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-
hd

CentreVu
Explorer 11

| ntroduction

What is CentreVu® Explorer II?

CentreVu Explorer 11 transforms DEFI NITY® Enterprise Communications Server

(ECS) Call Center information into powerful knowledge for call centers’ business
needs. Information collected from tBentreVu Call Management System (CMS), is
compiled, formatted, and presented to the user through a Web browser to illustrate
critical call center activity.

CentreVu Explorer Il handles critical call center activity by recording and supplying
specific information about a particular call. For exam@kntreVu Call

Management System (CMS) indicates that a call has abandon&rarel/u

Explorer Il provides more specific information about that abandoned call. The
following type of information can also be gathereddentreVu Explorer I

® How many callers abandoned after holding for more than 30 seconds?
® Which agent splits transfer the most calls?

® What kinds of calls are measured by stroke counts or call work codes?
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In addition to the CentreVu Explorer 1.0, 1.1 and 1.2 functionality, CentreVu
Explorer Il provides:

More deployment options

More flexible queries

More results presentation alternatives
More flexibility to export data
Support for multiple CM Ss.

Purpose

The purpose of this guide is to provide the owner of a CentreVu Explorer |1 Server

(CES) with installation procedures and a better idea of how to maintain the

CentreMu Explorer |1 product. By implementing the recommendations provided by
this document, you ensure that the server downtime is minimized. This document
appliesto CentreVu Explorer 1. If you have an earlier version of the product,

contact Lucent Technical Support to arrange for an upgrade.

1-2
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Background

When CentreVu Explorer 1.0 was released in 1997, it quickly revolutionized the

way call center managers thought about call center data. Call switch data—not
previously considered “information” because it could not be easily accessed—could
now be queried upon and used to more efficiently and cost-effectively run call
centers. Customer feedback showed that customersCicEVu Explorer’s

friendly query tools, its ease of administration, and the familiar Web interface.

One ofCentreMu Explorer’s most requested features, is that no client desktop
software is needed. Nothing needs to be loaded onthe users’ PCs to allow them
access t@entreVu Explorer Version 1.0 or later software. This eliminates the need
to install or upgrade client software and minimizes the use of desktop resources.

Windows and a TCP/IP connection to a Language Area Network (LAN) were the
only client requirements.

Previous releases @entreVu Explorer software include:
¢ Centrevu Explorer 1.0
® CentreVu Explorer 1.1
¢ CentreVu Explorer 1.1.1
¢ CentreVu Explorer 1.1.2
o

CentreVu Explorer 1.2
¢ CentreVu Explorer 1.2.2.

All previous releases @@entreVu Explorer software can be upgradedentreVu
Explorer Il. See details about upgrading the software in Chapter 3, “Upgrading to
CentreVu Explorer 1l Software,” in this guide.



CentreVu Explorer Il Version 1.0 Installation for Windows NT

Introduction
What is CentreVu® Explorer I1? 1-4

New Features

CentreMu Explorer |1 retains all of the features in the previous versions of CentreVu
Explorer (1.0, 1.1, and 1.2) which includes access to CentreVu Call Management
System'’s External Call History (ECH) elements in a logical, easy-to-analyze format.
The CentreVu Explorer Il software is easy to install, maintain, and does not require
any client software.

The CentreVu Explorer Il new features include:

Enhanced query capabilities

Conditional queries: and/or, <, >, =, not =, grouping

Ability to easily save queries

Time of day and day of week queries

Support for a variety of databases (for example, SQL ServdN&@RMIX)
Compatibility with theWindows NT andSun Solaris platforms

Data exportability to other applications

Support for multiple CMSs

Retention of the “Explorer Classic” look and feel

Expanded number of row limitations on query results (for example, more than
500 rows can now be used)

Migration of someCentreVu CMS Data Dictionary synonyms to tkentreVu
Explorer Il server

Ability to move between multiple web frames—this eliminates the need to back
out of web frames

Multiple window capabilities allow queries to be viewed simultaneously

Some maintenance capabilities are automated (for example, data discard).

For more information about the features offered Wili¢ghtreVu Explorer I, see the
CentreVu® Explorer 11, Version 1.0, User Guide (585-218-200).
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Audience

This guide is written for customers of the CentreVu Explorer 11 solution, and

includes anyone who is installing the CentreMu Explorer 11 software (for example,

Lucent NetCare® Professional Services, Technical Service Center, Maintenance
and Provisioning, Call Management System Helpline, Sales Design Support Center
(SDSC), and anyone else who might use or suppoenaeVu Explorer |l

installation and setup).

In general, the LucemetCare Professional Services is responsible for installing
and training on th€entreVu Explorer 1l software. Thi€entreVu® Explorer Il
Installation for Windows NT®uide is for anyone who needs to know:

¢ Softwareinstallation
® Maintenance for CentreVuExplorer Il

® Suggestions for installers concerning the troubl eshooting of the CentreVu
Explorer |1 solution.

System Overview

CentreVuExplorer 11 collects data from a L ucent Technologies call center
environment. Datais delivered to an external Windows NT®server through alocal
area network (LAN) connection to the CentreVuCall Management System (CMS).

Note: The CentreVUCMS must be connected to a DEFINITY®  Enterprise
=>» Communications Server (ECS)/switch. CentreVu Explorer || operates only
in a Lucent Technol ogies environment.

Files are transmitted over the local area network at arate based on the CentreVu
CMS settings. CentreVUuEXplorer 11 reads these files, formats the data, and stores it
in alocal database. This datais accessed through a query engine utilizing a web
browser front end as an access vehicle.
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Network Diagram

Thefollowingisalist of the network regquirements:

ECS/switch

CentreMu CMS

CentreVu Explorer |1 server
Local areanetwork

CentreMu Explorer 11 client workstation.

1-6
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The following diagram indicates a typical network configuration utilizing CentreVu
Explorer I1.

CentreVu Explorer Il
Network Diagram

External Call

History Software
| | | | | | | (granular call data based on
°cc - CMS reports)
.

DEFINITY PBX

Il

DEFINITY PBX

I

DEFINITY PBX NOW ! Explorer Il Server

Multiple database options including running Sun Solaris

Informix, SQL Server, Oracle* or
SQ ! Windows NT

——ECH

Client running
only browser

Local Area Network
with TCP/IP Protocol

O

Multiple
Clients

i
| *Date for Oracle availability to be
| determined. Contact CenterPoint
i Solutions for more information.

!
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Installation Checklist

This section includes a high-level overview of the following information:
® Preinstalation
® Installation

¢ Important Information.

Pre-installation

Prior to beginning your installation, you must make sure that your computer meets
the minimum system requirements. If your computer does not match up to the
reguirements described in this section, you may have problemsin installing and
using the CentreVu Explorer |1 application.

CentreMu Explorer |1 supports a variety of client and server platformsincluding
various browser clients. The pre-installation platform requirements are as follows:

1. The server runs on Windows NT 4.0 with an SQL Server.

The Service Pack level for Windows NT 4.0 is Service Pack 4 (SP4), and the
SQL Server versions supported is SQL Server 7.0.

2. Thereisoneversion of server code for all platforms.

3. Theclient supported can be any platform capable of supporting the selected
browsers.

Thisincludes, but is not limited to, Windows 95, 98, Windows NT 4.0, and any
Sun hardware platform. For Sun systems, see the CentreVu® Explorer Il
Installation for Sun585-218-202) guide for details.

4. The CentreVuExplorer |1 application supports standard browsers.

The supported browsers use any version of Netscapet.06 or higher or Internet
Microsoft Explorer 4.0 or higher.
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5. The application uses the Java plug-in for the non-standard browsers.

The Java plug-in alows older browsers to use the Custom Query Builder
feature.

For more details, see Chapter 5, “Custom Query Builder,” in th€entreVu®
Explorer Il Version 1.0 User Guid&85-218-200).

Installation

Detailed installation procedures are described in Chapter 2, “Installing and
Uninstalling the Software.”
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Installation Dependencies

ECS/Switch Requirements

The ECS/switch requires a communication link to the CentreMu CM S. Appropriate
automatic call distribution (ACD) trandlations must be configured to generate
externa call history (ECH) results on the CentreVu CMS. These results include
measured agents, vectors, vector directory numbers (V DNs) and other applicable
call center trangdations.

No exceptional connection logistics exist for the CentreVu Explorer 11 product.
Standard ECS/switch communication to CentreMu CMSiis used.

CentreVu CMS Requirements

The External Call History Interface (ECHI) feature must be authorized in the
CentreMu CMS. See setup information in the CentreVu Call Management System
Release 3 ersion 8 External Call History Interface (585-210-912) document.
Contact your Lucent Technol ogies representative or distributor for details.

External Call History Interface (ECHI) Overview

The External Call History Interfaceis an optional CentreVu CM S feature, which
allowsfor the transfer of CentreVu CM S Release 3 Version 8 call record files (call
history data files) to another computer for processing.

Thisfeature isuseful for call centers with a high volume of call traffic. It allows a
much higher volume of call data to be processed and stored because the CentreVu
CMS computer can process only alimited amount of call data.

Ascalls are processed, call records are recorded in afile (one record per call
segment) until the file size reaches 20 megabytes (MB) or the end of an interval is
reached, whichever comesfirst. A new file (and itsfirst record) isthen created asthe
first segment of the next call is processed.
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Customer Responsibilities
Who Is Responsible for CentreVu Explorer 11 Server (CES)?

It isthe owner of the CentreVu Explorer |l server’s responsibility to maintain the
server. This maintenance includes making regular database backups, performing
SQL Server database administration, and verifying processing of External Call
History (ECH) data. Specific descriptions of the maintenance that must be
performed are explained in detail in this document.

While responsibility for th€entreVu Explorer 1l server seems logically to fall to the
telecommunications group, in many cases the Information Systems (IS) department
is better equipped to maintain the product because it is based primarily on the
Windows NT operating system and the MicrosBgckOffice Suite.

You must do the following to transfer call history data:
1. Purchase the External Call History Interface (ECHI) package.

2. Contact your Lucent representative to have the ECHI feature authorized and
installed. If you are an international customer, contact your Lucent
Technologies representative or distributor.

3. LucentNetCare Professional Services sets up the connection between the
CentreMu CMS computer and the computer that receives the data.

4. Set up th&\indows NT server and install th&entreVu Explorer Il software.
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Server Requirements and Recommendations

CentreMu Explorer |1 employsindustry standard components to deliver accessto the
ECS switch's CentreMu CMS Call History data. The final system configurations
may vary in individual call centers. Recommendations foCergreMu Explorer
configuration follow. Hardware performance varies based on actual system
configuration.

Two server platforms are available foentreVu Explorer Il which are as follows:
® Windows NT-seethisguide for details.

® Sun Solaris-see the CentreVu Explorer Il, Version 1.0, Installation for Sun
(585-218-202puide for details.

Processor Requirements

The minimum recommended processor to be used with CentreVuExplorer 11 isthe
Intel” Pentiuni Pro becauise of its 32-bit software architecture. Since all
components of CentreVu Explorer 1l are 32-bit code, your system benefits from the
Pentium architecture. Additionally, faster processor speedsimprove the
performance of CentreVu Explorer 11.

The minimum recommended processors for the CentreVu Explorer |l server are as
follows:

¢ Pentium Pro 250 Mhz or greater

¢ Pentium Pro, multiple processor architecture for large call centers.

*Intel is a registered trademark of Intel Corporation.
tPentium is a registered trademark of Intel Corporation.
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Performance Requirements

Call centers of all sizes benefit from CentreVu Explorer I1. Call centers taking
100,000 or more ACD calls per day quickly accumulate large volumes of data.
Smaller call centerstaking lessthan 10,000 ACD calls per day al so accumulate large
volumes of data over a period of months.

All performance measurements are based on call segments. A call segment is each
record in the ECH file sent by the CentreVu CMS. A call that is delivered to an
agent, who then transfers to another agent, contains two call segments.Therefore,
the following capabilities are required when running CentreMu Explorer |1 running
on Windows NT for populating call segments:

¢ 8,500 call segments an hour
— 128 megabytes of memory
— 266 MHz chip.

¢ 15,000 call segments an hour
— 512 megabytes of memory

— dual 400 MHz chip.

® For more call segments an hour use long term considerations—for example, a
motherboard with the capacity of 1 gigabyte (GB) of RAM.

Database server performance on large data sets is directly affected by available
memory.
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Hard Disk Drives

The amount and type of local disk storage directly impacts CentreVu Explorer 11's

ability to store and retrieve information. A direct correlation exists between local
disk capacity and the total number of call records that can be stored. Actual disk
space usage will vary by call center depending on the number of ACD calls per day,
the average number of segments per call, and the number of dagsriinetu

Explorer Il is required to keep data online.

See the “Disk Storage Requirements,” section in Chapter 1, “Introduction,” which
shows disk storage requirements for a variety of daily call voluGess.eVu

Explorer 1l operates more efficiently with Ultra Fast Wide Small Computer System
Interface (SCSI) disk drives. Having the option to add Input/Output (1/0O) controllers
allows for performance increases as the situation dictates.

The following hard disk drives are recommended:
¢ Multiple 4GB and 8GB drives (depending on storage requirements)
¢ Drive type—Ultra Fast Wide SCSiI

¢ Multiple Ultra Fast Wide SCSI smart array controllers/channels.
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Remote Access

The CentreVu Explorer |1 server requires a 28.8 (or greater) high-speed modem and
also requires that the pcAnywhere software be installed. Remote access is necessary
for system diagnosis, maintenance, and software updates. The pcAnywhere software
is shipped om a separate CD withe the CentreVu Explorer |1 software. To install
pcAnywhere, see the pcAnywhere installation instructions.

System Software Configuration

CentreMu Explorer 11 employs industry standard components to deliver accessto
CentreMu CM S Call History data. Therefore, the final system configuration may

vary across call centers. It is the customer’s responsibility to purchase and install the
following required software packages foentreVu Explorer Il Version 1.0:

® Microsoft Windows NT Server 4.0 Service Pack 4
® Microsoft SQL Server 7.0
® Microsoft Internet Explorer oNetscape Navigator.

In the context of this guid&entreMu Exchange Server (CES) refers not only to the
CentreVu Explorer |l software package, but also to all supplementary software
required for the product to function. It is the customers responsibility to purchase
and install the supplementary software.

Co-Residency Issues

CentreMu Explorer Il is configured at installation to use all resources of the server on
which Explorer Il is loaded.

It is strongly recommended that the server remain fully dedicated
to CentreVu Explorer Il. The loading and running of additional
software on th€entreVu Explorer Il server is strongly

discouraged because it can result in performance degradation to

CentreMu Explorer 1l users. All sizing guidelines are given
assuming a dedicated server.
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Disk Storage Requirements

The required amount of disk spaceisafunction of the average daily call volume, the
average number of call segments per call, and the desired retention period. Thetable
below gives some example sizing information. For a more specific estimate of your
call center environment, please use the Disk Sizing Tool that can be found at:
http://mww.center poi ntusa.com/products/V2.shtml.

This table shows call record storage requirements based on the number of calls per
day over aperiod of months.

Table 1: Disk Storage

# of Avg # of | ACD Calls In MegaBytes
Months  Segments| Per Day Daily Total
3 3 100,000 207.1 18,600.0
6 3 100,000 207.1 37,199.5
12 3 100,000 207.1 74,398.5
24 3 100,000 207.1 148,796.6
A 3 2 100,000 139.0 12,463.1
6 2 100,000 139.0 24,925.7
12 2 100,000 139.0 49,850.9
24 2 100,000 139.0 99,701.4
6 2 20,000 28.2 4,985.5
12 2 20,000 28.2 9,970.6
24 2 20,000 28.2 19,940.7
6 2 5,000 7.4 1,246.7
12 2 5,000 7.4 2,493.0
24 2 5,000 7.4 4,985.5
Example

Question: How much disk space do | need on my server to store three months of
call records?

Answer: If your call center averages 100,000 calls per day with an average of two
segments per call, then the above table shows that you would need at least 12.5 GB
of disk space allocated for call records on your server.

¢ Daily storage requirement = 139 MB
¢ DataTota =139 MB x 90 days = 12,463 MB (12.5 GB).
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Segments—All CentreVu Explorer Il information is collected on the database
server in the form of call data that is divided by call segments. A segment is defined
by the ECS/switch as a logical grouping of call information. Each call that enters the
ECS/switch call vector processing has a minimum of one (1) segment. Over the life
of the call, information is added to a segment based on the corresponding events
occurring during the call’s life, starting from the time it entered vector processing
and until vector processing releases all call record information for the call.

For more complete information regarding the format of ECHI data, please refer to
the following External Call History Interface documents:

¢ CentreVu Call Management System Release 3 Version 4 External Call History
Interface (585-215-804)

® CentreVu Call Management System Release 3 Veersion 5 External Call History
Interface (585-215-824)

® CentreVu Call Management System Release 3 \ersion 6 External Call History
Interface (585-215-854)

® CentreVu Call Management System Release 3 \ersion 8 External Call History
Interface (585-210-912).

Optional Recommendations

We recommend the following components to enhance overall system performance
and integrity:

® High-speed modem for remote access. Remote access is desirable for system
diagnosis, maintenance, and software updates.

