
[T | Create Joumal before Pap [ Log Unlinked Call History
W Log Call Histary ™| Create Calback Task
v Attach Recording [T Create Unlinked Callback
v Ignare Intemnal Calls
k. Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.

¢ Never — The feature is disabled.

¢ When Ringing — As soon as the call rings.

¢ When Answered — When the agent has answered the call.

Log Call History — Creates a log of the call in the SimPro database.

Attach Recording — Creates a link to the call recording file in the SimPro database.

Ignore Internal Calls — Disables all integration features when the incoming call comes

from an internal source.

Log Unlinked Call History — Creates a log of the call in SimPro, even when contact is

not found.
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Outgoing Call
SimPro !EI E
General Settingz Screen Pop
Ihzoming Call
& Wever
E?nrgﬁalgn =2l = When Ringing
™ When Answered
™| PopJoumal Entry [T Fop Unlinkedkoumal
[T | Create Joumal before Pap [ Log Unlinked Call History
W Log Call Histary
v Attach Recording
v Ignare Intemnal Calls
k. Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.

¢ Never — The feature is disabled.

¢ When Ringing — When the call is still ringing.

¢ When Answered — When the agent has answered the call.

Log Call History — Creates a log of the call in the SimPro database.

Attach Recording — Creates a link to the call recording file in the SimPro database.

Ignore Internal Calls — Disables all integration features when calling an internal number.

Log Unlinked Call History — Creates a log of the call in SimPro, even when contact is

not found.
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Campaign Call
SimPro !EIE
General Settingz —Screen Pop
| Fizarming Call
Dutiainﬁ Call " Mever
Foa] * when Presented
= When Ringing
i Wihen Snswened
™| Pop Joumal Exty
I Log Call History
v Attach Recording
ak. Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.
e Never — The feature is disabled.
¢ When Presented — When the next campaign call is assigned to agent.
¢ When Ringing — When the call is still ringing.

e When Answered — When the agent has answered the call.
Log Call History — Creates a log of the call in the SimPro database.

Attach Recording — Creates a link to the call recording file in the SimPro database.
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Email

SimPro !EI E

General Settingz Screen Pop
| Fizarming Call
Dutgaing Call " Never

Eamﬁalin Eall_ * ‘When Prezented

™| PopJoumal Entry
W Log Email in Histary

ak. Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.
e Never — The feature is disabled.

¢ When Presented — When the email is assigned to agent.

Log Email in History — Creates a log of the email in SimPro database.
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6.2.4.4 Xplan

General Settings

X-Plan Hi=] B
General Settings wrlan Server Ll
| Fizarming Call H
Outgaing Call |
Carnpaign Call
E mail
Credentials |<L|$e Drefault: B
|lzemame I Login |
Dromain I
FPazzword I

(] Cancel |
y

Xplan Server URL — The address of access Xplan.

Credentials — This will be filled automatically according to the other settings below it.

Username — The name of the SimPro account to use.

Domain — The domain name of the SimPro account, if applicable.

Password — The password to the SimPro account.

The ‘Login’ button will test the credentials and advise when successful.
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Incoming Call
X-Plan M=] B3
General Settings Screen Pop
Outgaing Call " Mever
C ighn Call ..
E?nrgﬁalgn a * when Ringing
™ When Answered
™| PopJoumal Entry [T Fop Unlinkedkoumal
[T | Create Joumal before Pap [ Log Unlinked Call History
W Log Call Histary ™| Create Calback Task
v Attach Recording [T Create Unlinked Callback
v Ignare Intemnal Calls
k. Cancel |
A

Screen Pop — Displays the contact information when the caller is found.

¢ Never — The feature is disabled.

¢ When Ringing — As soon as the call rings.

¢ When Answered — When the agent has answered the call.

Log Call History — Creates a log of the call in the Xplan database.

Attach Recording — Creates a link to the call recording file in the Xplan database.

Ignore Internal Calls — Disables all integration features when the incoming call comes

from an internal source.

Log Unlinked Call History — Creates a log of the call in Xplan, even when contact is not

found.
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Outgoing Call
X-Plan M=l E3
General Settingz Screen Pop
Ihzoming Call
& Wever
E?nrgﬁalgn =2l = When Ringing
™ When Answered
™| PopJoumal Entry [T Fop Unlinkedkoumal
[T | Create Joumal before Pap [ Log Unlinked Call History
W Log Call Histary
v Attach Recording
v Ignare Intemnal Calls
k. Cancel |
A

Screen Pop — Displays the contact information when the caller is found.

¢ Never — The feature is disabled.

¢ When Ringing — As soon as the call rings.

¢ When Answered — When the agent has answered the call.

Log Call History — Creates a log of the call in the Xplan database.

Attach Recording — Creates a link to the call recording file in the Xplan database.

Ignore Internal Calls — Disables all integration features when dialing an internal

destination.

Log Unlinked Call History — Creates a log of the call in Xplan, even when contact is not

found.
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Campaign Call
X-Plan M=l E3
General Settingz —Screen Pop
| Fizarming Call

Dutiainﬁ Call " Mever

E il * when Presented
" “when Ringing
i Wihen Snswened

™| Pop Joumal Exty
I Log Call History
v Attach Recording

ak. Cancel |
A

Screen Pop — Displays the contact information when the caller is found.
e Never — The feature is disabled.
¢ When Presented — When the next campaign call is assigned to agent.
e When Ringing — As soon as the call rings.

e When Answered — When the agent has answered the call.
Log Call History — Creates a log of the call in the Xplan database.

Attach Recording — Creates a link to the call recording file in the Xplan database.
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Email

X-Plan M=l E3

General Settingz Screen Pop
| Fizarming Call
Dutgaing Call " Never

Eamﬁalin Eall_ * ‘When Prezented

™| PopJoumal Entry
W Log Email in Histary

ak. Cancel |
A

Screen Pop — Displays the Contact screen when the caller is found.
e Never — The feature is disabled.

e When Presented — When the email is assigned to agent.

Log Email in History — Creates a log of the email in the Xplan database.
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6.2.4.5 Additional Client Configuration
The ‘Integration’ setting must be changed to Generic Integration and the profile can be

selected from the ‘Profile’ drop down list in the Agent configuration screen as shown

below.

-

Edit Person

Hame Jack

|ntegratian

Profile Rk integration
&uta Break | - Disabled - ﬂ

User Level |Standard User |

If ‘Requires User Login’ is ticked, the Generic CRM integration window will be displayed
when CCS Desk client is launched. Use the credentials section to configure the correct
username, password and domain. None of the other the settings are configurable from

this screen.

Dynamics CRM 2011 Hi=] B

[General Settings
| Fizarming Call

Outgaing Call |
Carnpaign Call
Email Organization

CRM Dizcoven Service

Credentials Ilest@cumpany.cum J
Izermame Ilest@cumpany.cum Login |
Drornair I
FPazzwaord I"“’“‘"’“‘ﬂ
] Cancel |
A
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6.2.5 Goldmine®

When CCS Desk is integrated with GoldMine, it provides services such as popping a contact record
on an incoming call, allowing dialling of contact numbers within GoldMine etc. Sets of configuration
options can be grouped into profiles, and these profiles are assigned to agents. This ensures that a

set of agents all have the same options set and allows flexibility in the options agents can possess.

The Goldmine tab within CCS Desk Manager contains a list of the Goldmine integration profiles. A
new profile can be added by clicking on the ‘Add’ button, and an existing one can be deleted by

clicking on the ‘red bin’ icon.

Configuration [} |
#-Administration Prafile Mame
=-Integration i
- ACTI Add

- Calendar Profiles

- Dynamics CRM 4

- enetic Integrations
= oldiine
- HEAT

- Maximizer

- QDBC Integrations
- Qutlook,

- SalesLogix
#-Configuration

T
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GoldMine® Integration Profile

Frofile Mame Standard

— lncoming Callz

Screen Pop Exizting Mumber v
Use Mew Contact Wwindow v
Mew number 'Lookup Contact’ [
'Complete Scheduled Call [
'Complete Unzcheduled Call' |
Auto-Restore when Minimized ¥
Igrare |rtermal Calls v
— Dutgoing Calls
Screen Pop Existing Mumber v
ze Mew Contact ‘Window v
MHew number ‘Lookup Contact’ |
'Complete Scheduled Call |
'Complete Unzcheduled Call I

Fhone 1
Phone 2
Phone 3
Additional Contacts

— GaldMine® fields tao zearch

v

-

Mizcellaneous

Lookup [nzoming Mumber
[DHIS)

Start Goldkine® Timer

-
-

CCS Record | Attach - I

Log
IIhanzwered
| nzoming

IInanzwered
| nternal

|neaming

Cutgoing

[ i i B R

| nternal

<]

CCS Call

— GoldMine® Histaory S ettings

Code Rezult Callback
ILINE ILINI: r
ILINT ILINT r
IINI: IINE
IIIILIT IIIILIT

IINT IINT

IE‘-"-M ¥ Campaign Hame

0173

Cancel |

Incoming Calls

Screen Pop Existing Number — Display their Goldmine contact record if the number of the caller is

known.

Use New Contact Window — A new contact window will be opened when a screen pop occurs,

rather than the existing record being changed

New Number Lookup Contact - In the case that the number of an incoming call is not found in the

contact database, a Lookup Contact window to be displayed.

Complete Scheduled Call — When an incoming call results in an identified contact, a complete

schedule call item is opened, linked to the contact.

Complete Unscheduled Call — When an incoming call results in an identified contact, a completed

unscheduled call item is created, linked to the contact.

Auto-Restore When Minimised — This option will restore the CCS Desk client when an incoming

call is received and minimised when the call ends.
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Ignore Internal Calls — GoldMine will not pop the contact of a call that is on an internal extension.

Outgoing Calls
Screen Pop Existing Number — Display their Goldmine contact record if the number of the caller is

known.

Use New Contact Window — A new contact window will be opened when a screen pop occurs,

rather than the existing record being changed.

New Number Lookup Contact - In the case that the number of an outgoing call is not found in the

contact database, a Lookup Contact window to be displayed.

Completed Scheduled Call — Completes a pending action for the contact.

Complete Unscheduled Call — Creates a new unscheduled call action for the contact.

Goldmine Fields to Search

This specifies the phone number fields in GoldMine that CCS Desk will search for a contacts

number. Additional contacts can only be searched if the SQL version of GoldMine is installed.

Goldmine History Settings

The GoldMine History Settings group together options describing what information on call history

should be automatically logged into GoldMine.

For each row the ‘Log’ checkbox determines if calls of that type should be logged. The ‘Code’ box
determines which history code that the event is given, and the ‘Result’ box describes the result that

the history item is given.

If the ‘Callback’ check box is checked, a pending call action is automatically created. This feature
should only be selected if an incoming call rings on one CCS Desk agent only. Otherwise all the

agents who did not answer the call will receive a missed call record and a call back scheduled.
If the ‘Campaign Name’ option is enabled for the CCS Call row, when a CCS Call Campaign Call is
logged in the History of GoldMine, the name of the Campaign will be inserted at the start of the

Reference text.

Miscellaneous
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Lookup Incoming Number (DNIS) — This option tells CCS Desk to use the number the caller

dialled rather than the callers own number, for the GoldMine searches on incoming calls.

Start GoldMine Timer — CCS Desk will start the Goldmine timer when a call begins.

The ‘Integration’ setting must be changed to Goldmine and the profile can be selected from the

‘Profile’ drop down list in the Agent configuration screen as shown below.

-

Edit Person
Mame Jack
|ntegration | Goldiine
Prafile GM vE or later
&uto Break, | - Digabled - j
User Level |Standard Usger j

Both CCS Desk and Goldmine must be running for this integration to work.

6.2.5.1 Additional Client Configuration
The following DLL files must be copied from the Goldmine program files folder to the

Windows System folder i.e. C:\Windows\System32. The name of the files may differ

slightly depending upon the version of Goldmine.

GM7S32.DLL
GM7TP32.DLL
GMSSL32.DLL
GMXML.DLL
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6.2.6 HEAT®

When CCS Desk is integrated with HEAT, it provides services such as popping a contact record on
an incoming call, allowing dialling of contact numbers within HEAT etc. Sets of configuration options
can be grouped into profiles, and these profiles are assigned to agents. This ensures that a set of

agents all have the same options set and allows flexibility in the options agents can possess.
The HEAT tab within CCS Desk Manager contains a list of the HEAT integration profiles. A new
integration profile can be added by clicking on the ‘Add’ button, and an existing one can be deleted

by clicking on the ‘red bin’ icon.

Configuration [} |

#-Administration
é--lntegration il
- BCT!

- Calendar Profiles

- Dynarnics CRM 4

- enetic Integrations
- GoldMine

SHEAT

- Maximizer

- QDBC Integrations
- Qutlook,

- SalesLogix
#-Configuration

Profile Mame

Add

T
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Before you can enter the configuration, you will need to configure the HEAT Settings in the main

screen of CCS Desk Manager.

-

#,3'; CC5 DESK Manager (Administrator)

File [thions] Help

Confi

qure

GoldMine
CiC5 DESK Manager Options
Ernergency Mode

HEAT Settings

HEATE® Lagin

Datazource

Pazswiord

M0185

|Jzeit ame

|HealDemo

Test HEAT Login

LCancel |

Datasource — The ODBC data source to the HEAT database.

to the Windows ODBC administration tool.

UserName — The account used to access the HEAT data source.

Password — The password to the account.

The button next to this is a shortcut

The ‘Test HEAT Login’ will confirm whether the credentials are sufficient for CCS Desk Manager to

login to HEAT.

Login Successful[MO1... SRES

HEAT Legin Successful
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HEAT® Profile Configuration . — 23

Frofile Mame WEﬂTEDHmm
| Employee ﬂ Marme Field |FirstN ame ﬂ

ID' Field | CustiD 1 Company Field | CustType =
| Call Higtary ﬂ | Trunk,
RecvdDate o
RecvdTime | J

PhioneE k1

Lol Lol L@ L

cu |

M0O182

Profile Name — The name of the HEAT integration profile.

Customer Type — Select the type of contacts to integrate with.

ID Field — The HEAT field that will be used as the contact ID.

Name Field — The HEAT field that will be used as the name of the contact.

Company Field — The HEAT field that will be used as the company name of the contact.

Form to Pop — the different screens in HEAT that can be opened when there is an active call.
e Profile — The main contact screen
e Contacts — The list of additional contacts linked to this contact
e Configuration — The detailed information for the contact.
e History — The list of open and closed tickets assigned to this contact.

e New Call Record — Creates a new ticket.

Fields to Match — The HEAT fields that will be searched against the source information. Multiple

fields in the list can be selected
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Data to Match — The input source to find a matching contact.
e CLI - The caller number.
e DNIS — The number called by the caller.

e Database Lookup — This feature is no longer supported.

Additional settings are part of the ‘Database Lookup’ mode that is no longer supported.

The ‘Integration’ setting must be changed to HEAT and the profile can be selected from the ‘Profile’

drop down list in the Agent configuration screen as shown below.

&

Edit Person .
R Jack,
Integration
Profile |HE.-‘-‘-.T G or later
&uto Break - Dizabled - -
Uszer Level | Standard User ﬂ

Both CCS Desk and HEAT must be running for this integration to work.

6.2.6.1 Additional Client Configuration
Each CCS Desk client must be configured with the HEAT ODBC data source name,

username and password. The ‘Maximizer Option’ button will be activated in the

Configure section of CCS Desk client, when this integration type is assigned in the agent
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profile. Please consult CCS Desk Client — CCS Desk Options section 1.14 for more

information.

Configure CCS DESK e |
HEAT® Login ]
UserName | =i
Paszsword |*“‘“*
Datasource | HeatDemo ﬂ
Pop Screen [
MODET
I QK | Cancel

UserName — The name of a valid HEAT account.
Password — The password to the HEAT account.
Datasource — The ODBC data source name to the HEAT database.

Pop Screen — Enables this check box to pop the HEAT screen when there is a new

active call.

6.2.7 Maximizer

When CCS Desk is integrated with Maximizer, it provides services such as popping a contact

record on an incoming call, dialing contact numbers from within Maximizer etc. Sets of configuration
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options can be grouped into profiles, and these profiles are assigned to agents. This ensures that a

set of agents all have the same options set and allows flexibility in the options agents can possess.

The Maximizer tab within CCS Desk Manager contains a list of the Maximizer integration profiles. A
new profile can be added by clicking on the ‘Add’ button, and an existing one can be deleted by

clicking on the ‘red bin’ icon.

Configuration [}
#-Administration Prafile Mame
& Integration I
- ACTI

- Calendar Profiles

- Dynarnics CRM 4

- enetic Integrations
- GoldMine

- HEAT

- Maximizer

- QDBC Integrations
- Qutlook,

- SalesLogix
#-Configuration

11744
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Maximizer Integration Profile

Hame b aximizer 7 or late
— Incoming Calls
Screen Pop Fnowvn Mumbers v
"Write a Maote' when answered v
Mew Mumber 'Search Company’ -
Log Answered Calls [v INC [Result Code)
Log Unanswered Calls v LM, [Result Code]
Schedule Call Back T [ (ResuitCode)
Link CC5 Recard Files in 'Documents’ W
— Outgoing Callz
Screen Pop Known Mumbers I
"Whike & Maote' v
Mew Mumber 'Search Company' [
Log Outgaoing Callz v auT [Result Code]
Link CC5 Recard Files in 'Documents’ [v
| Ok, I Cancel |
k401393
Incoming Calls

Screen Pop Known Numbers — If the contact’s number is found in the Maximizer address book,

the contact record will be opened in Maximizer.

