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Preface

This preface provides information about the objectives, audience, and conventions of the
ShoreTel Contact Center Installation Guide.

This guide is not intended as a user guide for the ShoreTel Contact Center Solution. It
does not describe how to use the system applications in detail. For such information, refer
to the other Contact Center documentation, as described in the Documentation section on
page 8.

Obijectives

This document describes how to get your ShoreTel Contact Center system up and running.
In this guide, you will find:

® Introduction to Contact Center

® Hardware and software requirements

¢ Installation instructions

® Directions on configuring Contact Center

® Information on testing the Contact Center system

® Details on setting up a redundancy server system

® Overview on upgrading and maintaining Contact Center
¢ Installation worksheets

® Glossary

Audience

This guide is intended for professional services engineers or technical personnel
responsible for system installation. The guide also provides getting started information for
contact center administrators and other system users, as well as a basic overview of the
applications that make up the system.

Guide Conventions

Conventions used in this guide include the following:

® Data-entry field names, hypertext links, control buttons, keywords, and other items
within the system management interface are in boldface text.

¢ Information that you enter in data-entry fields is in a data entry font.

® NOTE indicates an area of special interest to the user.

Contact Center 6 7



Installation Guide

Preface

Other Contact Center Documentation

The following documents offer additional information about the Contact Center system:

Release Notes

Administrator Guide

Applications Interface Guide

Installing and Implementing Enterprise Contact Center Chat
Supervisor Guide

Report Data Fields Reference Guide

Using ShoreWare Agent Toolbar

Context-Sensitive Online Help

Contact Center documentation can be found in the Documentation folder of the ShoreTel
Contact Center Solution Installation CD and on the ShoreTel web site. The context-
sensitive online help can be accessed from the Help menu of each Contact Center
application.

Shoréelel



CHAPTER1

Introduction

1.1 Overview

ShoreTel Contact Center is a comprehensive solution designed to control, manage, and
monitor the various activities of a call center. ShoreTel offers two Contact Center solutions
to address the requirements of customer service organizations:

® Contact Center targets medium-sized inbound Automatic Call Distributor (ACD)
installations and supports large agent groups with inbound routing rules, real-time
agent monitoring, historical reports, and wallboard administration.

® Enterprise Contact Center meets the needs of the most complex inbound-
outbound, multimedia call centers by extending the capabilities of Contact Center
with a powerful, rules-based routing engine that supports customizable skill sets
and multimedia communications, and smoothly integrates with customer
relationship management (CRM) solutions.

All Contact Center components are included in both Contact Center and Enterprise
Contact Center.

1.2 Contact Center Components

The Contact Center Solution includes the following basic components:

Contact Center Server

One or more PCs with Full Supervisor Suite
One or more PCs with Monitor Supervisor Suite
One or more PCs with Agent Suite

The software modules installed with the each type of component are:

Full Monitor
Module Server  Supervisor  Supervisor  Agent
ShoreWare Contact Center Director X X
Contact Center Diagnostics Console X
ShoreWare Contact Center Reports X X
License Viewer X X X
ShoreWare Wallboard Director X X
ShoreWare Agent Manager X X X
ShoreWare Agent Toolbar. X X X
Graphical Contact Center Scripting X X

Contact Center 6 9



Installation Guide Contact Center Components

1.2.1

1.2.2

1.2.3
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Contact Center Server

The Contact Center Server software provides an intelligent routing engine and an
integrated interactive voice response (IVR) package for managing call center configuration,
call activity, and reporting, and for implementing the required routing plan. The server
software runs on a dedicated server at your call center.

The Contact Center Server may be at the same location as the ShoreWare Headquarters
Server. The Contact Center Server is a ShoreWare distributed server with the Contact
Center Server software also installed. In a production environment, the Contact Center
applications should not be run from the Contact Center Server.

The Contact Center Server interacts with the ShoreTel system as a TAPI application.

Supervisor Suites

The Supervisor Suites are used to administer and monitor call center activities, and to
report on real-time and historical information that details or summarizes the system’s
performance over a specified time period. Supervisors cannot start or stop the system.

Two Supervisor Suite versions are available to customize the access levels and permissions
that personnel that have to Contact Center administration, configuration, and maintenance
features:

® Supervisor Monitor. For supervisors that only monitor call center activities, this
suite includes ShoreWare Agent Manager, ShoreWare Agent Toolbar, and the
License Viewer.

® Full Supervisor. For supervisors who also administer Contact Center, this suite
provides access to all supervisor applications and ShoreWare Agent Toolbar.

The Contact Center supervisor applications are:

® ShoreWare Contact Center Director is used to configure the Contact Center
entities and set system parameters.

® Graphical Contact Center Scripting (GCCS) is a tool for designing script
functions used in call input based call routing (available in Enterprise Contact
Center only).

® ShoreWare Agent Manager furnishes real-time statistical information on call
center activities. The information can be displayed in tables, forms, and graphical
formats.

® ShoreWare Contact Center Reports generates predefined and custom reports on
historical call center activity. With this information, management can efficiently
allocate personnel to meet call center requirements.

® ShoreWare Wallboard Director displays messages on a third-party wallboard
display, or on an agent’s PC (with the integrated Desktop Wallboard software).

® Contact Center Diagnostics Console indicates system status and alarms.

® License Viewer displays the license features and quotas.

Agent Suite

The Agent Suite, made up of ShoreWare Agent Toolbar, is installed on agent PCs.
ShoreWare Agent Toolbar provides the agent with an easy-to-use environment for
performing basic and sophisticated tasks.

Shoréelel
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1.3 Licensing

A server lock device, also known as a license dongle, is required to install and use Contact
Center 5 or higher on a server. The lock device is encoded with the purchased Contact
Center version and provides access to specific features. For installations that use the new
dongle-less supervisor licensing scheme, the number of supervisor licenses is also encoded
in the server lock. The restrictions encoded in the lock device limit access to Contact
Center features and administrative functions to authorized individuals only.

The server lock is installed on the server that runs the Contact Center Server software.

Note: When you add a new License Key file (.cif), you must shut down and restart the
Contact Center Server service to propagate the changed information throughout the entire
system. To properly shutdown the Contact Center Server service, select Start > Programs >
Administrative Tools > Services, and then click Stop the Service.

1.3.1 Server Lock Devices

ShoreTel offers two Contact Center solutions: Contact Center and Enterprise Contact
Center. There is a server lock device for each solution:

» Server with Contact Center: Required to run the server software. Includes
configuration information about the product you have, such as the number of
supervisors and agents and any additional features you purchased. Optional features
are licensed on a per-system basis and consist of:

e Wallboard Support

* Desktop Wallboard Access

¢ Formula Editor

¢ Work Force Management Connector

* Server with Enterprise Contact Center: Required to run the server software. Includes
configuration information about the product you have, such as the number of
supervisors and agents and any additional features you purchased. Optional features
are licensed on a per agent basis and require a license for every agent who logs into a
group that supports these features:

e Voice
e Emalil
e Chat

*  Outbound Calling

The number of permitted agents is encoded in the server lock device. The number of agent
licenses must equal the maximum number of agents that could be logged into Contact
Center at one time.

Each IVR port has its own license in Enterprise Contact Center. The number of IVR ports is
encoded in the server lock device. You need an IVR port license for every IVR port

configured in the system. The total number of licenses must match the maximum number
of calls connected to the system at one time. A call is connected to an IVR port whenever a
call is waiting in a queue or being serviced by a call control script (CCS) or announcement.

Each inbound voice license includes an IVR port license. This provides a trunk-to-agent
ratio of 2:1, such that for every call being answered by an agent, another call is queued in
an IVR port. Additional IVR port licenses are required if either more than one call is queued
per agent or if there is a self service module.

Contact Center 6 11



Installation Guide Licensing

1.3.2 Supervisor Lock Devices

Beginning with Contact Center 5, supervisor licences are encoded in the server license, so
the server lock device for each supervisor is no longer necessary. Customers upgrading to
release 5 and higher have the option of continuing to use supervisor license dongles.

Two types of supervisor lock devices exist:
*  Full Supervisor: Used to access all supervisor applications. Requires a separate license.

*  Monitor Supervisor: Used to access a subset of supervisor applications. Requires a
separate license.

1.3.3 Viewing Licensing Information

You can view the Contact Center license information using the License Viewer.

To view license information:

Step 1 From the Windows desktop, click Start > Programs > ShoreTel > Contact
Center > License Viewer.

The License Viewer appears.