® Uninterrupted Power Supply (UPS).

w An unprotected power hit may result in loss of some or all
data.

® Near-line storage—In addition to a resident tape backup, near-line storage may
be provided for direct access to archived historical information. Near-line
storage may take the form of an optical jukebox for rapid access.
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Digital tape backup—A tape backup is desirable as an archiving mechanism to
minimize the requirement for on-line storage and protect valuable Call Center
historical information.

Client 17" SVGA Monitor (or Better)—This is highly recommended due to the
amount of information available withinGentreVu Explorer Il query. A large
monitor allows you to display more information simultaneously and reduces the
need for scrolling to view the data.

Disk Array Controller (DAR)—In the event the server employs multiple hard
drives, a smart array controller may be installed to allow disk mirroring and
other storage enhancements (such as, Redundant Array of Independent Disks
[RAID] fault tolerant).
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Network Connectivity

The Appendix in this guide provides additional network connectivity assistancein
connecting CentreVu Explorer |1 to your local area network (LAN) or wide area
network (WAN). In particular, these instructions pertain to the administration of the

Microsoft” Windows NTT Server 4.0.

Note: Refer to the Microsoft software support manuals and your network
=) administrator for further assistance.

This section provides some suggestions for connecting to the network, however, the
LAN, the WAN, and troubleshooting the LAN or WAN are the customer’s
responsibility.

CentreMu Explorer Il requires a transmission control protocol/internet protocol
(TCP/IP) connection to théentreVu CMS through a LAN or WAN. The TCP/IP
LAN or WAN connection is necessary so that @emtreMu CMS can transfer
external call history data to ti@entreVu Explorer Il server. This same LAN or
WAN connectivity allows client workstations to acc&smtreVu Explorer Il
through a web browser when using:

¢ DEFINITY Communications System switch@entreVu CMS—Standard
CentreMu CMS connectivity.

® CentreVu CMS to CentreVu Explorer Il— LAN or WAN connection
running TCP/IP with file transfer protocol (FTP) active. The CentreVu CMS
must be running a software modul e that allows transmission of External Call
history files for alocal area network.

® CentreVu Explorer Il Server to Client— LAN or WAN connection running
TCP/IP.

*Microsoft is a registered trademark of Microsoft Corp.
tWindows NT is a registered trademark of Microsoft Corp.
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Client Requirements and Recommendations

The client workstation must be able to run a supported web browser. CentreVu
Explorer Il has been tested with Microsoft Internet Explorer 3.01 and also with

Netscape Navigator” 3.x (minimum). Netscape 4.0 or Internet Microsoft Explorer
4.0 are recommended. However, any hypertext markup language (HTML) 2.0
compliant browser will work.

Thefollowing configuration is recommended for running CentreVu Explorer 11 from
aPC:

Pentium central processing unit (CPU) or better
90 megahertz (MHz) or higher

32MB of RAM or better

Mouse

Web browser (HTML 2.0 compliant)

An Ethernet™ LAN card

Windows' 95 or Windows NT workstation

VGA monitor or better. (A terminal with aresolution of 1024 X 768 video
resolution or higher makes viewing data easier.)

*Netscape Navigator is a trademark of Netscape Communications Corporation.
tWindows is a registered trademark of Microsoft Corp.
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Installation Information Chart

This information applies to installations. Please complete the following table and
keep for your records when installing or upgrading.

Table 2: Checklist

What you need Definition Write It Down Here
LAN Card The physical connection (Circle One)
between the CentreVu Ethernet
CMS and the Explorer 11
server must be provided Token Ring

over aLAN. Two types of
connections are
available—Ethernet or

Token Ring.
Server computer CentreVu Explorer Il
name server computer name.

Server domain name CentreVu Explorer Il
server domain name.

Server IP address

Server subnet mask

Server default
gateway

The LAN card, server computer name, and server domain name information can be
obtained by selecting: Start>Settings>Control Panel>Networ k (from the Windows

NT).
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CentreVu Explorer Il Installation Preparation

Your network connectivity must be verified with the CentreVu CM S using tel net
or FTP.

The following checklists are designed to assist L ucent Technol ogies technical
support personnel in the installation of your CentreVu Explorer 11 server. Please fill
in the table below, and to specify additional information or descriptions where
reguested.

NT Server

Windows NT O Version#

O Service Pack #
System Memory O Please specify amount:
CPU Type O Please specify:
Motherboard 0 Single CPU

O Dua CPU

0 Quad CPU

0 Other (please specify):
IP Address O Please specify:
Modem Dial-in# | 0O Pleasespecify: (Y -
Login O Please specify:
Password O Please specify:
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Pleasefill in the table below and specify additional information or descriptions

where requested.
Disk Details
Disk Type O EIDE
0 SCSlI (Ultra SCSI Recommended)
Disk Controller O EIDE Controller
Type O SCSI Controller
O RAID Array Controller (please specify RAID level):
O Other (please specify):
Number of I/0 01
St IR
O Other (please specify):
Disk Capacity 0 Lessthan 4 GB (please specify):
Hard disk O Please specify:
available for
CentreVu
Explorer 11
CD-ROM O Yes
0 No
Name Resolution | O DNS
O Other

1-23
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Setting Up the CentreVu Explorer Il Server

Verify that the CentreVu CM S can ping the CentreVu Explorer 1l server. This test
establishes the I P connectivity required for the CentreVu CM S to transfer external
call history datato the CentreVu Explorer |1 server.

Can you successfully ping the CentreVu Explorer Il server from the CMS?
— Yes
— No

Fill in the temporary IP address line only if you plan to enable ECHlenireVu
CMS more than 3 days prior to the scheduled installation date f@etitie\Vu
Explorer Il server.

Note: You may need to enlist the assistance of a network administrator to
) accurately provide the IP address and network name resolution
information.

Enter your Information here...

CentreVu Explorer 1l server O
modem number

CentreVu Explorer Il IP O - - -

address

CentreVu Explorer 1l server a__
system name (Choose a name no more than 15

characters in length)

CentreVu Explorer 11 O
login/password information

DNS Server IP address ad - - -

See the “Setting UgentreVu CMS” section later in this chapter for specific IP
address, login/password information, and modem numbers you need for
CentreVu CMS.
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Setting Up CentreVu Explorer 1l Client

If you plan to access the CentreVu Explorer |1 server from a client workstation,
verify that you can reach the CentreVu Explorer |1 server by pinging it from a
workstation.

Can you successfully ping the CentreVu Explorer |1 from a client workstation?
— Yes
— No
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Setting Up CentreVu CMS

Lucent Technologies' NetCare Professional Services require the following
information for eactCentreVu CMS:

® Internet Protocol (IP) addresses

® Login/password information
¢ Modem numbers.

Use the following table to recof@entreVu CMS IP addresses:

CentreVu CM S|P Addresses
Which CentreVu CMS? | Enter your information here...
CMS1 0 - - -
CMS2 O - - -
CMS3 0 - - -
CMS4 0 - - -
CMS5 O - - -
CMS6 0 - - -
CMS7 0 - - -
CMS8 O - - -

1-26
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CentreVu CMS Login and Password

Use the following table to record CentreVu CM S login and password
information:

CentreVu CM S Login and Password I nformation

Which CMS? Enter your Login here... Enter your Password here...
CMS1 0 0
CMS32 0 0
CMS3 0 0
CM3 0 0
CMS5 0 0
CMS6 0 0
CMS7 0 0
CMS8 0 0
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CentreVu CMS Modem Address

Use the following table to record CentreVu CM S modem addresses:

CentreVu CM S Modem Addresses
Which CentreVu CMS? | Enter your information here...
CMS1 O
CMS32 0
CMS3 0
CMs4 O
CMS5 0
CMS6 0
CMS7 O
CMS8 0

Setting Up Windows NT

Use the instructions provided by Microsoft Corporation to set up your Windows NT
operating system and server.
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Provisioning and Activation of ECHI

Call your Lucent representative to schedule activation of ECHI.

Note: ECHI should be activated within 24 hours prior to the installation of the

=> CentreVu Explorer Il server software. Activation of ECHI requires a
shutdown and restart of the CentreVu CMS. Care should be taken to
schedule this appropriately.

Lucent Technologies Professional Services require the following information:

Has External Call History Interface been installed on CMS? | Yes No
CentreVu CMS1 O O
CentreVu CMS2 O O
CentreVu CMS3 O O
Centrevu CM$4 O O
CentreVu CM S5 O O
CentreVu CM S6 O O
CentreVu CMS7 O O
CentreVu CM S8 O O
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Obtaining a CentreVu Explorer Il License

CentreMu Explorer 11 will not run without avalid license. A license must be
generated for each CM Sthat is attached to the CentreVu Explorer |1 server and each
CMS can have up to eight ACDs.

Each instance of CentreVu Explorer Il software must have alicense. The license
includes a unique ID number that is based on an algorithm that takes into account
the end-user’s environment.

This license is a “server” license that is generated by CenterPoint Solutions. You
will need to fill out the license request form, which can be found at CenterPoint
Solutions’ web site dtttp://www.center pointusa.com or by calling CenterPoint
Solutions at 303-382-6300. Completely fill out the license request form, sign it, and
fax it to CenterPoint Solutions at 303-382-6301.



CentreVu Explorer Il Version 1.0 Installation for Windows NT

Introduction
Obtaining a CentreVu Explorer Il License

Thefollowing is an example of the License form.

License Request

Thank you for purchasing CenterPoint Solutions’ software. Please fill out the following License Request form, sign it, and fax it to CenterPoint

Solutions at 303-382-6301.
Check the box for the product you wish to license:
Agent Assist™ Other Products

Agent Observing CenterVu® Explorer 1.2e
Malicious Call Recording CenterVu® Explorer Il
C.EO. CallBack Manager
STAR. Form Manager
AgentNow!

ooooo
oooo

Company Information
Company Name:
Address:

City:
State: Postal Code:
Phone #: Fax #:
Billing Contact Name:
Billing Contact Phone #:

Required License I nformation
System Administrator:
Phone #:

E-mail:

Machine Name:

IP Address (for CentreVu Explorer 11):
Number of ACDs (for CenterVu Explorer 11):
Customer IL #: Order #:

Lucent Technologies Contact | nformation

Account Team Representative:

Representative E-mail:
Phone #:

Product Agreement

Signature indicates the customer has agreed and accepted the Software Terms and Conditions as outlined in the
License Agreement.

Signed and Agreed To:

Name Date

Confidentiality Statement — CenterPoint Solutions, Inc. agrees the information contained herein, as well as any additoeairfosmation
furnished to or acquired during the course of Product integration and usage, are confidential and shall not be disclbgedtiestiiithout the
written agreement of both parties hereto.

1-31
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CentreVu
Explorer 11

Installing and
Uninstalling the
Software

Overview

The purpose of this chapter is to provide the procedures for installing and
uninstalling the CentreVu®Explorer |1 software and other software components.
The following list provides a high-level view of the installation process:

* Checking the installation for the necessary Operating System Software
(Windows NT®)

* Checking for the installation of the correct Service Pack for Windows NT
* Checking the installation of the SQL Server

* Checking the setup and installation of the pcAnywhere® software (the remote
access software fakindows NT)

* Checking that after completing the installation an entry is placed in the log with
the installation date

* \rifying that the uninstall procedures are available.
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Installation Prerequisites

The following list represents the compl ete set of software that is required to build a
functioning CentreVu Explorer 11 server from aserver grade PC. It is assumed that
the PC has sufficient hardware components (for example, disk, memory, and CPU).
See the section entitlecCentreVu Explorer |1 Server Requirements and
Recommendations in” Chapter 1, “Introduction,” for a complete list of system
requirements.

* CentreVu CMS Software—includes External Call History (ECH) turned on at
the CMS

* Microsoft Windows NT®Server Service Pack 4
* Internet MicrosoftExplorer 4.0 or Netscape Navigatot.0
* MicrosoftSQL Server 7.0

* Sun Java™Web Server—automatically installed witiCentreVu Explorer Il
software

* CentreVu®Explorer Il.

This section documents the software installation sequence required to install the
software components for the CentreVuExplorer |1 server. For server requirements,
see Chapter 1, “Introduction.”

Failure to follow the installation sequence may result in a violation of
the warranty.
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Installing CentreVu Explorer Il Server Software

The primary tasks in CentreVu Explorer |1 server installation are as follows:

Loading CentreVu Explorer 1| software
Installing CentreVu Explorer |1 software
Creating the license

Creating the database

Populating the data

Installing pcAnywhere software

Launching the software.

The following sections describe these tasks in more details. If you have any
problems during the installation, contact L ucent NetCare Professional Servicesfor
assistance.
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Loading CentreVu Explorer Il Software

Prior to loading the CentreVu Explorer 11 application software, make sure you load
all of the required software as described in the “System Software Configuration”
section in Chapter 1, “Introduction,” of this document.

Installing SQL Server 7.0

Prior to installing SQL Server 7.0, load all of the prerequisites (for example, Internet
Explorer 4.01 SP1).

The installation wizard asks you if you want to run the “SQL Server Upgrade
Wizard.” This installation creates a n€entreVu Explorer Il database used with the
SQL Server 7.0. Follow all of the steps provided by the Wizard.

Administration Passwords

Prior to beginning the installation, have ydindows NT administrator account
password and your SQL Server system administrator password available.
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Installing CentreVu Explorer Il Software

To install the CentreVu Explorer |1 software from the CD-ROM, do the following:
1. Loginto the Windows NT server as Administrator.

2. Insert the CentreVu Explorer I Installation for Windows NT Software CD-ROM
into the appropriate drive. The CentreVu Explorer |1 setup program
automatically displays:

CentreVu Explorer I1

Transforming INFORMATION into ENOWLEDGE

ICentrevu Explorer Il Installation
Welcome!

This installation program will install the Centreu Explarer I

Press the Next button to start the installation. 'ou can press
the Cancel button now if pou do not want to install the
Centre'u Explorer Il at this time:

Lucent Technologies
Bell Labs Innovations

”%.c:antre\ru Explorer Il In... 8145 AM

gl start| 7 sccke Photoshop

3. Pressthe Next button to continue the installation. The Installation Wizard
assists you with the installation process.



CentreVu Explorer Il Version 1.0 Installation for Windows NT
Installing and Uninstalling the Software
Installing CentreVu Explorer Il Software 2-6

The readme information displays as follows:

CentreWu Explorer Il Installation
Fead me notes: =
I
< Back LCancel |

4. Pressthe Next button to continue.
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The Select Destination Directory window displays:

Centreu Explorer Il Installation

Select Destination Directory

Pleaze zelect the directory where the Centretdu Explorer |l filez
are to be inztalled.

C:havaw'ebSerserl 1 Browse
< Back Cancel |

5. Select the location of the backup directory:

* Accept the recommended default path (The installation default directory is
C:\JavaWebServer1.1.), or

* Usethe Browse button to to install the software on a different disk drive
(such asthe D drive).

6. PressNext to continue.
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The Backup Replaced Files window displays:

Centreu Explorer Il Installation
Backup Replaced Files?

T hiz installation program can create backup copies of all files
replaced during the installation. Do you want to create
backupsz of the replaced files?

* es
" Mo

¢ Back

Cancel |

7. You can choose to create or not to create a backup replacement file:

If you want to create backup files, select the Yes radio button.

If you do not want to create a replacement file, select the No radio button.

8. Pressthe Next button to continue.
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The Select Backup Directory window displays:

Centreu Explorer Il Installation

Select Backup Directory

Fleaze zelect the directory where the replaced files will be
copied.

C:havaw'ebServerl 15BACKLRP Browse |

Cancel |

< Back

9. Select the location of the backup directory:

*  Accept the recommended default path, or

* Usethe Browse button to select the path of the backup directory.
10. Pressthe Next button.
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The Step One Compl eted window displays:

CentreWu Explorer Il Installation
Step One Completed!

Y'ou are niow ready toingtall files for Centretfu Explorer 1.

YWhen thiz step iz finizhed the system will start the databaze
creation cript.

Prezs the Mest button to cantinue.

¢ Back

Cancel |

11. Pressthe Next button to continue.
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Thelnstallation Wizard initiates copying the filesto the directory you specified.
The following status window appears:

el
=

CentreVu Explorer 11

Transforming INFORMATION into KNOWLEDGE

Installing

Copying file:
. hadminserverhadminssrvicehadminlll properties

0

Lucent Technologies
Bell Labs Innovations

§§stnrt| 2 cobe Protashop

5 CentreVu Explorer [l In... 55 AM
[l

After all of the files are copied, the installation continues to create the database.
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Creating the CentreVu Explorer |l Database

To create the database, the Installation Wizard finishes copying the files and then
automatically displays the Create Database window:

E%Create Database !EI E

Please enter the required information
for creating the database:

Database Location | | Browse
Datahase Size JOMB -

User Name | |

Password | |

| ok || Esitsetup |

1. Click onthe Browse button to enter the Database L ocation. The Database
location window displays. The default directory is selected (as shown below).