‘Write a Note’ when answered — When an incoming call is answered, the ‘Write a Note’ window
will be opened to allow agent to enter details of the call they are receiving, to be stored in the Notes

section for that contact.

New Number ‘Search Company’ — If the caller cannot be identified, this option will enable

Maximizer to display the ‘Search by Company’ screen.

Log Answered Calls — Generate automatic entries into the Maximizer Notes for incoming calls that

are answered. These notes are formatted to appear in the Phone Log report within Maximizer. One
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of the fields in this report is Result. You can enter the appropriate Result Code for each of the

different call types so they can be identified in the Phone Log report.

Log Unanswered Calls — Generate automatic entries into the Maximizer Notes for incoming calls
that are missed. These notes are formatted to appear in the Phone Log report within Maximizer.
One of the fields in this report is Result. You can enter the appropriate Result Code for each of the

different call types so they can be identified in the Phone Log report.

Schedule Call Back — When enabled, a telephone call task will be scheduled to return the missed

call.

Link CCS Record Files in History - When enabled, a link to the call recording file will be added to

the Documents tab to allow subsequent playback of the recording.

Outgoing Calls
Screen Pop Known Numbers — If the contact’'s number is found in the Maximizer address book,

the contact record will be opened in Maximizer.

‘Write a Note’ when answered — When the outgoing call is answered, the ‘Write a Note’ window
will opened to allow agent to enter details of the call they are making, to be stored in the History for

that contact.

New Number ‘Search Contact’ — If the caller cannot be identified, this option will enable

Maximizer to display the ‘Search by Contact’ screen.

Log Outgoing Calls — Generate automatic entries into the Maximizer Notes History for all outgoing
calls. These notes are formatted to appear in the Phone Log report within Maximizer. One of the
fields in this report is Result. You can enter the appropriate Result Code for each of the different

call types so they can be identified in the Phone Log report.

Link CCS Record Files in History - When enabled, a link to the call recording file will be added to
the Documents tab to allow subsequent playback of the recording.
The ‘Integration’ setting must be changed to Maximizer and the profile can be selected from the

‘Profile’ drop down list in the Agent configuration screen as shown below.
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Edit Person
k arme |J ack
Integration b aximizer
Frofile |Ma:-:imizer ¥ or later
Ao Break -- Dizabled -- -
User Level |Standard User |

Both CCS Desk and Maximizer must be running for this integration to work.

6.2.7.1 Additional Client Configuration
Each CCS Desk client must be configured with the Maximizer ODBC data source name,

username and password. The ‘Maximizer Option’ button will be activated in the
Configure section of CCS Desk client, when this integration type is assigned in the agent
profile. Please consult CCS Desk Client — CCS Desk Options section 1.14 for more

information.
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Maximizer Settings l&

Database |Mﬁ.5_TestData
[ zernarne |master Cancel |

EETERTT

Paszwiord

0097

Database — The ODBC data source name to the Maximizer database.

Username — The name of a valid Maximizer account.

Password — The password to the Maximizer account.

6.2.8 ODBC Integrations

CCS Desk can be integrated with any application that supports ODBC and DDE. CCS Desk has the
option to integrate with other applications such as Microsoft Access etc than just the applications
listed in the CCS Desk Manager.
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The ODBC tab within CCS Desk Manager contains a list of the ODBC integration profiles. A new
integration profile can be added by clicking on the ‘Add’ button, and an existing one can be deleted

by clicking on the ‘red bin’ icon.

Configuration [}
#-Administration Data Source
=-Integration
- ACT!

- Calendar Profiles

- Dynamics CRM 4

- Genetic Inkegrations
- GoldMine

- HEAT

- Maximizer

- QDEC Inkegrations
- Ctlook,

- SalesLogix
#-Configuration

IV
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DDEC / DDE Configuration |

EN S ]EE Integration Profile. EXCEL
Datasource ] test j ODEC Cancel |
Primary D ]Sheeﬂ $.1D ) |
Additional T ables Call Event Funchionz

Additional T able Linked ID Field Ilncuming Call Ringing j

Add

D ezcription

Mane Field ]Sheeﬂ $.Mame

Company Field ]Sheeﬂ $.Compary _l

Werfication Settings
T able Field | Walidation % alue
Add

FPhone Mumber Fields
Table Phone Field WHERE clause

Add

0203

Name — The name of the ODBC integration profile.

Datasource — The ODBC name that connects to the data source

Primary ID — The field in the ODBC data source that will be used as the contact identifier.

Additional Tables — Link multiple tables.

Name Field — The field in the ODBC data source that will be used as the name of the contact.
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Company Field — The field in the ODBC data source that will be used as the company name of the
contact.
Verification Settings — The field in the ODBC data source that will be used to verify the validity of

the record.

Phone Number Fields — The field in the ODBC data source that contains phone numbers of the
contact. This will be matched against the caller number of the active call. Multiple fields can be
added into the list.

The ‘Integration’ setting must be changed to ODBC and the profile can be selected from the ‘Profile’

drop down list in the Agent configuration screen as shown below.

- |
Edit Person

MName |J ack

Integration | QDB

Profile SOLDE
Auto Break | - Dizabled - j
User Level |Standard User |

6.2.8.1 Call Event Functions
The Call Event Functions table is used to trigger actions to occur when certain events

are fired, such as when an incoming call starts ringing, when an incoming call is

answered and when campaign calls are presented.

A new function can be added by clicking on the ‘Add’ button in the ‘Call Event Functions’

list, and an existing one can be deleted by clicking on the ‘red bin’ icon.

Call Event Functions

|Inu:u:uming Call Ringing ﬂ

Marne Dezcription
| @l Pop Ticket
Add

Name — The name of the action.
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Description — Text to describe the configured action.

Action — The list of actions that can be performed. We will not explain every action in

detail with this document.

DDEExecute — Connects to a third party DDE Service and send commands.

.

Edit Action ﬁw
M ame
Dezcription |
Action | DDEE Recute j
DDE Service IW
DDE Tepic  [DATA

DDE Command |Lu:uau:|Tiu:ket[{.-'-‘-.|:|:|:|untN o)

(] 4 | Cancel
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e Pop Access 2007 — Opens a form in Microsoft Access.

-

S

ID Field Contact D
Form M ame b wFarm

Edit Action
Mame |Launu:h5 LrveEy
Dezcription |
Action |F'n:||:- Accezz 2007 ﬂ

Databaze Mame |myaccess.accdl:u

| o |

Cancel

o ShellExecute — Starts an external application.

-

=)

ShellE secute Command

Edit Action
MName |Launch5 ey
Description |
Achion | ShellE secute j

Parameters

|ie:-:|:||-:|re "http: Aimtranet survesform, asp fid=itccount o}

Cancel
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e SendKeys — A well-documented function within languages such as Visual Basic

or C#, where ‘special keys' are enclosed in curly braces, such as {TAB}.

Edit Action [

MName |WriteN umber
Dezcription |
Achion | Sendk.eys j

Keys to Send {TAB} ~Mumber ={Mumber}

Cancel

MO123

And many more.

6.2.8.2 Additional Client Configuration
The ODBC data source, with the exact same name and configuration, must exist in each

agent machines.
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6.2.9 Outlook®

When CCS Desk is integrated with Outlook, it provides services such as popping a contact record
on an incoming call, logging the call to the journal etc. Sets of configuration options can be grouped
into profiles, and these profiles are assigned to agents. This ensures that a set of agents all have
the same options set and allows flexibility in the options agents can possess.

The Outlook tab within CCS Desk Manager contains a list of the Outlook integration profiles. A new

profile can be added by clicking on the ‘Add’ button, and an existing one can be deleted by clicking

on the ‘red bin’ icon.

Configuration [}

@--ﬂ.dministration
=-Integration | B Outlook Integration Profile
- BCT! Add

- Calendar Profiles

- Dynarnics CRM 4

- enetic Integrations
- GoldMine

- HEAT

- Maximizer

- ODBC Integrations

Profile Mame

- SalesLogix
#-Configuration

[
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Outlook® Integration Profile

Prafile Mame Outlook, [ntegration Profile

— lncoming Callz

{Pop Contack

Igcup Contact Journal Entry

Log call to Journal

Log unknown number / no number
Unanzwered Callback Task
Callback unknown nurmbers

R e

Ignore Internal Calls

— Dutgoing Calls
Fop Contact
Fop Contact Journal E ntry
Add Dial Button fo Outlook®
Lag call ba Jaurnal
Log unknown numbers

\_ A A

Cancel

Incoming Calls
Pop Contact — If the contact’s number is found in the Outlook, the contact record will be opened in

Outlook.

Pop Contact Journal Entry — A new window will be opened to create a journal for selected contact.

Log Call To Journal — A new journal entry will automatically be entered with every incoming call.

Log Unknown Number / No Number — Creates a new journal entry even when the contact is not

found.
*Unanswered Callback Task — Creates a new Outlook task for calls missed from a contact.
*Callback Unknown Numbers — Creates a new callback task even for numbers not found in

Outlook’s contacts.

Ignore Internal Calls — Internal calls do not cause screen pop or actions.
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*The unanswered callback feature should only be selected if an incoming call rings on one CCS
Desk agent only. Otherwise all the agents who did not answer the call will receive a missed call

record and a call back scheduled.

Outgoing Calls
Pop Contact — If the contact’s number is found in the Outlook, the contact record will be opened in
Outlook.

Pop Contact Journal Entry — A new window will be opened to create a journal for selected contact.

Add CCS Desk Button to Outlook — A button will be added to Outlook toolbar for dialing.

Log Call to Journal — A new journal entry will automatically be entered with every outgoing call.

Log Unknown Numbers — Creates a new journal entry even when the contact is not found.

The ‘Integration’ setting must be changed to Outlook and the profile can be selected from the

‘Profile’ drop down list in the Agent configuration screen as shown below.

&

Edit Person
Mame Jack
Integration | Qutlook,
Prafile | Dutlook 2003 o later
Auto Break - Digabled - i
User Level |Standard User j

Both CCS Desk and Outlook must be running for this integration to work.

6.2.9.1 Additional Client Configuration
CCS Desk Outlook Integration does not automatically use every possible Contact folder

in a user’s Outlook. By default, it will only use the ‘Contacts’ folder. To use contacts from
folders other than the ‘Contacts’ folder, run the OutlookFolderSelector.exe application

which can be found in the installation folder for CCS Desk.
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e Open = Burn Mew folder

-~

Mame
|%| Microsoft.Crrm.Sdk.Prosgy.dil

|%| microsoft.crm.sdktypeproxy.dll
|%| Microsoft.Xrm.5dlk.dll

|%| MitaiClient80.dlIl

%= QutlookFolderSelector.exe

This application allows the agent to select any other Contact folders that are to be used.
The ‘Contact’ folders are shown in Bold font. Simply check the folders that contain the
contacts you wish to integrate. The next time you restart CCS Desk, the contacts inside

the selected folders will be used as part of the Outlook integration.

This is a local setting that applies only to the local workstation and must be repeated if

agent has multiple workstations.

r -
8= Outlook Folder Selection =Naey X

[=R Personal Folders

=-[v] Contacts
My Sub-Folder for Contacts
=-[JPublic Folders
=-[JAll Public Folders
=-[JAdmin Contacts
[“]Imported Contacts
=-[] Shared Test
[] Shared Contacts

NDD42 Cancel | [ oK
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6.2.10SalesLogix

When CCS Desk is integrated with SalesLogix, it provides services such as popping a contact
record on an incoming call, dialing contact numbers from within SalesLogix etc. Sets of
configuration options can be grouped into profiles, and these profiles are assigned to agents. This

ensures that a set of agents all have the same options set and allows flexibility in the options
agents can possess.

The SalesLogix tab within CCS Desk Manager contains a list of the SalesLogix integration profiles.

A new profile can be added by clicking on the ‘Add’ button, and an existing one can be deleted by
clicking on the ‘red bin’ icon.
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Configuration

& Administration
F:J--Integratiun

- BT

- Calendar Profiles
- Dynamics CRM 4

- (aeneric Integrations
- GoldMine

~HEAT

- Maximizer

- ODBC Integrations
- Cutlook,

#-Configuration

Profile Mame

b
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SalesLogix Integration Profile |
Prafile Mame ISaIesLDgiH w5 or laker
— Incoming Calls — Contact Phone Fields
Dizplay Contact if known v ok, v
Uze Mew Contact WWindow [ Home v
Mew number 'Lookup Contact’ [ b obile v
Show '"Complete Activity' menu zcreen v Cther v
Show new 'Complete Phone Call' screen I S —
: Hge Account iF o
Lep Czlei g r Contact Found d
Schedule Activity for mizzed calls [ i
—Account Phone Fields
— Outgoing Callz T v
Dizplay Contact if known [ Altemnate v
Ilze Mew Contact Window I Taoll Free v
Mew number 'Lookup Contact’ I Tall Free 2 v
Show 'Complete Activity' menu screen [ Other 1 v
Show new 'Complete Phone Call' zcreen W Other 2 v
Log Calls ta Histary [ Other 3 v
ITI Cancel
k0254
Incoming Calls

Display Contact if known — Display their SalesLogix contact record if the number of the caller is

known.

Use New Contact Window — A new contact window will be opened when a screen pop occurs,

rather than the existing record being changed

New Number Lookup Contact - In the case that the number of an incoming call is not found in the

contact database, a Lookup Contact window to be displayed.

Show ‘Complete Activity’ menu screen —When an incoming call results in an identified contact,

a complete activity item is opened, linked to the contact.

Show new ‘Complete Phone Call’ screen — When an incoming call results in an identified contact,

a complete phone call item is created, linked to the contact.

Log Calls to History — Generate automatic entries into the SalesLogix History.
Schedule Activity for missed calls - When enabled, an Activity will be scheduled to return the

missed call.
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Outgoing Calls
Display Contact if known — Display their SalesLogix contact record if the number of the caller is

known.

Use New Contact Window — A new contact window will be opened when a screen pop occurs,

rather than the existing record being changed

New Number Lookup Contact - In the case that the number of an incoming call is not found in the

contact database, a Lookup Contact window to be displayed.

Show ‘Complete Activity’ menu screen — When an incoming call results in an identified contact,

a complete activity item is opened, linked to the contact.

Show new ‘Complete Phone Call’ screen — When an incoming call results in an identified contact,

a complete phone call item is created, linked to the contact.

Log Calls to History — Generate automatic entries into the SalesLogix History.

Other Options
Contact Phone Fields — Tick all SalesLogix contact phone fields that will be integrated with CCS

Desk.

Use Account if no Contact found — When enabled, the system searches Account if there is no

match with Contact.

Account Phone Fields — Tick all SalesLogix account phone fields that will be integrated with CCS
Desk.

The ‘Integration’ setting must be changed to SalesLogix and the profile can be selected from the

‘Profile’ drop down list in the Agent configuration screen as shown below.
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-

Edit Person

k ame |J ack

Integration 5 alesLogix -
Frofile SalesLogix vSoorlater -
&uto Break, | - Dizabled - j
User Level |Stan|:|an:| User ﬂ

Both CCS Desk and SalesLogix must be running for this integration to work.

6.2.10.1  Additional Client Configuration
None

6.3  Configuration
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6.3.1 Announcements Servers
This tab contains a list of Announcement Server profiles for call queuing and announcement
services.
A new announcement server profile can be added by clicking on the ‘Add’ button in the
‘Announcement Server’ list, and an existing one can be deleted by clicking on the ‘red bin’ icon.
Configuration
MO27
- Administration Anhauncement Server Dialogic Port PaB Device Directioh
-- Inteqgration iit E TAP| PAES
= Configuration R TAP| PAB 07 Bath
D Croups - i[5 TAP| FAER 108 EBath
e rnouncement 2 =
- 25 Call Dialer Settings i 5 TAPI PABX 103 Both
- CCS Chat Add
- 1ZC5 Console
- CCS IVR

- CC5 Record Profiles
- (CC5 Record Servers
- Devices

- PABR Connections
- QUede Assignments
- SErvices

- SMTP

- Syskem

- Walidation
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Announcement Server

4 Port |

Announcement Server | HMP | DTMF | Tanes | In-Band |

Marme

[nzoming Callz IB:::ttu:um p j
Outgoing Callz I Top Down j
Default Queue I Dizabled j
Yalurne I Default j
MHumber af ringz I 1 Ring j

— Call Pickup Settings
I1ze Call Pickup Mode |

Call Pickup Code I“?
Redirect Group I
FReconnect Code I&,

k. I Cancel

Name — The name of the CCS Announce profile.

Incoming Calls — This drop-down allows the user to decide if announcement ports will be assigned

based on first to last, last to first or longest available.

Outgoing Calls — This drop-down allows the user to decide if announcement ports will be assigned

based on first to last, last to first or longest available.

Default Queue — Queue to use if no other queue matches.

Volume — increase or decrease the audio level when announcements are being played.

Number of Rings — Sets number of rings before a call ringing into CCS Q is answered.
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Call Pickup Settings

Use Call Pickup Mode — When enabled, unanswered queue calls ringing at the agent will be
picked up by the port using the ‘Call Pickup Code’. If this option is disabled, the pickup will be

attempted using CTI which may not be supported in most CTI implementations.
Call Pickup Code — Code used for direct call pickup in a PABX.
Reconnect Code — Digits to reconnecting a failed transfer with CCS Desk Mobile.

HMP

4 Port |

" Armouncement Server  HMP |DTMF| Tn:nnesl In-EandI

HMP SIP Ports r Pt Murber | Spare
SIP PAB IP Address 4 107 Ho
[T o 5 108 No

g 1049 Mo

Host IP Address to use
| T .1 11

Copy Paszword from first port o all
ather ports

Set All Pazawards to extenszion
nurnber

k. I Cancel

HMP SIP Ports — Enables CCS Announce integration with HMP.