& License Yiewer - [Key Contents:1 []] ey
@ Lock Device  Help - ax

7 EH

Solution Type: | ﬂ 1
Plug Type | Maritor =

Server E!uotas] Server Permissions  Yizor Pemissions ] Ent. .&pplicatinns]
Licenses

By

Director Enable
Hiztorical Reports Enabled
"Wall Board Directar Enabled

-
4 3

For Help, press F1 MWLM

LR 1L

Step 2 Click the appropriate tab to view information on the permissions that have
been licensed.
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2.1

2.1.1

CHAPTER2

Hardware and Software
Requirements

ShoreTel Contact Center Server Requirements

ShoreTel Contact Center Server software must be installed on a dedicated computer that
meets or exceeds the hardware and software requirements in this chapter and is attached to
the network. This chapter defines three levels of requirements, based on the type of call
center, normal loads, and activity.

For high call loads and advanced interactive voice response (IVR) activity, including large
numbers of Dialed Number Identification Services (DNIS), more than 150 concurrent
agents, and more than 1,000 calls per hour, please contact ShoreTel Customer Service. The
support of more the 150 simultaneous users, or more than 1,500 simultaneous media ports,
requires multiple servers to separate the core Contact Center, Enterprise Contact Center,
and IVR engines.

Contact Center runs as a Microsoft Windows service, with multiple child processes, and
conforms to standard service semantics (for example—Start, Stop, and Restart).

Depending on how your call center is set up, and the location of your agents, the server
allocation recommended in this chapter should be followed to reduce latency.

Note: Blade Servers are not supported with Enterprise Contact Center since the server
needs a dedicate USB port for the lock device.

Server Allocation

Generally, you want to have your HQ (PBX HQ) and ShoreWare Contact Center servers in
the same physical location. However, if your call center includes agents in a remote
location using a DVS (PBX remote server), the ShoreWare Contact Center Server should be
at the remote location to reduce network latency and improve agent experience with
Contact Center.

It is highly recommended that the site which has the Contact Center server always have
either an HQ server or a DVS server that the agents at the site are associated with.

Contact Center 6 17
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ShoreTel Contact Center Server Requirements

2.1.2 System Requirements for 1 to 149 Simultaneous Agents

The following components are required to support Contact Center Server software for a
maximum of 149 agents:

One Core Duo Processor Server

See Section 2.1.6 on page 21 for information on the server processor requirements.
Memory

See Section 2.1.6 on page 21 for information on the memory requirements.

Hard Drive 1

Configured with 73 GB, U160, SCSI, 1 In, 10 K RPM HDD. All drives must match
for RAID configuration.

Hard Drive 2

Configured with 73 GB, U160, SCSI, 1 In, 10 K RPM HDD. All drives must match
for RAID configuration.

Hard Drive Redundancy
RAID required. Add-in RAID card, RAID 1.
DVD

Keyboard
A standard Windows keyboard.

Monitor

Mouse

First Network Adapter (TCP/IP)

Second Network Adapter (TCP/IP) (Optional)
Serial Port #1

Serial Port #2 (Optional)

For wallboard integration

USB1 Port (License lock device/dongle)
Operating System

See Section 2.1.5 on page 20 for details.

2.1.3 System Requirements for 150 to 299 Simultaneous Agents

The following components are required to support Contact Center Server software for a
maximum of 299 agents:

18

Three Core Duo Processor Servers

One server to run the main Contact Center core engine; two servers to run
standalone distributed IVR ports (150 ports in each server).

See Section 2.1.6 on page 21 for information on the server processor requirements.

Shoréelel
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Memory
See Section 2.1.6 on page 21 for information on the memory requirements.
Hard Drive 1

Configured with 150 GB, U160, SCSI, 1 In, 10 K RPM HDD. All drives must match
for RAID configuration.

Hard Drive 2

Configured with 150 GB, U160, SCSI, 1 In, 10 K RPM HDD. All drives must match
for RAID configuration.

Hard Drive Redundancy
RAID required. Add-in RAID card, RAID 1.
DVD

Keyboard
A standard Windows keyboard.

Monitor

Mouse

First Network Adapter (TCP/IP)

Second Network Adapter (TCP/IP) (Optional)
Serial Port #1

Serial Port #2 (Optional)

For wallboard integration

USB1 Port (License lock device/dongle)
Operating System

See Section 2.1.5 on page 20 for details.

2.1.4 System Requirements for 300 to 600 Simultaneous Agents

The following components are required to support the Contact Center Server software for
up to 600 agents.

Contact Center 6

One Quad Core Xeon Processor Server and Four Core Duo Processor Servers

One server to run the main Contact Center core engine; four servers to run
standalone distributed IVR ports (150 ports in each server).

See Section 2.1.6 on page 21 for information on the server processor requirements.
Additional Processor (If required)

Memory

See Section 2.1.6 on page 21 for information on the memory requirements.

Hard Drive 1

Configured with 150 GB, U160, SCSI, 1 In, 10 K RPM HDD. All drives must match
for RAID configuration.

19
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2.1.5
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¢ Hard Drive 2

ShoreTel Contact Center Server Requirements

Configured with 150 GB, U160, SCSI, 1 In, 10 K RPM HDD. All drives must match

for RAID configuration.
® Hard Drive Redundancy
Drives attached to PERC3-DI, RAID 5.
® Backplane
1X6 Hot-Pluggable HDD Backplane
* DVD
® Keyboard
A standard Windows keyboard.
® Monitor
® Mouse
® First Network Adapter (TCP/IP)
® Second Network Adapter (TCP/IP)
® Serial Port #1
® Serial Port #2 (Optional)
For wallboard integration
® USBI1 Port (License lock device/dongle)
® Power Supply Kit
Redundant Power Supply 2+1
® Operating System
See Section 2.1.5 on page 20 for details.

Operating Systems for Stations

Contact Center requires the following operating systems:

Server station:

Microsoft Windows Server 2003 (SP2)
®  Microsoft Windows Server 2008 32-bit (SP2)

IVR Distributed Server station:

®  Microsoft Windows Server 2003 (SP2)

®  Microsoft Windows Server 2008 32-bit(SP2)
Supervisor station (for the Full Supervisor Suite):

Microsoft Vista Business (SP2)
Microsoft Windows XP (SP2)
®  Microsoft Windows 2007 (32-bit and 64-bit) versions

Shoréelel
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2.1.6

2.1.7

2.2

Agent station:

® Microsoft Vista Business (32-bit version only) (SP2)
®  Microsoft Windows XP (SP2)

®  Microsoft Windows 2007 (32-bit and 64-bit) versions
® (Citrix Xenapps 4/4.5

Browsers Supported:

® Microsoft Internet Explorer 7.0 and 8.0, and FireFox 3.5.

Processors and Memory

The following table summarizes the server processor and memory requirements, based on
the size of your call center.

Core Duo Quad Core Xeon
Agents Software Type Migipnzjum M:;]Ln,cljm Migigl]Jum MELTVL:m
1to 149 ECC/CC Core and IVR 1.8 GHz 2GB
150t0299 ECC/CC Coreand IVR 2.0 GHz 4GB
300t0 600 ECC/CC Quad Core 1.6 GHz 4GB
and IVR

For dual CPU configurations, use the following formula to estimate the total frequency of
the system: (CPU#1_frequency + CPU#2_frequency) *0.8.

Remote Access

The Contact Center Server should be configured for remote access maintenance and
support operations. You must enable Terminal Services on the server to allow
administrators to connect using Terminal Services Client software.

ShoreTel Contact Center Clients

ShoreTel Contact Center supervisor and agent applications run on the user’s PC alongside
any other applications.

The following table summarizes the requirements for client systems:

Category Supervisor PC Agent PC

CPU Pentium 111 500 MHz or Pentium I11 or Pentium IV
Pentium IV 1.6 MHz

Memory 128 MB 128 MB

Hard Disk Space 500 MB free 300 MB free

CD Optional Optional

First Network Adapter ~ 10/100 Mb 10/100 Mb

USB Port Required (license lock device)

Contact Center 6 21
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Category

External Modem
Operating System
Outlook 2003 SP3

ShoreTel Contact Center Clients

Supervisor PC Agent PC

Optional

Windows XP / Vista/7 Windows XP / Vista/7

If a supervisors is using Outlook If an agent is using Outlook 2003, required
2003, required in order to use the in order to use the Contact Center email
Contact Center email feature feature

Shoréelel



CHAPTER3

Installing Contact Center

3.1 Overview

The chapter provides information on installing ShoreTel Contact Center. Details on
installing Contact Center in a thin client environment, and uninstalling Contact Center, are also
included.

The following process is used to install ShoreTel Contact Center:
1. Verify that the installation prerequisites have been met.
Gather the required installation information.
Install the ShoreTel Distributed Server software on the dedicated server.
Install the ShoreTel Contact Center Server software.
Start the Contact Center Server and verify its operation.