E%‘:Datahase location

Folder;

| I AvANE-1 1IEXPLOR -1 oK |

%_ Cancel |
htdacs

[ java

3 sal

Drives;

C: j

2. Click OK to accept the location of the database and return to the Create
Database window.
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3. Enter the Database Size from the drop-down list (with selections beginning at
500MB). Select the size that best suits your business needs. (For more
information about the database size, see the “Disk Storage Requirements”
section in Chapter 1, “Introduction,” of this guide.)

E%—_%Crea‘te Database !E

Please enter the required information
for creating the database:

Database Location |C:UAVAWE~1 NEXPLOR~1 | Browse
Database Size 500 MB + |

500 MB |+
16B [ |
1.5 GB
2GB

2.5 GB
3GB

3.5 GB
4GB |+

User Hame

Password

4. Enter theJser Name (the default is “sa”)This is the user name that was set up
when you installed SQL Server 7.0.
gi(:reate Database HEE

Please enter the required information
for creating the database:

Database Location | | Browse
Databhase Size 500 MB «

User Name |! |
Password | N |
\
| oKk || ExitSetup | \
User Name (sa) Password

5. Enter thePassword. This is the password that was set up when you installed
SQL Server 7.0.
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6. Whenal of the fields are populated, press OK and the exp2 database is created.
The following message displays the status of the creation of the database:

E"EﬁExplurer Il installation - Creating databaze

Connected to the database

Creating the Explorery2 database. Itwill take awhile, please wait ...
Database created

Carwerting schema files ..

Create File converted

Fopulate File converted

Executing schema files ..
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After the database is created, the License Information window displays:

E%'Centre\.l’u Explorer Il - License Information

CentreVu Explorer I1

Transforming INFORMATION Into KNOWLEDGE

InputfUpdate License Information
In order for CentreVu Explorer Il to operate you must input the name and license.

CompanyiLocation Name: |

License Key: | |

CMS Host Name: | |

Next

7. Enter the Company/L ocation Name. Thisisyour company name and location.

8. Enter the License Key information. Thisis the license key you receive from

CenterPoint Solutions (see the “Obtaining a License” section in Chapter 1,
“Introduction”).

Enter theCM S Host Name. This is the host name of your Call Management
System.

10. PresdNext to continue.
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One of two windows display:

* If youdid not supply al the requested information, a message window
prompts you to enter the license information:

Eg_;,%CentreUu Explorer Il E

Do you really want to continue without providing License Information?
You can provide this information later when you first invoke Explorer...

Yes Ho

Press Yes to return to the Input/Update License Information screen and
Complete the licensing process (see steps 7-10 on the previous page).

* If you supplied al of the requested licensing information, the following
window displays:

MEIE

+*;1— CentreVu Explorer Il - Hetscape

CentreVu Explorer 11

Transforming INFORMATION Into KNOWLEDGE

Input/Update License Information
License creation successful

Company/Location Name: Test
Licensed for: 1 Ch3s
CME Testis licensed for 8 ACDs
Proceed to CentreVu Explorer 11

[ == Document: Done

You have registered for the CentreVu Explorer |1 and theinstallation is
complete.

2-16
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Populating the Data
CentreVu Explorer |1 accepts data from multiple CM Ss (a maximum of eight

CMSs). The CMSs must be uniquely identified in the database and by the license
key. Contact your Lucent Technologies representative for details.
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Launching CentreVu Explorer Il

After installing the appropriate browser, you can launch the CentreVu Explorer |1

application:

1. Click ontheinternet browser icon on your desktop. After clicking the internet
browser icon, your predefined “home page” is activated.

2. If theCentreVu Explorer Il screen is not defined as your start-up screen, you
must change the IP address to y@entreVu Explorer Il server. After entering
the correct IP address or host name, the Login screen appears:

3 CentreVu Explorer Il - Hetscape

Centrew Explorer I1

Transforming INFORMATION Into KNOWLEDGE

Please Enter Account fnformation

Azcount Name:

Password:
Submit | Reset

Lucent Technologies 6 =
Ball | ahe [nnosatinne '

SR R

= [=0= | [Document; Done

3. Enter the defaulhccount Name (admin) and the defauRassword
(cexplorerl). For more information, see ti@efitrevVu CMS Login and
Password” section in Chapter 1, “Introduction,” of @antreVu Explorer 11
User Guide (585-218-200).

You are now ready to ugeentreVu Explorer I1.
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pcAnywhere® Security Considerations

See the pcAnywhere documentation that is shipped with your software for complete
installation instructions.

Before installing and using pcAnywhere to use with CentreVu Explorer |1 software,
you should be aware of the security considerations. The Business Communications
Systems (BCS) services technical staff uses pcAnywhere software to diagnose and
maintain some Lucent BCS products on the customer premises. Simply having
pcAnywhere installed on a PC does not pose a security risk; it must be up and
running and administered to receive calls. In addition pcAnywhere 8.0 and later
offers anumber of security features.

To check for security issues, do the following:

1
2.
3.

Only run pcAnywhere when remote access is necessary.
Do not publish the phone number for the modem.

For added security, unplug the phone jack from the modem when pcAnywhere
isnotin use.

Change your password after services leave and after remote access.

Configure the following security options:

* Requirelogin namesfor callers

* Make passwords case sensitive

* Logall failed connection attempts

*  Set amaximum number of login attempts per call
* Allow time to enter the complete login

* Disconnect if inactive.

Configure pcAnywhere to log remote control and on-line sessions. (Set the
“Save Session Statistics in Activity Log File” checkbox in the “Other Session
Parameters” groupbox).

UsepcAnywhere encryption feature to encrypt the traffic between the remote
location and the customer equipment. (Requiregédnywhere access over
LAN but recommended for dial up access).
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8. Blank the host screen after a connection to prevent users at the host site from
viewing the activities on the host (Recommended).

9. Usethe Windows NT User Manager to control caller access to the host PC
(Recommended).

10. Allow the host user to acknowledge the remote caller and permit connection to
the host PC (Recommended).

11. Usethereturn call option with Lucent phone number. In other words, do not set
up pcAnywhere without the callback option (Recommended).
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Uninstalling the CentreVu Explorer Il Software

You can uninstall CentreVu Explorer 11 software when it is no longer needed. This
section describes the complete uninstall procedures for:

* Uninstalling CentreVu Explorer 11 software

* Removing the Database.

The following sections describe these tasks in more details. If you have any
problems during the installation, contact L ucent NetCare Professional Servicesfor
assistance.
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Uninstalling CentreVu Explorer Il Software

The CentreVu Explorer |1 application is removed the same way as any other
Windows application.

1. Fromthe Start Menu, select Settings and Control Panel.

Documents g

Programs g

@ Contral Panel
[] Printers

' Iﬂ Taskbar ...

Settings

Help

Shut Dawvn...

Y| Windows NT

The Control Panel displays.

2. From the Control Panel, double-click on the Add/Remove Programsicon. On
the Install/Uninstall tab, CentreVu Explorer |1 appears as one of the options.
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3. Select the CentreVu Explorer 11 option.

E3 Control Panel M=l

File Edit “iew Help

i r=, : E
5 & B
Accessihilty Console Date/Time Devices Dizplay
Options
Ert I
=
Find Fast Internet Kevhoard Licensing Livelpdate

To install a new program from a floppy disk or CO-ROKM Metwark

drive, click Install
Inztall...

The following software can be automatically removed by
Windows. Toremove a pragram of o madify it inztalled
components, select it from the list and chck
Add/Remove.

Acrobat Reader 3.01 -
Photozhop w3

S B

‘Centret/u Explore
Java Developrent Kit 1.1.74,
Livellpdate

ticrozaft Chat 2.1

Microzoft FrontPage Express
ticrozaft Intermet Explorer 4.0

Microzoft Intermet Information Server =l
Add/Bemove. .. |
Ok, | Cancel | Apply |

4. Pressthe Add/Remove button.
5. Pressthe OK button.
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The Uninstall Wizard displays the Select Uninstall Method window and guides
you through uninstalling CentreVu Explorer 11:

Unin=tall CentreWu Explorer 1l E |

Select Uninstall Method

YWwelcome to the Centretfu Explarer || uninztall program.

Y'ou can chooze to automatically uninstall this software or to
chooge exactly which changes are made to vour system.

Select the Customn button to zelect which modifications are to
be made during the uninstall. Select the Automatic buttan far
the default uninstall optionz. Press the Mest button o continue.

& Automatic
" Custam

< Bk

Cancel |

6. Choose the Automatic (default) radio button to automatically uninstall the
software.

7. Pressthe Next button to continue.
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The Perform Uninstall screen displays:

Uninstall CentreWu Explorer Il

Perform Uninstall

'ou are niow ready to uninztall the Centreu Explarer [ fram
wour spstemn,

Prezs the Finizh button to perform the uninstall. Prezs the Back
button to change any of the uningtall options. Press the Cancel
button to exit the uninstall.

¢ Back

Cancel |

8. Pressthe Finish button to start the uninstall processes.
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The Wizard begins the Uninstall process:

Uninstall CentreWu Explorer Il

Perform Uninstall

Perfarming uninztall of the Centretu Explarer 1.

Prezs the Cancel button to cancel the uninstall process and exit
thiz progran.

Removing File:
C:h. . shitdocsaiftblballno. gif

(I ]]]

< Bk I Eirareh I Cancel

The process continues until al of the associated software is removed from the
Windows NT Server.
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The Add/Remove Programs Properties window displays after the CentreVu
Explorer |1 is successfully uninstalled.

AddRemove Programs Properties ﬂ |
InstalUninstall | windaws NT Setup |

g Toingtall a new program from a floppy disk or CO-ROM
2o

drive, click Install
Irngtall...

The following software can be automatically removed by
YWindows, To remowe a program or to modify itz installed
compaonents, select it fram the lizt and click
Add/Remove.

Adobe Acrobat Beader .01 HE
Adobe Photoghop 3.0

Java Developrment Kit 1.7.74

Livellpdate -
Mizrazaft Chat 2.1

kizrozaft FrontPage Express

Mizrozaft Intermet Explorer 4.0

Mizrazaft Intemet Information Server

Microzoft Music Control =

LddiEemeve.. |

ak. | Canicel | Sl |

You will notice that “CentreVu Explorer 11" is no longer on the list of available
programs.

2-27
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Removing the Database

You can remove or “delete” a database when it is no longer needed, such as when
you uninstallCentreVu Explorer Il. When a database is deleted, the files and their
data are deleted from the disk on the server. Once a database is deleted, it is
permanently deleted and cannot be retrieved without using a previous backup.

To remove a database, do the following:

1. From theStart Menu, selecPrograms, Microsoft SQL Server 7.0, and
Enterprise Manager.

|E§E) Books Cnline
b Client Metweork Uity
SelectEnter pr iseM anager 4>'%] Enterprize Mansger
E Failover Cluster Wizard
% Import and Export Data
arw MSDTC Administrative Conzole

Administrative Tools (Comman) 4 ﬁ Perfarmance Manitor
L=, Adohe Acrobst » [ Profiler
Mictosoft Internet Server (Cotmmon)  * @ Query Analyzer
l'_E_T_. Microsoft Praxy Client » @ reacime txt
Microsoft Reference » E_ Server Metwark Liility
Microsoft SGL Server - Switch 4 &) Service Manager
] T Uninstall S@L Server 7.0
Programs
MNetzcape Communicstor 4
Documents » (@ Prop 3
Settings y B Serme ’
WinZip >
Fine! » & Microsoft Access

(@ hlicrozoft Binder

2% Microsoft Excel
Run... '] Microsott Outiook
hicrosott PowerPoint
B microsoft Wiord

EE “isio Technical

Help

Shut Dovvn...

l@ vase oy

% Windows NTS




CentreVu Explorer Il Version 1.0 Installation for Windows NT
Installing and Uninstalling the Software
Uninstalling the CentreVu Explorer Il Software 2-29

The SQL Server Enterprise Manager window displays:

ﬁ SOL Server Enterprise Manager - [Console Root'Microsoft SOL ServersiSOL Server Group'BOBCAT (Windows NT)'Databases]

J-?fn Console  Window  Help ‘;Iilil
|J Action  Wiew  Tools Hc:--»l\XQ‘l@H%k—\?\I@EEE |

7 tems

1 console Ract
=& Microsoft SAL Servers
= 9 SGL Server Group exp2 measter mael msdh Marthiarind pubs
-G BOBCAT (indows NT)
E&

exp2
master
macel
madb
Morthwind
pubs

tempil
(] Data Transformation Services
(] Management
]--D Security
(2] Support Services

E-E-E-E
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2. Select the database you wish to delete. In this example, the database is named
“eXpZ”.

(2) Select Delete (1) Select the database

| 1 consols  window  Help ST
|| acton vew lnnlsyé--b\\x\ﬁﬂ#%\ﬂﬁﬁ |

[ Mew Dstabsse...

[ET s
E 4l Tasks »
Nesw wind b
ey wvinclo rom here " NTJ

Delete
Refresh

Propertics

Helpy
T
| -kl tempda
Data Transformation Services
(-2 Managemert
{:I Security
(-] Support Services

3. SelectDeete from the Action Menu.

The Delete Database verification window displays:

Delete Database |

@ Ape ol sure you want to delete database 'exp2'?

4. Click Yesand the database is permanently deleted



CentreVu Explorer Il Version 1.0 Installation for Windows NT
Upgrading to CentreVu Explorer Il Software
Overview 3-1

-
hd

CentreVu
Explorer 11

Upgrading to
CentreVu Explorer
|l Software

Overview
This chapter describes how to upgrade previous software to the CentreVU®Expl orer
Il software. In addition, the following are discussed:
* Upgrading to SQL Server 7.0
* Upgrading the CentreVuExplorer Il software
* Creating the CentreVuExplorer |11 database
* Converting CentreVuExplorer 1.x data.

Lucent Technol ogies recommends that you backup your data prior to upgrading
your software. Backing up your data ensures that your old datais not lost while
upgrading your software.

The advantage of upgrading your current CentreVuExplorer software to CentreVu
Explorer |1 software isto provide you with:

* the Custom Query Builder application
* aneasier way to save data

* theability to create custom queries.
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Upgrading to SQL Server 7.0

Prior to upgrading the software, you must install SQL Server 7.0. The installation
wizard asks you if you want to run the “SQL Server Upgrade Wizard”. This step
upgrades your curre@entreVu Explorer database to SQL Server 7.0. The Upgrade
Wizard runs after the Install Wizard is completed. Follow all of the steps provided

by both Wizards.

3-2

Note: Before installing SQL Server 7.0, you will need to verify that you have all
=> of the prerequisites loaded (for instance, Intekfierosoft Explorer 4.01
SP 1). You also need to have ydndows NT administrator account
password and your SQL Server system administrator password available.
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Upgrading the CentreVu Explorer Il Software
To upgrade to the CentreVu Explorer |1 software from the CD-ROM, do the
following:

1. Log into the Windows NT server as Administrator.

2. Insert the CentreVu Explorer |1 Installation for Windows NT Software CD-ROM
into the appropriate drive. The CentreVu Explorer |1 setup program
automatically displays:

CentreVu Explorer 11

Transforming INFORMATION into KNOWLEDGE

ICentreWu Explorer Il Installation

Welcome!

Thiz installation pragrann will install the Centre'/u Explarer 1.

Press the Next button ta start the installation. rou can press
the Cancel button now if pou da not want to install the
Centrevu Explorer 1l at this time.

Lucent Technologies
Bell Labs Innovations

ffstart | [ acobe Protoshop

| %Cemre\fu Explorer Il In... §:48 A

3. Pressthe Next button to continue.
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The Readme information displays..

CentreWu Explorer Il Installation
Fead me notes: =
I
< Back LCancel |

4. Pressthe Next button to continue.
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The Select Destination Directory window displays:

CentreWu Explorer Il Installation

Select Destination Directory

Pleasze zelect the directary where the Centretiu Explarer |l filez
are to be installed.

C:havaw'ebSerserl 1 Browse

Cancel |

¢ Back

5. Select the location of the backup directory:

*  Accept the recommended default path (The installation default directory is
C:\JavaWebServerl.1.), or

* Usethe Browse button to to install the software on a different disk drive
(such asthe D drive).

6. PressNext to continue.
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The Backup Replaced Files window displays:

CentreWu Explorer Il Installation
Backup Replaced Files?

T hiz installation program can create backup copies of all files
replaced during the installation. Do you want to create
backupz of the replaced filez?

* eg
" Mo

¢ Back

Cancel |

7. You can choose to create or not to create a backup replacement file:

* If you want to create backup files, select the Yes radio button.
* If you do not want to create a replacement file, select the No radio button.

8. Pressthe Next button to continue.
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The Select Backup Directory window displays:

CentreWu Explorer Il Installation

Select Backup Directory

Pleasze zelect the directary where the replaced files will be
copied.

C:hJavaw'ebServerl 15BACELRP Browse |

¢ Back

Cancel |

9. Select the location of the backup directory:

*  Accept the recommended default path, or

* Usethe Browse button to select the path of the backup directory.
10. Pressthe Next button.
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The Step One Compl eted window displays:

CentreWu Explorer Il Installation
Step One Completed!

Y'ou are niow ready toingtall files for Centretfu Explorer 1.

YWhen thiz step iz finizhed the system will start the databaze
creation cript.

Prezs the Mest button to cantinue.