SIP PABX IP Address — Sets the SIP PABX |IP Address to use

Host IP Address to use — Sets the host IP Address to use
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Copy Password from first port to all other ports — Copies the set password on the first port to all

other ports
Set All Passwords to extension number — Sets all passwords to extension number

DTMFE
4 Port |

..ﬁ.nnuuncementﬁewerl HMP  DTHF | Tu:unesl In-BandI

— Dialing Parameters
DTHF On Duration 140z

Flazsh Diuration I 100z - I

Call Transfer String b

Fausze Duration I 1000ms * I
— Callback. in Queue Settings
Firzt Digit Cruration I TI
Inter Digit Diuration IE zeCE VI
T otal Duration I'IEI $ECE TI

k. I Cancel

Dialing Parameters

DTMF On Duration — Length of time between dialing each digit and length of time for each digit.

Flash Duration — Duration of hook flash.

Call Transfer String — This is always set as displayed.
e Ampersand ‘& — Hook flash.
e Comma‘,’ — Pause.

e 9%s — Device number.
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Pause Duration — Length of pause in the transfer.

Callback in Queue Settings

First Digit Duration — The amount of time to wait for the first digit of the callback phone number

before timing out.

Inter Digit Duration — The amount of time to wait for the subsequent digits of the callback phone

number before timing out.

Total Duration — The total amount of time to allow the caller to enter their number before timing out.

Tones

4 Port

..ﬁ.nnuuncementﬁewerl HHP I DTHF  Tones | In-Eanl:II

— Digoonnect Tone Detection

Tone 1 [Hz) 425

Tone 1 Deviation [Hz] ISEI

Dual-Tone Dizconnect Tone [

Tone 2 [Hz] |-1
Taone 2 Deviation [Hz] |-1
Tone On Time [ #10mz] IEEI

Taorne OFf Time [ #10mz] 280

x|

Cancel

Disconnect Tone Detection

If required the disconnect tone settings is needed to be configured to match the settings in PBX.

In-Band
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4 Port

'.ﬂ.nnuuncementSewerI HrF I DTI'-.-1F| Tone: In-Band |

— In-Band Signaling
Firzt Diigit ‘W ait Time 1000

Inter Dvigit ' ait Time I 200msz hd I

Total DTMF W ait Time 25z v
DTMF Disconnect Code e
|dentifier Offset | Length | @ Offset | @ Length
Add

o

Cancel

In-Band Signaling

CCS Q may receive digits from certain PABX systems to identify where the call is forwarded from.

The digits are then used to identify which queue the call is for, by matching them against the Queue

In-Band Identifier value.

First Digit Wait Time — Time before first digit.

Inter-Digit Wait Time — Time between digits.

Total DTMF Wait Time — Total time for number dialed.

DTMF Disconnect Code - If CCS Announce receives the code entered here during the sequence

of the call, it will take that to mean that the PABX has disconnected the call.

Identifiers

275



IPECS CCS Desk

User Manual Issue 1.8
Identifier Offset Length | Q Offset | Q Length
it 7 ] 1 ] 3
Add

Identifier — Defines how the digits from the PABX specify which queue the call is for. In the above

example, any 3 digit number starting with a 7 can be used as an identifier.
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Requires Spare Channel — Spare SIP channels are required when performing certain call
functions with HMP.

The ports below are a reflection of the configuration in the next section. Double click on each port to
open the HMP Port Editor.

HMP ["HMP Port Editor S
v HMP SIP Parts VP Port -
[ BRequires Spare Channel =
SIP Server | 10,10.10.2
Fuort Mumber Spare Sip Device E
1 9215 i Mo
Bansisessssisennnannsnnnas H SIP Username | 9315
2 9216 Mo
SIP Password | HE
3 9217 Mo
4 9918 ko oK | Cancel

SIP Server — the IP address of the SIP host, usually the PBX itself.

SIP Device — the extension number

SIP Username — must be entered with the authorized username for each SIP device.

SIP password — must be entered with the password for each SIP device.

6.3.1.1 Announcement Ports
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ML 124
Dialogic Port PABX Device Direction
[#3  [TAPIPABX (331 |Bath |
i | £ TAPI PABX R0 Both
Add

This lists the Dialogic ports assignments.

A new announcement port can be added by clicking on the ‘Add’ button in this list, and

an existing one can be deleted by clicking on the ‘red bin’ icon.

Edit Announcer Device |
Dialogic Park |3 j
PAEX | TPl PaBx |
Device [108 (105 - TAPI PAEX) =l
Direction I Both j
MHumber of zequential ports to add m

Cancel |
k407137

Dialogic Port — The port number on the Dialogic board / HMP

PABX — The PABX integration profile of the device connected to the Dialogic port.
Device — The device number connected to the Dialogic port.

Direction — Specifies whether this port is for incoming calls, outgoing calls or either.
Number of sequential ports to add — When creating a new port, this feature helps to
create additional x ports assuming the device connected to the subsequent ports is
sequential. In this above example, it will assume that port 4 is connected to 332; port 5 is

connected to 333 etc.

Note that this setting is very critical and must be configured correctly.
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6.3.2 CCS Call Dialer Settings

The CCS Call Dialer Settings tab provides configuration options for the Pre-emptive dialer. Multiple

profiles can be configured based on the desired rates of dialling and unsuccessful call classification.

Mo &gents Free I Calback.

Dialer Settings |
Prafile M ame ]Dialer Settings Profile Tranzfer Mode IDiaIu:ugin: Transfer j
— Auto-Completion Selection —LCallz : Agents R atioz
Busy | Retry B Upta E [1:1 .
Ma Answer IHEtr_',' | Upto E IH =l
Answer Machine IHetr_u | Upta 3 |1:'I |
Unobtainable I Retry j tMore agents I 1:1 |
[

Fax Tone

—dAnzwer Detection
Inter Word Delay 20 %10 s

;

b asirnuim Anzwer Length =00 w10 mz

1500 10
Mo Answer Delay Rl ms ok I Cancel

0166

:

Transfer Mode — How the successful pre-emptive call will be transferred to the agent.
e Dialogic Transfer — Uses the Dialogic hardware to transfer.
e CTIBlind Transfer — Uses the CTI Blind Transfer function to transfer. This is the most
recommended mode.
e Park/Unpark — Uses Park devices to ‘transfer’ the call.

e CTI Redirect — Uses the CTI Redirect function to transfer.

Auto-Completion Selection — unsuccessful calls will be automatically completed with a completion
code. There are several reasons the call is unsuccessful.

e Busy — Receives a busy tone.

e No Answer — The call rings but never answered.

e Answer Machine — The call goes to an answering machine e.g. voicemail.

e Unobtainable — The number is invalid.

e No Agents Free — The call is successful but there is no available agent to take the call.

e Fax Tone — Receives a fax tone.

279



IPECS CCS Desk
User Manual Issue 1.8

Call : Agents Ratios - Represents the numbers of calls to be made on behalf of each available
agent. The ratio is a reflection of the number of successful hits the user expects from the data
(inaccurate phone data will result in a higher % of disconnected or invalid calls so the ratio would
be higher, i.e. more calls must be made to make a successful connection)

e Up to — The number of agent that a particular ratio is going to apply to.

e Ratio — The number of calls to be made when available agent is less than or equal to the
value in ‘Up to'.

Answer Detection — The logic behind the decision whether a call is successful or unsuccessful.
e Inter Word Delay — Delay between words used to identify an answer machine.
e Maximum Answer Length — The maximum time a call expected to answer, used to
distinguish between a real answer and answer machines.

e No Answer Delay — Time delay for No Answer result for the call

6.3.3 CCS Chat

The configurations in this tab will allow integration to the CCS Chat Web Server. This configuration
allows CCS Q to accept web chat request and queue them to the next available agents in the
queue. A new web chat integration profile can be added by clicking on the ‘Add’ button, and an
existing one can be deleted by clicking on the ‘red bin’ icon.
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Configuration

- Administration MName Source Queue
-- Integration Sales N B

B- Configuration

- 4CD Groups

- dnnouncement Servers
S Call Dialer Settings
5 Chat

- 1ZC5 Console

- CCS IVR

- CC5 Record Profiles

- (CC5 Record Servers

- Devices

- PABR Connections

- QUede Assignments

- SErvices

- SMTP

- System 10154
- W alidation
CCS Chat Queue Assignment |
Marme I Sales
SoUrce I Sales CyiChat
Queue
I I Cancel
MO17Z

Name — the name of the integration profile.
Source — The identification value from CCS Chat.

Queue — The queue where the web chat request will be assigned to. (Queue type: Queue)

6.3.4 CCS Console

CCS Console is designed specifically for front-desk operators and serviced office environment,
where calls are centrally answered by the front-desk. The agent, however, must be able to identify
the intended company or department and greet the callers properly. CCS Console integrates with

CCS Report Directory.
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Configuration

- Administration Idlial Mumber e User Fields Visible
[- Integration

B- Configuration 124 Directary
- ACD Groups 125

- dnnouncement Servers 126

- 25 Call Dialer Settings

. 127

( 128
- CC5 Recaord Profiles 130
- ZCS Record Servers Add
- Devices

- PAEY Connections

- Queue Assignments Email I < l
- Services ohis

- SMTP [ |
- System MUTEE

- ¥alidation

Indial Number — To be matched against the called ID or DNIS value of the call. When it is a match,
CCS Console will show the assigned group information while ringing. A new indial can be added by
clicking on the ‘Add’ button in the Indial list, and an existing one can be deleted by clicking on the

‘red bin’ icon.

Group Assignment — The CCS Report Directory Group assigned to the ‘Indial Number’.

User Fields Visible - The CCS Report Directory Person fields that will be made visible in CCS

Console. Only highlighted fields are made visible.

Email — The CCS Report Directory Person field that contain the email address of the person.

SMS — The CCS Report Directory Person field that contain the target number for SMS notifications.
6.3.5 CCSIVR

The configurations in this tab will allow integration to the CCS IVR Server. Each instance of CCS
IVR needs to be configured CCS Q is going to be used to escalate calls into CCS IVR. This
configuration allows CCS Q to determine which CCS IVR ports it can transfer to, and therefore it

will always only transfer a call to an available port.

A new integration profile can be added by clicking on the ‘Add’ button, and an existing one can be

deleted by clicking on the ‘red bin’ icon.
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Configuration

[#- Administration

-- Integration

=B Configuration

- D Groups

- Announcement Servers
275 Call Dialer Settings
- 2CS Chat

- CCS Consale

-5 Record Profiles
- CCS Record Servers
- Devices

- PAER Connections
- Queue Assignments
- SErvices

- SMTP

- Syskern

- Walidation

Add

CCS IVR Server

M7

CCS I¥R Server Link Editor

Mame | CC5 VR ok |
CCSIVR ID I 0 Cancel |
Extensian
Add
MO169

Name — The name of the profile.

CCS IVR ID — The license number of CCS IVR. This ensures that the correct messages go to the
correct CCS IVR.

Extension — The list of devices connected to CCS IVR.

6.3.6 CCS Record Profiles

This tab provides additional configuration to complete the CCS Record configuration. Devices that

need to be recorded are registered in this tab. Recording profiles for agents are also created in this

tab.
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Configuration

- Administration CCS Record Prafile | Fecord &1l | Override Extension Server/Local
" Integration Recard Al ez ‘ez | @ 105 [106 - TAPI PABY Local
=) Configuration Record OmDemand Mo Yes il | 107 [107 - TAPI PAE? Local
- ACD Groups add | Add

- dnnouncement Servers
- 25 Call Dialer Settings
- 25 Chat

- 1ZC5 Console

- CCS IVR

&5 Record Profiles
- CC5 Record Servers
- Devices

- PAEY Connections
- Cueue Assignments
- Services

- SMTP

- Syskem

- ¥alidation

MuTEL

Extension Server/Local
il | 111111 -TAPI PAB? Server

Add

A device can be added by clicking on the ‘Add’ button under the list on the right, and an existing
one can be deleted by clicking on the ‘red bin’ icon. You cannot add more devices for recording

than the number of recording devices mentioned in the CCS Desk license.

Select Extensions E |

108 (108 - TAFI PABx]
1109 [109 - TAPI PAEX]
1110110 - TAPI PAEX] Cancel
7111 [111 - TAPI PAEX]
1112 [112 - TAPI PAE)
1113 [113 - TAPI PAEX]
1114114 - TAPI PAEX)
1115 [115 - TAPI PAEX]

i

Add Extenzions az 'Server contralled: I

M0177
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Add Extensions as ‘Server Controlled’ — When enabled, the devices will be available for

selection in the CCS Record Server port configuration.

CCS Record Profile Record All | Ovemide

-H

il | Record Cn Demand o
Add

A new CCS Record agent profile can be added by clicking on the ‘Add’ button, and an existing one
can be deleted by clicking on the ‘red bin’ icon. You cannot add more devices for recording than the

number of recording devices mentioned in the CCS Desk license.
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CCS Record Profile Ed |

Hame Record 4l ok, I
Overmide Local Settings v Cancel |
Auto Becard ¥ I Every Cal j

Hide ‘Mo Device' Waming [

Option ta Dizcard |
Recordings Falder II::"JZI:S Recard\,
— Falder Marne
Agent Name |
Lueue Mame r
Campaigh Mame |
— File Marne
&gent Mame |
Phare: Murmbes I
Contact 1D r
Completion Code |
Recording Format ] kP33 j
Hide Recardings T ab |
Aillow Stop |

[ Specify Tvpes of call to AutoFecord
™| Incoming Callz
™| Dutgcing Callz
T Huewe Calls

M0153

Name — the name of the CCS Record agent profile.

Override Local Settings — When enabled, the local CCS Record Options in CCS Desk will be

overridden by the settings in this profile.

Auto Record — Enable this so call recording can automatically start at the following interval:
e Every Call
e Every 2" Call
e Every 3“call
e Every 4" call
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¢ Random

Hide ‘No Device’ Warning — Disables the warning when agent is set with CCS Record profile

however the device monitored by CCS Desk is not a device registered for recording.

Option to Discard — Prompts agent to either keep or delete the call recording.

Recordings Folder — The location where call recording files will be stored.

Folder Name

Agent Name — Creates a sub-folder in the recording path with the agent name.

Queue Name — Creates a sub-folder in the recording path with the queue name to store recording

of calls related to a queue.

Campaign Name - Creates a sub-folder in the recording path with the campaign name to store

recording of calls related to a campaign.

File Name

Agent Name — Includes the CCS Desk agent name in the recording filename.

Phone Number — Includes the dialed / caller number in the recording filename, if present.

Contact ID — When agent is integrated to a database or CRM application, and contact is found, it

will includes the contact identification in the recording filename.

Completion Code — Includes the completion code in the recording filename.

Recording Format — The audio file format, either WAV or MP3. The latter is 5 times more efficient

in terms of size.

Hide Recordings Tab — Disables the Recording section in CCS Desk History panel.

Allow Stop — Agent will be able to use the ‘Stop Recording’ button to stop an automatically

recorded call.
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Specify Types of call to AutoRecord — When enabled, only the selected call types can be
recorded.

e Incoming Calls — Record all types of incoming calls i.e. both queue and non-queue calls.
e Outgoing Calls — Record all types of outgoing calls i.e. both queue and non-queue calls.

e Queue Calls — Record only queue related calls. If ‘Incoming Calls’ and / or ‘Outgoing Call’
is enabled as well, then this option is overridden.

6.3.7 CCS Record Servers

This tab contains a list of CCS Record Server configuration profiles for call recording.

The call recording feature requires the CCS Recording Server service to be installed. This service

is included when CCS Desk is installed however it is not enabled by default.

Launch CCS Desk Manager. Go to the Services tab of the Configuration screen then install the
CCS Recording Server service.
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Configuration
- Administration Service | Status | Mode | Prafile | Logs =)
- Integration CC5 Desk Server Started Automatic Disabled
&= Configuration CC5 Desk PEY Server IMariual * required * Disabled
- ACD Groups CC5 Desk Announcement Server Disabled * required * Disabled
22‘;052{;::: ::;;:; CC5 Repork Engine Started Automatic
- CC5 Chat CCS Recarding P _ * required *
05 Console CC3 Desk Email Service Started Automatic Email Server Disabled
- CCS ¥R CC5 Desk HMP Gateway Started Automatic Disabled
- (ZCS Record Prafiles ZC5 Desk HMP Service Manual * required * Disabled
-+ CCS Record Servers CC5 Desk Lookup Engine Disabled
- Dewvices 5 Desk Gateway Started Automatic
- PABX Conn.ections CC5 Desk Web Gateway Disabled
uee 55|gnments CC5 Dashboard Gateway Started Automatic b
_EMTR Dialogic HMP IMarual
- System TAPL Started Marual =l
- Walidation Logs C\Logsh20lE0e 2013 J

A new recording server profile can be added by clicking on the ‘Add’ button, and an existing one

can be deleted by clicking on the ‘red bin’ icon.
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(- Administration
-- Integration it
= Configuration

Add

CCS Recaord Server

- ACD Groups

- dnnouncement Servers
- 25 Call Dialer Settings
- CC5 Chat

- 1ZC5 Console
-2 IVR

- CC5 Record Profiles
=5 Record Serve
- Devices
- PAEY Connections
- Cueue Assignments
- Services

- GMTP

- Syskem

- ¥alidation

YEIS

MO162

CCS Record Server Configuration

Marme ]Hecude Wl
Ports 4 Parts "l
Single Recording [Trunks) -
3 Becardinms ~
Hardware ] Senze j
[Jze Call Frogresz r
SES Encrpption ~
Senze D Fort Offzet
Add
SEMSE Server ]12?.0.0.1
Repart Server |<enter URL:
M6 Ok I Cancel

Connected Extenzion

Name — the name of the CCS Record Server profile.