Install the Contact Center supervisor applications on the supervisor PCs.

N s W N

Check the installation of the Contact Center supervisor applications by starting the
applications.

8. Install ShoreWare Agent Toolbar on the agent PCs.

9. Check the installation of ShoreWare Agent Toolbar by starting the application.
10. (Optional) Install the Ghostscript component.

11. (Optional) Install distributed IVR servers.

12. (Optional) Specify an external location to store interaction data.

The ShoreTel Contact Center Solution DVD is used for all installations. The installation
procedure determines which software to install from information on the lock device.

Once Contact Center has been installed, you need to configure and test the system. These
activities are explained in Chapters 4 and 5 of this guide.

The Contact Center Server software and Contact Center applications support redundancy
of the critical hardware components of the server. ShoreTel recommends redundancy of
hard drives and power supplies to minimize system down-time and improve the recovery
process in case of hardware failures. Refer to the Contact Center Administrator Guide for
information on installing and using the ShoreTel redundant server system.
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3.2

3.3
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Installation Prerequisites

Installation Prerequisites

Before beginning the Contact Center installation, verify that the following prerequisites
have been met:

A dedicated server is available for installing ShoreTel Contact Center Server.
ShoreTel Contact Center Server has assigned static IP addresses.
The Aladdin HASP driver (HASP4_driver_setup.zip) is installed on the server.

The USB server lock device, required to install and use Contact Center 5 or higher
on the server, uses the Aladdin HASP driver to automatically activate when pluged
into a port. This driver resides on most computers. If necessary, you can download
it from the Internet.

A lock device (dongle) is available for the server.
You have either type of Contact Center Supervisor licenses:
— Dongle-less supervisor license system (available with release 5 and higher).

— Legacy physical dongles, if these are retained after an upgrade from release
4.0x.

You are familiar with the Microsoft Windows 2003, 2007, or 2008 SP2
environments.

You have local administrator privileges to install and execute Contact Center
applications on the Contact Center Server.

If you plan to install Contact Center supervisor applications using the active
directory method, Java 6 or higher must be installed on supervisor PCs (see the
section Installing the Contact Center Supervisor Applications on page 30 for
details).

All server and client computers must connect over a LAN that supports TCP/IP. ShoreTel
recommends that you assign static IP addresses for the Contact Center Server. All other
workstations (supervisors or agents) can use Dynamic Host Configuration Protocol
(DHCP) if it is available.

Required Installation Information

Prior to installing the system components, make sure that you have the following required

information:
® The Contact Center Server static IP addresses.
® The method for partitioning the server hard disk.
[}

Your power source.
Specifics on agent workstations and telephone extensions.

Whether you plan to implement Data Execution Prevention (DEP), for Microsoft
Windows XP-based systems.

Which supervisor licenses you will install.
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3.3.1

3.3.2

3.3.3

3.34

3.3.5

Server Static IP Addresses

The Contact Center Server should have static IP addresses. ShoreTel considers the
assignment of static IP addresses for servers to be a best practice.

Partitioning the Contact Center Server Hard Disk

It is recommended that Contact Center software be installed in a separate partition.
However this is not mandated by the installer.

The Contact Center Server hard disk can be partitioned as follows:
® Disk C: 16 GB includes the boot disk with the operating system and basic software.

® Disk D: The remainder of the hard drive is the application disk and includes the
Contact Center Server software (for installation and data).

Power Source

Ensure that the Contact Center Server has a protected power source, such as an
uninterruptable power supply (UPS) or a protected power source.

Agent Workstation

ShoreTel recommends that you collect and keep a record of the following information for
each agent workstation on which ShoreWare Agent Toolbar runs:

® Device IP address or name

® User telephone extension

Data Execution Prevention Setting

Data Execution Prevention (DEP) is an optional feature in Microsoft Windows Server 2003
and Microsoft Windows XP (SP2), but not Microsoft Windows Vista. DEP prevents
applications or services from executing code from nonexecutable memory regions. DEP
occasionally causes software problems with various applications, including Contact Center.
When DEP is fully enabled, Contact Center may have operational delays.

To access the DEP setting:

Step 1 On your desktop, right-click the My Computer icon, and then click Properties on
the pop-up menu.

Step 2 From the System Properties panel, click the Advanced tab.

Step 3 From the Performance section, click the Settings button.

Step 4 From the Performance Options panel, click the Data Execution Prevention tab.
The option Turn on DEP for essential Windows programs and services only is
used to turn DEP on or off.

Step 5 Click on OK to save your change and to close the panels.

Step 6 Reboot your computer for the DEP changes to take effect.
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Supervisor Licenses

To run a supervisor application, the system requires a supervisor license for each user who
logs on as a supervisor.

Beginning with Contact Center 5, supervisor licences are encoded in the server license, so
the server dongle for each supervisor is no longer necessary. Customers upgrading to
release 5 and higher have the option of continuing to use supervisor license dongles. Two
types of supervisor licences are available:

® Supervisor Monitor. For supervisors that only monitor call center activities, this
license includes ShoreWare Agent Manager, ShoreWare Agent Toolbar, and the
License Viewer.

® Full Supervisor. For supervisors who also administer Contact Center, this license
provides access to all supervisor applications and ShoreWare Agent Toolbar. Full
Supervisor installations do not have access to the Contact Center Diagnostics
Console or Contact Center Scripting. Full supervisors cannot start or stop the
system.

Licenses of the same type can be used interchangeably on like installations. For example, if
you use one supervisor license to install the supervisor applications, you can use a different
supervisor license to access the applications after the installation.

Multiple supervisors can use the same PC, but only one supervisor can be logged on to that
PC at a time. Supervisors can use multiple PCs with supervisor applications installed—but
only if the server has an available supervisor license.

Installing the Distributed Server Software

Before installing the ShoreTel Contact Center Server software, you must install the
ShoreWare Distributed Server software on the computer that is to run the Contact Center
software. Refer to the ShoreTel Planning and Installation Guide for details.Before adding the
distributed server, note the following:

® On systems containing two network interface cards (NICs), disable one card.
® Do not change the pre-set voice mail extensions.
® Do not enable or configure the Simplified Message Desk Interface (SMDI).

® Do not configure any users for voice mail on this server.

Installing the Contact Center Server

Before beginning the installation of the Contact Center Server, ensure that you have
attached the correct lock device.

To install the ShoreTel Contact Center Server software:
Step 1 Verify that the server meets the basic requirements, as specified in Chapter 2.

Step 2 Verify that the server is connected to the network and has a static IP address.
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Step 3 If the computer contains two enabled NICs, disable the NIC not running the
ShoreTel Remote Telephony Application Programming Interface (TAPI) Service
Provider.

Server computers containing two enabled NICs may not properly install or update
Contact Center software.

Step 4 Turn on the ShoreTel Contact Center Server.

Step 5 Log on as a Windows Administrator.

You must install the software through a direct connection to the server. The
Contact Center Server software cannot be installed through a Windows terminal
server or remote desktop session.

Step 6 Insert the lock device in one of the server’s USB ports.

If the device driver is not already installed, the installation program installs the
required lock device driver. A small screen indicates this process and closes after
the driver is installed. When you have installed the lock device correctly and the
drivers are working, a red light inside the lock device turns on.

Step 7 Insert the ShoreTel Contact Center Solution Installation CD.

Step 8 In the CD’s ShoreTel Contact Center Server folder, click the setup.exe file. A
Welcome screen appears. Click Next to continue.

ii.‘-!;I- ShoreTel Contact Center Server - InstallShield Wizard x|

Welcome to the InstallShield Wizard for
ShoreTel Contact Center Server

The InstallShield{R) wizard will install ShoreTel Conkact Center
Server an your computer, To conkinue, click Mext,

W ARMING: This program is protected by copyright law and
international treaties,

Cancel |

If you decide to stop the installation, click the Cancel button at any time
throughout the process. If you want to return to the previous screen, click Back.

< Bark

Step 9 You are asked to accept the terms of the license agreement. Then click Next.

Step 10 In the Destination Folder screen, click Next to keep the default destination and
continue the installation.

The default destination is C:\ShoreTe[\Contact Center Server.
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Alternatively, you can click Change to locate and select a different destination

folder, and then click Next.

i'._% ShoreTel Contact Center Server - Installshield Wizard

Destination Folder

Click Mesxck toinstall bo this folder, or click Change to install ko a different Folder.

@ Install ShoreTel Contack Center Server bao:

Ci\shoreTel\Contack Center Serwver) Change. .. |

Installshield

< Back Cancel |

Step 11 In the resulting screen, click Install to begin installation of the server software.