¢ Back

Cancel |

11. Pressthe Next button to continue.
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Thelnstallation Wizard initiates copying the files to the directory you specified. The
following status window appears:
i =]

CentreVu Explorer 11

Transforming INFORMATION into KNOWLEDGE

Installing

Copying file:
C:h.. Madminserver\adminservicehadminUll. properties

Lucent Technologies
Bell Labs Innovations

[ centrevu Explarer nin... 855 AW

;ﬂs:an| P Acobe Photoshop

After al of the files are copied, the installation continues to create the database.
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Creating the CentreVu Explorer |l Database

To create the database, the Installation Wizard finishes copying the files and then
automatically displays the Create Database window:

Eg_;i(:re-ate Database !E[ E

Please enter the required information
for creating the datahase:

Database Location | | Browse
Database Size 30MB -

User Name | |

Password | |

| ok || Exitsetup |

1. Click onthe Browse button to enter the Database L ocation. The Database
location window displays. The default directory is selected (as shown below).

E%%I]atahase location

Folder:

[ 1AVANE -1 1EXPLOR~1 0K |

gm_ Cancel |
ocs

] Java

3 sal

Drives:

C: j

2. Click OK to accept the location of the database and return to the Create
Database window.
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3. Enter the Database Size from the drop-down list (with selections beginning at
500MB). Select the size that best suits your business needs. (For more
information about the database size, see the “Disk Storage Requirements”
section in Chapter 1, “Introduction,” of this guide.)

Egil:reate Database !EI E

Please enter the required information
for creating the database:

Datahase Location |C:UAVAWE~1 NEXPLOR~1 | Browse
Database Size 500 ME « |

500 MB
1GB
1.5 GB
2GB

2AHGE | —
368 Exit Setup

3.5 GB
4GB -

User Name

Password

4. Enter theJser Name (the default is “sa”)This is the user name that was set up
when you installed SQL Server 7.0.

E%Create Database !E E

Please enter the required information
for creating the database:

Database Location | | Browse
Databhase Size 30MB -

User Name | |
Password | IS |
\
| ok || Exitsetp | \
User Name (sa) Password

5. Enter thePassword. This is the password that was set up when you installed
SQL Server 7.0.
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6. Whenal of thefieldsare populated, press OK and the exp2 database is created.

The following message displays the status of the creation of the database:

E%Euplmer Il installation - Creating database

Connected to the database

Creating the Explorery2 database. [twill take a while, please wait ...
Datahasze created

Converting schema files ...

Create File canverted

Populate File converted

Executing schema files ..

¥

3-12
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After the database is created, the License Information window displays:

E%'Centre\.l’u Explorer Il - License Information

CentreVu- Explorer I1

Transforming INFORMATION Into KNOWLEDGE

InputfUpdate License Infermation

In order for Centre\fu Explorer Il to operate you must input the name and license.

CompanyLocation Mame: |

License Key: | |

CMS Host Name: | |

Hext

7. Enter the Company/L ocation Name. Thisisyour company name and location.

8. Enter the License Key information. Thisisthe license key you receive from

CenterPoint Solutions (see the “Obtaining a License” section in Chapter 1,
“Introduction”).

Enter theCM S Host Name. This is the host name of your Call Management
System.

10. PresdNext to continue.
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One of two windows display:

* If youdid not supply al the requested information, a message window
prompts you to enter the license information:

Eg_;,%CentreUu Explorer Il E

Do you really want to continue without providing License Information?
You can provide this information later when you first invoke Explorer...

Yes Ho

Press Yes to return to the Input/Update License Information screen and
Com plete the licensing process (see steps 7-10 on the previous page).

* If you complete al the licensing information, the following window
displays:

*‘7':' CentreVu Explorer Il - Hetscape

CentreVu Explorer I1

Transforming INFORMATION Into KNOWLEDGE

Input/Update License Information
License creation successful

Company/Location Name: Test
Licensed for: 1 ChiSs.
CMSE Test is licensed for 8 ACDs

Proceed to CentreWu Explorer 1T

& == |Document: Dore

When you have registered for the CentreVu Explorer 11 and theinstallation is
complete, proceed to the next section “Conver@egtreVu Explorer 1 Data.”
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Converting CentreVu Explorer 1.x Data

The CentreMu Explorer |1 installation runs through a process to determine if thereis
aprevious version of CentreMu Explorer (for example, CentreVu Explorer 1.1 or 1.2)
installed.

To convert to the newest version of CentreVu Explorer 11, do the following:

1. If apreviousversion of CentreVu Explorer is detected, you are prompted to
enter license information (see previous section).

2. On the Input/Update License Information frame, select the Proceed to
CentreVu Explorer 11 hot link, the Convert Explorer 1 window displays:

E%Centre'd'u Explorer Il - Convert Explorer | !EI E

Will we upgrade data from an existing Explorer | installation? [v]

Please enter the required information
ahout Explorer | database:

Host Name Ibobcat |
Database Name |CE}{pIurer |
User Name 3 |
Password freee |

Import all calls on or after (037281999

Convert

The Convert Explorer 1 window allows you to upgrade the data from an
existing CentreVu Explorer installation.

3. To accept al of the defaults, press the Convert button.
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The following conversion confirmation message displays:

Egﬁl‘.:entrevu Explorer Il

]
i Conversion will be started when your computer is up after rehoot.

0K

4. Press OK. The conversion verification window displays:

In=tall | x| |

Thiz spstem must be restarted to complete the
ingtallation. Press the OF button to restart thiz
computer. Press Cancel to return bo Windows

without restarting.
Cancel |

5. PressOK to restart the operating system. The Conversion to CentreVu Explorer
Il is complete.
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M aintenance

Overview

This chapter iswritten for Database Administrators or Supervisors who are
responsible for maintaining CentreVu Explorer I1. Lucent Technologies
recommends that the maintenance practices described in this chapter be performed
on aregular basis.

This chapter describes:
* how to maintain the CentreVu®Explorer |1 software
* the procedures for backing up the server and the data

* theadministration of three critical functions:
— Determining the average daily call record volumes in the existing database
— Allowing you to select a reasonable data archival interval

— Preventing new records from being added when the database is full.
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Backing Up SQL Server Database

Backing up the database is a Database Administrator function that should be
performed by someone familiar with SQL Server Enterprise Manager. Backups are
the customer’s responsibility.

You should regularly back up the SQL Server database. Contact a Microsoft
Certified Solutions Partner if you do not have the technical resources to perform this
backup. If you choose not to back up your database, you may lose all of your
historical call data if your disk drive crashes. The SQL Server database backup
occurs automatically if you are using the SQL Server 7.0 backup program.
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Checking for Security

For more security information, see the CentreMu Explorer 11 Version 1.0 User Guide
(585-218-200).

You should check the security to verify that there are:

Two types of security are established: User and Administration

A default setting should ship with CentreVu Explorer 11 for the Administration
privilege

A user privilege that allows a user to query on data, build queries, and use
standard queries

An administration privilege that allows all user privileges, plus modifying
synonym data, setting user privileges, and establishing standard queries

Viewing privileges set at the ALL, CMS, ACD, and SPLIT/SKILL levels
Secure Socket Layers added to the browser.

Logins and Passwords Stored in the Database

A login must occur before any user activities can take place. Thelogin consists of a
user id (generated by the admin function), and a password. The navigation frame
shows only those options that a user is allowed to perform, based on their privilege
level. See Chapter 2, “Administration,” of t@entreVu Explorer |1 User Guide
(585-218-200) for details.
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Administration Utilities
CentreMu Explorer |1 has abuilt-in Administration Utilities feature, which allows an
administrator to perform and monitor certain tasks within the application.

To access the Administration Utilities do the following:

1. You must be logged in as “admin”. When you starOaptreVu Explorer I, as
a regular user, log in as “admin” in the Login window. The default password is
cexplorerl. See th&CentreVu Explorer 11 Veersion 1.0 User Guide (585-218-
200) for more details.

The MainCentreVu Explorer 1l window displays automatically:

v | CentréVu Explorer I1

® Explorer Classic Transforming INFORMATION Into KNOWLEDGE

P Agent in Focus Queries

@ Custom Query Builder
b Standard Queries
P User Defined Queries

b Help
€ Logout
@ Exit

Licensed To: CenterPoint Solutions, Inc.
Release: 2.0

Lucent Technologies 6
Bell Labs Inncvations y

Session & License Details (&

== |Dacument: Done
Note: If you are in a different frame withi@entreVu Explorer I, you can also

=> selectHelp and then seled&bout to access the Mai@entreVu Explorer 11
window.

2. Click on theSession & License Details at the bottom of the right frame.
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The Session & License Details window displays:

3% CentreVu Explorer Il - Hetscape [_[2]x]

Tnmsr\\r\\ling INFORMATION Into KNOWLEDGE
P Administration

@ Explorer Classic Licensed To: CenterPoint Solutions, Inc

P sgent in Focus Queries Licensed for: 2 CM3s
"Agent in Focus Queries
CMS TSO CMS8300 is licensed for 8 ACDs

CMS CenterPoirt is licensed for 8 ACDs
@ Custom Query Builder
P Standard Queries Major Version: 2.0

uild Number: 360
P User Defined Queries Build Number:
Deseription: CentreVu Explorer 1T

Copyright: Copyright 1995, 1999 CenterPaint Solutions, Inc. 1331 17th Street,

b Hep Denver, Colorado 30202
@ Logout Comments:
Py Legal Trademarks: CentreVi is a registered trademark of Lucent Technologies, Inc
Exit

Java Version: 1.1.74
Build Date: Tuesday, May 11, 1999 5:46:31 o'clock PM MDT
Build Machine: IMachine Name

Server: Machine Name
Server Type: webpageservice/1.1.3
Remote Host: [P Address / Machine Name
User Agent: Mozilla'd. 5 [en] (WinlIT, )
I Use Java Plug-in

Save Seftings

Lucent Technelogies
Bel Lakss Innovations y

Administrator Utilities =

Ei= [Bocumert: Bone

3. Click on Administrator Utilities at the bottom of the right frame (you will not
see this feature if you are not logged in as “admin”).

The Administration Utilities menu displays:

CentreVu Explorer IT

Active Sessions
View Log File
Dratabase Status
View License

Return to Main Menu
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4. Inthe Navigation frame, select Active Sessionsto view how many users have
logged into CentreVu Explorer 11.

The following window displays:

¥ CentreVu Explorer Il - Hetscape:

(A2l o] | Active Sessions
+ Actve Sessions mm_
View Log File dmin [Machine Mame / IP Address 5/13/99 9:55 AM 5/13/99 10:06 AM |Mozila’d 5 [en] (WinliT. I}
: 33‘:?3:;2?5 ad.mln Machine Name /IP Address |5/13/99 10:03 &M [5/13/99 10.04 AM [Mozlla/d.5 [en] (WinN'T, )
« TFietum to Main Meou admin [Machine Name / TP Address  |513/99 840 AM [5/13/99 8:40 4M |Mozilla®4.5 [en] (WmNT, I)
== [Dacument: Done:

Thefieldsinclude:

* User —who logged in
* Host Name —what machine they used to log in

* Created —the time of the log in

Last Access —the time of the last access into the application

User Agent —the browser used to access the application
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5. Inthe Navigation frame, select View L og File from the Administration
(Admin) Utilities Tree to view the log information.

| CentreVu Explorer I1

+ dctive Sessions | Select View Log File
» View Loz File

+ Dratabase Status

+ Wiew License

+ Return to Main Menu

Thefollowing View Log File window shows how the datais tracked (such as,
connecting to CentreVu Explorer 11, processing files, ftp commands, and so
on.).

5/13/99 3:05 PM:CVExplorer: Hello World

5/13/99 3:05 PM:CVExplorer: Connection to Datsbase Failed java.net
5/13/99 3:05 PM:CVExplorer: Stack Trace

Active Sessions java.sql.SQLException: java.net.ConnectException: Connection refus
View Log File at com.inet.tds.TdsDriver.createSQLException (TdsDriver.jav
Sl oR e at com.inet.tds.TdsDriver.connect (Tdsbriver.java)
ngégggjﬁggg at java.sgl.DriverManager.getConnection {Compiled Code

Wiew License at java.sgl.DriverManager.getConnection(DriverManager. java
* Return to Main Mfeny at com.cps.DB.DBConnection.connect (DEConnection. java: 64

at com.cps.DB.DBConnection. (PBConnsction. java:105)

at com.cps.CVE.HO.MO. init (Compiled Code)

at com.cps.CVE.CVEMain, init (CVENain, jave:47)

at CVExplorer.init (CVExplorer.jawa:160)

at com.sun.server.ServletState.calllnit(ServietState. java:
at com.sun.server.ServletManager.loadServlet (ServletNanage
At com.sun.server.ServletManager.loadServlet (ServletManage
At com.sun.server.ServletManager.loadServlet (ServletManage
At com.sun.server.ServletManager.loadStartupServlets (Compl
AT COl.Sun.server.http.Htepiervice.run(Hotplervice. java: 17
at cow.sun.server.wehserver.HttpService.run(HrtpService.ia
at java. lang. Thread.run(Thread, java: 474)

&

5/13/99 3:05 PM:CVExplorer: Sleeping for 30 seconds and trying ags
5/13/99 3:08 : retrieveAllValidCHSs

5/13/99 3:05 P : Attempting to Set up RMI

5/13/95 3:05 P : Made it through init

5/13/95 3:10 P : retrievelll¥alidCHSs

5/13/95 3:10 P : Starting FTP service

5/13/95 3:10 P : BaseDir D:YJawaWehServeri.iiExplorerVziD
5/13/95 3:10 P : wain. TInput parm = null

5/13/95 3:10 P : Process files in directory D:\JavalebSer
5/13/95 3:10 P : Process files in directory D:\JavalebSer
/13/59 3:15 PM:CVELUCHS: Process files in directorw D:\Javamehﬁijlj

i v

= == Document: Done
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6. Inthe navigation frame, select Database Satus.

+ Active Sessions

+ View Log File
Database Status

ew License
Return to WMain Menu

Select Database Statuis

The Database Status window displays.

CentreVu Expl

er Il - Hetscape

+ Active Sessions

+ Wiew Log File

+ Datahase Stams

+ Wiew License

+ Return to Main Menn

Database Status and Call History Files Read

Count of Contact rows: 1219641

s oerne o
Message

Erocessed 51393 [s/13/99
ComerPoint CMS#ehamLeze  OEREL o0 oo 2
lam am
[FenterPoint | CMEAchr0602 923 f;:::::stf;fu}l:re served ;fiﬂjfi.gM g/j Ujfi.gM i
(CenterPoint  CMSchr601 227 fnrr”s;;;imsm . P s
Processed
CenterPaoint  CMS4\chr0501.926 c::;:ﬂl{rg/(:ould ot ;fég/ffm gguﬂfM 10
CenterPoint | CMS4\chr0501.926 fnrr”;ﬁ;;mgm 4 ;gs’fM ;’;;fﬁf[ 10 10
CesterPeist  CMSHchr0402925 S;ﬁsx;‘;resma . o e a
CenterPoint  CMS#chrianl 524 fnrr”sj;;“;mgm 4 ;fulsfffM ;’Dl;’iiﬂ
(CesterPeist | CMSAchr0301.223 f;?;iﬁ;&mam . LR s o o
CenterPoint | CMS4ichr0201.922 fnrr”sj;;f;mgm P ;féifffM ;’31 IETM 10 10
(CemerPoint | CMS\chr0102521 fﬂ’fsj;;f;mm . R
[FeaterPoint |CMS4\chrd101.520 furf;e:stf;;}gre served ;fé i’fng ;’31 IEIAQAQM
CemerPoint  CMSHchri0n2 519 fﬂ’r”s;;;imm . P s b
[PeaterPoint |CMS4\chr0001 513 furrurc\:cstf;f\:}l:re served g'[tl1 fffng ;’Ul ljfi.gM
CenterPoint  CMS\chrdand 917 fnrr”s;;;imsm . if ;i’fM 3’ ) f’igM 5
Pracecead 1471300 5{13/00

= ==

|Document: Done
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[_[51x]

Thiswindow allows you to view the status of the database and how many call
history files are processed.
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Thefieldsinclude:

CM S —this field will identify which CMS this particular file came from

File Name — this field is the actual file name of the each data file that has
been processed

Satus — the status field will keep track of the files that are processed

Error Message — this field will identify any problems associated with the
processing of this file

Sart Time — this is the start time for processing this particular file
End Time — this is the end time for processing this particular file

Rows — this field will identify how many rows were processed from this
file

Rows/Sec — this field will let you know how many rows per second were
processed

7. Inthe navigation frame, selé¢tew License.

| CentreVu Explorer 11

Active Sessions

View Log File
Datahase Status

View License
+ Retumn to Main Menu \

SelectView License
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The following window displays:

3 CentreVu Explorer Il - Netscape

CentreVu Explorer IT

CentreVu Explorer I1

- Vi Log Fil
Dt Transforming INFORMATION Into KNOWLEDGE

* View License

+ Refurn to Man Meny

Input/Update License Information

Company/Location Name: [centecPoint Solutions, Ine.
Licensed for: 2 CMS3s.
CMS T30 CMS83001s hicensed for 8 ACDs
CMS CenterPomnt is licensed for 8 ACDs

License Key: |

CMS Hostname: |

Save

Return to CentreVu Explorer 1T

= == [Document. Dane

8. Fromthe View License frame, you can add alicense for each additional CMS.
For each CentreMu CM S, enter the License Key and CM S Hosthame.