290




IPECS CCS Desk
User Manual Issue 1.8

Path — the default location where the recording files will be stored. This must be set as a network

path. Note that this setting is not available when Hardware is configured as Sense.

Single Recording (Trunks) — When enabled, trunk recording will continue to record into the same
file until the call has ended, regardless of how many times it is transferred within the PABX.

Otherwise, multiple files will be created.

MP3 Recordings — Recordings will be recorded into WAV format unless this option is enabled.
MP3 format is approximately 5 times more efficient compared to WAV. This setting is not
available when Hardware is configured as DIVA or Sense
Hardware — The recording platform used by CCS Record.

e Smartworks — digital extension, analogue extension, ISDN PRI, trunk PSTN.

e DIVA —trunk BRI.

e Sense — the main recording platform. PSTN, ISDN PRI, ISDN BRI, VolIP trunk.

Use Call Progress — CCS Record will use the hardware signals to determine the start and end of
the recording. When this option is not enabled, CCS Record relies on the CTI link. This option is not

available when Hardware is configured as Sense

AES Encryption — When enabled, the files will be encrypted and can only be played back with

CCS Report. This setting is not available when Hardware is configured as DIVA or Sense

Sense ID and Port Offset — This setting is only applicable when Hardware is configured as Sense.
When there are multiple Sense recording devices connected to the server, the correct ID and Offset
must be configured. Assuming there are two Sense recording devices, both with 4 ports, this is the

correct ID and offset configuration.

Sense 1D Puort Offzet

By =
| —
-

Add

Ports — the amount of port configurations required
e Port — the port number.
e Connected Extension —the device physically connected to the port. Only devices
registered in the CCS Record tab and set for server controlled can be added.

e All — Record all, or use the CCS Record profile configured in the Agent profile.
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6.3.8 Devices

The Devices tab is used to configure devices attached to each PABX in your phone system. A new

device can be added by clicking on the ‘Add’ button, and an existing one can be deleted by clicking

on the ‘red bin’ icon.

- Administration PABX, I weti]| PAR S geme j

[+ Integration

B Configuration Mumber | Type Mame | PAEX | Block
- D Groups il | 106 Digital Extension 106 TAPI PARX Open
- Announcement Servers i | 107 Digital Extension 107 TAP| PAE Open
-~ CCS5 Call Dialer Settings i |10 Digital Extension 108 TAPI PABY Dpen
3 Eg EE:Zole | 109 Digital Extension 109 TAP| PABX Open
o CCS TYR l 110 Digital Extengion 110 TAP| PARR Open
5 Record Profiles L 111 Digital Extenzion 111 TAPI PARR Open
- CCS Record Servers i | 112 Digital Extension 12 TAPI PAEX Open
- Devices T 113 Digital Extension 113 TAP| PARK Open
- PABY Connections T 114 Digital Extenzion 114 TAP| PABX Open
- Queue Assignments i | 115 Digital Extersion 115 TAR| PABX Open
i IR
- System MO1E4
- ¥alidation

Device Editor

ILILE

PABX | &P PaBx
Device Type IDigitaI Extenzion
M urnber 123
R ange | IU—
M ame I
Dizable t.anual Dialling |
b Calls 1 Eraly wzed i EES [ far
multiple zall handlitg
ITI Cancel
0203

292



IPECS CCS Desk
User Manual Issue 1.8

PABX — The PABX to which this device is attached.

Device Type — The type of the device being added.
e Digital Extension — devices for agent handsets.
e Analog/ SIP —devices for CCS Q announcement ports or CCS Call dialing ports.
e Park — devices for Park / Unpark CCS Call pre-emptive dialing mode.
e CTI Queuing Device — devices to be used for CCS Q when keep calls on voiceboard.
e Trunk — phone lines for CCS Record trunk side recording.

e Indial Extension — devices to be used for CCS Q assignments.

Number — The device number.

Range - Add a range of devices by selecting this check box and entering the upper range in the

text box and lower range in the Number text box.

Name - The name to give this device. Names cannot be entered when adding a range of devices.
Disable Manual Dialing — If this option is enabled and the device is a digital extension, calls
cannot be made from this device unless the call is initiated by CCS Desk. If enabled, this device will

display as ‘blocked’ in the block column of the Devices tab.

Max Calls — The maximum number of call allowed for this device. If more than 1, CCS Q may send
multiple calls to agent logged in on this device. The device must have multiple loop keys in order to

support this feature.

6.3.9 PABXs

Different PABX integration profiles can be created in this tab. A new profile can be added by

clicking on the ‘Add’ button, and an existing one can be deleted by clicking on the ‘red bin’ icon.
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Configuration [}

[+ Administration Location Type
+- Integration
B Configuration |
- BCD Groups

- BNNoUnCcement Servers
- (0CS Call Dialer Settings
- 25 Chat

- (CC5 Console

- CCS IVR

- 1ZC5 Record Profiles

- 1ZC5 Record Servers

- Queue Assignments
- Services

- SMTP

- Systerm

- ¥alidation

Moz14
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PABX Settings |
Location |F Connection
Tipe [ TPl | 5T Login
C5Td Pazsward
Leading Digits Min Length Hemowve Prefix
it I ]
Tl b 0 g
Add

FPAB: Optionz Incoming Call Types ta Pop On Ringing
[] Uze RedirectinglD as CallerlD - ] Al Typesz -
[ Dizplay Break on LGE Handset Dizplay [ Drirect
[ Analog - Dial after Fail [] Fonward Busy
[] Uze RedirectinglD as Called|D in CCS C (] Fonward Mo dnswer
[ Skip lookup for ringing incoming calls [ Forward Unconditional
[] Allow Redirect in CCS DESE client ] Pickup
[] DMD with Breaks [LGE] [] Unpark,
[ Uze Connected' call far drop in n:u:unferell ] Redirect LI

Advanced | (] I Cancel

MO204

Location —the name of the PBX integration profile.

Type — CTl integration modes supported by CCS Desk.
e TAPI —the most common integration type that uses Microsoft Windows Telephony service.

e Virtual — CCS Desk simulation engine for testing and demonstration purposes only.

6.3.9.1 TAPI
PABY, Settings |
Location [P Conmection
Tope [ TPl =] 574 Legin
574 Fazsword

Leading Digits Min Length Hemove Prefix
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Use RedirectingID as CallerID — When Caller ID is passed through in the ‘Redirecting
ID’ field.

Display Break on LG Handset Display — This option enables LG-Ericsson specific

functionality where the name of the agent break is displayed on the agent handset.

Analog - Dial after Fail — Enables click-to-dial with an analog extension. This will store

the phone number so when the agent then lifts the handset the number will be dialled.

Use RedirectingID as CalledID in CCS Console — This allows CCS Console to use the

‘RedirectinglD’ field in TAPI to look up the incoming destination of a telephone call.

Skip Lookup for ringing incoming calls — When enabled, incoming calls will only do
database lookups, screen pops etc, after the incoming call has been answered to avoid
multiple logs of the same call.
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Allow Redirect in CCS Desk Client —When a call is ringing on a station, this will give
the option to ‘redirect’ that call to another station without answering it. Many TAPI

implementations report this feature as being available when it is in fact unavailable.

DND with Breaks (LGE) — When this option is enabled, CCS Desk will automatically
place the agent's extension on ‘Do Not Disturb’ when they go on a break — and take the
DND off when the break ends.

Use ‘connected’ call from drop in conference — When a conference ends, CCS Desk

will not disconnect the other ‘connected’ party.

Parked call stays Held — When enabled, calls placed on Park will be treated the same

way as Hold.

Enable Park — Activates the Park feature in CCS Desk.

Use Blind Transfer for Announcement Server — Forces CCS Announce to use CTI
Blind Transfer function when transferring a call from a queue. When this option is not
enabled, the Dialogic Transfer method will be used.

Enable TAPI Conference — Activates the Conference feature in CCS Desk.

Allow ‘Unknown’ State Calls — Calls with ‘unknown’ call type are ignored by default. By

enabling this feature, ‘Unknown’ calls will also be monitored and reported by CCS Desk.

Allow ‘Force Drop’ — Allows CCS Desk Client to remove active call on their extension
from the system because that the call does not exist in reality. This is similar with ‘Clear
Call From System’ feature on CCS Desk Manager. Please consult the CCS Desk

Manager — Clear Call From System section 2.7.2 for more information.

6.3.9.2 Virtual
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PABX Settings |
Lo atiar I"v’irtua| Fp |F Cannectian
Type | virtual =] 574 Login
C5Td Pazsward
Leading Digits Min Length Hemowve Prefix
it I ]
Tl b 0 g
Add
FPAB: Optionz Incoming Call Types ta Pop On Ringing
[ Add # Pazsword az a suffis ] Al Typesz -
[ Drirect
[] Fonward Busy
(] Fonward Mo dnswer
[ Forward Unconditional
] Pickup
[] Unpark,
] Redirect LI
Advanced | (] I Cancel
MO204

Add # Password as Suffix — Append ‘#' and the CCS Desk agent’s password into the

dialed number.

6.3.9.3 Dialing Prefix
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This option allows modification of the dialed number in order to meet the actual digits
required by the telephony system to connect the destination number e.g. international

numbers.

Certain characters such as brackets, whitespace, and dash are automatically removed
by CCS Desk.

Leading Digits Min Length Remove Prefix
i+ 0 1 9011

o N R
Add

Leading Digits — the prefix required to use this rule.

Min Length — the minimum length of the dialed number required to use this rule.
Remove - the number of digits to be removed.

Prefix — a new prefix to be added into the dialed number string.

Note: only one matching rule will be used thus ensure that the most specific rule is

entered first. With the example above:

Dialed number Result
+61 123 456 7890 9011 61 123 456 7890
1234567890 9123 456 7890

6.3.9.4 Incoming Call Types to Pop on Ringing
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Under certain situations, such as where a ring group is in use, it is not always desirable
to have the CCS Desk ‘pop’ a caller’s record when the call is ringing. It would be better
to only pop the caller’s record once someone answers the call, otherwise every screen
will change for no reason and also an unanswered call might be logged against each

person when in fact it shouldn't be.

If the user selects ‘All Types’ the option will be turned on for all of the other check boxes.
Additionally, if no options are selected it will have the same effect as if all options were

selected.

6.3.9.5 Advanced Options

The ‘Advanced’ button brings up a screen to configure specific timeouts for different
types of calls, to handle the situation that may arise where the PBX integration does not
correctly report the status of a call. These settings should only be modified by a trained

technician, as incorrect settings can be detrimental to the correct operation of the system.

Advanced PABX Settings E3 |

— 'Stuck Call' handling

Inzoming Ringing IE zeconds
On Hold IEI zeconds
Dialtone IEI zeconds
[iialing IEEI zeconds
Ringback 180 zeconds
Unkrown IEI zeconds
Dizconnected IEI zeconds
Idle |5 zeconds

Mate: When a call staps in that zpecific ztate for that amount
af secands, the CC5 DESE. engine will remave the call fram
itz izt of curent calls

Thiz does not dizconnect or otherwize affect the call. IF the
call iz removed when it iz in fact still live, thiz can have
detrimental effects to the actions of CCS [ if az a result it
azsumes an agent iz available when that agent iz not.

Ok I Cancel

MO215
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6.3.10Queue Assighments

The Assignments tab is used to assign devices to different queues for the CCS Q system. A new
assignment can be added by clicking on the ‘Add’ button, and an existing one can be deleted by
clicking on the ‘red bin’ icon.

Configuration [}
=8 Administration Device tode |dentifier Queue
[+ Integration [ 106-Indial Extansion | Al Calls CyChat
= Configuration
- BCD Groups

- BNNoUnCcement Servers
- (0CS Call Dialer Settings
- 25 Chat

- 25 Console

- CCS IVR

- 1ZC5 Record Profiles

- 1ZC5 Record Servers

- Devices

- PABX Connections

U Assignments

- Services
- SMTP

- Syskem

- ¥alidation

MUt
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Queue Assignment |
Device Type ]Inu:lial Estension j
Dievice [106 (106 - TAPI PABX) =]

kode |.-5.II Callz - I

Queue | CyChat =]

Cancel |

0133

Device Type — The type of the device.

Device — The actual device

Mode — The mode used by CCS Q to determine the identifying field for the incoming call.
e DNIS - Identifies the incoming number that was dialled.
e CLI - Uses caller ID of the incoming call
e Caller Queue Lookup — Uses a Queue lookup profile, as configure in the Q-Lookup tab.
e All Calls — Route all calls on this device to the queue
e Redirecting ID — In some TAPI implementations, the indial which has been called is

reported in the ‘Redirecting ID’ field of the call information.

Identifier — The identifier to match for the queue as determined by the mode

Queue — The queue to put all calls on this device into. (Queue type: Any)

6.3.11Services

This tab shows the installed CCS Services, their current status, start-up configuration, profile to be

used for the server and location of logs. Services can be started/ stopped by using the right-click
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menu on each service. Also some related services with CCS Desk are also visible in this tab, such
as Dialogic HMP, TAPI and Windows IIS.

Configuration
[#)- Administration Service | Skatus | Made | Profile | Logs
[+ Integration 75 Report Engine Started Automatic
El- Configuration 5 Desk Email Service Starked Autarnatic * required *

QCD Groups s CiC5 Desk Lookup Engine Disabled
- ARNOUNCEment Servers

25 Desk Gaak Mot installed
.- CC5 Call Dialer Settings Bk aateway ok Instale
S Chat CC5 Dashboard Gateway Started Aukomatic
005 Console Dialogic HMP Manal
- CCS IVR TARL Manual

- (S Record Profiles
- CCS Record Servers
- Devices

- PABR Connections
- Queue Assignments

‘Windows 115 {wanw Publishing Service| Started Automatic

- SMTP
- Syskem
- Yalidation Logs CiiLogs oo |

¥ Show Disabled Services

Show Disabled Services — Disabled and Not Installed services could be shown by enabling this

setting

Logs — Location of log files could be set using the ellipses button.

Enable the ‘Configuration Mode’ to install / uninstall the services. Right clicking on a service name
in this list gives the option to configure the service. The configuration screen allows more aspects of

the service to be controlled.

¥ CCS Desk Email Service [_ O] |

Service MName IEmaiISer'-.fin:e
———  FilePath C:%Program Files [«B6CCSACCS Desk\EmailService. exe
Inztall Skatuz |nztalled
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Services can be installed and uninstalled with the Install / Uninstall button. The Startup Mode can
be configured to Manual, Automatic, or Disabled. The service can be stopped and started from

this interface as well.

6.3.1 SMTP

SMTP profiles are used to send email notifications in different areas of the system. A new profile
can be added by clicking on the ‘Add’ button, and an existing one can be deleted by clicking on the

‘red bin’ icon.

304



IPECS CCS Desk
User Manual Issue 1.8

Configuration

- Administration SMTP Prafile Server
: - Integration

B- Configuration

- ACD Groups

- dnnouncement Servers
- 25 Call Dialer Settings
- 25 Chat

- 1ZC5 Console

- CCS IVR

- CC5 Recaord Profiles

- CC5 Record Servers

- Devices

- PAEY Connections

- Cueue Assignments

Fram &ddress

an

MU2ah

- Syskem
- ¥alidation
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SMTP Settings Editor |
Prafile Mame I SMTP Server
SMTP Server I smkpsryr
From &ddress I systerni@Companty, Com

SMTP Username I

SMTF Passwiard I

If a SMTF username and password are entered, it is assumed
that SMTP authentication is reguired For sending messages
[EHLD made],

If no username is entered, it is assumed that no authentication

is required (HELD mode)
Cancel |

MO167

Profile Name — The name of the SMTP profile

SMTP Server — The network address of the SMTP email server to use. Default SMTP port 25 will
be used to connect. A different port number can be configured in this field by using the colon sign.
e.g. smtpsvr:26

From Address — The sender address.

SMTP Username — Username to log in to the email server, if required.

SMTP Password — Password to log in to the email server, if required.

6.3.2 System

The System tab contains configurations for Security, Zone and Holiday as well.
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Configuration [}

[+ Administration Systern Security | MO17E
Integration
[=- Configuration

- BCD Groups
- BNNoUnCcement Servers
- (0CS Call Dialer Settings
- 25 Chat
- (CC5 Console

- CCS VR :
- CCS Record Profiles Zaone Holiday Date Zohe

- CCS Record Servers il |East E ast Public Holiday TABM3 East

- Devices i Mational Holiday Ti2413 Al Zones
- PAEY Connections Add ublic Holiday M7

- Queue Assignments Add

- Services
- SMTP

- ¥alidation

6.3.2.1 System Security
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System Security |

[ Agents require password

Change Administrator Password |

Cancel |

Agents Require Password — When enabled, agents are required to enter their
password when logging in to CCS Desk.

Change Administrator Password — Modify the password for the built-in Administrator
account.

Password Modification |

Erter new password I

Confirm new pazsword I”’1

k. I Cancel |

MOZ206

6.3.2.2 Zone
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Queue behaviour can be automatically adjusted according to Holidays for the Zone in
which a queue is based. Zones are primarily for centralized organizations that answer
calls from multiple locations, and have to apply the local working days according to the
origin of the call. In such case, public Holidays can occur in each of those locations that

do not occur at the same time in the other locations.

Fone

. West
Add

A new zone can be added by clicking on the ‘Add’ button in the Zones list, and an

existing one can be deleted by clicking on the ‘red bin’ icon.

Zone Configuration |

Zone MName I \Weskt

Associated Queles

[ Chat
[ Cwall Team
Test Callback Message

(0] 4 I Zancel

MO1735

When adding a new zone, or at any time after it is created, you can specify which

gueues belong to the zone. It is not possible to assign multiple zones to a queue.