{i ShoreTel Contact Center Server - InstallShield Wizard |

Ready to Install the Program

The wizard is ready ko beain installation,

Click Install ko begin the installation,

IF wou wank to review ar change any of wour installation settings, click Back, Click Cancel ko
exit the wizard.

InstallShield

< Back Zancel |

During the installation process, all files are installed into the appropriate
directories. While the files are being installed, a status bar shows the progress of the

process.

Step 12 In the resulting screen, click Finish to complete the server installation process.

28
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i@ ShoreTel Contact Center Server - InstallShield Wizard

[

InstallShield Wizard Completed

The InstallShield Wizard has successfully installed ShoreTel
Contact Center Server. Click Finish bo exit the wizard,

= Back

Cancel |

Step 13 A window opens offering a choice of restarting the system immediately or waiting
until later. The new installation of the server software cannot run until the system
restarts.

{7 ShoreTel Contact Center Server Installer Info ]

changes made to ShoreTel Contack Center Server bo
take effect, Click ¥es to restart now or Mo if you plan
ko restart laker,

é) Yau must restark wour system Far the configuration
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Starting and Verifying the ShoreTel Contact
Center Server

Starting with release 5.0, the ShoreTel Contact Center Server software runs as service.
When the Microsoft Windows OS starts, it loads and starts the Contact Center Server
services through the Windows Management Console.

Once you have started the server, you need to verify its operation. The Contact Center
Diagnostics Console is a powerful yet easy-to-use tool that provides a quick look at the
operational status of the system with its main components. Status information is available
for viewing by all users authorized to log into the Server computer.

To start Contact Center Diagnostics Console, from the Server select Start > Programs >
ShoreTel> ShoreWare Contact Center Server > Contact Center Diagnostics Console. The
Contact Center Diagnostics Console displays LEDs indicating the status of various system
components. Each LED has three colors (red, yellow, and green). When the Automatic Call
Distribution (ACD), IVR, and Private Branch Exchange (PBX) LEDs are green, the system
is operational. The Chat LED is yellow on systems not licensed for web chat. The online
Help available from the ShoreTel Contact Center Diagnostics Console provides details on
the information displayed.

To properly shutdown the Contact Center Server, select Start > Programs > Administrative
Tools > Services, and then click Stop the Service.

#y  Services {Local)

ShoreTel Contact Center Server

Stop the service
Restart the service

Installing the Contact Center Supervisor
Applications

ShoreTel Contact Center’s supervisor applications can be installed either manually or
through the active directory method that uses the Microsoft Installer (MSI). Manual
installation involves using the ShoreTel Contact Center Solution DVD and installing the
software on each individual PC.

The active directory installation method simplifies deployments and reduces administrative
costs. Contact Center is configured, using the Windows Group Policy Object (GPO), to
automatically push from the server to all computers in your call center. You must have Java
installed on your supervisor machines for the Contact Center supervisor applications to
work after installation using the active directory method; and network connectivity is
required during the installation process. To enable the active directory installation method,
follow the instructions provided by MSI.
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3.7.1 Manually Installing the Contact Center Supervisor
Applications

The process of manually installing the Contact Center supervisor applications is the same
for both types of supervisor licenses (i.e. Full Supervisor or Monitor Supervisor). You can

install the supervisor application on multiple PCs; however, a license for each supervisor
position is required to access the applications.

To manually install the Contact Center supervisor applications:

Step 1 Verify that the PC meets basic requirements, as specified in Chapter 2.
Step 2 Connect the server to the network through the LAN adapter.

Step 3 Turn on the supervisor PC.

Step 4 Log on to the computer system as a local administrator.

Step 5 Insert the ShoreTel Contact Center Solution Installation CD. The installation
process begins.

Step 6 Install the supervisor lock device by placing the lock device into the USB port of
the supervisor PC.

If the device driver is not already installed, the system automatically installs it. If
the lock device and drivers are installed, then a red light inside the lock device
turns on. See the section Supervisor Licenses on page 26 for information on
supervisor licenses and the legacy lock devices (supervisor dongles).

Step 7 Click the setup.exe file in the CD’s ShoreTel Contact Center Supervisor folder. A
Welcome screen appears. Click Next to continue.

i ShoreTel Contact Center Supervisor - InstallShield Wizand rg|

Welcome to the InstallShield Wizard for
ShoreTel Contact Center Supervisor

The InstallShigld(R Wizard will install ShareTel Contack Center
Supervisor on your computer, To continue, click Mext,

WARNING: This program is protected by copyright law and
inkernational treaties,

[ Mek = ] [ Cancel ]

If you decide to stop the installation, click the Cancel button at any time
throughout the process. If you want to return to the previous screen, click Back.
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Step 8 You are asked to accept the terms of the license agreement. Then click Next.

Step 9 In the Destination Folder screen, click Next to keep the default destination and
continue the installation.
The default destination is C:\Program Files\ShoreTe[\Contact Center.

Alternatively, you can click Change to locate and select a different destination
folder, and then click Next.

i ShoreTel Contact Center Supervisor - InstallShield Wizand

Destination Folder
Click Mext ko install ka this Folder, ar click Change to install ko a different Folder.

@ Install ShoreTel Contack Center Superwisor bo:

C:\Program Files\ShoreTel\Contact Center),

[ < Back. ” Mext = ] [ Cancel ]

Step 10 In the resulting screen, click Install to begin installation of the software.

i ShoreTel Contact Center Supervisor - InstallShield Wizand

Ready to Install the Program

The wizard is ready ko beain installation,

Click Install ko begin the installation,

IF wou wank to review ar change any of waour installation settings, click Back, Click Cancel ko
exit the wizard.

[ < Back ” Install ] [ Cancel ]

During the installation process, all files are installed into the appropriate
directories. While the files are being installed, a status bar shows the progress of the

process.
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Step 11 In the resulting screen, click Finish to complete the installation process.

InstallShield Wizard Completed

The Installshield Wizard has successfully installed ShoreTel
Contact Center Supervisor, Click Finish ko exit the wizard,

Step 12 A window opens offering a choice of restarting the system immediately or waiting
until later. The new installation of software cannot run until the system restarts.

i ShoreTel Contact Center Supervisor, Installer, Inf... |58

Y

Yau must restark wour system Far the configuration
changes made to ShoreTel Contack Center Superyisor
to take effect, Click Yes to restart now or Mo if you
plan to restart later,

3.8 Starting the ShoreWare Supervisor Applications

The Contact Center Server must be running before you can start a Contact Center
supervisor application. Do not start or run any of the Supervisor Applications from the
Contact Center Server. Supervisor applications should be used only on a supervisor PC,
based on the license key. Running these applications on the server causes unexpected
errors and results.
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Starting the ShoreWare Supervisor Applications

To start any of the ShoreWare Supervisor Applications:

Step 1 From a supervisor PC, select Start > Programs > ShoreTel> ShoreWare Contact
Center Supervisor, and then choose the application you want to open. The

supervisor application icons are:

1 2 3 4 5 6 7
5 & N
L : s
Agent Agent Contact Contact License Wallboard Diagnostics
Manager Toolbar Center Center Viewer Director Console
Director Reports

Step 2 If this is your first time logging onto a supervisor application, you are asked to
specify your Contact Center server, and then click OK.

Add a New Server

Mo server information has
been configured.

Server MName

IIIm

@]
Canicel

Help

Step 3 In the ShoreTel Contact Center Logon window, specify your login name, password,
and server IP address, and then click OK.

ShoreTel Contact Center,

Type your login name and password to
log in to the Contact Center

Lagin Marme: |ea |

Pazswiord: | ek hkak |

Cancel

Servers...

Server List:

li0.1.48 v|

Help

i

You can use the default login name and password, which are:

® Default login name: ea

® Default password: e1996

Each user should be assigned a unique login name and password. ShoreTel
recommends that you assign different login names and passwords as soon as

possible.

If your server is not listed in the drop-down menu, click Servers to add the
server to the list. Use the resulting dialog box to add and remove servers from
the list and to identify the default server.
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3.9

3.9.1

Installing ShoreWare Agent Toolbar

ShoreWare Agent Toolbar can be installed either manually or through an active directory
method that uses the Microsoft Installer (MSI). Manual installation involves using the
ShoreTel Contact Center Solution DVD and installing the software on each individual PC.

The active directory installation method simplifies deployments and reduces administrative
costs. Contact Center is configured, using the Windows Group Policy Object (GPO), to
automatically push from the server to all computers in your call center. Network
connectivity is required during the active directory installation process. To enable the
active directory installation method, follow the instructions provided by MSI.

ShoreWare Agent Toolbar can also be installed in a thin client environment. See the section
Installing Contact Center in a Thin Client Environment on page 46 for details.