Note: You need a separate license for each CM S added to the CentreMu Explorer
=> |l application. See the “ObtainingGentreVu Explorer Il License” section
in Chapter 1, “Introduction,” for details.

9. After adding each CMS, press the Save button.

10. To return to the CentreVu Explorer |1 main window, select Return to Main

M enu from the Navigation frame or the Return to CentreVu Explorer |1 hot
link.
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An administrator has the ability to discard, archive, or restore data. This capability

can be set up as an automated process through the Data Discard Wizard. For

instance, an administrator can discard or archive al of the calls older than a certain

date or more than a certain number of days old. This process creates afile for each
CMSthat matchesthe criteria. If the data has been archived, it can then be restored

at a later date if needed. See the “Restoring Data” section in this chapter for more

details.

Accessing Database Administration

To access the Data Discard Wizard, do the following:

1. From theStart menu, seled®rograms andCentreVu Explorer..

_ln:__ Adrnirizgtrative Toolz [Comman] L4
CallB ack Manager 4
tret/u Explorer ld ™ Data Discard wizard
A

®) Java'web Server 1.1 L4 ReadMe
= Microzaft Proxy Client L4
3 WinZip Microsoft SAL Server - Switch L4
=, Microsoft SOL Server 7.0 L4
[Eli Netscape Smartlpdate Metzscape Communicatar L4
3

Mew Office Document P
= =, Rational Fose 98 Evaluation Edition  »
~y
B Open Office Dacument Startup '
WinZip 4
& Microsoft Access
i Documents
Settings L4
ind v SelectData
Discard Wizard

Help

Bur...

1 Shut Dow...

2. Click onData Discard Wizard.
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The Database Discard Utility window displays:

Ega Centre¥u Explorer |l Database Discard Utility HE=E
File View Database

General Database Information Size

Create Date May 13, 1999 2:16:54 AM

Gmey sa Discard Data
Data Size 47.34 MB

Restore Data

Data Space Availahle 252 66 MB

L Sz B,468.5 KB Check Database

Log Space Available 188.49 WMB

Daily Usage

Date Rows Days Collected 18

Wil 2SeR 23 *| average Use/Day  2,693.33 KB
0561111999 288

05/10/1999 348 Days Remaining el
05091999 4}

05081999 1

05071999 214

05061999 282

05051999 320

05/04/1999 282

05031999 348

08/02/1999 8

045301999 341 |

047291999 286 >

The Database Discard Utility window (also known as Data Discard Dial og window
in previous releases) displays information that assists in maintaining the CentreVu
Explorer |1 database. An administrator determines at a glance, how big the data and
log sizes are and how much room is still available in the database. Thereisaaso a
running list of filesthat are processed and how many rows there are per file.
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Determining Average Daily Call Record Volumes

The CentreVu Data Discard Utility analyzes the CentreVu Explorer |1 database to
determine daily average call volumes. It then calculates the number of daysthe

current database can hold data before becoming full. If the database becomes too

large, you can either expand the database through the SQL Server Enterprise

Manager or follow the steps provided in the next section “Discarding or Archiving
Data.”

Increasing the size of the database is limited only by the amount of disk space
available on th&€entreVu Explorer Il server.
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Discarding or Archiving Data

Discard is the removal of datawithout saving it. Archiveisthe removal of data and

saving it to afile, so that information can be read back in by the Restore Data

routine (described later in this chapter). In addition, CentreVu Explorer |1 population

routing checks to verify that the database capacity does not exceed 95 percent. The
population routine stores any data on the CentreVu Explorer Il server, but does not

process after the database reaches 95 percent of the total capacity. To prevent the

database from filling up, you can set up an “aging process” to discard or archive data
after a certain number of days.

To set up the “aging process,” do the following:

1. Access the Database Discard Utility. See the “Accessing Database Utility”
section previously in this chapter for details.

Ega[:enhe\l’u Explorer Il Database Discard Utility

File View Database

General Database Information Size
Create Date May 13, 1999 21 6:54 AW
Gt £ Discard Data
Data Size 4734 MB
Restore Data

Data Space Availahle 252 66 MB
L Sz B,468.5 KB Check Database
Log Space Available 188.49 MB
Daily Usage

Date Rows Days Collected 18
WAL 2} Average UseiDay  2,093.33 KB
05111995 288
05101999 348 Days Remaining 98
05/091 995 |4}
05/08/1999 1
05/0711995 214
05/06/1999 282
05/05/1995 320
05/04/1998 282 |2
05/031 995 348
05/0211995 g
0413011995 341 |
0452911999 286 &

2. Press th®iscard Data button.
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The Discard Data frame displays:

e Discard Data E3
Rermave All Recard where the start date is
) Date

equal to or older than (127291998 ﬂ

) Aging

[¥] Archive data [| Browse

| OK | | Cancel |

3. Records can be removed or archived based on a certain date by selecting the
Date radio button.
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4. Fromthe equal to or older than drop-down list, select a specific date. This
removes or archives any records that are equal to or older than the date you

selected.
e Discard Data E
Remowe All Record where the start date is
= Date
equal to or older than  |12/29/1998 -
12i29/1998 |~ |
12/30/1998 |
12i31/1998
 Aging 01/01/1999
01/02/1999
01/03/1999
01/04/1999
01/05/1999 |
v Archive data | [| Browse
| OK | | Cancel |

5. If you want to archive rather than remove the data, be sure that the Archive
data box is selected.

6. Pressthe Browse button.
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TheFile Creation List displays. For example:

Eg’,i'File Creation List

ol The following files will bhe created:
= | CMS&D0518042830.dat - |

OK Cancel

7. FromtheFile Creation List window, use the drop down list to select thefile you
want to archive. The archive process creates one file for each Centrevu CMS
data piece with that particular date. The name of the file identifies which
CentreMu CM S the file was generated from, the date, the hour, and the minute.

8. Pressthe OK button.
The following displays:

Enter the file to archive

Save in: I _ Y archData

File name: | CMSEDOS1 205451, dat Save |
Save az lype: I.-'-‘-.II Files [*.%] j Cancel |

9. Inthe File name text box, enter the name of the file you want to archive.

10. Fromthe Savein drop down list, enter the directory where you want to save the
file.

11. Pressthe Save button.
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The following displays:

Eg’,i'File Creation List

(] The following files will bhe created:
= | CMS&D0518042830.dat - |

OK Cancel

12. Pressthe OK button.
The File Creation List displays;

oA Discard Data
Remove All Record where the stard date is

) Date

equal to ar older than  |12/29/1998 ﬂ

(® Aging

[] Archive data || Browse

| OK | | Cancel |

13. After making your selections, press OK.

14. Select the Aging radio button and enter a number in the morethan

days old box to remove or archive datathat has aged more than a certain
number of days.

15. Select the Perform removal automatically once a day radio button.
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16. PressOK.

17. 1f you have the Archive data radio button selected, this process archives your
data daily.

e Discard Data
Remove All Record where the start date is
) Date

egual to ar alder than  (12/20/1998 | - |

® Aging

00

[ Archive data || Browse

| Ok | | Cancel |

18. Pressthe OK button.

The “aging” and “archiving” processes are complete.
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Restoring Data

The Restore Data feature allows you to select previoudly archived dataand insert the
file back into the CentreVu Explorer || database.

To restore the data, do the following:

1. From the Data Discard Wizard, press the Restore Data button. The Restore
Data window displays:

Egjﬂestme Data Ed

Restore From File:

| || Browse

| OK | | Cancel |

2. Pressthe Browse button to find thefile you wish to restore. The Enter thefileto
Restore window displays:

Enir the e toRostore |
Laak jr: IJﬁthData j ﬁl

5EMS4D 0512054516, dat;
CM5ED 0512054516 dat

File name: I*.dat Open I
Files of twpe: I.-'l'-.II Files [*.%] j Cancel |

3. Select thefileor files you wish to restore and press Open.

4. Press OK. The data then restores to the CentreVu Explorer 11 database.
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Migrating CMS Data Dictionary Synonyms

Synchronizing the CM S Data Dictionary (Agent names, Vectors, and Vector
Directory Numbers (VDNSs) is now managed by CentreVu Explorer I1. Since
administration is done automatically, Administrators no longer have to manually
update the CentreVu Explorer administrative tables with changes to these synonyms
or run complicated SQL routinesto keep the synonyms aligned.

See the “Data Dictionary” chapter in tBentreVu® Call Management Center
Release 3, Version 8, Administratigi85-210-910) document for more details
about the CM S Data Dictionary and synonyms.
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CentreVu
Explorer 11

Troubleshooting

Overview

This chapter provides troubleshooting tips, error and service messages, and how to
resolve the problem through suggestions.

Purpose

If you are having trouble with any of the procedures mentioned in this document,
please read through this section before calling the National Customer Care Center.
The problem may be something you can quickly solve yourself.

Who to Contact

If you have not solved the problem after reading through this section, contact the
National Customer Care Center at 1-800-242-2121 (L ucent Technologies also offers
fee-based installation consultation). Customers outside the United States should
contact their Lucent representative or distributor.
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If you have received an error message(s) in the course of afailed installation, then
record the message(s) in order to assist National Customer Care Center personnel in
diagnosing your problem.

Note: Troubleshooting procedures are usually carried out by an Administrator.

=>
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Getting Technical Support

Basic technical support for the CentreMu Explorer |1 software is provided by the

Lucent Technologies Technical Support Center in conjunction with CenterPoint

Solutions. However, if your support request deals primarily with a supplementary

software package not purchased from Lucent Technologies, you may be referred to

the software’s manufacturer or offered the option of purchasing additional assistance
not covered under your maintenance agreement.

The table below describes the level of support that Lucent Technologies provides for
each product on th@entreVu Explorer Il Server.

Product Purchased From | Support Provided
by Lucent*

CentreVu CMS Lucent Full

CentreVu Explorer Il Lucent Full

Software and previous

versions

SQL Server 3rd Party Vendor None/Billable

Java Web Server Lucent None

Windows NT Operating 3rd Party Vendor None/Billable
System

Remote Access Software | Lucent None
(pcAnywhere)

Web Browser 3rd Party Vendor None
Hardware 3rd Party Vendor None

*Three conditions under which technical support is determined: (1) maintenance
contract agreement; (2) warranty; and (3) time and materials. The following sections
describe, in more detail, the Technical Service Organization (TSO) support that
Lucent provides to the customer.
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Lucent TSO Responsibilities

CentreVu CM S Server

Verify ECH is authorized and installed
External Call History dataintegrity
Verify the FTP (File Transfer Protocol) isworking properly.

CentreVu Explorer 11 Software Application

Verify that the customer can execute queries with the CentreVu Explorer 11

application. If there are problems then determine where the problem exists —
NT4.0, SQL database, or other application dependencies using various NT/SQL
troubleshooting tools. This needs to be relayed back to the customer so they can
repair NT/SQL.

Assist in the setup gicAnywhere and the use of Data Discard Utility.

Customer Responsibilities

Maintaining critical Logins—(Lucent, Admin, SQL Login)

Monitoring system performance—(for example, Event Viewer logs for current
errors, verify critical services are running, disk space, and so on)

Installing thepcAnywhere/modem for remote access for Lucent support
Providing SQL Database Maintenance
Backing up the SQL database—archiving historical data

Providing Data Discard Utility—see Chapter 4, “Maintenance,” for more
details

Maintaining the Transaction Log—for internal SQL database functions
(add/delete records)

Expanding the tempdb—for database queries through the browser.
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Process to Get Support

To open atrouble ticket for CentreVu Explorer 11, contact Lucent Technical support
at (800) 242-2121 and select option two from the voice menu.

To ensure the highest quality technical support, it is strongly recommend that
pcAnywhere should be installed on the CentreVu Explorer |1 server. The pcAnywhere
is supplied with purchase with CentreVu Explorer 1. Using pcAnywhere, a
technician can provide basic SQL Server support, view error logs, and verify proper
configuration of the server. If remote accessis not available, it may not be possible
to diagnose and resolve your problem.

If your organization does not have access to a group capable of supporting
Microsoft products, you may want to consider contracting support from a Microsoft
Certified Solutions Provider (MCSP). You can search for an MCSP in your area at:

http://mww.microsoft.comvisapi/referral /obtain_services Basic.asp

Refer to http://mww.microsoft.conmysupport/supportnet/over view/overview.asp for a
comprehensive overview of all your Microsoft support options.

If you have questions about CentreVu Explorer 1l that were not answered in this
document, please contact the Lucent Technical Support Center at 1-800-242-2121.
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General Troubleshooting Tips

This section helps you with problems you may encounter when installing, logging
into, or running CentreVu Explorer 11. It contains tables which describe error
messages that may appear in CentreVu Explorer 11.

Setting Up the Java Plug-in

If you are currently using a non-conforming browser you can install the Java Plug-
in that is copied to the server during theinstall process. This Java plug-in allows
your current browser to run CentreVu Explorer 11 functions.

To enable the Java plug-in option, select the checkbox in the Help About frame after
completing the CentreVu Explorer Il installation. See the “Help About” section in
Chapter 1, “Introduction” of th€entreVu Explorer Il User Guide (585-218-200) for
more information.
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Checking the Corrupt Folder

Occasionally CentreVu Explorer |1 experiences aproblem when it triesto process an
ECH datafile. When this happens, CentreVu Explorer |1 placesthe file in a corrupt
folder. Thisfolder is c:\JavaWebServer 1.1\ExplorerVV2\Data\CMS1\Corrupt by
default. A CMS directory is created for each CM S that is associated with this
instance of CentreVu Explorer 1. You should check this folder at |east once aweek
for corrupt files.

When troubleshooting corrupt file issues it isimportant to determine whether all

files or only afew specific files are being placed in the corrupt folder. If all filesare
being placed in the corrupt folder, there is probably something wrong with the SQL
Server database. Ask your SQL database administrator to check the database. If they
are unable to resolve the problem, contact Lucent Technical Support for assistance.

If only afew files appear in the corrupt folder, move the files back into the
appropriate CM S directory. You must move, and not copy the files, so that they will
be removed from the corrupt folder. Once the files have been moved to the
appropriate CM S directory, CentreVu Explorer |1 makes another attempt to process
thefiles. It can take up to five minutesfor the attempt to be made. You know that the
files are processed because they disappear from the appropriate CM S directory.
Check the corrupt directory to seeif thefiles have returned. The fileswill not appear
in the corrupt directory if they have been processed successfully. Files that are
repeatedly placed in the corrupt directory are corrupted. Whileit is not unusual to
occasionally encounter a corrupted file, contact Lucent technical support if this
occurs frequently.
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Monitoring System Performance

It is important to keep track of the server's CPU usage, RAM memory usage, and
hard drive space. Insufficient processing power or RAM memory will cause the
server to perform poorly under a heavy user load. To make sure that the server does
not run out of hard drive space, the Data Discard Utility is set up in advance for
incoming call data. If your system quits accepting data, see the “Data Discard
Administration” section in Chapter 4, “Maintenance” of this guide for details.
Regularly monitor the hard drive that contains @etreMu Explorer Il software.

If you are uncertain about how to check the CPU, RAM, and hard drive usage,
consult your Information Systems department or contact a Microsoft Certified
Solutions Partner.

To check the hard drive space on the server, do the following:

1. SelectMy Computer from the Desktop.

The following displays:

5. My Computer M=l E3

File Edit “iew Help

ik
U

: [C0 D-clrive (D0 (E:
e
Y
Cortrol Panel Printers Dial-Up
Metwarking

1] |
' ohject(s)

a2
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2. Right click on the C: drive and select Properties.

Open

Explore

Find...

Scan for Vinzes

Sharing...
Egtdd to Zip

Format...

SelectProperties

Pazte

Create 5 hartcut

Froperties

Thefollowing displays..

(C:) Properties [ 2] %]
General |TDD|S | Internet' Sharing' Securit_l,ll

= Label ||

Type: Local Disk
File system: MTFS

W Used space: 1.451,792,384 bytes 1.35GE

. Free space: BARY 975,296 bytes E27ME

Capacity: 2.103,767.680 bytes 1.96GE
Drive C

™ Compress C:b

QK I Cancel | Apply |

3. When you are finished checking your system’s performance, ©kck
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Configuring CentreVu Explorer Il Log File

The configuration parameters for CentreVu Explorer 11 can be set by editing the file
//JavaWebServer 1.1/Explorer V2/java/CentreVUEXpl orer.properties. The installation
scriptswill automatically configure thisfile when the CentreMu Explorer |1 software
isinstalled. However, if changes are made to the server after installation, it will be
necessary to update the file manually.