6.3.2.3 Holiday
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Huoliday Date Fone
@
i | Mational Holiday 140420012 All Zones
il | West Public Holiday 16042012 All Zones

Add

A new Holiday can be added by clicking on the ‘Add’ button in the Holiday list, and an
existing one can be deleted by clicking on the ‘red bin’ icon.

When a Holiday is added to the system, you specify whether it applies to a specific zone
or all zones

Holiday Editor |

M ame ||

- CEEXDC]

Sun Mon Tue'wWed Thu Fri Sat
MWl 2 3 4 B OB

Foo8 9 10 11 12 13
14 15 «[ 17 12 13 20
2022 23 024 X%/ Xx O
28029 ;0 N 1 2 3

4 K B F 8 9 10
Today: 716513

Zone [ Zones =l

Cancel |

MO202
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6.3.3 Validation

The Validation tab enables the definition of sets of predefined conditions, used to remove invalid or
incomplete numbers from a dataset prior to the calls being made through the CCS Call outbound
telemarketing campaign module. The example below demonstrates the different possible prefixes,

and numbers of digits we can expect to find in valid numbers to be called within Australia.

Configuration

- Administration ‘Walidation Set

-- Integration it

B- Configuration

- 4CD Groups

- dnnouncement Servers
) ) Add

- 25 Call Dialer Settings

- 1ZC5 Chat

- 1ZC5 Console

- CCS VR

- CC5 Record Profiles

- (CC5 Record Servers

- Devices

- PABR Connections

- QUede Assignments

- SErvices

- SMTP

Prefix Required Digits

Add

MUZ6Z

A new Validation Set can be added by clicking on the ‘Add’ button, and an existing one can be
deleted by clicking on the ‘red bin’ icon.

Mew Yalidator

Mame ||

| k. I Cancel |

MOZ203

Name — the name of the validation set.

To add a new condition into a validation set, firstly click on the validation set then click Add button
on the section on the right. Click on the ‘red bin’ icon to delete an existing condition.
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¥alidation Entry Editor
Prefix |IIIIII11 0, |
Digits = Cancel |
b 0261

Prefix — the expected digits at the beginning of the phone number

Digits — the expected number digits in the corresponding phone number

When importing a list of calls for a campaign, each number will be checked against each entry in
the validation set. Any number that does not pass will be logged by CCS Desk Manager into an

Excel (xls) file with the same name as the campaign, stored in the Log File Path specified in the
CCS Desk Manager Options. If the Auto-Open Log File option is selected, the excel file will be

opened automatically after the loading process has finished,

CCS DESK Server Configuration |

CCS DESE |1 37 116,138,255 Change |

Lag Fils Path =

Auto-Open Log File
Show Logged Out Agents

|gnare CCS Report Alarm

r
v

Show Ezcalation Stats I
¥ [CCS Report £.0.4 +]
r

Ize ‘old' tabs interface

h0743 k. I Cancel |

T T A B C D

e 05(C) » 1 MNumber MName Company UniguelD
. r
. £ rmail — S 2 | 130011111 Johmn Smit ABC 3
| 2012
| BACKUP

) Program Files
| Users
, Windows
@Outbnund MNumber Errors.xls
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6.3.4 Diagnostics

-~

E,‘: CCS DESK Manager (Administrator)
File Options LHEEi
G = ACD Gro About CC5 DESK Manager
‘Q Queue G Create Diagnostic Snapshot on Server

[ .

In the ‘Help’, there is a number of information that helps during a troubleshooting session.

About CCS Desk Manager — Displays the CCS Desk banner where you can see the software

version. This must always match the CCS Desk Manager version when opened on the server.

CCS5 DESK Manager { Server Yersion 6.0, 1,0{90) December 2013 } |

CCS DESK

CCS DESK Manager { Server Version 6.0.1.0(90) Decem
Yersion 6.0.1.0 (39) 1.0Cd December 2013

This product is licensed to

Serial Mumber : 28556
Copyright, 2002-201 2, All rights reserved.

z @ LG

ERICSSON

http:ffeennee ericssonlg-enterprise. com

Cancel |

Create Diagnostic Snapshot on Server — Instructs CCS Desk Server to create a diagnostic XML
file of all the system configurations and information. The XML file is named CCSStats plus creation

timestamp and stored in the ‘Log File Path’ folder.
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A =

o Q5(C) »

- E-mail Burn Mew folder

L2012

|, BACKUP

. Program Files

| Users

L Windows
@ bar.emf
| || CCS5tats0402-19155/01 938-6244 XML
+%  globdata.ini
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7. Configuring CCS Q for Callback-in-Queue

7.1 Overview

Available
Inbound
Agents
Automatic Call Distribution / Available
Skills Based Routing
Outbound
Agents
CLID 0410697942
QPos1 Wait Time 120s
CLID 0286920531
QPos2 Wait Time 84s
LD 0411283201 Automatic Call Distribution /
QPos 3 Wait Time 655 Skills Based Routing
CLID 0269919100
QPos4 Wait Time 29s
Press 9 .
QPos 5 CLID_0398980000 {0 leave a Enter Call-Back number Leave a \_/0|ce Message )
Wait Time 20s Call-back Press # or press # to disconnect & register
Q Pos N

Voice calls into queue

Callers in the Queue no longer need to wait - callers can be presented with an option to
leave their details and a voice message and maintain their position in the queue. CCS Q will
present a call-back action to designated agents with the caller details and also the voice
message left, by any administrator set priority or schedule. Agents can categorise the tasks
completed by administrator assigned lists so that results and totals can be provided in real-
time statistics to the wallboard and for review in historical reporting. The CCS Q Real-Time
screens log and present traffic and statistical details for Callback-in-Queue tasks and

performance just the same as live calls in the system features.

While waiting in queue, callers will be given an option to press and leave a callback request.
The first step to complete a call-back request is to enter their return phone number followed
by the # key. Caller will now be asked to leave their voice message which will be delivered

and listened by the agents when the call-back reaches them.
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There are two alternative steps to complete a call-back request supported by the system:

No return phone number and no voicemail - CLID will be used as the return phone

number.

Return phone number only.

For more advanced call-back in queue mechanism, which may include CLID identification

and speech recognition, CCS IVR can be used.

Agent screen

CCS DESK
B L9 *x
My Status

a Jack 9801

T mvaisble

Queue Callback

Mumber 0755539843
Mame: Demo Callback
Campany

Campaign Demo Callback

Before callback is made

Supervisor screen

CCS DESK
5 @ &%
My Status
Jack 9801
T Awsilable

Queue Callback

Mumber 0755539843
Mame Demo Callback
Company

Campaign Demo Callback

Completion Code
EBaoking

Busy

Buy

Mot Interested
Reschedule

Select

After callback is made

4c3 CCS DESK Manager (Administrator)

|Ei|e Options  Help

Additional System Requirements

E’Q Sales Callback

-6 Callbacks
i) \9 (Queue Callback

In:0 Avl:D Busy:0 Brk:0

Agents’ PCs must have multimedia sound capability for playback of recordings

Calls:1 Ma:5:38:31 Avi5:38:31 Max:5:38:31 Dav:3 Ab:D

Agents’ security profiles must have READ access to the callback recording shared folder.

CLID must be enabled on the trunk lines
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7.2 Callback Campaign

Callback utilizes the campaign and queuing engine as illustrated below

Voice Callback request

N
v
Queue | AVAILABLE
type: Queue AGENTS

The ‘Callback’ campaign must be configured completion code and linked to queue (Queue

type: Queue). The campaign must also be started and stays running all the time.

Configure Campaign : Membership Calls E Configure Campaign : Membership Calls
General | Completionsl Integratwonl " General Completions | Integratinnl
Narnie |Sales Callback] 14 Fletries

Completion Type

Queue ]Team‘l j CI "
allbac)
Contacted

Agent Mode ] Preview ﬂ

Mo Anzwer 5 Minutes

Maximum Reties

2 - l
Seconds before disling 1] i l

Seconds between calls 0 Vl
Call Pricrity 1 VI [z the awest privrit]

Wrong Mumber
Add

. ou must be logged i az a named
e Expiy Date | vz - uzer with a password to use this
Multi Dial Mode r
[ Default Code e After IEI VI Seconds
I Disable ‘Complete without caling' M0139
40138
Cancel | Cancel |
Configuration
[=- Administration Campaign Type I Callback. j
Mame Statuz | Mew | Queued |Ready Autodial | Active| Pending| Complete
y - . Feady to § 0
- Campletion Codes Add |
- Emnail Queuing
- Hok Keys
- Partikions

- Quene Announcements
- Gueue Caller Lookup

- QuUeLe Groups

- QueLes

- Skills

- Speed Dials

B II_'.;:;ZEEIEECB Load Stop Restart Yiew Clear M01327
[#- Configuration
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7.3 Leave number and voice message

A separate queue (Queue type: Callback Message) must be used if we want to record the

return phone number and voice message from the caller. The ‘Queue’ queue should provide

an option to route into the ‘Callback Message’ queue or overflow when a condition is met.

For example, option 9 during the announcements.

Configure Queue : Sales

.Generall Agentsl Skillz I Schedule  Announcements I Eompletionsl Dverflowl Other I

Enable Announcements((0026) v I First Announcement j
Server HHP i a-» lm
Anhouncement Type ISimpIe Meszage j 1= IDisabIed j
First &nouncement Must Be Played [ 2 lm
Inter-&nnouncement Delay |3E| 3 IDisabIed j
Third Announcement [nterval IU 4 I Dizabled j
Gueue |dentifier (In-Band) I 5 IDisabIed hd

Al recardings must be 11KHz B:bit tano waw files

B> IDisabIed 'l
7 IDisabIed 'l
g IDisabIed 'l

9

Sales Leave Callbacifd

0223

0K I Cancel

At the ‘Callback Message’ queue, configure the announcement with simple message and

configure the voice message recording at Messages tab as per screenshot below.

General | Schedule | Announcements I Other ~ Messages |

Enable Yoice Meszage Recording v

— Meszage Setting
Store Meszages in Custom Location v I\\server\callback\
Uze Queueh ame-| D [~ Play Tone I
Mew Sub-Folder for each day's meszages il
Use Meszage for 'Call Back in Queug' [P - Mone *
M aximum Message Length |2— [Minutes)
Mininum Mezzage Length 5— [Seconds)
Send Flecorded Message by Emai [T |destinationiEmail. com
E-Mail SMTP Sender Frofile | =]
SHS Motification to an agent [requires SkS) I’”‘ Mo Agent ** j
Second Copy of message in different folder [ I

Mo223

(i) I Catcel |
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The custom location must be a UNC path to a shared network folder. The sharing access

must allow agents to read & execute any files within that folder.

A campaign (Campaign type: Callback) is selected for the “Call Back in Queue”.

The greeting files for the ‘Callback Message’ queue must also advise the caller as described

below:

Greetingl - type the return phone number after the tone, and end with #

Greeting2 - leave a message after the tone, and end with # or Hangup when finished.

If caller hangs up at greetingl, there will be no recorded message but a callback will still be
created. Similar to the abandoned call scenario, but the callback will be presented with the

new phone number keyed by the caller.
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8. Configuring CCS Q for Email Queuing

8.1 Overview

External Mail Server | £mail

mé\\/
/zﬂ‘ il Fax Gateway - Fax

1all

“Incoming Mail Server

1. A new email arrives into Unified Messaging  |«g—Voicemail—

an inbox that is being
monitored by CCS Q

/
/
/
f 2. CCS Q creates exact copies of
| any new emails to be queued. The
They ainz nceanee are mmarked ac
be | original messages are marked as
can read and can be kept / deleted
the same |
machine |
i
N
Y cCsQ
A\
N 3. The emails are -
~ forwarded to the next \\\-;
available agent's inbox °
3
CCS Server

;Outgoing Mail Server

AVAILABLE AGENTS

CCS Q can integrate with email servers thus emails can also be routed by CCS Q. The
emails are treated like a caller in a queue and will be routed to the next available agent.
Options can be set so that Agents with an email task can be set to busy so they don't take
calls or be available at all times for both. Agents can categorize the tasks completed by
administrator assigned lists so that results and totals can be provided in real-time statistics

to the wallboard and for review in historical reporting. The CCS Q Real-Time screens and
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also historical reports log and present traffic and statistical details for Email queues tasks

and performance just the same as live calls in the system features.

The Email Queuing feature also enables voicemail and faxes to be queued provided

customer the necessary gateway applications that convert them into email notifications.

Agent Screen
(" ccs Q Email Notification s3] |

CCS DESK E-Mail Frem: Farley

» B .. B @ - Subject  testing for CCS Q

My Status

Queue: Sales
. Jack 9801 .
=" . compition: [T - |
= Busy Email
MODSE 4

Supervisor Screen

F ~

*{é} CCS DESK Manager (Administrator) =

Eile Options Help |
E\Q Help Desk EmailfFax In:0 - Busy:0 Brk:0 Emails:2 Max:0 Av:0 Mac0 Day:z

| Emails
----- __| Email From Suppart Mew Case CAS-09677-1N4TTE rais
‘| Email from Suppart Mew Case CAS-09734-YP400G rais

Additional System Requirements:

- Mail server that supports IMAP protocol for inbound email queuing, and SMTP protocol
for outbound email delivery. CCS Q can also communicate with Microsoft Exchange

Web Services or Microsoft Exchange On-Line Web Services.

- For Voicemail queuing, additional Unified Messaging System (UMS) such as Callware

Callegra.UC is required to produce email notifications when a voicemail is received.

For Fax queuing, additional Fax Gateway such as Callware CallegraFax is required to

convert fax into email.
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8.2

The SMTP tab in CCS Desk Manager must be configured with one SMTP profile. Please

Configure SMTP

consult the Administration and User Manual for CCS Desk section 2.10.33 for more

information on the configuration in this tab.

Configuration [}

=-Co

[+ Administration
- Integration

nfiguration

- @nnouncement Servers
- 25 Call Dialer Settings
- CC5 Chat

- (CC5 Console

- CCS YR

- CC5 Record Profiles

- ZC5 Record Jervers

- Devices

- PAEY Connections

- Queue Assignments

- Services

- Syskerm
- Walidation

SMTP Prafile
SMTF Server

Server

pod51027. outlack. com

MU2ah

Fram Addrezs

COmpany. com
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8.3  Configure Agent

Each agent that handles email must be configured with their email address. Please consult
the Administration and User Manual for CCS Desk section 210.1 for more information on the

configuration in this tab.

T |
Mame IJack tiobile I
Inteqratian INDne j Hame I Enable Copy ta dial [
Confirm before diallin v
Prafile | =] Otherd | ?
Leave number in clipboard v
&t Break - Di - - Otherz
o Break | - Disabled [ 2 | Disable Dialing from CCS DESK. [
Izer Level |Standard L zer ﬂ Allow SMS Sending I~
CCS Record Profile I - Digabled - j M Type INDnE j Show Queued Calls I
Calendar Prafile I - Dizabled - ﬂ Ik Signin I
Hotk.ey Profile I -- Dizabled - j E-bdail Iiack@cumpany.cum
Skillzet Skill Level
Add
Azzigned to Queues
Add
Individual Wrap-up Time IEI Allow logindout of zpecific quewes r
hd aximum Chats IEI Allov sendfreceive notes far anyone |_
Ornly zee ‘my tean’ r
WMO207 Ok I Cancel |
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8.4 Configure Queue

Create / edit the queue that will be used to route the emails. (Queue type: Email)

Assign the agents on the Agents tab.

Select the SMTP profile on the Email tab and set other options accordingly.

If ‘Enter Completion Code for Each Email’ is enabled, you also need to add the Completions.

" General  Agents | Skills I Schedulel Completionsl Other I Email I .Generall Agentsl Skills I Schedu\el Completionsl Other ~ Ermail |
Gueue Mode IHUund Fobin j Agent SMTP Profile for forwarding E-Mail ISMTF’ Server j
wirapup Time: ID _I::l seconds Enter Completion Code for Each E maif v
Agent Absent lﬁ =| s Leave agent able to take calls r
e =l Pt agent on Break when handing Emai I--No Break-- j
Bireak I vl
Hide: Caller D r
AutoRecord Mode (l
Auto-Answer Mode |
Service Level IZD _I::l seconds
MD226 MOZ24

Configure Queue : Sales Email [ x|

.Genelall Agentsl Skillz | Schedule  Completions | Other I E mail I

Use Completion Codes ™ Default Code I’“‘ Mo default code ** j
Multiple Codes -
Tree Format -

Completion Type

M0230

Ok, I Cancel
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8.5 Configure Email Server Integration Profile

Go to the Email Queuing tab in CCS Desk Manager and configure all email accounts that
will be distributed with CCS Q. One email integration profile is able to multiple connections
to different email servers, with different connection methods, and accessing different

accounts. Please consult the Administration and User Manual for CCS Desk section 2.9.34

for more information on the configuration in this tab.