Manually Installing ShoreWare Agent Toolbar

To install ShoreWare Agent Toolbar manually, follow these steps:
Step 1 Turn on the agent PC and log on as a local administrator.

Step 2 Connect the agent PC to the LAN. Then Unplug any accessories attached to LPT1
or USB ports.

Step 3 Insert the ShoreTel Contact Center Solution Installation CD.

Step 4 From the ShoreTel Contact Center Agent folder, click the setup.exe file. A
Welcome screen appears. Click Next to continue.

i ShoreTel Contact Center Agent - InstallShield Wizand E|

Welcome to the InstallShield Wizard for
ShoreTel Contact Center Agent

The Installshield{R) Wizard will install ShoreTel Contact Center
Agent on your computer, To continue, click Mext,

WARMING: This program is protected by copyright law and
international treaties.,

[ hext = l [ Cancel ]

If you decide to stop the installation, click the Cancel button at any time
throughout the process. If you want to return to the previous screen, click Back.

Step 5 You are asked to accept the terms of the license agreement. Then click Next.
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Step 6 In the Destination Folder screen, click Next to keep the default destination and
continue the installation.

The default destination is C:\Program Files\ShoreTel\Contact Center\Agent.
Alternatively, you can click Change to locate and select a different destination
folder, and then click Next.

i@ ShoreTel Contact Center Agent - InstallShield Wizard

Destination Folder

Click Next to install ko this Folder, or click Change ba install to a different Folder,

G Install shoreTel Conkact Center Agent o

ZHiProgram FilesiShoreTeliContact Centerifgent’,

[ < Back ” Mext = ] [ Cancel ]

Step 7 In the resulting screen, click Install to begin installation of the software.

i ShoreTel Contact Center Agent - InstallShield Wizard

Ready to Install the Program

The wizard is ready to begin installation,

Click Install to begin the installation.

If vou want ko review or change any of your installation settings, click Back. Click Cancel to
exit the wizard,

[ < Back. “ Install ] [ Cancel l

During the installation process, all files are installed into the appropriate
directories. While the files are being installed, a status bar shows the progress of the

process.
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Step 8 In the resulting screen, click Finish to complete the installation process.

i ShoreTel Contact Center fgent - InstallShield Wizard E|

InstallShield Wizard Completed

The Installshield Wizard has successfully installed ShoreTel
Cantact Center Agent. Click Finish to exit the wizard,

Step 9 Reconnect all devices.

3.10 Starting ShoreWare Agent Toolbar

The Contact Center Server must be running before you can start ShoreWare Agent Toolbar.

Do not start or run ShoreWare Agent Toolbar from the Contact Center Server. ShoreWare
Agent Toolbar should be used only on a supervisor or agent PC, based on the license key.
Running this ShoreWare Agent Toolbar on the server causes unexpected errors and results.

To start ShoreWare Agent Toolbar:

Step 1 From a supervisor or agent PC, select Start > Programs > ShoreTel > ShoreWare
Contact Center Agent > ShoreWare Agent Toolbar.

Step 2 If this is your first time logging on to ShoreWare Agent Toolbar, you are asked to
specify your Extension, Email Account Username, Email Account Password, and
Server IP Address (which should be filled in by default). Then click OK.

ShoreWare Asent Toolbar

Extension:

Email Account Username: | samith

Email Account Password: | Aekkok

Server IP Address: | m . 1 g A

oK | Zancel
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Installing the Ghostscript Component (Optional)

Step 3 In the ShoreWare Agent Toolbar Logon window, specify your Agent ID, password,
and Extension (which should be filled in by default), and then click OK.

ShoreWare Agent Toolbar Logon

agent I0:
Password:

Extension:

|2112

| kbt

[9]:4 | Settings... |

Zancel |

If you need to change the extension, or other agent information, click Settings
and specify the appropriate information as explained in step 2, above.

Once connected to the server, Agent Toolbar opens.

B3 ShoreWare Agent Toolbar

BEE
TI=

3

Installing the Ghostscript Component (Optional)

Supervisors can now export historical reports to the PDF format. However, this feature is
only available if the freeware component Ghostscript, an interpreter for the PostScript
language and for PDE, has been installed on the supervisor’s machine.

The use of Ghostscript is subject to the terms and conditions of the GNU General Public
License (GPL). You should read the GPL before installing Ghostscript. A copy of the GPL is
available on the GNU Project web site (at http://www.gnu.org/licenses/gpl.html).

To install Ghostscript:

Step 1 Download and run the most recent version of the ghostscript executable file (for
example gs864w32.exe).

The ghostscript executable file can be found at the Sourceforge.net Web site. Point
your browser to http://sourceforge.net/projects/ghostscript/. Click on the most
recent Ghostscript release. In the Summary description on the page displayed, click
on the link provided for more information. A window opens with a list of
downloadable files. Click on the link for the executable (for example
gs864w32.exe). In the Security window, click on Run.

Step 2 In the Self-Extractor window, click Setup.
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Winip Self-Extractor - gs864w32.exe
~& Thiz installz: GPL Ghostzcript 8.64. m
GPL Ghostzcrpt displays. prints and converts PostScript

and PDF files.

Cancel

About

dd

Step 3 In the Setup window, you can change the default installation directory and other
options. Then click Install.

Step 4 From the Windows Printers and Faxes window (Settings > Control Panel >
Printers and Faxes), choose File > Add Printer.

Step 5 Using the Add Printer Wizard, select the Local Printer Attached to this Computer
option.

Add Printer Wizard

Local or Network Printer
The wizard needs to know which twpe of printer to zet up.

Select the option that describes the prinker you want o use:

(%) Local printer attached ta thiz computer
utomatically detect and inztall my Plug and Play printer
[] Automatically detect and install my P d Pl t

{3 & netwaork printer, or a printer attached to another computer

i To zet up a network, printer that is not attached to a print zerver,
\\) uze the "Local printer aphan.

[ ¢ Back ” M et = l[ Cancel

Step 6 Then select the port FILE: (Print to File).
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Add Printer Wizard

Select a Printer Port
Computers communicate with printers through parts.

Select the port pou want your printer ko uze. [F the port iz not lizted, pou can create a
newy port,

(%) Use the following port | [FITENE IR

Mate: Mozt computers uge the LPT1: port to communicate with a local printer.
The cannectar far this part should loak. zomething ke this:

"
E::é_\b A ——

() Create a new part:

[ < Back ” M ewt = ][ Cahcel ]

Step 7 In the Install Printer Software window, click Have Disk. In the resulting window,
click Browse to locate and select the ghostpdf.inf file.

The default location of the ghostscript.inf file is C:\Program Files\gs\[version]\lib.

Locate File

Lok, i |lﬂ likx V| G ? ® -
}ghostpdf

File name: ghostpdf.inf b | [ Open ]
Files of type:

Step 8 Click Open, and then OK. The Ghostscript PDF printer is displayed in the Printers
list. Then click Next.
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Add Printer Wizard

Step 9 In the Name Your Printer window, enter Sybase Datawindow PS in the Printer
Name field. You must enter this printer name exactly as indicated or the feature

Inztall Printer Software
The manufacturer and model determing which printer zoftware o uze.

i _"_k Select the manufacturer and model of vour printer. [F pour prinker came with an inztallation
- dizk, click Have Disk. [ paur printer iz nat listed, consult your printer dacumentation for

compatible printer zoftware.

Printers
Ghoztzoript PDF

Thiz driver iz not digitally signed! [ Wwindows Update l [ Hawe Disk... ]
Tell me why driver zigning is important

[ < Back “ Mest > |[ Cancel ]

will not work.

Add Printer Wizard

Mame ¥our Printer
You muzt azzign a name to thiz printer.

Type a name faor thiz printer. Becauze zome programs do not support prinker and server
name combinations of more than 31 characters, it iz best to keep the name as short az

poszible.

Printer name:
| Sybaze Datawindow P5|

Do wou want ta uze thiz printer as the detault prinker?