Lines preceded by the “#” character are comments and do not affect the

configuration. Parameter names are case sensitive

Parameter Name | Acceptable Values Description
Log2stdout true/false Determines whether the application writes
error messages to stdout. This option will not
serve any purpose if httpd is running as a
service
Log2file true/false Controls whether log output is sent to the
servlet log file. If you are running Java Web
Server the output will be sent to JavaV\eb
Server1.1/logs/javawebser ver/webpageservic
elevent_log.
LogLeve MESG INFO Sets the level of debug output. Acceptable
DEBUGDB values are shown in order of increasing
DEBUGALL output.
TRACE
ExpDbURL jdbc:informix- This parameter identifies the database so that
sali:<IP the database (db) driver is able to recognize
Address>:<Port>:<D | and connect to it. The required syntax for
B Informix and SQL Server are shown.
Path>:informixserver
=<DB Server>
jdbc:inetdae:<IP
Address>:<Port>
ExpDbDriver com.informix.jdbc.Ifx | The java package name of the database driver
Driver to be used. The IfxDriver is used for Informix.
com.inet.tds.TdsDriv | Microsoft SQL Server usesthe TdsDriver.
er




CentreVu Explorer Il Version 1.0 Installation for Windows NT

Troubleshooting

General Troubleshooting Tips

Parameter Name

Acceptable Values

Description

ExpDbUser sa The user name that CentreMu Explorer |1 uses
to sign on when connecting to the database.
CentreVu Explorer 11 does not function
correctly if this user does not have sufficient
access rights to the database tables and other
objects used by CentreVu Explorer I1.

ExpDbPassword <Encrypted The password associated with the login of the

Password> specified database user. Thisentry is

encrypted and cannot be manually edited. Use
the CentreVu Explorer |1 Change Password
utility to update this entry.

ExpDbDatabase exp2 The name of the CentreVu Explorer 11
database.

ExpDbConnection | [5-9] The number of simultaneous connections to

s the database that will be available for use
when inserting ECHI datainto the database.

ExpDbThreads N/A This parameter isno longer used.

ExpDbCorruptFile | corrupt The name of the directory to use to store echi

Directory files that were not successfully processed into
the db.

ExpDbSaveFileDi | save The name of the directory in which to save

rectory echi filesif the savefile option is enabled.

ExpDbSaveFile trueffalse Determines whether echi files should be saved
or discarded after they have been successfully
processed.

ExpDbDate current The command used by the database to get the
current date. The syntax for Informix and SQL

GETDATE(Q Server are shown.
ExpConversionDb | See ExpDbURL Thisentry isidentical in format to
URL ExpDbURL. However, it refersto the existing

CentreVu Explorer Version 1.0 database in
cases where the software is being upgraded
and CentreVu Explorer Version 1.0 datais
being migrated into the CentreVu Explorer |1
database.

5-11
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Parameter Name

Acceptable Values

Description

ExpConverstionD | com.inet.tds.TdsDriver | The Java package name of the database driver

bDriver used to connect to the CentreVu Explorer
Version 1.0 database when migrating datainto
CentreVu Explorer 11.

ExpConversionDb | sa User name to be used to login to the CentreVu

User Explorer Version 1.0 database during data
migration to CentreVu Explorer I1.

ExpConversionDb | <Unencrypted The password associated with the CentreVu

Password Password> Explorer Version 1.0 database user name
specified above. Unlike the ExpDbPassword
field, thisfield's contents are in plain text and
may be manually edited.

ExpConversionDb | [1-8] This specifieswhich CM S datamigrated from

MsKey=1 CentreVu Explorer Version 1.0 is associated
with. CentreVu Explorer Version 1.0 only
supported one CMS. CentreVu Explorer Il can
support up to eight.

ExpSleepTime [30-300] Sets how often, in seconds, CentreVu Explorer
Il should check the CM'S data directories for
new echi datafiles.

ExpRmiRegistry <IP Address> The location of the RMI Registry. Thisentry

is alwaysthe IP Address of the CentreVu
Explorer 11 server.
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Troubleshooting and Maintenance Routines

The Data Discard Utility isatool that is provided with CentreMu Explorer |1 to make
it easy for end users to schedule automatic archival or data deletion. Step-by-step
instructions for performing these operations are provided in Chapter 4,
“Maintenance,” of this guide.

Expanding the Database

Because the call volume of your call center may increase over time, it may be
necessary to expand tlBentreVu Explorer 1l to accommodate this increase. The
database can be expanded using the SQL Server Enterprise Manager. Lucent
Technologies strongly recommends that you do not expand your database beyond
7.5GB (6GB data space, 1.5GB log space) as it is extremely time consuming to
maintain aCentreVu Explorer Il database beyond this size. Also keep in mind that
the drive that the database is on needs to have at least 100MB of free disk space to
allow for ECH file collection. The Data Discard Utility automatically creates the
appropriate data and log devices and adds them to the database.

Clearing Out the Transaction Log

The transaction log is used to store information on changes to the data in the
database. This allows the Micros8fQL Server to back out all changes made by a
transaction if an error occurs before the transaction completes. When the error log is
full, Microsoft SQL Server does not process transactions because it is unable to
undo any changes if an error occurs. Refer to the Microsoft SQL Server Books
Online for a more detailed discussion of the transaction log. You can also use the
SQL Server Wizards to assist you in managing your databases (for example,
clearing out your transaction logs or expanding the tempdb file).
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Expanding the tempdb File

When CentreVu Explorer Il isinstalled, it expands the tempdb file from 2MB to

15MB. However, for large transactions, the tempdb may still be too small. If you

receive error messages indicating that the tempdb is full. See the “Administration
Utilities” section in Chapter 4, “Maintenance” for details. You can also use the SQL
Server Wizards to assist you in managing your databases (for example, clearing out
your transaction logs or expanding the tempdb file).
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Windows NT Event Log Error Messages Types

The following types of error messages can appear:

* Information—Used primarily for informational messages. Usually not

indicative of a problem.

* Warning—Indicates that the error may be problematic.

* Error—Indicates that a serious error occurred. This error class usually requires

attention.

Installation Error Messages

This table lists the installation error messages.

Error Message

Corrective Action

This software will only run under Microsoft*
Windows NTT Server 4.0.

Install Windows NT Server 4.0 before
attempting to install CentreVu Explorer 11.

Thisinstallation requires NT Administration
rights.

Theinstaller must belogged into the NT
server with an account that has administration
rights. Log onto NT with an account that has
administration rights. If your account does
not have administration rights, have your NT
administrator create atemporary account for
you.

This machine does not have the correct version
of Microsoft SQL Server installed.

Please correct the problem by installing
Microsoft SQL Server 7.0 before attempting to
perform thisinstall again.

The NT Server must have Microsoft SQL
Server 7.0 |oaded before attempting to install
SQL Server 7.0. Complete the SQL Server
installation before attempting to install
CentreVu Explorer 11.
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Error Message Corrective Action
The database is currently version 1.0. This Contact the National Customer Care Center.

routine is not capable of upgrading from 1.0to
CentreVu Explorer 1. Please contact the
Lucent TSO for instructions. Install will now
exit.

* Microsoft is a registered trademark of Microsoft Corp.
t Windows NT is a registered trademark of Microsoft Corp.
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Java Web Server Error Messages

Error Message Occurs When | Cause Corrective Action

Netscapeis unable to User attemptsto The Java Go to the Control Panel.

locate the server connecttoaserver | WebServer is Open the services applet.

Paintbrush:8080. through a browser. | not running. Highlight Java WebServer.

Please check the server Click start. Also, verify that

name and try again. the service's startup
configuration is set to
automatic.

Could not start the Administrator The Java PressCTRL+ALT+DEL

Java Web Server attempts to start WebServer was | and select Task Manager.

service on the Java Web not shut down Click on the Processes tab.

\\PAINTBRUSH. Server service. correctly, Find & highlight jrew.exe

Error 2140: An probably dueto | under image name. Click

internal Windows NT afatal error. end process.

error occurred.

Not Found (404) User attemptsto CentreVu Go to the Control Panel.
connecttoaserver | Explorer didnot | Open the System applet.
through abrowser. | initiaize Click on the Environment

successfully. tab. Verify that the

classpath is similar to the
following:

.c\jdk1.1.7A\lib\classes.zi
p;d:\JavawebServerl.1\Exp
lorerV2\java;d:\Javawe~1.
WNib\jws.jar

CentreVu Explorer Il Version 1.0 Installation for Windows NT
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Error Message

Occurs When

Cause

Corrective Action

Applet

User clickson

Thereare

Thepossibleresolutionsare

CVEQueryBuilder not | Custom Query severa possible | respectively:
initted Builder link in causes:
CentreVu Explorer . L H_av.e the network.
Il navigation 1 Thereisa adm|_ nistrator reconfigure
firewall between | thefirewall., or put both
menu. ) ) .
the client and client and server machines
server whichis on the same side of the
preventing firewall.
commUNICAion. | » 1 wnload and install the
2. Theclient PC | latest version of Internet
has an outdated | Microsoft Explorer or
browser orisnot | Netscape Communicator. If
using the Java adifferent browser isbeing
plug-in. used, install the Java plug-
3. The -
rmiregistry 3. Stop the Java WebServer
serviceis not service. Start the
running. rmiregistry service. Then
restart the Java Web Server
service.
Microsoft Internet User attemptsto BothIIS& JWS | Go to the Control Panel.
Information Server connect to the are loaded on Open the Services applet.
screen appears server through a the server. 1S Highlight the World Wide
browser has control of Web Publishing service.
port 80 which Click Sop. Then gointo
handles web startup configuration and
trafficand is select disabled. Next
preventing WS | highlight Java Web Server

from processing
incoming HTTP
requests.

and click Start. Verify that
the service's startup
configuration is set to
automatic.
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Data Import Service Messages

Thistable lists the data import service messages.

Error Messages

Corrective Action

The service was started.

INFORMATION

No corrective action required. Thisis merely
an informational message.

The service was stopped.

INFORMATION

No corrective action required. Thisis merely
an informational message.

The CentreVu Explorer |l Service was
installed.

INFORMATION

No corrective action required. Thisis merely
an informational message.

The CentreVu Explorer |l Service was
removed.

INFORMATION

No corrective action required. Thisis merely
an informational message.

The initialization process failed.

WARNING

Record the message and contact the National
Customer Care Center.

Could not read the file chrnnnn.xxx

WARNING

The listed file could not be processed by the
Data Import Service.

Record the message and contact the National
Customer Care Center.

chrnnnn.xxx file is either corrupt or invalid.

INFORMATION

An External Call History datafile from the
CMSwasnot in the expected format. Record
the message and contact the National
Customer Care Center.
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Open Database Connection (ODBC)

Error Messages

Thistable lists the OBDC error messages.

Error Message

Corrective Action

[Microsoft] [ODBC SQL Server Driver] [SQL
Server] Login failed

WARNING

An attempt to login to SQL hasfailed. Record
the message and contact the National
Customer Care Center.

[Microsoft] [ODBC Driver Manager]
Connection not open

WARNING

Record the message and contact the National
Customer Care Center.

Database (DB)-Library Error Messages

Thistable lists the DB-Library error messages.

Error Message

Corrective Action

DB-LIBRARY error - Unexpected EOF from
SQL Server. Connection broken.

ERROR

The connection to SQL Server was lost.

Record the message and contact the National
Customer Care Center.

DB-LIBRARY error - DBPROCESS is dead
or not enabled.

ERROR

An attempt was made to communicate with a
non-existent process.

Record the message and contact the National
Customer Care Center.

DB-LIBRARY error - Attempt tobindto a
non-existent column.

Thefileformat of the ECH filefromthe CMS
does not match what was expected.

Record the message and contact the National
Customer Care Center.
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Log-in Error Messages

Thistablelists the Login- error messages

Error Message

Corrective Action

Login failed, please try again.

Try again with the correct password. Contact

your administrator if you forget your
password.

Service Affecting Automated Procedures

This section documents the automated procedures within CentreMu Explorer |1 that
cause service interruptions. The interruptions range from moments to over an hour
in duration. Thetime of day islisted where applicable.

Data Import

The Data Import Service runs continuously and is responsible for putting External
Cdll History data from the Call Manager System (CMS) into the CentreVu Explorer
Il SQL Server database. The Data |mport Service can be configured to check for the
existence of new data from the CMS at any interval from one minute to several

days.

Each timethe Data Import Service finds afileto import, it immediately insertsthose
recordsinto the database. This procedure hasthe potential to lock out query requests
for the duration of the import procedure, although the likelihood is quite small. The
import procedure typically lasts |ess than one minute for call centers with large
volumes of automatic call distribution (ACD) data.
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Database Maintenance Procedures

CentreMu Explorer 11 contains built in database maintenance procedures designed to
keep the database healthy and responsive. These procedures are setup during the
installation of CentreVu Explorer |1 and are scheduled to run automatically in the

late evening and early morning hours. These maintenance procedures vary in

duration depending on the size of the database, the call traffic, and the hardware that
hosts the CentreVu Explorer |1 Server. The durations can range from afew seconds

to hours depending on these variables. See Chapter 4, “Maintenance, " for more
information.



CentreVu Explorer Il Version 1.0 Installation for Windows NT
Appendix
Windows NT Server Connection Assistance A-1

-
hd

CentreVu
Explorer 11

Appendix

Windows NT Server Connection Assistance

The following sections provide assistance in connecting CentreVu® Explorer 11 to
your local area network (LAN). In particular, these instructions pertain to the

administration of the Microsoft” Windows NT™ Server 4.0.

Note: Refer to the Microsoft software support manuals and your network
=> administrator for further assistance.

*Microsoft is a registered trademark of Microsoft Corp.
tWindows NT is a registered trademark of Microsoft Corp.
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Establishing Server Network Connection

Hardware

Communication between CentreVu Explorer |1 and CentreVu Call Management
System (CMYS) is provided through a LAN connection. Additionally, for terminals
externa to the CentreVu Explorer |l server, access is provided through a LAN.

Networks may be one of the following:
¢ Ethernet™
¢ Token Ring.

The appropriate hardware must be installe€CeantreVu Explorer 1l respective to
the network topology. Follow the instructions provided with the hardware interface
to install the card in your system.

Software

CentreMu Explorer Il must be configured as follows to properly communicate with
the CentreVu CMS. This configuration is accessed through the network system
settings on your system. To access these settings:

1. Click theStart Button, point tdSettings, and clickControl Panel.

2. Double click theNetwork icon. This assigns the software configurations
detailed in the following sections.
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CentreVu Explorer Il Server Identification

Select the Identification tab in the Network Administration window. The

following screen appears:

Selectldentification

Metwork EHE
Identification I Sewicesl F'n:-tocolsl f-‘ndaptersl Bindingsl

windows uses the following information to identify wour

] computer oh the netwark. “ou may change the name far
thiz computer and the workgroup or domain that it will
appear in.

Computer Mame: I

Damnain: I

Ok Cancel

Enter the following information:

1. Computer Name—This field provides a place to type the host name for
your computer. This is the name of @entreVu Explorer Il server. This
might be a hame you use to identify your computer on a smaller, local
network. The host name is combined with a domain name or suffix to

create your intranet address.

2. Domain Name—This field provides a place to type the name of the domain
for your computer. Domain refers to a set of computers on a network that

A-3

have been assigned a group name. For example, a company's domain name
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on the internet might be “thiscompany.com.” A domain can contain two or
more workgroups.

CentreVu Explorer Il Protocol Assignment

The Ethernet or Token Ring assignments must be made to successfully connect to
the network. Assignments are made in the Protocols tab of the Network
Administration window. The following illustration is a representative setup of an
Ethernet environment.

Select theéProtocols tab from the Network dialog box.

SelectProtocols

Identificationl Services Frotocols |Adaptels| Bindingsl

Metwork Protocols:

Add.. Bemove Froperties... pdate

— Dezcription:
Trangport Control Protocol/Internet Protocol. The default wide
area network. pratocal that provides communication acrozs
diverse interconnected networks.

(] I Cancel
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Select the TCP/IP Protocol item from the Protocols tab of the Network dialog box.
The following window is displayed:

Microsoft TCP/IP Properties [ 7]

IP Adehess | DNS | WINS Address | DHCP Fielay | Routing |

An P address can be automatically aszigned ta this network card
by a DHCF zerver. [F pour network, does not have a DHCP server,
ask pour netwark, administrator for an address, and then tupe it in
the space below.

Adapter:

1] Intel EtherE « PFRO Ethernet

Adapter

" Obtain an IP address from a DHCP server

& Snecify an IP address

P Address: |206 147 185 L&D

Subretbask:  [255 255 255 .0

Defauk Gateway: [ 206 147 165 .1

Advanced... |

Ok, I Cancel | e (1]

Enter the appropriate | P address for the CentreVu Explorer |1 server. Also enter the
Subnet Mask and Default Gateway information.

1. IP Address—Enter the IP address obtained from your network

periods.

network your computer is on.

administrator. An IP address is 4 numbers from 0 to 255, separated by

. Subnet Mask—Enter the Subnet Mask number obtained from your network
administrator. This number combined with the IP address identifies the

. Default Gateway-Enter the number for the gateway you want to add. The
value in each field must be a number between 0 and 255. A gateway isa

connection or interchange point that connects two networks that would
otherwise be incompatible. For example, aLAN may need a gateway to

connect it to aWAN or to the Internet.