Configuration [}

=~ Administration Email Server
- figenks il

- Breaks add

- Campaigns

- Completion Cades
S E mail Queling

- Hok Keys
- Partitions
- (JUeUe Announcements
- ueue Caller Lookup

- QUeUe Groups

- QUeUEs

- Skills

- Speed Dials

- Web Callbacks

[+- Integration

- Configuration

EMail Integration Profile Editor | x| |
Email Server I Email Server
Server MMailbox
' Imap. company.caom HIDCOMpany . com
fiil | imap.gmail.com company@gmail, com

Add

Cancel |
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8.6 Configure CCS Desk Email Service
The email service is included when CCS Desk is installed however it is not enabled by
default.
Go to the Services tab of CCS Desk Manager and enable the Configuration mode to
install the CCS Desk Email Service service. Do not start the service.
[#- Administration Service | Skatus | Mode | Prafile: | Logs
-Integration (5 Desk Server Started Automatic Disabled
= Configuration CCS Dask PEX Server Started Maniual TAPI PABH Disabled
nnnouaneant Ser\.fers CC5 Report Engine Started Aukomatic
EEZ E:afla er Settings CCS Recording Ser\rr . anual . requred .
5 Console <k Em it St are y . o atic * required * | Disabled
OS5 TVR Settings for CC5 Desk Email Service Disabled
- £S5 Recard Profiles ZC5 Desk HMP Configure HrP Disabled
- (5 Record Servers CC5 Desk Gate Skap CCS Desk Email Service
- Devices CC5 SMS Server TTanual * required *
- PAEH Connlections CC5 Dashboard Gateway Started Aukomatic
QUEL_'E Assignments Drialogic HMP Manal
g;:;es TART Started Marual
. System Windows IIS (www Publishing Service Starbed Aukomatic
- Yalidation
Logs =} J [ show Disabled Services
[@ ccs Desk Email senvice =RRC X

Service Nams Email Service
File Path F:\Program Files*
Install Status Nat Installed

C5 DESK\Email Service exe

Install

Close

{23 CCS Desk Email Sarvice

0

Service Name

Email Service

NCCS DESKMEmail Service exe

Uninstall

A

File Path F:*Program Files"
Install Status Installed

Startup Maode Automatic
Cument Status Stopped

Start

Close
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Right click on the Profile of CCS Desk Email Service the click on Settings for CCS Desk

Email Service. Select the email server profile that has been created then click OK.

Configuration [ X|

Administration
Integration

[=- Configuration

- Announcement Servers
- CC5 Call Dialer Settings
- 05 Chat

- CC5 Consale

- CC5 IVR

- CC5 Record Profiles

- CC5 Record Servers

- Devices

- PAER Connections

- Queue Assignments

- SRIVICRS

- Swskern

- Yalidation

Logs i

Service

Service | Skatus Mode | Profile | Logs
CiC5 Dask Server Started Automatic Disabled
CCS Desk PEX Server Starked Manual TAPT PAEX Disabled
ZC5 Repork Engine Started Aukomatic
CCS Recording Server Manual * required *
] ed
CC5 Desk HYP Gateway Started Automatic Settings For CC3 Desk Email
25 Desk HMP Service Started Manual HMP Disabled
CCS Desk Gateway Started Automatic
CC5 SMS Server Manual * required *
CCS Dashboard Gateway Started Autkornatic
Dialogic HMP Manual
TAPI Started Manual
windows IS {wwww Publishing Service Started Aukomatic

[ show Disabled Services

Select Email server |

Server Selection

Cancel

Right click on the CCS Desk Email Service then select Start CCS Desk Email Service.

Configuration

Administration
Integration

= Configuration

- Announcement Servers
- 2CS Call Dialer Settings
- S Chat

- CCS Console

- CCS VR

- CCS Record Profiles

- CCS Record Servers

- Devices

- PiBR Connections

- Queue Assignments

- Services

- Syskem

- Walidation

S Desk HMP Gateway Started
ZC5 Desk HYP Service Started
5 Desk Gateway Started
CCS 5MS Server

5 Dashboard Gateway Started
Dialogic HMP

TAPT Skarted

windows 115 (e Publishing Service Started

Service | Status | Mode | Profile | Logs
ZC5 Desk Server Started Aukomatic Disabled
CCS Desk PEX Server Skarted Manual TAPI PABEX Disabled
5 Report Engine Started Aukomatic
CCS Recording Serwver Manual * required *

Logs (o]}

Disabled

Maniual HIP Disabled
Aukomatic
Manual * required *
Aukomatic

Maniual

Manual

Automatic

" Show Disabled Services
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9. Configuring CCS Q for Social Media

9.1 Overview

TWITTER

"~ FACEBOOK

" A
| \

| F2. Facebook sends
|

‘ notification via ema

| CCS Twitter Callback
e Service

CCS Server

Database Server

Twitter and Facebook are increasingly becoming part of the commercial landscape and
businesses need ways to manage staff and meet their services quality. Utilising the power of

CCS Q, we can now integrate these popular Social Medias, providing more reach and
power within the contact centre.

The Twitter Callback has similar concept as the CCS Q Web Callback. A Twitter account will
be monitored by a service and the service will create callback request based on tweets that

mentions the account. Currently supported tags are call! or callme! or !callme followed by
the telephone number.
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Examples of tweet that will successfully create callback request:
@ccs please call!0421478654 or Need help from @ccs. Please Icallme
0421478654

A configurable auto reply via direct message will automatically be sent if the correct tag is

found but not followed by a phone number.

Facebook integration works by using the CCS Q Email Queuing. Facebook can be
configured to email notifications on all / certain activities. CCS Q will distribute the email
notifications, and Facebook responses can be done by simply replying the email. Not that
the agent’s email account must be allowed to send the email as / on behalf of the Facebook

email account.

Example Twitter Callback Example Facebook Email

CCS DESK . .
B 3 B @ }3 +* CCS Q Email Notification CCS DESK

B 2@ 2%

My Status

E-Mail From:
Jack 9801 .ﬂ‘ rom. Fa(_:EbOOk
¥ Busy Outgoing Subject: Chnis posted on yourWall_

My Status

: Jack 9801

Queue Callback - Busy Email

name  Tesl A Queue: FacebookDemoQ

Company ) Completion: |
$ - 10 Dollars
Actions

Campaign Twitter Callback

number 0421478654

Hi @CCSUser, I am interested to know more
about the seminar. Please calll 0421473654

Additional System Requirements

- Valid Facebook and/or Twitter account.

- Mail server that supports IMAP protocol for inbound email queuing, and SMTP protocol
for outbound email delivery. CCS Q also supports Microsoft Exchange 2007 / 2010 Web
Services or Exchange On-Line Web Services.

- The agents’ email settings must allow sending as the Facebook account holder.

- Internet connection on the server with full access to social media websites and

microsites.
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9.2 Facebook
9.2.1 Configure SMTP

The SMTP tab in CCS Desk Manager must be configured with one SMTP profile. Please consult
the Administration and User Manual for CCS Desk section 2.10.33 for more information on the
configuration in this tab.

Configuration

- Administration SMTP Prafile Server From Address
-- Integration

B- Configuration

- dnnouncement Servers
- 25 Call Dialer Settings
- 25 Chat

- 1ZC5 Console

- CCS IVR

- CC5 Recaord Profiles

- (CC5 Record Servers

- Devices

- PAEY Connections

- Queue Assignments

- Services

- Syskem

- Walidation

pod510 n 3 OMpany. com

MUZ55
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9.2.2 Configure Agent

Each agent that handles email must be configured with their email address. Please consult the
Administration and User Manual for CCS Desk section 3.10.1 for more information on the

configuration in this tab.

Edit Person E |

Mame IJack tiobile I
ifeapeer IN:::ne j Home I Enable 'Copy to dial r
Confirm before diallin v
Prafile | =] Otherd | ?
Leave number in clipboard v
Auto Break - Di - - Otherz
o Break | - Disabled -~ 2 | Disable Dialing from CCS DESK. [
Izer Level |Standard L zer ﬂ Allow SMS Sending I~
CCS Record Profile I - Digabled - j M Type INDnE j Show Queued Calls I
Calendar Prafile I - Dizabled - ﬂ Ik Signin I
Hotk.ey Profile I -- Dizabled - j E-bdail Iiack@cumpany.cum
Skillzet Skill Level
Add
Azzigned to Queues
Add
Individual Wrap-up Time IEI Allow logindout of zpecific quewes r
hd aximum Chats IEI Allov sendfreceive notes far anyone |_
Ornly zee ‘my tean’ r
WMO207 Ok, I Cancel |
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9.2.3 Configure Queue
Create / edit the queue that will be used to route the emails. (Queue type: Email)
Assign the agents on the Agents tab.
Select the SMTP profile on the Email Queuing tab and set other options accordingly.
If ‘Enter Completion Code for Each Email’ is enabled, you also need to add the Completions.
Configure Queue : Sales Email
i Configure Queue : Sales Email
General Agents | Skills I Schedulel Completionsl Other I Email I -
Genarall Agentsl Skillz | Schedulel Enmplelinnsl Other  Email |
Queue Mode IFlnund Fobin j
Sk TP Profile for forwarding E -k ail ISMTP Server -
Wi ID —:I seconds Enter Completion Code for Each Emaik izl
'?ﬁ::t Absent ID _,;‘ seconds Leave agent able to take callz r
Break I - Put agent on Ereak when handing Email I--No Break-- -
Hide Caller ID r
Auto-Fecord Mode r
Auto-dnzmer Mode r
Service Level 20 _:I seconds
M0226 M0224
Cancel | Cancel |
Configure Queue ; Sales Email [ x|

'Generall Agentsl Skills | Schedule  Completions | Other I E mail I

Uze Completion Codes
Multiple Codes

Tree Format

r
r
-

Default Code I’“‘ Mo default code ™

=

add

10230

Cancel

Co ]
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9.2.4 Configure Email Server Integration Profile

Go to the Email Queuing tab in CCS Desk Manager and configure all email accounts that will be
distributed with CCS Q. One email integration profile is able to multiple connections to different
email servers, with different connection methods, and accessing different accounts. Please consult
the Administration and User Manual for CCS Desk section 2.9.34 for more information on the

configuration in this tab.

Configuration

- ddministration
- hents it
- Breaks

- ampaigns

Emnail Server

Add

- _ompletion Codes

= Erail Cueuing
- Hat Keys

- Partitions

- QUels Announcements
- ueue Caller Lookup

- (JUeUe Groups

- CUBLES

- Skills

- Speed Dials

- wWeb Callbacks

[+- Integration

[+ Configuration

EMail Integration Profile Editor | X| I

Email Server I Email Server

SErver Mailbox

. imap. company . com mailbox@company . canm
fiil | imap.gmail. com company@arnail, con
Add

Cancel |

9.2.5 Configure CCS Desk Email Service

The email service is included when CCS Desk is installed however it is not enabled by default.
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Go to the Services tab of CCS Desk Manager and enable the Configuration mode to install the

CCS Desk Email Service. Do not start the service.

Configuration

= Administration
Integration
E| Configuration
- Announcement Servers
- (5 Call Dialer Settings
- 25 Chat
- CC5 Console
- CCS IVR
- CC5 Record Profiles
- CC5% Record Servers
- Devices

Service | Skatus | Mode | Profile | Logs

CCS Desk Server Statked Aukamatic Disabled
CCS Desk PEX Server Started Manual TAPT PAEY Disabled
CCS Report Engine Started Aukarmnatic
CCS Recording Server Manual * required *

S Desk Emn ji Sharbe Bukomatic | Disabled

esk Email Service Disabled

CCS Dask HMP HMP Disabled
CC5 Desk Gate Skop CCS Desk Email Service
CCS SMS Server ™Manual * required *

- PABR Conn.ections C5 Dashboard Gateway Started
?UBL-IB Assignments Dialogic HMP
- Services
- SMTP T.ﬂ.tPiI — . Starte:
- System Sindows IS {uww Publishing Service Starke
- Yalidation
Logs I [afl}
-
{23 CCS Desk Email Service =ap=n X

Service Name Email Service

File Path F:\Program Files"CI

Install Status Mot Installed

WCCS DESK\Email Service exe

Close

£33 CCS Desk Email Service

Service Name EmailService

CS DESK\EmailService.exe

Uninstall

File Path F:\Program FilesCl
Install Status Installed

Startup Mode Automatic

Cument Status Stopped

Close

II1

o

Automatic
Manual
Manual

Aukomatic

[ show Disabled Services

Right click on the Profile of CCS Desk Email Service the click on Settings for CCS Desk

Email Service. Select the email server profile that has been created then click OK.
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Configuration [ x|

[#- Administration

+- Integration

B- Configuration

- Announcement Servers
- CC5 Call Dialer Settings
- CC5 Chat

- CCS Consale

- 5 IVR

- CC5 Record Profiles

- CC5 Record Servers

- Devices

- PAER Connections

- Queue Assignments

- SErvices

- System

- Yalidation

CC5 Desk HMP Gateway Started
CiC5 Desk HMP Service Started
CCS Desk Gakeway Started
(ZC5 5M3 Server

CC5 Dashboard Gateway Started
Dialogic HMP

TAPT Started

windaws IS (ww Publishing Service Started

Logs i

Service | Skatus | Mode | Profile | Logs
CiZ5 Desk Server Started Automatic Disabled
25 Desk PBX Server Started Manual TAPI PABY Disabled
CC5 Repork Engine Started Aukomatic
S Recording Server Manual

* required *

Automatic Settings for CC5 Desk Email Service

Manual Disabled
Autamatic
Manual * required *
Automatic

Manual

Manual

Aukarnatic

" show Disabled Services

Select Email Server |

Server Selection

Ermnail

Cancel

o |

Right click on the CCS Desk Email Service then select Start CCS Desk Email Service.

- Administr ation

+|- Integration

B- Configuration

- ANROUNCEMEnt Servers
- CCS Call Dialer Settings
- CC5 Chat

- (005 Console

- CCS IVR

- CC5 Record Profiles

- (005 Record Servers

- Devices

- PREY Connections

- QueUe Assignments

- Services

- System

- Walidation

CCS Desk HMP Gateway Started
CCS Desk HMP Service Skarted
S Desk Gateway Started
35 5MS Server

CC5S Dashboard Gateway Started
Dialogic HMP

TAPT Skarted

Sindows 115 {wnena Publishing Service Started

Logs iy

Service | Status | Mode | Profile | Logs
CCS Desk Server Skarted Automatic Disabled
CCS Desk PBY Server Skarted Manal TAPI PAEY Cisabled
ZC5 Report Engine Started Automatic
CCS Recaording Server Manual * required *

Cisabled

Manual HrP Disabled
Aukomatic
Manual * required *
Aukomatic

Manual

Manal

Aukomatic

™ Show Disabled Services
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9.3 Twitter
9.3.1 Configure Twitter Callback Service

The Twitter callback program is installed via the CCSTWitterCallbackSetup.exe program. This
will install the program, create a shortcut in the start menu, and install the services as CCS Twitter

Callback. It will not start the service, however, since we need to configure Twitter first.

Running the Configuration program will show the following Ul.

T ccs Tweet Callback M=l

Save |

CR Twitter Fieldname

CRM Location Ie:-:amplec:rm:EEEE
CRM Mame |E><.f-‘-.MF'LEI:HM
Get PIM |

Pin |

Login'with Pin |

Twitter Access Token I

Direct Mezzage Text 32 chars

Fleaze phone with your detailz!

r Log diagnoztic data to event log

Start Test Bun

Complete the Twitter authorization process by clicking Get PIN. You will be directed to Twitter and
be directed to login into the account, and authorize the CCS Tweet Callback application. A PIN will

be given once the authorization process has been completed. Write the PIN on the empty field and
click Login with Pin to complete this setup.
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9.3.2 Configure Queue

The Web tab in CCS Desk Manager needs to be configured with [twitter] as ‘Source’ and linked to
a campaign (Campaign type: Callback). Please consult the Administration and User Manual for

CCS Desk section 2.9.33 for more information on the configuration in this tab.

Configuration [}

= Administration Marne Source Campaign
- Agents [l Twitker [Twitter]

- Breaks add |

- Campaigns

- Completion Cades

- Email Queuing

- Hok Keys

- Partitions

- (JUeUe Announcements
- ueue Caller Lookup

- QUeUe Groups

- QUeUEs

- Skills

- Speed Dials
Web Callbacks
- Integration

[+ Configuration

0263

9.3.3 Start the Twitter Service

Go to Control Panel > Administrative Tools - Services and start the CCS Twitter service

File Action  Yew Help

S YEEENCE I

- Services {Local)

q Services (Local)

CCS Twitter Callback Description

Start the s=rvice

. Certificate Propana... Copies use, .,

10. Configuring CCS Q for Web Callback

10.1 Overview
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1. Customer accesses the
website externally via
Internet

2. Customer arrives at the

4. CCS Web Gateway writes the
callback request to the database

3. The call-back request
the CCS Web Gateway

W i ith Lo
CE..?be.L"?eﬁﬂest Lo CCS Web Gateway o MSSQL Database

. ccsQ ,

o -
\\\ : : ccs

SQL Dalabase
Web Server - CCS Server | Database Server
5. The callback is assigned lo the
4 nexl available agent
AVAILABLE AGENTS

A Call-Back button or hyperlink can be placed on a website or in an email. A prospective
customer can then click the link and be taken to a form to enter their details. As well as a
name and phone number, these details can include a text message and a preferred time for
the call-back. The form can also include options for which queue the customer will be called

from, such as sales, service, accounts or a specific product group.

After being submitted, the form data must be entered into a table in the CCS SQL Database
by communicating with the CCS Web Gateway service. CCS Q will then take this
information and treat the Call-back as any other incoming or outgoing call in the system,
presenting it to the next available agent at the appropriate time. The Agent also has a hyper-

link button that can pop the web page from which the Call-Back was requested.
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Agents must enter completion code when the call-back is completed, and the completion
statistics can be provided in real-time to the dashboard and for review in historical reporting.
The CCS Q Real-Time screens and also historical reports log and present traffic and
statistical details for Web Call-backs tasks and performance just the same as live calls in the

system features.

This document does not cover the following topics which should be handled by your Web
Admin / Developer.
a) HTML, CSS, and scripts to design the web pages and forms

b) Programming scripts / codes on the web site to integrate with CCS Desk Web Gateway.