(i es
() Ma

[ < Back ” Mext » l[ Cancel ]

Installation Guide

Step 10 Finish using the Add Printer Wizard, selecting the appropriate options. The Sybase
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® Printers and Faxes

File Edit Miew Favorites Tools Help 1','

\_J} \_J l.’ﬁ; ,:\J Search i Folders v
fiddress |2 Prinkers and Faxes 1 | 3

. 1 -Step RoboFDF Adobe PDF
Printer Tasks ¢ : =
] Ready Ready

[3 Add a printer
# J Send afax

"'. EMG-01 on bigsur ‘c’:‘_'-“ ~ Fax

@ Opening

See Also 0 HP Deskjet 6500 Series Microsoft Office Document
. u} <y Image Writer
L?J Traubleshaat prinking = OFFline a

Ready

@) Get help with printing

"‘-».-r
) Mlcrnsu:uft #PS Document Writer Snaglk 9
i
Read\; Ready
Other Places
@ Control Panel ""f_ SUP 02 an bigsur . gyhase Datawindow
=y, Scanners and Cameras ODEI'IIHQ Ready

My D k

b (DIELITEN S Svbase Datawindow P35
(2} My Pictures y "".' o

i My Computer Ready

b

Installing Distributed IVR Servers (Optional)

Distributed IVR servers can be used to scale the system to more agents. The IVR or media
servers perform the functions of playing queued music, playing announcements, or self
service modules. Distributed IVR servers are managed by the main Contact Center Server,
which distributes the load between the multiple IVR/media servers if more than one server
is used. Hardware keys or dongles are not required for the distributed server. The
procedure is for standalone type installations only.

To install a distributed IVR server, on the IVR station machine:

Step 1 Install the Distributed Voice Server (DVS).

Note: A TAPI Application Server License is required for the DVS running the
distributed IVR server.

Step 2 Configure the route points that you will use as IVR ports. This is done on the
server where the route points for the Contact Center IRN’s are configured).

Step 3 Install Contact Center by clicking the setup.exe file in the ShoreTel Contact
Center IVR folder on the Installation CD. After installation, restart the Contact
Center Server (see section Installing the Contact Center Server on page 26).

Step 4 On the Contact Center Server, start ShoreWare Contact Center Director. Then

from the System entity < IVR Ports tab, add a new IVR Client. This process is
described in the Contact Center Administrator Guide.
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3.13 Specifying an External Location for Interaction
Data (Optional)

ShoreTel Contact Center provides interaction reports on inbound voice activity including
IRNs, IVR Port numbers, scripts played, and the agent that answered the call. By default,
interaction data is generated on your Contact Center Server, and then stored locally. If you
prefer to have the information stored on an external machine, you can specify an external
installation.

To specify an external location for interaction data:

Step 1 Click the setup.exe file in the Contact Center Server Setup folder > ShoreTel CCIR
folder. A Welcome screen appears. Click Next to continue.

iz ShoreTel CCIR - InstallShield Wizard
Welcome to the InstallShield Wizard for
ShoreTel CCIR

The Installshield(R) Wizard will install ShoreTel CCIR onyour
| computer, To continue, chick Nesxt,

MeARMING: This program is protected by copyright law and
international treaties.

< Back [ Next = ] [ Cancel

Step 2 You are asked to accept the terms of the license agreement. Then click Next.

Step 3 In the Destination Folder screen, click Next to keep the default destination and
continue the installation.

The default destination is C:\Program Files\ShoreTel\ShoreTel CCIR.

Alternatively, you can click Change to locate and select a different destination
folder, and then click Next.
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i ShoreTel CCIR. - InstallShield Wizard

Destination Folder

Click Mext ko install to this Folder, or click Change ko install to a different fal

G Install ShoreTel CCIR kos
C:Y\Program Files\ShaoreTel\ShoreTel CCIR),

[ < Back ]| Mext> [ Cancel ]

In the resulting screen, click Install to begin installation of the software.

i ShoreTel CCIR. - InstallShield Wizard

Ready to Install the Program

The wizard is ready ko begin installation,

Click Install bo begin the installation,

IF wou wank to review or change ary of vour installation settings, click Back, Click Cancel to
exit the wizard,

[ < Back “ Install ] [ Cancel ]

The setup process installs MySQL and the database structure. While the files are
being installed, a status bar shows the progress of the process.

In the resulting screen, click Finish to complete the installation process.

Create the ODBC connection to the external machine by choosing from the
Control Panel > Administrative Tool > Data Sources (ODBC) > System DSN tab >
c2g.
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&1 ODBC Data Source Administrator

User DSM  System DSM l File DSM ] Drivera] Tracing] Connection F'Du:uling] About l

Systemn D ata Sources:

upid_gco MuySAL ODBC ShoreT el Cantact Center Driver Canfigure...
upg_ecc_cfg MySOL ODBC ShoreT el Contact Center Driver
upg_ecc_new  MySCEL ODBC ShoreT el Contact Center Driver

M arme | Driver Add...
[c2g | MySGL ODBC ShoreT el Contact Center Driver

COM MySGQL ODEC 3.51 Driver Remowve

Ecc DataBaze MySOL ODBC ShoreT el Contact Center Diriver

An ODEC System data zource stores information about how to connect to
the indicated data provider. A Spstem data source iz visible to all users
or thiz machine, including MT services.

(] | Cancel Help

Step 7 Click Configure. Use the resulting dialog box to specify the connection
parameters. The Server IP address should be the IP address of the new external
CCIR server. You do not need a username or password. Make sure that you change
the port number from 4306 to 6306. Then click OK.

Step 8 Create the database connection in Contact Center by selecting from ShoreWare
Contact Center Director > the System entity > Interfaces tab > DB Connections
tab.

Step 9 Select New. In the Properties dialog box, specify the appropriate information for
the connection. You may want to name the new connection External C2G and
rename the existing C2G connection Internal C2G.

Additional information on the Properties dialog box can be found in the section
Configuring External Database Connections in the Contact Center Administrator
Guide.

Step 10 Identify the external location to store interaction data by selecting from
ShoreWare Contact Center Director > the System entity > Interfaces tab > CCIR
tab.

Step 11 From the Database Connection drop-down menu, select the external CCIR
connection. Specify the number of days to keep the records and the fields for
reporting. Then click Save.

Additional information can be found in the section Configuring Contact Center
Interaction Reports in the Contact Center Administrator Guide.
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Installing Contact Center in a Thin Client
Environment

You can install and configure ShoreWare Agent Toolbar in a server-based computing, or
thin client, environment. In this environment, all desktop applications are installed on a
server, and users access these applications from the server. Because the server performs all
the application processing, the user’s PC can be a terminal that has minimal processing
power and memory. Microsoft Windows Thin Client and Citrix are common examples of
thin client environments.

Of the Contact Center applications, only ShoreWare Agent Toolbar can be run from the
server in a thin client environment. The Contact Center Server must be run on the local
server; Contact Center supervisor applications can only be run on supervisor PCs.

Installing and Configuring Agent Toolbar in a Thin
Environment

To install Agent Toolbar in a thin environment, follow the regular installation procedures
described in the section Overview on page 23. However, you must install the software on
the client servers rather than on the agent PCs.

In a thin environment, because Agent Toolbar is not associated with a specific extension,
you need to change the shortcut for Agent Toolbar so that the agent is prompted for an
extension number during logon. To do so:

Step 1 From the Start menu, click Programs > ShoreTel > Contact Center >Agent
Toolbar, and then right-click Properties.

Step 2 In the dialog box, edit the Target field by adding ext=prompt at the end of the
string. The complete string should look like
C:\Program Files\ShoreTell\Contact Center\Agent\bin\
ShoreWareAgent.exe“ext=prompt”

Step 3 Click Apply. Agents will now have to enter an extension number in addition to
their ID and password.

Uninstalling Contact Center

The process for uninstalling Contact Center involves removing the server, the database
directories, and the client applications from your machine.

Note: When Contact Center is uninstalled, the database remains untouched. You can make
a copy of this database and store it elsewhere to access later, or you can delete the database
as part of the uninstall process.
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Uninstalling the Contact Center Server and Database
Directories

To uninstall the Contact Center server and database directories:

Step 1 From the Control Panel, select Add or Remove Programs.

Step 2 Select ShoreTel Contact Center Server Software, and then click the Change/
Remove button.
All server software components, excluding the database directory, are removed
from your system.

Step 3 Manually delete the database directory DbProvider from your system.

The directory is located on your system where Contact Center was previously
installed.

Your server is now ready for a new installation of Contact Center Server.

Uninstalling the Contact Center Client Applications

To uninstall the Contact Center client applications:

Step 1 From the Control Panel, select Add or Remove Programs.

Step 2 Select ShoreTel Contact Center Supervisor or ShoreTel Contact Center Agent,
and then click the Change/Remove button.
All client software components are removed from your system.

Your computer is now ready for a new installation of the Contact Center client
applications.
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Uninstalling Contact Center
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4.1

CHAPTER4

Intergrating Contact Center with

the ShoreTel System

Overview

The ShoreTel system and the ShoreTel Contact Center Solution connect by way of a
software interface in an IP network. This interface conforms to the industry-standard
Telephone Application Programming Interface (TAPI) and allows the system and
application to exchange call control information. It also allows interaction with audio play
files and can respond to a caller’s keypad input.