A-5
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The DNS Server information is configured through the DNS tab. After selecting the
DNS tab, the following screen appears:

SelectDNS

Microsoft TCP/IP Froperties

IP sddress  DNS " /NS Address | DHECP Relay | Routing |

Domain Mame Spstem [DMHS)

Host Mame: Diomain:

—DMNS Service Search Order

Add. Edit. Remove |

— Domain Suffix Search Order

Ok, I Cancel | Lpply

The following information is required:

® Host Name—Enter the same information entered in the Computer Name
field in the Identification tab.

¢ Domain—Enter the same information entered in the Domain field in the
Identification tab.
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Set the adapter to Auto Detect in the Adapter stab.
Select Adapters

Identificationl Services | Protocols  Adapters | Bindings

Hetwork Adapters:
B3 1] Intel EtherE=press PRO Ethernet Adapter

Intel EtherExpress PRO Ethernet Adapter Setup I

Intermupt Humber: I 10 j
10 Port Address: ID:-:2BD j

Carncel |
140 Channel Ready: I.&uto Detect j

: Help |
Tranzceiver Type: I.&uto Connect j

ak. Cancel

After setting up the system software, you must restart your
computer for the changesto take effect. Exit all programs and save any work
in progress.

If you are still experiencing problems, contact your network administrator for the
proper software setup.
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Glossary

Abandoned Call

Access Permissions

ACD

GL-1

L

A call in which a caller hangs up before
receiving an answer from an agent. The call
could be queued to a split/skill, in a
vector/VDN, or ringing at an agent before it is
abandoned.

Permissions assigned to a CentreVu Explorer
Il user in order to administer specific elements
(splits/skills, trunks, vectors, and others) of the
ACD. Access permissions are specified as
read or write permission. Read permission
means the CentreVu Explorer Il user can
access and view Administrative data. Write
permission means the CentreVu Explorer Il
user can add, modify, or delete Administrative
data.

See Automatic Call Distribution.
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ACD Call

Action List

ACW

Add

Adjunct/Switch
Applications Interface
(ASAI)

After Call Work
(ACW)

GL-2

A call that queued to a split/skill and was
answered by an agent in that split/skill, or a call
that queued as a direct agent call and was
answered by the agent for whom it was
queued.

A menu in the upper-right corner of most user
windows. The menu lists the actions available
for that particular user window (for example,
add, modify, delete, and others). You select an
action after entering necessary data in the user
window.

See After Call Work.

A CentreVu Explorer Il action that adds the
data entered in the given window to the
Administration database.

An open application interface through which
processors and switches can jointly provide
services that require applications to initiate,
receive, and control calls or make use of switch
features. (See Open Application Interface.)

An agent state generally representing work
related to the preceding ACD call. Going on-
hook after an ACD call during MANUAL-IN
operation places the agent in ACW. With
Generic 3, ACW is also accessible by a button
on the agent’s set and may not be related to an
ACD call.
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Agent

Agent Login ID

Agent Position (EAS)

Agent Position

(Non-EAS)

Agent Skill

A person or Voice Response Unit (VRU) port
that answers calls to an ACD split/skill. The
agent is known to CentreVu CMS by a login
identification keyed into a voice terminal.

A 1- to 4-digit number (Generic 2) or a 1- to 9-
digit number (Generic 3) entered by an ACD
agent from a voice terminal to activate the
agent’s position. Agent logins are required for
all CentreVu CMS-measured ACD agents.

The combination of agent login ID and the
skills the agent is assigned. Data are collected
for the agent by skill, so the total work for the
agent must be summed over all skills in which
the agent worked.

The combination of agent login ID and split the
agent logged into. Agents logged into multiple
splits have multiple positions associated with
them. Call data are collected separately for
each agent/split combination.

An attribute that is associated with an ACD
agent. Agent Skills can be thought of as the
ability for an agent with a particular set of skills
to handle a call that requires one of a set of
skills. An agent can be assigned up to 20 skills.
The meaning of each Agent Skill is defined by
the customer. Examples of what could be
considered skills are: the ability to speak a
particular language or the expertise to handle a
certain product.See Primary Skill, Secondary
Skill, and Skill Level.
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Agent State

Agent Terminal
Al

Algorithm

ANI

Applet

ASA

ASAI

A feature of agent call handling. Agent states
are the different call work modes and call
states an agent can be in (ACD, ACW, AVAIL,
AUX, UNSTAFF, DACD, DACW, OTHER,
UNKNOWN, RING). Data about these states is
displayed in real-time and historical reports.

See the definition of each state for additional
information.

The voice terminal used by a call center agent.

See Auto-In.

A prescribed set of well-defined rules or
instructions for the solution of a problem; for
example, the performance of a calculation, in a
finite number of steps. Expressing an algorithm
in a formal notation is one of the main parts of
a software program.

See Automatic Number ldentification.

An applet is a program written in the Java™
programming language that can be included in
an HTML page. When you use a Java
technology-enabled browser to view a page
that contains an applet, the applet’'s code is
transferred to your system and executed by the
browser.

See Average Speed of Answer.

See Adjunct/Switch Applications Interface.

CentreVu Explorer Il Version 1.0 Installation for Windows NT
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Auto-In (Al)

Automatic Call
Distribution (ACD)

Automatic Number
Identification (ANI)

AUX

AUX Reason Codes

An ACD work mode that makes the agent
available to receive calls and allows the agent
to receive a new ACD call immediately after
disconnecting from the previous call.

A switch feature using software that channels
high-volume incoming and outgoing call traffic
to agent groups (splits or skills).

Also an agent state where the extension is
engaged on an ACD call.

See Redirect On No Answer and Auto-
Available Split.

A general industry term referring to knowledge
of the calling party number (CPN). When the
calling party is behind a switch, the number
provided can be either a billing number for the
switch or the station identification (SID)
number.

See Auxiliary Work.

AUX reason codes enable a call center to track
an agent’s time more precisely when the agent
is in the AUX state. The agent can specify
exactly why the AUX state is used, such as
lunch or meetings.

GL-5
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Auxiliary Work (AUX)

AVAIL

Available (AVAIL)

Average Speed of
Answer (ASA)

GL-6

An agent work mode. For example, the agent
is engaged in non-ACD work, is on break, in a
meeting, or at lunch. An agent can reach this
state by pressing the AUX WORK button or
dialing the proper access code from the voice
terminal. The agent can also reach the state by
going off-hook to make or answer an extension
call while in AVAIL or with a call on hold while
in Al/MI mode.

See Available.

An agent state in which the extension is able to
accept an ACD call. The agent enters this state
by selecting the Al or MI work mode.

The average amount of time a caller waits
before connecting to an agent. ASA is usually
an objective set by your call center’s
management.

The actual ASA for a split/skill includes the
time spent in queue and the time ringing an
agent. ASA for a VDN includes the time spent
in vector processing, in queue, and the time
ringing an agent.

Interval ASA is used for BCMS and CentreVu
CMS reporting where the ASA is calculated on
reporting interval boundaries and the ASA is
cleared to zero at the start of each reporting
interval.

See also Rolling ASA.
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Backup

Calculation

Call-Based Items

Call ID

CentreVu Call
Management System
(CMS)

GL-7

The process of protecting data by writing the
contents of the disk to an archive (or tape) that
can be removed from the computer
environment and stored safely.

The abbreviated name (calculation name) for
the formula calculation that generates the data
for a field in a report.

The category of database items in CentreVu
CMS that are committed to the database after
the call completes. If a call starts and ends in
different intrahour intervals, all of the call-
based data is recorded in the interval in which
the call completed. Most database items are
call-based.

The Identifying number for a call.

A software product used by business
customers that have Lucent Technologies
telecommunications switches/ECS and receive
a large volume of telephone calls that are
processed through the Automatic Call
Distribution (ACD) feature of the switch/ECS.
The CentreVu CMS collects call-traffic data,
formats management reports, and provides an
administrative interface to the ACD feature in
the switch/ECS.



CentreVu Explorer Il Version 1.0 Installation for Windows NT

Glossary

Call Vectoring

Call Work Code
(CWCQC)

CentreVu CMS

Configuration

CONN

Connected (CONN)

Connected Call

CONVERSANT

GL-8

A switch feature that provides a highly flexible
method for processing ACD calls.

A call vector is a set of instructions that
controls the routing of incoming and outgoing
calls based on current conditions. Examples of
call vector conditions include time of day and
the number of calls in queue.

An ACD capability that allows the agent to
enter a string of digits during or after the call
and send them to the CentreVu Call
Management System for management
reporting.

See CentreVu Call Management System.

The way that the computer is set up to allow for
particular uses or situations.

See Connected.

A trunk state in which a caller and an agent are
connected on an ACD call.

A non-ACD call (that is connected to an agent
through a VDN) for which CentreVu CMS
receives an indication that the call rang or was
answered.

CONVERSANT is a powerful voice response
system which interacts with the caller. This
system may include: automated call routing,
announcement storage, message retrieval,
and callback.
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Cradle-to-Grave

Current Window

cwcC
DABN
DACD
DACW

Data Collection Off

Data Collection On

Data Discard Task

Data Discard Utility
Box

Data Import Service

GL-9

A detailed analysis which shows all of a call’s
activities that occurred from inception to
termination of the call.

The user window in which you are actively
working.

See Call Work Code.

See Dequeued and Abandoned.
See Direct Agent ACD.

See Direct Agent ACW.

CentreVu CMS is not collecting ACD data.
Data already collected will not be lost when
turning data collection off.

CentreVu CMS is collecting ACD data.

An automated database administration task
which will allow for the removal of historical
data from the CentreVu Explorer Il database.
Data which is older than a specified interval will
be discarded. The interval is set by an
administrator using the Data Discard Wizard.

A graphical tool which allows a user to design
and implement a database sizing and data
archival plan for CentreVu Explorer Il.

A Windows NT Service responsible for
populating the CentreVu Explorer Il Database
with data deposited on the CentreVu Explorer
Il Server by the CentreVu CMS.
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Database

Database Item

Database Tables

Date Format

DDC

Default Skill (Generic
2.2 with EAS)

Delete

A group of files that store ACD data according
to a specific time frame: current and previous
intrahour real-time data and intrahour, daily,
weekly, and monthly historical data.

A name for a specific type of data stored in one
of the CentreVu CMS databases. A database
item may store ACD identifiers (split numbers
or names, login IDs, VDNSs, and others) or
statistical data on ACD performance (number
of ACD calls, wait time for calls in queue,

current states of individual agents, and others).

CentreVu CMS uses these tables to collect,
store, and retrieve ACD data. Standard
CentreVu CMS items (database items) are
names of columns in the CentreVu CMS
database tables.

The standard format for entering dates on
CentreVu Explorer Il reports and queries.
Acceptable format is:

Month/day/year (for example, 3/21/93)
See Direct Department Calling.

Every skill that ends with a “0” is called a

default skill, since every staffed agent in the
skill group is logged into this skill by default.
The default skill is the first skill for each skill

group.

A CentreVu Explorer Il action that removes the
entry on the window from the Administration
database.
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Dequeued and
Abandoned (DABN)

Dialed Number
Identification Service
(DNIS)

DID

Direct Agent ACD
(DACD)

Direct Agent ACW
(DACW)

Direct Agent Calling

Direct Department
Calling (DDC)

Direct Inward Dialing
(DID)

DNIS

A trunk state in which the trunk quickly goes to
idle after the caller abandons the call.

A network capability that identifies, for each
call, the number dialed or the area from which
the call originated (for example, a specific 800
number set up for a promotion).

See Direct Inward Dialing.

An agent state in which the agent is on a direct
agent ACD call.

An agent state in which the agent is in the after
call work state for a direct agent ACD call.

An EAS capability that makes it possible for a
caller to reach the same agent every time and
still include the call as an ACD call in the
management tracking of the call center. This is
ideal for claims processing where a client
needs to speak with the agent handling the
claim. This flexibility ensures a high level of
customer service without reducing
management control.

A process of selecting an agent when more
than an agent is available. With DDC, the call
will go to the agent closest to the top of an
ordered list. (This is a non-EAS option only.)

An incoming trunk used for dialing directly from
the public network into a communications
system without help from the attendant.

See Dialed Number Identification Service.
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EAD
EAS

Entity

Error Message

EWT
Expected Delay

Expected Wait Time
(EWT)

See Expert Agent Distribution.
See Expert Agent Selection.

A generic term that refers to one of the
following: Agent, Split/Skill, Trunk, Trunk
Group, VDN, or Vector.

A response from a program indicating that a
problem has arisen or something unexpected
has happened, requiring your attention.

See Expected Wait Time.
See Expected Wait Time.

An estimate of how long a caller will have to
wait in queue to be served by a call center
considering the current and past traffic,
handling time, and staffing conditions. (Also
referred to as expected delay.) The time spent
in vector processing before being queued and
the time spent ringing an agent with manual
answering operation are not included in the
EWT prediction. EWT is a switch-based
calculation that can be used in vector
processing decisions and can be viewed from
CentreVu CMS (release R3V4 and later). The
EWT feature is available on the DEFINITY:
G3V4 and later switches, and the Enterprise
Communications Server (ECS) Release 8.
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Expert Agent
Distribution (EAD)

Expert Agent
Selection (EAS)

An EAS process that selects an agent when
more than one agent is available. With EAS, a
call will go to the most idle agent with the skill
as primary (skill level one). If none are
available, the call goes to an agent who is idle
and has the skill as secondary. If none are
available, the selection process continues with
progressively lower skill levels until an idle
agent is found.

Expert Agent Selection (EAS) is an optional
switch feature that builds on the power of the
Call Vectoring and ACD features of the switch
to match the skills required to handle a
particular call to an agent who has at least one
of the skills that a caller requires. Agents are
assigned a single set of work mode buttons,
rather than one set per skill. This simplifies the
agent’s interface to the work mode buttons.
When the “MI” (Manual In) or “Al” (Auto In)
button is lighted, the agent is available to take
a call in any assigned skills or, in the case of
Multiple Call Handling (MCH), in any MCH
skills. The ACD queuing and the vector
commands Queue-to-Main and Check-Backup
are used to route a call to an agent with the
appropriate skill to handle that call.

CentreVu Explorer Il Version 1.0 Installation for Windows NT
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Extension Call

External Call History
Interface (ECHI)

FBUSY

FDISC

GL-14

CentreVu CMS collects data on skills in the
same manner as it collects data on splits. Real-
time Agent reports generally indicate the skill in
which agents are currently working. Skill
reports show the performance of the skill
overall, displaying such items as the ASA, the
number of calls, and the percentage of calls
answered within the target service level for the
skill.

CentreVu CMS also reports VDN data by VDN
skill preference, so that customers can assess
the call center performance relative to calls
requiring particular skills. CentreVu CMS
reports how many calls were handled, how
long these calls waited for service, and the
average talk time for calls queued to a
particular skill preference in a particular VDN.

Extension calls are any calls originated by
agents and non-ACD calls received by agents.
For the Generic 2.2 and Generic 3 switches
and the ECS, these include calls an agent
makes to set up a conference or transfer.

An optional CentreVu Call Center Management
System (CMS) feature which allows for the
transfer of R3V4 or later call record file to
another computer for processing.

See Forced Busy.

See Forced Disconnect.
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First Threshold

Forced Busy
(FBUSY)

Forced Disconnect
(FDISC)

Forced Multiple Call
Handling (FMCH)

Historical Reports

HOLD

ICM

IDLE

A graph term for the lower limit for a particular
condition in a graph report. The bar(s) change
color/intensity when the defined limit is met,
notifying you that a Caution condition could
exist.

A trunk state in which the switch sends a busy
signal to a caller when the call center is too
busy to handle the incoming call.

A trunk state in which the switch disconnects
the caller.

A feature available with the G3V4 or later
switch, and the ECS, that, when activated for a
split/skill, allows calls to be automatically
delivered to an idle line appearance if the
agent is in the Auto-In/Manual-In work mode
and an unrestricted line appearance is
available on the voice terminal, even if the
agent is talking on an ACD call.

Reports that display past ACD data for various
agent, split/skill, trunk, trunk group, vector, or
VDN activities.

A trunk state in which the agent has put the call
on hold.

See Inbound Call Management.

A trunk state indicating that the trunk is not in
use.

See Information Indicator.
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Inbound Call
Management (ICM)

Information Indicator

(I

INFORMIX

Input Field

Integrated Services
Digital Network
(ISDN)

Interval-Based Iltems

GL-16

A set of switch and adjunct features using
ASAI to enable the adjunct to provide
automatic screen delivery and call routing.

A 2-digit code that identifies the type of
originating line (for example: hotel or pay
phone) for incoming ISDN PRI calls.

A relational database management system
used to organize CentreVu CMS historical data
when CentreVu Explorer Il is used in a Solaris
operating system environment.

An input field is an area on a user window into
which an CentreVu Explorer Il user enters one
or more valid field values. For example, the
valid values for the input field Max Rows

Ret ur ned is 30, but can be modified.

A digital standard for telephony that enables,
among other things, telephone, television, and
computer signals on the same lines.