10.2 Configure the Web Server

The critical requirement for the system is the integration between the web server and the
CCS Desk Web Gateway. Please consult Integration Guide for CCS Desk for more

information about the web services methods supported by the CCS Desk Web Gateway.

A sample web form integrates with CCS Desk Web Gateway is available in CCS Report
Web. Assuming the CCS Report website is installed on a machine called CCS, the URL is:
http://CCS/CCS%20Report/WebGatewayTestPage.aspx

10.3 Configure Queue

Web Call-back utilizes the campaign and queuing engine as illustrated below
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Web Call-back request

)

Campaign
Type: Callback

4

[«——completion codew

Queue
Type: Queue

AVAILABLE
AGENTS

It is assumed that readers already have knowledge on how to create campaigns, queues,

and completion codes within the CCS system by using the CCS Desk Manager application.

Create the Web reference to Campaigns

The Web tab in CCS Desk Manager needs to be configured to specify which source

reference point relates to which campaign (Campaign type: Callback) Please consult the

Administration and User Manual for CCS Desk section 2.9.33 for more information on the

configuration in this tab.

Configuration

E

- ddministration

- hents

- Breaks

- ampaigns

- _ompletion Codes
- Email Queuing

- Hat Keys

- Partitions

- ueue Caller Lookup
- (JUeUe Groups
- CUBLES

- Skills

- Speed Dials
WWeb Callbacks

H- Integration

E

+- Configuration

- QUels Announcements

Iarne
Joe Web Callback

Add

MOZ63
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11. Configuring CCS Q for Web Chat

11.1 Overview

S \:]
1. Customer accesses the =
website externally via

Internet

WWW

2. Customer arrives at P . 3. CCS Chat communicates with
the website and uses 3. CCS Chat receives CCS Q to find the next available
one of the web pages chat request agent.
to request a Web Chat

Web Site with

chat request CCS Chat Server . CCS Q Server

4. CCS Q sends
notification to:the

. § next available agent
° 0
< S |

Web Server CCS Chat Web | CCS Q Server |

Server

5. Web chat session
is established.

Y
AVAILABLE AGENTS

Offer your customers and partners an easy way to get instant access to your team via Web-
Chat Instant Messaging. CCS Chat can be deployed stand-alone and integrate with your
customer database or CRM for enhancing Web Chat into your customer service mix, and/or

integrated with our CCS Q for agent Multi-Media Contact Centre functionality.
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Customer Chat request form Agent Screen
8 Agent Cnat Page - Intemet Explorer provided by Dell oo o
Please enter your details below: CcCS CHAT B oV et e AwiChutageanpehrowrces Ziummowe  Stocabone civTI T T-S- 0 ke
T —
Name |Ben Adams | P,
Email |ben@ﬁnccm.com | query ‘ ‘WL
m-;uﬂxumiu:nl:
Company | Fincom | v
Description |F’roductOuery | E o ® * %
My Status
Request a chat with | Sales v| Jack 9801
S Busy chat
’ Send ] ’ Reset ]
;M.l‘&:m
Send
BEicaaeeel (P

Chatting with Ben Adams

Supervisor Screen

i - E |
£33 CCS DESK Manager (Administrator) =

Eile Options  Help

/™ Campaigns

E| ﬂ Agents

: ) Jack(9801) Break Active Logged In 6/14/2012 4:27:28 AM
[-4g PABXs

Requirements
- CCS Chat module

0 CCS Chat requires Microsoft IS to host the server web components.
0 CCS Chat also requires Internet Explorer v6 or above for the client
- A website that provides the ‘Web Chat' button, preferably runs on Microsoft [IS Web
Server, that links to the CCS Chat request page.
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11.2 Configure CCS Chat

Chat source must be created from the CCS Chat administration page. The chat source
information will be matched against the CCS Q configuration shown in the next section.
Please consult the Administration and User Manual for CCS Chat document for more

information.

- - — - . — i I. () ﬂ
6" _'J‘ @ hittp:/flocalhost:8080/CCSChat/AdminPage/AdminChatSourcePage.aspx PL~-aex ” (2 CCS Chat Administrator - C... {0 5o 5ol
Administrator Options cCcSsS CHAT

Welcome, admin Set CCS Chat Chat Source

New Source

[=-Options
Source Name
~Set Agent's Custom Greeting Message
~Set Chat Source =
~5et Users
Set Options Current Source

Set Wait Messages Source ID
Source Hame

[ Save ] [ Cancel ]
Restart WebServer
o s
Logout Edit | Delete 1 Support

F100% v
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11.3 Configure Queue

Chat request is sent to the next available agent through a queue. It is assumed that readers already

have knowledge on how to create queues (Queue type: Queue) and assign agents to it within the

CCS system by using the CCS Desk Manager application.

Create the CCS Chat reference to Queues

The CCS Chat tab in CCS Desk Manager needs to be configured by matching the source name in

CCS Chat with a queue. Please consult the Administration and User Manual for CCS Desk section

3.10.17 for more information.

Configuration [}

=-Co

[+ Administration
- Integration

nfiguration

- @nnouncement Servers
- 25 Call Dialer Settings
=S Chat

- (CC5 Console

- CCS IVR

- CC5 Record Profiles

- ZC5 Record Jervers

- Devices

- PAEY Connections

- Queue Assignments

- Services

- SMTP

- Syskerm

- Walidation

MuTa4

M ame Source Oueue
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12. Configuring CCS Call for ODBC Integration

12.1 ODBC

Microsoft Windows Operating System has something called ODBC, which stands for Open
Database Connectivity. External Data Sources can be connected to Windows by using
ODBC. This allows Windows and applications running in Windows to access data from a
variety of database management systems. For example, if you have a program that requires
access data to a SQL database, ODBC will let you use the same program to access data in

a Visual FoxPro database.

This document describes how campaign call records can be imported into CCS Call
campaigns from an ODBC data source, such as a Microsoft Excel spreadsheet or a SQL

database.

Note that you may need to install certain ODBC drivers to your machine in order to connect

to your data source.

12.2 Configure Windows ODBC

To open ODBC configuration on a 32 bit machine, go to Start > Control Panel =
Administrative Tools - Data Sources (ODBC).

There are 2 ODBC configurations on a 64 bit machine and to access the one CCS Call
utilizes, open the application in C:\Windows\SysWOW64\odbcad32.exe. Note that the

Administrative Tools version is the 64bit version that is not compatible to CCS Call.

There are several options inside the ODBC administrator application, but we will only need
to focus on 2 tabs: User DSN and System DSN

USER DSN — These data sources are local to a computer and accessible only by the

current user of Windows.

SYSTEM DSN — These data sources are local to a computer but not user-dedicated; any

Windows user with privileges can access a system DSN.
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Note that unless there are specific restrictions or security policies in place, it is

recommended that you always create your data sources under the SYSTEM DSN.

-

-

1

'.E_' CODEC Data Source Administrator

Uszer DSN | System DSN | File DSN | Drivers | Tracing | Connection Pooling | About |

System Data Sources:

MName Driver Add...
CCs SOL Server

SQL Server

(S

rfigure...

An QODBC System data source stores information about how to connect to
D; the indicated data provider. A System data source is visible to all users
= on this machine, including NT services.

| ok || cancel || epy Help

Clicking on the System DSN tab will give you a list of all system DSNs, including the name
and associated driver of each DSN. Double-click on a DSN to display the driver-specific data

source setup dialog box, similar to clicking the Configure button; use the Add or the Remove

button to create or delete data sources respectively.
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Example 1 — add new data source (Excel 2007)

1. Because you will usually maintain a number of spreadsheets, it is recommended that you

create a new folder to store them in one location.

2. Click on Add on the System DSN, and select the Microsoft Excel Driver that
supports .xlIsx. If you do not have this driver available, you will need to download and install
it from the Microsoft Website. Alternatively you can save the spreadsheet into .xIs format

thus allowing you to use the other driver. Click Finish to proceed.

Create Mew Data Source ﬁ
Select a driver for which you want to set up a data source.
: MName W=
Microsoft dBase Driver (~.dbf) £
nid Microsoft dBase VFP Driver (* dbf) £
Microsoft dBase-Treiber (*.dbf) £
Microsoft Excel Driver (*ds) E|E|
Microsoft Excel Driver (*ds, *xdsx, *dsm, *dsh) 1
Microsoft Excel-Treiber (" xds) £
Microsoft FouPro WVFP Driver (*.dbf) B _
I 1‘| nomonr A rr
|
< Back Finish ] [ Cancel
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3. Enter the DSN name — each DSN must have a unique name. Modify the Excel version as

required, and then click on the Select Workbook button to locate the file. Click OK to finish

the setup.

" — ——
ODEC Microsoft Excel Setup X
Data Source Mame: Leads2012 DK
Database
Version: | xcel 12.0 v
Workbook:  C:\.\Labs\MewBusiness xds
Select Workbool...
Use Current Directory
Optionsg=:
Select Workbook [
Database Mame Directories:
MewBusiness xs o\ MNabs
a B o -
testdats 1 s = Users =
testdatalads (= Farey =
= Desktop R
— ead Onl
(== Training Eil: d
List Files of Type: Drives:
| Excel Files (*xis”) »| BEco0s -
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1. You will now see the newly created DSN on the list of System data sources.

-

1

; ODEBC Data Source Administrator

lser DSN | System DSN | File DSN | Drivers I Tracing I Connection Pooling | About |

System Data Sounces:

Name: Driver Add...
CCcs SGL Server

HeatDemo SGL Server
LBl Microsoft Bxcel Driver ("xds, “xdsx, “xdsm, ~xdsh)

12

rfigure..

An ODBC System data source stores information about how to connect to
m; the indicated data provider. A System data source is visible to all users
on this machine. including NT services.

[ ok [ cancel || coply Help

e y

Example 2 — add new data source (Microsoft SOL Server)

1. Click on Add on the System DSN, and select the SQL Server option. Click Finish to

proceed.

Create Mew Data Source . ﬁ

Select a driver for which you wart to set up a data source.

13

Mame

Microsoft Text Driver (b ~.csv)
Microsoft Text-Treiber (b ~.csv)
Microzoft Visual FooPro Driver
Microzoft Visual FoxPro-Treiber
MySQLODBC 3.51 Driver

S0L Mative Cliert

\

4| 1] [ 3

Lo T S T T o o T e o T o o Tl
E_3

4 [.m |

<Back || Fnsh | [ Cancel |

b = — ——
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2. Enter the Name of the DSN — each DSN must have a unique name. Enter the database
Server machine name or the IP address. The SQL Server instance name must also be

included, if applicable. Click Next.

Create a New Data Source to SQL Server &

This wizard will help you create an ODBC data source that you can use to
connect to SGL Server.

;l What name do you want to use to refer to the data source?
,5’»-1 Name: TestDatabase
A

How do you want to describe the data source?

Description:

Which SQL Server do you want to connect to?
Server: REDWMNSTANCET -

Fsh || Net> | [ Caneel | | Hep

3. Select the authentication mode (Windows / SQL), and enter the appropriate
username and password to complete the configuration. Note that it is recommended that
the SQL Server is configured to allow SQL Authentication i.e. Mixed Mode, and to use
SQL Authentication to configure ODBC. Click Next.

Create a New Data Source to SQL Server &

How should SQL Server werify the authenticity of the login 1D7

a' () With Windows NT authentication using the network login 10
);1 @ With SQL Server authertication using a login ID and password
e e = entered by the user.

Ta change the network library used to communicate with SQL Server,
click Client Corfiguration.

Cliert Corfiguration...

Connect to SQL Server to obtain default settings for the
additional corfiguration options.

Login ID: sa

Password: eessssss

cBack || Net> | [ Cancel | [ Hep

= ——

350



IPECS CCS Desk

User Manual

Issue 1.8

4. Tick to Change the Default Database to the database you wish to connect to. Click

Next.

-

<
Create a New Data Source to SQL Server &J

0

Change the default database to:
tempdb -
[] Attach database filename:

Create temporary stored procedures for prepared SGL statements and
drop the stored procedures:

(@ Only when you disconnect.
When you disconnect and as appropriate while you are
connected.
Use ANSI| quoted identifiers.

Use ANSI nulls, paddings and wamings.

Use the faillover SQL Server f the primary SQL Server is not
available.

cBack | Net> | [ Cancel | [ Hep

= —— 4

5. Typically you do not need to alter any settings in here. Click Finish.

o

Create a New Data Source to SQL Server lﬁ

b

["]Change the language of SQL Server system messages to:

English

|| Use strong encryption for data

Perform translation for character data

Use regional settings when outputting cumency, numbers, dates and
(] times.

[] Save long running queries to the log file:
C:\Users'\Farey\AppData‘\Local\ Temp QA UERY LO! Browse...
Long query time {miliseconds): | 20000

& LLLL

7] Log ODBC driver statistics to the log file:

ClUsers'\Farey'AppData'Local\Temp\STATS LOC

Browse. ..

cBack || Fnsh | [ Cancel | |

Help
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6. Click Test Data Source to ensure all your configurations are correct. Click OK to finish

the setup.

ODEC Microsoft SQL Server Setup @

Anew ODBC data source will be created with the following
configuration:

Microsoft SQL Server ODBC Driver Version 06.01.7601

Data Source Mame: TestDatabase

Data Source Description:

Server: REDWNSTANCET

Database: tempdb

Language: (Default)

Translate Character Data: Yes

Log Long Running Queries: No

Log Driver Statistics: No

lUse Regional Settings: No

Prepared Statements Option: Drop temporary procedures on
disconnect

Use Failover Server: No

Use ANSI Quoted Identifiers: Yes

Use ANSI Mull, Paddings and Wamings: Yes
Data Encryption: No

Test Data Source... ] l 0K ” Cancel ]

SQL Server ODBC Data Source Test

—

Test Results

Microsoft SQL Server ODBC Driver Version 06.01.7601
Running connectivity tests. ..

Aftempting connection

Connection established

Verifying option settings

Disconnecting from server

TESTS COMPLETED SUCCESSFULLY!
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7. You will now see the newly created DSN on the list of System data sources.

-

1

3 CODBEC Data Source Administrator

Uszer DSN | System DSN | File DSN | Drivers | Tracing | Connection Pooling | About |

System Data Sources:

E

MName Driver

SQL Server Remave
Heat Demao SQL Server

TestDatabase SCL Server Corfigure...

'l An QODBC System data source stores information about how to connect to
m; the indicated data provider. A System data source is visible to all users
= on this machine, including NT services.

oK || Cancel Apply Help
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12.3 Configure CCS Desk Integration to ODBC

Once the Windows ODBC has been configured, we can now configure the integration into
the CCS system by using the CCS Desk Manager application.

1. Open CCS Desk Manager and go to Options - Configure, and login as a user that

has administrative rights.

¢5% CCS DESK Manager (Logged Out) = | B [
File | Options | Help
ﬂ Configure
E-q  HEAT Settings
GoldMine 3
CCS DESK Manager Options

Emergency Mode

2. Find the ODBC Integrations tab. You will see a list of ODBC integration profiles that

have been created. Click on the Add button to create a new profile, or the ‘red bin’ icon

to delete.
Configuration
#-Administration Marne Data Source Table
S-Integration |l Excel Integration test Sheet1£.1D
- ACT! Add |

- Calendar Profiles

- Dynamics CRM 4

- (aeneric Integrations
- GoldMine
- HEAT

- Maximizer
& 'DEC Inteqgrations
- Cutlook,

- SalesLogix
#-Configuration

M0130
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3. As you add a new profile, you will be asked to provide a name to the CCS Desk ODBC
integration profile. It is recommended to use the same name as the Windows ODBC

profile that will be integrated, in order to avoid confusion.

Add Integration

M ame ILeadEEI'I 4

| [k I Cancel |

0208

Double click on the created profile to open the configuration screen.

Configuration [}
#-Administration Name | Data Source | Table
=-Integration fiit | Excel Integration test Sheet1$.ID
CAcT! L] I
- Calendar Profiles add |

- Dynarnics CRM 4

- enetic Integrations
- GoldMine

- HEAT

- Maximizer

& DEC Integrations
- Qutlook,

- SalesLogix
#-Configuration

I
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4. Select the Windows ODBC profile as the Datasource.

ODBC / DDE Configuration [ X|

Mame Lead2012 EXCEL ==
ol
Datasource e ODBC Cancel |
Prirnary [0 ] . |
Addiional Tables Call Event Functions
Additional Table Linked IO Field Ilncoming Call Ringing j
Add
Mame [rescription
Add
Name Field | . |
Company Field ] . |
Yerification Settings
Table Field alidation Y alue
Add

Phone Mumber Fields
Table Phone Field WHERE clauze

Add

0203

Some ODBC driver such as SQL Server may require a username and password to be
entered on its first setup. Use the same username and password that was used to create

the Windows ODBC profile.

© -
Enter Username and Password Iﬁ

k0260
zemame |22
FPaszword Im
0k | Cancel |

When CCS Desk has successfully connected to the selected data source, it will display

the ODBC Driver type at the top.
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ODBC / DDE Configuration

M ame

[ atazource

]Leadzm 2

5. Configure the Primary ID, Name, Company, and Phone Number Fields to point to the

appropriate tables and columns in the data source. You can add multiple phone number

columns into the list provided.

Additional Tables can be used to link more than 1 table in the data source. For example, if

the ‘name’ is at table A, but the ‘phone’ field is at table B. The two tables must be linked

using the field configured as the Primary ID.

Verification Settings is used to add validation into the data being read. For example, only

find records in the data source where the ‘active’ field is equal to ‘true’.