The ShoreTel system interfaces to Contact Center are:

* Destinations: Dialable extensions in the ShoreTel system configured as route points
that deliver calls to the Contact Center intelligent routing numbers (IRNs).

* IVR Ports: An interface between callers and interactive voice response (IVR) scripts,
which are configured as route points in the ShoreTel system. IVR ports support caller
interactions and connect a caller to music or announcements while the caller waits in a
queue.

* Agents: Normal extensions in the ShoreTel system that an agent has in a call center.
Agent extensions are monitored by Contact Center to make routing decisions and for
reporting.

e Trunks: Normal trunks in the ShoreTel system monitored by Contact Center to provide
reporting.

Integrating the ShoreTel Contact Center Solution with a ShoreTel system requires

ShoreWare 7.5 or later. This chapter assumes that you have successfully installed:

¢ ShoreWare Distributed Server software
¢ ShoreWare Contact Center Server software

In addition, the Contact Center Diagnostics Console must display green for the ACD, IVR,
and PBX LEDs, as explained in Chapter 3.
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The Integration Process

Once the Contact Center Server has been installed, you need to integrate Contact Center
with the ShoreTel system. This involves:

Setting up user groups
Identifying server route points
Specifying supervisor licenses
Setting up agent phones.

Setting up data sources used by ODBC connections.

A T i a

Preparing to use Contact Center Interaction Reports (CCIR) and Event Feeds
(Optional).

Integrating Contact Center with the ShoreTel system requires familiarity with ShoreTel
system requirements and administration. For more information, please review the ShoreTel
Planning and Installation Guide.

Setting Up User Groups

Setting up user groups is the first step in integrating Contact Center with the ShoreTel
system.

To setup a user group:
Step 1 Launch ShoreWare Director and log on as an administrator.

Step 2 In the navigation frame, click the Users > User Groups link. The User Groups

page appears.
Help
Add new
Telephony DID AS
Name Features Call Voice Mail SMDI Account Codes CESID
Account Code Service Minimally Festured Mo Restrictions Mo Wil Bioc: Mone  Disabled Wes
Anonymous . . .
Telephones tdinimally Featured Internal Only Mo hdail Bioc Mone  Disshbled ‘ez
Executives Fully Featured Mo Restrictions Larce hail Boc Mone  Disshbled ‘ez
House Telephones Minimally Featured Internal Only Mo Mail Bo: Mone  Dizabled Yes
IP Telephones tdinimally Featured Internal Only Mo hdail Bioc Mone  Disshbled ‘ez
Managers Partially Featured Mo Restrictions Medium Mail Box  Mone  Disabled Yes
Staff Partially Featured Long Distance Caling  Medium Mail Box  Mone Dizabled Yes
Woice Mail Hotification Minimally Fesatured Mo Restrictions Mo Mail Boz Mone  Disabled Yes

Step 3 Click Add new. The Edit User Groups page opens.
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User Groups e — — Detete Reset Help
Edit User Group
modify neu
Edit this record Refresh this page
Marne: |Hew User Group
COS - Telephony: [Fully Featured | Go to this Class of Service
COS - Call Permissions: [Internal oniy =| Go to this Class of Senice
COS - Woice Mail: Large Mail Box = | So to this Class of Service

¥ Send Caller ID as Caller's Emergency Service ldentification (CESID).
¥ Send DID as Caller's Emergency Senice ldentification (CESID).

Account Code Collection: |Disabled vl

¥ Show Call Manager users a list of account codes when dialing.

Outgoing Trunk Groups (Access Code): "' Analog Loop Start (9) [~
" Digital Loop Start (9)

[ Digital Wink Start (0

[” Shared PRI {9)

[ -
Simplified Message Desk Interface Mode: |Nune |
User Profile:
Toolbar 1: <Hone> ¥| Go to this Toolbar
Toolbar 2: <Hone> ¥ | o to this Toolbar
Toalbar 3: <Hone> ¥| GGo to this Toolbar

Step 4 Enter the following information in the page fields
® Name: This is a descriptive name of the group you are adding or editing.

® COS - Telephony: This is the telephony features permissions CoS associated
with the user group.

® (COS - Call Permissions: This is the call permissions CoS associated with the
user group.

® COS - Voice Mail: This is the voice mail permissions CoS record associated
with the user group.

® Simplified Message Desk Interface Mode: Select from None, External Voice
Mail, or ShoreTel Voice Mail. Select External Voice Mail if an application
server is functioning as a PBX for a legacy voice mail system. Select ShoreTel
Voice Malil if an application server is functioning as a voice mail server for a
legacy PBX.
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® Account Code Collection: Select from Disabled, Optional, or Forced account
code collection for the selected user group.

— Disabled—Account collection is not active for this group.

— Optional—Users are prompted to enter an account code. If no account
code is entered, the call is completed without account code records.

— Forced—Users must enter an account code for all calls outside the bounds
of the call permissions set for the user.

® Show Call Manager users a list of account codes when dialing: Enabling this
option allows Call Manager users to select an account code from the complete
list of account codes when prompted for an account code. Disable this feature if
you want to restricts the user’s knowledge of account codes.

® Send Caller ID as Caller’s Emergency Service Identification (CESID): The
caller ID configured on the User’s page is the telephone number sent to the
service provider when a user dials an emergency services number (e.g., 911 in
the U.S.). Default setting is checked on. If this option is not selected, the
outbound caller ID will be either the user’s DID or the site’s CESID.

® Send DID as Caller’s Emergency Service Identification (CESID): This is the
telephone number sent to the service provider when a user dials an emergency
services number (e.g., 911 in the U.S.) from their home phone. If this option is
not selected and Send Caller ID as Caller’s Emergency Service Identification
(CESID) is also not selected, the outbound caller ID will be the site’s CESID.

® OQutgoing Trunk Groups (Access Code): These are the trunk groups to which
this user group has access for outgoing calls.

Step 5 Click Save.

Step 6 Repeat steps 4-5 for each user group you need.

Identifying Server Route Points

Route points enable calls to be terminated and controlled by the Contact Center Server on
the ShoreTel network.

To identify server route points, you need to:

® (Create route points for Contact Center Intelligent Routing Numbers (IRNs)
® Create route points for Contact Center interactive voice response ports (IVRs)

An IRN is a route point for incoming calls that get directed to the Contact Center Server
Software. With these route points, Contact Center has complete access to call control
signalling (using TAPI) and the actual voice media stream (using TAPI and wave APIs).

ShoreTel Contact Center Server Software IVRs are used to transmit queue messages,
prompts, and music-on-hold to callers currently connected to Contact Center through the
ShoreTel system.
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4.4.1 Creating IRN Route Points

You must create a route point for each IRN port you plan to use.
To create a route point:
Step 1 Launch ShoreWare Director and log on as an administrator.

Step 2 In the navigation frame, click the Route Points link. The Route Points page
appears.

Help
Add new

Name Extension On-Hours Holiday Custom

CC-IVR1 4521

CCIVR2 4522

CC-IVR3 4523

CCIVR4 4524

CC-IWR5 4525

Sales-IRH 4520

Support-IRH 4900

Step 3 Click Add new. The Edit Route Point page opens.

Step 4 Enter the following information in the page fields
® Name. The descriptive name of the IRN route point, such as Sales_IRN.

® Extension. The extension number of the route point. Each route point
extension must be unique. Any calls sent to this extension are routed to a
corresponding IRN defined on the Contact Center Server.

® Backup Extension. The backup extension of the route point. If the route
point does not answer after the specified number of rings (for example, if
the server is unavailable or there is a network problem), the call is routed
to this extension. With this feature, you can configure backup call routing
in case of failures.

® User Group. From this drop-down menu, assign a user group to the route
point. Select the Executives User Group, which has the appropriate Class
of Service with full features.

® Route Point Server. From this drop-down menu, select the ShoreWare
Distributed Server on which the Contact Center Server software resides.

® Mailbox (server). Ensure that this check box is not selected.

® (Call Stack Depth. Set the Call Stack Depth to 30. With this feature, you can
specify the maximum number of simultaneous calls that can be stacked on
the route point extension. When this number is met, additional inbound
calls will be routed to the call forward busy destination.
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& Shorelel”

ShoreWare Director

Logoff Administrator

Administration

Users...

Trunks...

IP Phones...
Switches

Call Control

¥oice Mail...
Auto-attendant...
Workgroups
System Directory
Application Servers
Conference Bridges
Sites

System Parameters...

o]
o]

o]

o
o
o]
o]
o]
o]
o

Account Codes
Administrative
Permissions...
Batch Update Utility
BOOTP Server

Call Handling Mode
Defaults...

Contact Information
Rwr“?rﬁsﬂllﬁar{iue
Permissions...
Batch Update Utility
BOOTP Server

Call Handling Mode
Defaults...