A category of database items. These items
generally represent the amount of time during
a collection interval spent doing a particular
activity. Interval-based items are updated
throughout the collection interval and timing is
restarted at the end of the interval. Interval-
based items should only be used to show the
amount of time in an interval for an activity or to
calculate percentages of time spent in an
interval. Interval-based items should not be
used to calculate averages (such as average
hold time).
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Intrahour Interval

ISDN

JRE

Java Plug-In

LAN

Local Area Network

Logical Agent

GL-17

A 15-, 30-, or 60-minute segment of time
starting on the hour. An intrahour interval is the
basic unit of CentreVu CMS report time.

See Integrated Services Digital Network.
Java Run Time Environment.

Javais a programming language for World
Wide Web applications from Sun
Microsystems. Java was modeled after C++,
and Java programs are embedded into HTML
documents. The first Web browsers to run Java
applications are Sun’s HotJava and Netscape's
Navigator 4.5. The “plug in” enables other
browser applications to use Java capabilities.

See Local Area Network.

A private interactive communication network
that allows computers to communicate over
short distances, usually less than one mile, at
high data transfer rates from 1 Mbps to as high
as 100 Mbps.

An EAS feature that associates the agent’s
login ID with the physical extension when the
agent logs in. Properties such as the assigned
skills, class of restriction, and coverage path
are associated with the login ID rather than the
physical extension. This allows agents to log in
at any available set.



Glossary

LOGOFF

LOGON

Logout Reason
Codes

Manual In (MI)

MCH

Measured

The Logical Agent capability allows agents to
be called by dialing their login IDs. Calls to
login IDs may be treated as direct agent ACD
calls, given the proper class of restriction, or
may be treated as extension (personal) calls.
Treating the calls as direct agent calls can be
used to help distinguish business-related from
personal calls.

An agent work mode indicating that an agent
has logged out and is not available to take
ACD calls.

An agent work mode indicating that an agent
logged in or is staffed.

Logout reason codes enable an agent to
specify the reason for logging out, such as the
end of a shift or training.

An ACD work mode. The Manual In (MI) mode
makes the agent available to receive an ACD
call and automatically places the agent into the
ACW state upon release from the call.

See Multiple Call Handling.

A term that means an ACD element (agent,
split/skill, trunk, trunk group, vector, VDN) has
been identified to the switch of interest to the
CentreVu CentreVu CMS. The switch sends
messages to CentreVVu CMS only for ACD
elements that are measured. If the ACD
element is not measured on the switch, no data
is collected.

CentreVu Explorer Il Version 1.0 Installation for Windows NT
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Messages

Mi
MIA

Most Idle Agent (MIA)

Temporary windows used only for displaying
information like “field help” and syntactical field
errors. Message windows cannot be moved,
sized, or scrolled and do not count in the user
window count. Message windows are
automatically removed when you correct the
error or move to the next field.

See Manual In.
See Most Idle Agent.

This is an ACD distribution method that
maintains a queue of idle agents and
distributes a call to the split/skill to the agent
closest to the head of the queue who is not
marked as “busy.” (“Busy” is defined as being
in ACW, on an AUXIN/OUT call, or on an ACD
call for another split/skill.) Agents in multiple
splits/skills are in multiple “eligible agent” lists.
There is one list for each skill. If MIA across
splits/skills is enabled, agents are put at the
bottom of all agent lists after completing an
ACD call for any split/skill. If MIA across skills
is not enabled, an agent who is on an
AUXIN/OUT extension call from the AVAIL wait
or on an ACD call for another split/skill
continues to move up the list of eligible agents
for other splits/skills. Agents in ACW may or
may not be in the eligible agent lists,
depending upon the setting of an option (ECS
R5 and later).
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Multiple Call Handling
(MCH)

Multiple Split/Skill
Queuing

Multi-user Mode

Net in Time

Nonprimary Split/Skill

Nonzero (0) Skill

(Generic 2.2 with
EAS)

OCM

Originating Hold Time

Allows an agent to receive an ACD call while
other calls are active on the agent’s station.
Unless forced MCH is in operation, the agent
must put the current call on hold and press
Al/MI in order to receive another ACD call.

With Call Vectoring, a call can be queued to up
to three splits/skills at the same time. The first
agent who becomes free in any of the
splits/skills gets the call.

This is the normal CentreVu Explorer Il
operating mode, in which any valid user can
log into CentreVu Explorer Il.

The time the call spent in a VDN processing at
another switch located elsewhere in the
network.

When a call is queued to multiple splits/skills,
the second and third splits/skills to which the
call queues in a VDN are called nonprimary
splits/skills. They are also referred to as
secondary and tertiary splits/skills,
respectively.

Any skill that does not end in “0” is called a
nonzero skill.
See QOutbound Call Management.

The total time the originating agent put the call
on hold.
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OTHER

Outbound Call
Management (OCM)

PEC

Price Element Code
(PEC)

Primary Skill

Pseudo-ACD

Queue

GL-21

An agent state in which the agent is working on
a call for another split or skill, or has put a call
on hold and has not chosen another work
mode. When the link to the switch first comes
up or when the agent has just logged in, the
agent state is OTHER until the switch notifies
CentreVu CMS of the agent’s state.

A set of switch and adjunct features using
ASAI, that distributes outbound calls initiated
by an adjunct to internal extensions (usually
ACD agents).

See Price Element Code.

The set of numbers that Lucent Technologies
has assigned to each part that may be ordered.

The skills assigned to an agent. Primary skills
are the areas in which the agent has the most
expertise. (This is used in G3V4 or later
switches with EAS.) See Agent Skill, Skill
Level.

An area you create on your CentreVu CMS to
place previously backed-up ACD data. A
pseudo-ACD is not a live (real) ACD and does
not communicate with any switch.

A holding area for calls waiting to be answered
in the order in which they were received. Calls
in a queue may have different priority levels, in
which case, calls with a higher priority are
answered first.
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QUEUED

R3V4
R3V5
R3V6
R3V8
RAID

Recorded
Announcements

Redirect On No
Answer (RONA)

Release 3 Version 4
(R3V4)

Release 3 Version 5
(R3V5)

Release 3 Version 6
(R3V6)

Release 3 Version 8
(R3V8)
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A trunk state in which an ACD call has seized
the trunk and is queued to a split/skill waiting
for an agent to answer.

See Release 3 Version 4.
See Release 3 Version 5.
See Release 3 Version 6.
See Release 3 Version 8.
Redundant Array of Inexpensive Disks.

Prerecorded greetings and information played
to callers as they wait for service.

An ACD capability that removes an
unanswered call from the voice terminal at
which it is ringing, busies out the port or makes
the agent unavailable, and re-queues the call
at top priority or sends it to a VDN.

R3V4 can refer to a software version of
CentreVu CMS or CentreVu Supervisor.

R3V5 can refer to a software version of
CentreVu CMS or CentreVu Supervisor.

R3V6 can refer to a software version of
CentreVu CMS or CentreVu Supervisor.

R3V6 can refer to a software version of
CentreVu CMS or CentreVu Supervisor.
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RING

Rolling ASA

RONA

Secondary Skill

Segment

SEIZED

An agent state in which a call rings at an
agent's voice terminal after leaving the queue
and before the agent answers the call. (This
agent state is available only with Generic 2.2,
and with Generic 3 and ECS.)

A trunk state in which a call is ringing at the
agent's voice terminal.

Rolling ASA is a running weighted average
calculation without regard to any interval
boundaries. A rolling ASA calculated by the
switch or ECS can be used, beginning with
CentreVu CMS R3V4, for vector routing.
Rolling ASA is calculated on the G3V4 and
later switches, and the ECS, and sent to R3V4
and later CentreVu CMS releases.

An additional Rolling ASA calculated by the
switch is also available as a real time database
item for G3V4 and later G3 switches.

See Redirect On No Answer.

Skills assigned to an agent. Secondary skills
are the areas in which the agent does not have
extensive expertise, or is not the agent’s
preference. (Used in G3V4 and later switches
with EAS.)

See Agent Skill, Skill Level.

A segment is defined by the ECS/Switch as a
logical grouping of call information.

A trunk state in which the trunk is being used
for either an incoming or an outgoing call.

CentreVu Explorer Il Version 1.0 Installation for Windows NT
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Service Observing—
Remote

Service Observing—
VDNSs

Servlet

Session Display

Skill

GL-24

A feature that allows a user to dial into the
switch and monitor a call.

A feature available with the G3V4 switch and
the ECS that gives a voice terminal user the
ability to monitor the treatment a call receives
as it is processed by a VDN, routes to another
VDN or agent, or transfers to another VDN or
agent.

Java™ servlets are small, platform-
independent Java programs that can be used
to extend the functionality of a Web server in a
variety of ways. Servlets are to the server what
applets are to the client-small Java programs
compiled to bytecode that can be loaded
dynamically and extend the capabilities of the
host.

The default mode used to display query
results. The Session Display option allows the
user to pick a customized set of ECHI data
elements.

An attribute that is assigned to an ACD Agent
when EAS is enabled. An agent skill is a
particular expertise or speciality enabling an
agent to handle a call which requires someone
with that particular area of expertise. You
define skills based on specific customer needs
and call center requirements.
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Skill Hunt Group When EAS is enabled, calls route to specific
skill hunt groups. These skill hunt groups are
usually based on the needs of your customers.
Agents are not assigned to a skill group (like
split hunt groups), but agents are assigned
specific skills that become active when they log
in.

Skill Level A priority level from 1 (highest) to 16 (lowest)
indicating an agent’s level of expertise or ability
to handle calls to the given skill. (ECS Version
5 and later.)

Skill, Primary See Primary Skill.
Skill, Secondary See Secondary Skill.
SLK See Screen-Labeled Key.

Split A group of extensions (referred to as agents)
that receives special-purpose calls in an
efficient, cost-effective manner. Calls
automatically go to a split and can queue if no
agents are available.

Split/Skill ACD Call A split/skill ACD call is a call that routed to a
split/skill and was answered by an agent in that
split/skill.

SQL Server Database engine that CentreVu Explorer |l
uses on a Windows NT platform.

Staffed Agent An agent who is currently logged in to the
switch.
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Standard Reports The set of reports that are delivered with the
CentreVu CMS or CentreVu Supervisor
software.

Station An unmeasured voice terminal extension. An
extension that is not currently staffed by an
agent or that is a member of an unmeasured
split/skill or hunt group.

String Values The descriptive words that appear on reports
dealing with agents, splits/skills, and trunks. A
word is used to describe the value of the data
(for example, HOLD, AVAIL, YES).

Stroke Counts A method used by Automatic Call Distribution
(ACD) agents to record up to nine customer-
defined events per call when the CAll
Management System is active.

Structured Query A language used to interrogate and process
Language (SQL) data in a relational database (such as
INFORMIX).

Switch A private switching system providing voice-
only or voice and data communications
services (including access to public and private
networks) for a group of terminals within a
customer’s premises.

System A general term for a computer and its software
and data.

Technical Service Provisioning, maintenance, and helpline
Center support for Lucent Technologies call center
customers.
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Terminal

Tertiary Split/SKill

Trunk

Trunk Group

TSC

ucCb

Uniform Call
Distribution (UCD)

Universal Call ID

A combination of monitor (video display) and
keyboard used to communicate with a
computer to enter and display information.

See Agent Terminal.

Generic 3 and ECS with vectoring, Generic 2.2
with EAS only. When a call is queued to
multiple splits/skills, the third split/skill the call
gueued to in a VDN is called the tertiary
split/skill.

A telephone line that carries calls between two
switches, between a Central Office (CO) and a
switch, or between a CO and a phone.

A group of trunks that are assigned the same
dialing digits — either a phone number or a
Direct Inward Dialed (DID) prefix.

See Technical Service Center.
See Uniform Call Distribution.

A process that selects an agent when more
than one agent is available. With UCD, the
most idle agent for the skill/split receives the
call.

See Direct Department Calling and Expert
Agent Distribution.

The Universal Call ID is a unique number

assigned to a call within the customer network.

CentreVu Explorer Il Version 1.0 Installation for Windows NT
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UNIX" System/ A multi-user computer operating system that
Solaris System supports CentreVu CMS. A user can access

the UNIX system from the SLK.

UNKNOWN An agent state in which CentreVu CMS does
not recognize the current state.

A trunk state in which CentreVu CMS does not
recognize the state of the trunk.

Update A process used to modify a customer’s existing
software release in order to give the customer
additional functionality or to fix a problem. The
update process involves downloading
CentreVu Explorer Il through the modem on
the CentreVu Explorer Il Server, or through the
internet, and installing the new files.

Upgrade A process used to move an existing CentreVu
Explorer Il customer from one release/load to
another, giving the customer the additional
functionality provided in the new release.
When an upgrade involves a major release,
then data migration may be a necessary part of
the upgrade procedure.

User ID The login ID for a CentreVu CMS user.

User Window A window you can move, size, or scroll. It may
contain input fields, reports, or help
information.

VDN See Vector Directory Number.

*UNIX isaregistered trademark in the United States and other countries,
licensed exclusively through X/Open Company Limited.
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VDN Counted-Calls

VDN of Origin
Announcement (VOA)

VDN Skill Preference

Vector

GL-29

Also known as counted-calls to VDN and
active VDN calls. A Call Vectoring capability
available with the G3V4 switch and the ECS.
Counted-calls to VDN is a parameter of the “go
to step” and “go to vector” commands that
provides conditional branching (to a different
step in the same vector or to a different vector)
based on the number of incoming trunk calls
currently in a VDN (in vector processing or at
an agent).

A short announcement that is assigned to a
VDN through switch administration. The VOA
identifies the origin or purpose of a call for the
call center agent who answers the call.

A prioritized list of agent skills assigned to a
VDN. Up to three skills can be assigned. VDN
skill preferences are referred to in the vector as
“lst,” “2nd,” and “3rd.” Vectors use VDN skills
to queue calls based on your preference.
CentreVu CMS tracks calls by VDN skill
preference.

A list of steps that process calls in a user-
defined manner. The steps in a vector can
send calls to splits/skills, play announcements
and music, disconnect calls, give calls a busy
signal, or route calls to other destinations.
Calls enter vector processing through VDNSs,
which may have received calls from assigned
trunk groups, from other vectors, or from
extensions connected to the switch.
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Vector Command

Vector Directory
Number (VDN)

Vector Step

Vector Step Condition

VOA

Voice Response Unit
(VRU)

Voice Terminal

VRU
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A vector step that describes the action to be
executed for a call (for example, “Queue to

” o ”ow

main”, “check backup”, “disconnect”).

An extension number that enables calls to
connect to a vector for processing. A VDN is
not assigned an equipment location. It is
assigned to a vector. A VDN can connect calls
to a vector when the calls arrive over an
assigned automatic-in trunk group, dial-
repeating (DID) trunk group, or ISDN trunk
group. The VDN by itself may be dialed to
access the vector from any extension
connected to the switch.

One processing step in a vector. A vector step
consists of a command and one or more
conditions or parameters.

A condition accompanying a vector command
that defines the circumstances in which the
command will be applied to a call.

See VDN of Origin Announcement.

A switch that routes calls to a VRU adjunct
computer that provides interactive voice
related services to inbound callers.

A telephone set, usually with buttons, that
gives an agent some control over the way calls
are handled.

See Voice Response Unit.
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Window Any rectangle on your CentreVu Explorer |l
screen that encloses a menu, data entry fields,
reports, or messages. See also Frame.

Zero (0) Skill (Generic Every skill that ends with a “0” is called a zero
2.2 with EAS) skill. The zero skill is the first skill for each skill
group. This is the same as the default skill.
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| ndex

A

Active Sessions option, 4-6
Adapters tab, A-7
administrator
default password, 4-4
logging in, 4-4
Administrator Utilities option, 4-5
aging process, setting up, 4-14
Aging radio button, 4-18
Archive data box, 4-16
archiving data, 4-14

B

Backup Replaced Files window, 2-8, 3-6

C

call history data, transferring, 1-11
call volumes, determining, 4-13
client requirements, 1-20

CMS field, 4-9

CMS Hostname field, 4-10
Computer Name field, A-3
connecting to your network, 1-19
Convert Explorer 1 window, 3-15
converting Explorer 1.x data, 3-15
corrupt folder, checking, 5-7
Created field, 4-6

D

daily average call volumes, determining, 4-13
Data Discard Wizard, 4-11
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data import service, 5-21
data, restoring, 4-20
database
administration, 4-11
backing up SQL Server, 4-2
expanding, 5-13
maintenance procedures, 5-22
populating, 2-17
removing, 2-28
Database Discard Utility window, 4-12, 4-14
Database Size list box, 3-11
Database Status option, 4-8
Database Status window, 4-8
database, creating for Explorer II, 2-12
Date radio button, 4-15
Default Gateway field, A-5
Discard Data window, 4-15
discarding data, 4-14
disk storage requirements, 1-16
DNS tab, A-6
Domain field, A-6
Domain Name field, A-3

E

ECHI, scheduling activation, 1-29
ECS/switch requirements, 1-10
End Time field, 4-9
Error Message field, 4-9
error messages

DB Library, 5-20

event log, 5-15

Java Web server, 5-17

Login, 5-21

ODBC, 5-20
Explorer 1.x, converting data, 3-15
Explorer I

database, creating, 2-12

new features, 1-4

uninstalling, 2-22

upgrading, 3-3
Explorer Il Log File, configuring, 5-10
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value in helping us to improve our documentation.
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