ODBC / DDE Configuration

Hame Lead2012 EXCEL = %
Datasource test 'l ODEC Cancel |
Prirnary |0 [gheetis.D . |
Additional Tables Call Event Functions

Additional Table Linked ID Field IIncoming Call Ringing j

Add
Mame Description
Add

Mame Field ]Sheet1$.Name . |
Cormpany Field ]Sheet1$.Eompany . |

Werification Settings

Table

Field |

Yalidation ¥ alue

Add

Phone Number Fields

10203

Phone Field

WHERE clause

Click OK when all configurations have been entered.
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12.4 Configure Campaign with ODBC

The CCS Desk ODBC integration profile can now be assigned and loaded into the

outbound telemarketing campaign.

1. Go to the Campaign tab and set Campaign Type: Campaign. Double click on a
campaign to open its configuration. The detailed configuration of the campaign is not part

of the scope of this document.

Configuration [}

- Administration Campaign Type I Campaign ﬂ

- Agents
- Breaks Hame Statuz | Mew |Queued Ready Autodial| Active| Pending) Complete

- Campaigns ¢ Campaign

- Completion Codes Add |
- Email Queuing

- Hok Keys

- Partitions

- Queue Announcerments
- Cueue Caller Lookup

- QUeUe Groups

- QUeUes

- Skills

- Speed Dials

- Web Callbacks
Bii--lntegration
#-Configuration

Load Restart Wiew Clear M7
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2. Go to the Integration tab within the campaign configuration. Change the integration
value to ODBC and select the created CCS Desk ODBC integration App Profile. Leave

the radio button set on Use Phone 1.

Additional ‘'SQL WHERE Clause’ can be added that acts similarly to the Verification
Settings in the ODBC integration profile settings. The input must follow the syntax for SQL

gueries.

Configure Campaign : Membership Calls |

' Generall Completions  Integration |

Integration  [ODBC =l Validation Table |-NoValidation- =]

App Prafile | [REET b

IJze Phane 1 e

ze Phone 2 O

IJze Phone 3 i
SOLWHERE
Clauze

0140

Ok I Cancel

Click OK when finished.
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3. Click on Load button to start loading your campaign with records from the data source.

The number of successful records loaded will be shown in the New column.

Configuration

- Administration Campaign Type I Carnpaign ﬂ
- fugents
- Breaks

Readyto 33

- Completion Codes

- Email Gueuing

- Hok Keys

- Partitions

- JueUe Announcements
- Queue Caller Lookup

- JUBLE Groups

- Queles
- Skills
- Speed Dials
- Weh Callbacks I_I'I ) Loading [0
i Integration Load Stop Restart Wie Clear W37

#- Configuration

The campaign is now ready!

13. Troubleshooting

13.1 TAPI Troubleshooting
13.1.1 TAPI Tools

CCS recommends the use of the following tools to assist any TAPI troubleshooting and/or analysis:
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TAPI Soft Phone
TAPI Call Monitor

- TAPI Soft Phone

http://www.julmar.com/tapi/native-tapi-samples/tapi_soft_phone.zip

This application allows you to monitor / control telephony devices through TAPI in a similar fashion
to CCS Desk. It is a free program called PHONE.EXE

Run a few checks to confirm telephony is working correctly:-
- Ensure all TAPI devices are listed.
- Start a session on the nearest extension and ensure control can be achieved.

-> Lift handset and view the devices changed status, make a call, hang-up a call etc.

il TAPI Phone Dialer © 1999 JulMar Technology, Inc.
: Al 2at2
— Seszion
BT IS TATIOM 9543 1IDED PHOME) End Session
Address: |9843 j Aaent | Fhone
T ki T uck W con W SYE Configure
Phone #: | fake Call | Bickup... | Unpark... |
— Callz
Max Callz: 1 Akl 1 af
Call State:  Connected Trunk ID: OxE
CallType: Direct Media; Unknown Host CallD: OxFO
CallDirection:  Outbound Fiel CallD: Ox0
Caller ID:  STAS8432 3843
Caled ID: CO 0755539500 0755533500 LpSntaRy sl
Connected [D:  CO B 0755533300 0755539800 SO [rfe Call Data
Redirecting 1D:
Redirection [D: Ewent Time: 16:35:36
Sooept SEWEr, | Hold Swap Hang Up | Dual Digits...
Complete.. | Bedirect... | Transfer... ferge Paik. .. Forward
I:u:un_ference...l Add Party | Drop Party | Conf List .
|

- TAPI Call Monitor

http://www.julmar.com/tapi/native-tapi-samples/tapi_call_monitor.zip

The Call Monitor automatically opens all TAPI devices thus providing a single screen to
monitor all TAPI traffic and information, however there are lesser TAPI functions

supported by this application.
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= TAPI Call Monitor © 1998-2004 JulMar Technology, Inc.

Line | Call | State | Caller | Called |

STATION 9843 V1., Osf0 Connected 9843 5TA9043 07R5533800 CO E...

STATION 9864 V1., 0xf3 Connected BREIIBO0CO 7.  S9HE6DIDIME

STATION 9815 [DK... Oxda Connected 915 5TA9815 *A91 COM*E91
Bocept Aner Drop Hiold Urhald

13.1.2 TAPI Configuration and Management in Windows

Microsoft Windows provides tapimgmt.msc to manage TAPI. This can be used to view

the TSP and devices registered with TAPI on this machine.

Note
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This tool is not available by default in Windows XP - The Administrator must first install
the Windows Server 2003 Administration Tools Pack which is downloadable from the

Microsoft website.

The installed TSP can also be viewed, managed, and configured via Control Panel ->
Phone and Modem -> Advanced tab

& Phone and Modem x| |

Diling Flulesl Modems Advanced |

—

/ # The fallowing telephony providers are installed on this computer;

Prowiders:

Microgoft HID Phone TSP
MHDIS Prosy TAPI Service Prowider
TAP| Femel-Mode Service Prowider

Telephory Service Provider for LG-Eniczzon System I
Urirmaodenn & Service Provider -

Add... | ' Remove | oy Ennfigure...l

k. I Cancel | Smply |

Telephony runs as a service within Windows called Tapisrv which can be administered
with services.msc
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File  Action Yiew Help

T EEEEN TERDEE

. Services (Lacal) £} Services (Local)
Telephony Marne = | Descripkion | Skaktus | Skartup Type | Lag On s |
Gk Task Scheduler Enablesa ...  Started Aukamatic Local System
Stop the service CLTCPIP NetBIOS He,.. Providess...  Started Autamatic Local Service
Pause the service Charbe Ao 1o
N .. Started Manual ”
Restart the service
Lk Thread Ordering Se... Provides ar... TMaral Local Service
‘1. TPM Base Services Enables ac... Manual Local Service
Description: £ UPAP Device Host Allows UPn Disabled Lacal Service
Provides Telephony APT (TAPD) suppark o ) " - o .
For programs that control telephony {EhUser Profile Service  This servic..,  Started Aukormatic Local System
devices on the local computer and, Ehvirtual Disk Provides m... Manual Local System
tll'lmugh the lEﬁNJ on servers that are Lk Volume Shadaw Copy  Manages a... Manual Local Systerm
alsa running the service,
& &k Windows Audio Manages a...  Started Aukarnatic Local Service
Ehwindows Audic End... Manages a... Started Manual Local System
Ehwindows CardSpace  Securely e... Manual Local System
Gl windows Calar Sys...  The WesPl... Manual Local Service

Note

There are other services that depend on TAPI.

CCS recommends these services to be made ‘disabled’ which will allow the TAPI service
to be restarted without rebooting the machine. Please consult with the IT System

Administrator before disabling any services.

Telephony Properties {Local Computer}
-Generall Log Dnl Recowvery Dependencies |
Some gervices depend on other gervices, system drivers or load order
groups. If a spstern component is stopped, of iz not running properly.
dependent services can be affected.
Telephony

This service depends on the following spstem components:

.. Remote Procedure Call [RPC)

The following syetem components depend on this service:

e I ]

-, Remote Access Connection M anager

ak. I Cancel Apply

13.1.3 Restarting TAPI

When there is an issue with TAPI that requires the service to be restarted, it is very critical

to stop any running applications that utilize TAPI, such as TAPI Soft Phone or CCS Desk
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PBX service. TAPI may fail to restart otherwise, and might require a reboot before the

service can be restored.
—>To stop TAPI Soft Phone or TAPI Call Monitor -> simply close the application.
—>To stop CCS PBX service

- Use Services.msc to stop the CCS Desk PBX server service or

- Use the installed CCS Service Manager application to perform the same.

] Services Controller [_|O) x|

File  Service

Service Mame | Status
CCS Desk Server Funning, Automatic
CCS Desk PEX Server Funning, Autamatic
CCS Report Engine Funning, Automatic
CC3 Desk HMF Gatewvean Funning, Autamatic
CCS Desk HMP Service Running, Automatic
CCS Desk Gateway Funning, Automatic
CCS Desk Web Gateway Stopped. Automatic

Once TAPI has successfully restarted - The applications can be started again.

Note they may take longer to load due to TAPI initialization

13.1.4 Recovery of Telephony Service

The Telephony service must be configured to properly recover itself — and most

importantly reconnect CCS Desk PBX service — in the event of a TAPI service failure.
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CCS recommends the creation of a simple batch file called RESTART_TAPI that

executes the following commands:

NET STOP PABXSERVSVC =T
NET STOP TAPISRV |
NET START PABXSERVSVC s 1249
NET START TAPISRV e

The batch file can then be configured as a recovery step on the TAPI service.

Telephony Properties {Local Computer) E

| Generall LogOn Fecavery | Dependenciesl

Select the computer's responze if thiz service fails. Help me et up recovery

actions.

First Faillire: IHun a Program j
Second failure: IHun a Praogram j
Subsequent failures: |F|un a Pragram j

Reset fail count after: I'I days
Eiestart semvice after: |2 mitiutes

™ Enable actions for stops with erars. Hestart Camputer Dptians... |
— Run program
Frogram:
IC:\Hestart_T.ﬁF'I.baﬂ Brawse. . |
Command line parameters: I
[~ append fail count to end of command line [AFail=%13%]

0K I Cancel Apply

13.1.5 TSP Driver / Telephony Service Crashes When Accessed

If the TSP Driver has an unused NIC selected, it will crash the Telephony Service. This

will affect the operation of CCS applications which rely on the TAPI.
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You will need to access the TSP Driver Configuration, this can be found in
Control Panel > Phone and Modem Options = Advanced

Ensure the NIC selected is the connected and tested NIC for the PBX subnet.

TSP Driver for LG-Ericsson Systems
Dialing Hulesl Modems  Advanced |

Setting | About |

—LG-Ericszon Spstem
7 ipLDk-100/30043000 € jplLDK-20/60/Neser/dria 5 oka

m! The following telephony providers are ingtalled on this computer:

f* PECS [LIK, MG, Ch) [ LIK 8 digit
Providers: Station: |
F. d:
i - i s EEE I

— Service Mode

& 3rd Party Connection
13t Party Connection/RSG

— Connection Method

© B5-2320 IEDM‘I Vl
Baud Rate : |57600 ¥

&+ LaN
IF Address: | 121 . 50 . 208 . 133

— Metwark Adapter Selection

“rour Current [P0 192.168.2.6

192.168.3.6[Intel(R) PROA1000 PM Metwork Connection)]
Add. | Remove LConfigure... |
ar I Cahicel | Spply | ,TI

13.2 CCS Desk

13.2.1 Stuck Call in CCS Desk Client
Problem

Tom is using CCS Desk to monitor and control extension 207. After the call has ended on the

actual telephony device, CCS Desk does not clear the call and it still shows an active call.
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Analysis
On the server, we use TAPI Soft Phone to also monitor 207. If TAPI Soft Phone also shows a call is

occurring at the device, then it is highly likely to be a TAPI fault.

Troubleshooting Steps
- Attempt to Hang Up the ‘stuck’ call with TAPI Soft Phone.
- If the ‘stuck’ call is cleared:

- Check with CCS Desk.

- If CCS Desk has cleared the call, the issue is now resolved.

- If CCS Desk still shows an active call, restart CCS Desk PBX Server service
- If the ‘stuck’ call cannot be cleared
- Close TAPI Soft Phone
- Run the Restart_TAPI batch file

Confirmation

- Run TAPI Soft Phone and monitor 207 again.

- Make a call and hang-up the call.

- TAPI will indicate that there is no active call on this device.
- Perform the above with CCS Desk.

13.2.2 Customer name does not ‘pop’ in CCS Desk Client

Problem
Customer calls in from Company ABC but their name and number do not appear to the Agent in
CCS Desk.

Analysis
CCS Desk integrates with CRM to obtain customer information.

Troubleshooting Steps

- If an ODBC entry is used on client workstations to connect to the CRM database:

- Ensure the ODBC entry is correct i.e. able to connect to the CRM database.

368



IPECS CCS Desk
User Manual Issue 1.8

-> If this is only happening for 1 user - Check the CCS Desk agent has the correct Integration

profile assigned to them

- If this is happening for everyone - Check the Integration configuration using the CCS Desk

Manager Configuration.

13.2.3 Extensions are showing offline/unavailable in CCS Desk Manager

Problem

In CCS Desk Manager - under the PABX - all/lsome Extensions are showing offline

L:_|j:_' Digital Extension
..... i 168

Troubleshooting Steps
- Restart the CCS PABX service

- If the extensions come back on line, the issue is resolved.

369



IPECS CCS Desk

User Manual Issue 1.8

- If the issue persists, TAPI must be restarted

13.2.4 Extensions are not shown in CCS Desk Manager
Problem

In CCS Desk Manager- no extensions are visible.

Troubleshooting Steps

- Go to Control Panel - Phone and Modem - Advanced and check that the TSP driver is installed
with the correct IP address of PABX.

- Ping test the PBX.
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“# Phone and Maodem @

| Dialing Fiulesl Mndems| Advanced

.f.;' The following telephony providers are ingtalled on this computer:

Providers:

Microzoft HID Phone TSP

MDIS Proxy TAP! Service Provider

T&F| Kemel-Mode Service Provider

T elepharny Service Provider for LG-Ericszon Syzbem

Unimoden & Service Provider

[ Add. l ['E_';'Flemove ] [&' Configure. ..

l QK. H Cancel ] Apply

- Check in tapimgmt.msc that Windows can see the extensions

- In CCS Desk Manager — under PABX, check that CCS can see the extensions

- Try restarting the CCS Desk PBX Service and Telephony service - test to see if this

works

- Try restarting the CCS Desk Server Service first then all other CCS services

-> If this does not work, ensure the PABX is connected to the network and maybe reboot
the PABX and then reboot the CCS server once the PABX is back online

13.2.5 Unable to Connect to CCS Server
Problem

CCS Desk Client or CCS Desk Manager is unable to connect to the CCS Server

Troubleshooting Steps

- Check if the server IP address setting in CCS Desk Config is correct and test if you can telnet to
the IP Address

- Check server/client Firewall settings for port 9011
- Make sure CCS Desk Server service is running

- Use Task Manager to check that DeskServer.exe process is running
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13.2.6 Connected to Server but the Server is not connected to PABX

Problem

Unable to login to CCS Desk Client. It is connected to the Server but the Server is not connected to
the PABX

Troubleshooting Steps

- Make sure CCS Desk PBX Server service is running

- Check CCS Desk Manager - Services to ensure a PABX is selected on the CCS PABX tab
- Use Task Manager to check that only one PABXServer.exe process is running

- Try restarting the Telephony service and then CCS Desk PBX Server service on the Server

- Use Julmar Phone Dialer to see the list of extensions monitored by TAPI.

13.2.7 CCS Desk Client can’t see an Incoming call or Dial out

Problem

From the CCS Desk Client the Agent is unable to see Incoming Calls and is also unable to make a
call.

Troubleshooting Steps

- Try restarting the Telephony service and then CCS Desk PBX Server service on the Server
- Use Julmar Phone Dialer to test whether it can dial or see incoming calls
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13.3 Announcements
13.3.1 Unable to Hear Announcements

Problem

Tom is trying to listen to the company’s Announcement greetings on the handset - but is unable to

hear any announcements that are being played

Troubleshooting Steps

- Make sure the configurations are correct in CCS Desk/CCS Desk Manager.

- Check the announcement files are in the correct folders for the queues

- Ensure the announcement files are in the correct format.

- Try to listen to those announcements using external media player.

- Check for data flow using WIRESHARK Capture with “RTP” filter.

- If data is sent to the handset then Check the DTMF settings are correct in PABX.

13.3.2 No Announcements Played

Problem

Announcements are not being played when calls come in
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Troubleshooting Steps

—>Check the CCS Desk Announcement Server Service is running

—>0Open Task Manager and check 1 instance of AnnounceServSvc.exe process is running
- In CCS Desk Manager — Services, check the Announcement server and folder has been
specified

- Ensure that the Announcement folder exists with the correct structure

- Ensure the Greeting files are in Telephony Quality i.e. PCM 11Khz 8 bit Mono

134 CCSQ
13.4.1 Call Backs not coming through to Agents
Problem

Customers can Leave Callback or Web Callback, but not coming through to agents

Troubleshooting Steps

- Ensure that Campaigns are running

13.4.2 Call Back- Unable to play Recorded message

Problem

Agent is unable to play the recorded message from a callback

Troubleshooting Steps

- Ensure that agent has Read access to the folder where the messages are stored

13.4.3 Calls are not being routed

Problem

No call is being routed
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Troubleshooting Steps

- Ensure that the Dial-In-Device is already pointed to the pilot extension

- Ensure the indial assignment has been properly configured

- Check the CCS Desk Announcement Server Service is running

- Open Task Manager and check 1 instance of AnnounceServSvc.exe process is running
- Ensure that TAPI is working correctly

- Restart CCS PBX Server Service and then the Windows Telephony Service
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