Contact Information
Dialing Plan
Licenses...

Other

Route Points

ShMP

System Extensions

Preferences

Maintenance

Documentation

E;:theozglgtt)lsnt Hew | Copy | Save Delete Reset Help
* modified

[Edit this record ___________ EFPHNTIFEL

Marme: W

Extension: |482l]—

Backup Extension: W Search |

DID: | =l

DrIS: Edit DNIS Map |

User Group: [Executives =]

Route Paint Server: m

W tailbox (server) |ShoreDoc-HlJ vl “oice Mail Delivery and Matification

¥ Accept Broadeast Messages

W Include in Dial By Mame Directory
7 Make Mumnber Private

¥ Fax Redirect

Call Stack Depth:

I E—

Recorded Mame: Record | Playl Elasel Import |

Yoice Mail Password:

Confirrn: [*===

w On-Hours p Off-Hours ) Holiday p Custom
Schedule: <None> =| Edit this schedule
Call Handling:
Call Forward: © Always @ Mo AnswerBusy © Never
Always: @ Extension: [4101 - Voice Mail || Search |
CEaemal | (e.g 9+ (408)331-3300)
Busy: @ Extension: [4101 - Voice Mail | _Search |
CEaemal | (e.g 9+ (408)331-3300)
Mo Answer:

& Extension: [4101 - Vaice Mail Search |
CExternal: [ (e.g 9+1 (408) 331-3300)

Mo Angwer Mumber of Rings: |4
Mailbox:
Greeting: Record | Playl Eraze | Import |
Asgsistant: [4515 - Greta Garbo Search |

¥ Enable Message Motification
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Call Forward. These buttons enable you to specify when calls are
forwarded after the specified number of rings or when the call stack is full.
The conditions are Always, No Answer/Busy, and Never. Select No Answer/
Busy.

Busy Destination. When the No Answer/Busy call forward condition is
selected, calls are forwarded to this extension immediately if the user’ call
stack is full. You can also forward calls to an external number (access code
required).

No Answer Destination. When the No Answer/Busy call forward condition
is selected, calls are forwarded to this extension after the specified number
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of rings. You can also forward calls to an external number (access code

required).

® No Answer Number of Rings. When the No Answer/Busy call forward
condition is selected, this option specifies the number of times the phone
rings before the call is forwarded to the No Answer Destination.

Step 5 Click Save.

Step 6 Repeat steps 4-5 for each IRN and IVR port you plan to create in ShoreWare

Contact Center Director.

Step 7 Restart the Contact Center Server.

The Contact Center Server needs to be restarted whenever a new route point is

created.

4.4.2 Creating IVR Route Points

You must create a route point for each IVR port you plan to use.

IVRs are set up similarly to IRNs, with the main difference being that IRNs can have a call
stack of 16. With IVRs you must set up a route point for each IVR. There can be only one
IVR per caller connected to the system. In other words, there must be an IVR available for
every individual caller in the ShoreTel Contact Center queue. IVRs are not assigned to a
particular Call Group. For example, Sales and Customer Support do not require separate

IVRs. The IVRs can be used for both Sales and Customer Support.

To create an IVR route point:

Step 1 Launch ShoreWare Director and log on as an administrator.

Step 2 In the navigation frame, click the Route Points link. The Route Points page

appears.

Route Points

Add new

Hame

Extension On-Hours

Custom

CC-IVR1
CC-IVR2
CC-IVR3
CC-IVR4
CC-IVR5
Sales-IRH
Support-IRH

4521
4522
4523
4524
4525
4520
4900

Step 3 Click Add new. The Edit Route Point page opens.
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Specifying Supervisor Licenses

Step 4 Type the following parameters that appear on the Edit Route Point page.

Step 5

Step 6

Step 7

Name: Type a descriptive name of the IVR route point—such as IVR-01,
IVR-02, and so forth.

Extension: This is the extension number of the route point. Each route
point extension must be unique. No calls are dialed into IVR extensions.
The extensions are used only for calls originating from Contact Center
Server. ShoreTel recommends that you use extensions to help manage the
IVRs.

Backup Extension: This is the route point backup extension. If the route
point does not answer after the specified number of rings (for example, the
server is unavailable or the network has problem), the call is routed to this
extension. With this feature, you can configure backup call routing in case
of failures.

User Group: With this drop-down list, you can assign a user group to the
route point. Select Executives User Group, which has the appropriate Class
of Service with full features.

Route Point Server: Select the ShoreWare Distributed Server on which you
installed the ShoreTel Contact Center Server Software.

Mailbox (server): Ensure that this check box is not selected.

Call Stack Depth: Set the Call Stack Depth to 1. You cannot stack calls on
an IVR route point.

Call Forward: With these buttons, you can specify when calls are
forwarded after the specified number of rings or when the call stack is full.
The conditions are Always, No Answer/Busy, and Never. Select Never.

Click Save.

To configure another IVR route point, click Copy, and then type a new name
and extension for the new IVR route point.

Restart the Contact Center Server.

The Contact Center Server needs to be restarted whenever a new route point is
created.

Specifying Supervisor Licenses

In Contact Center 5.0 and above, supervisor licenses are registered on the server lock
device. Whether you use the dongle-less approach or continue to use license dongles, the
consumption of licenses is based on the supervisors who are logged on to the server. (Each
position requires a license.) The maximum number of supervisor licenses is 128.

ShoreWare Contact Center Director identifies the number of Full Supervisor (Full Visor)
and Monitor Supervisor (Monitor Only) licenses you have.

If you are using license dongles, note that:

® The system continues to work with a dongle at the supervisor’s position.

® In the License Viewer, all supervisor licensing fields indicate 0. Because of this,
keep a record of the supervisor dongles you are using.
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® The system automatically assigns the license the Monitor Supervisor permissions.
As needed, you can assign a supervisor Full Supervisor capabilities.

When you add a new dongle-less supervisor, the associated license type must be defined in
ShoreWare Contact Center Director. Each supervisor who logs on consumes a license of the
type that was assigned to the supervisor. An additional, undocumented, Full Supervisor
license is available on the server for support purposes by ShoreTel personnel.

To specify the number and types of supervisor licenses:

Step 1 From ShoreWare Contact Center Director, select the System entity >
Management tab.

Step 2 Click the Licensing tab (in the left-lower corner of the Management window).
Licenses other than supervisor roles are also identified in this window.

_E-':! :: ies  Tools Sort Window  Help ) -
(6O VRISETRAINESHE TR Q|

i | wiorking Times || Call Prafile ||E|| Misc. | IRPorts | Skils | Incomplete | Tagged Codes | Outbound || Internet |Management LB
|

Licensing Definition of Lock Device

Total concurrent Agents | 50 ‘ersion | ECC

| = e
| Incaming voice Agents | 50 Incoming Chat Agents |_5|j
l Warkforce Management | YES Email Agents | a0

! Outbound Yoice Agents
‘ Progressive Dial-List Agents
|

| VR Ports | 50
l Feripherals E
Full ¥isors Manitor Only

Interaction Repots(CCIR) | YES |

|
‘ Mumber of RTA Connections Ijl
|

| Licensing | DB Backup ii Alerts || Printer Account |

Step 3 Enter the number of supervisors in the box for each license type. The total
number you enter cannot exceed the number of purchased supervisor licenses
of each type.

Step 4 Click Save.
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Setting Up Agent Phones

ShoreTel Contact Center Solution supports agent positions based on phone only. Agents
using phones can perform only the following Automatic Call Distribution (ACD)
management activities:

® Logon to, and log off from, primary groups
® Release
® Resume

When phone-only agents are logged on, they receive calls as defined by the routing policy
and are monitored as regular agents by the ShoreWare Supervisor applications.

To set up the Phone-Only agent positions in ShoreWare Contact Center Director:

® Define four specific Intelligent Routing Numbers (IRNs) in ShoreWare Contact
Center Director. Each IRN will have a default destination or a predefined ACD
interactive vice response (IVR) Script.

The ACD actions are performed by dialing the IRN Dial Number and following the
instructions.

Setting up Data Sources used by ODBC
Connections

The Contact Center system uses information from an external database to direct the
routing of calls, in call control scripts, in dial lists, and for other functions. The system
relies on Open Database Connectivity (ODBC) to support the API for accessing external
databases.

Part of the process of configuring an external database connection is to set up the data
sources used by your ODBC Connections. Refer to the section Configuring External
Database Connections in the Contact Center Administrator Guide for details.

Preparing to use CCIR and Event Feeds
(Optiona

ShoreTel Contact Center Interaction Reports (CCIR) and Event Feeds provide additional
data on call center activities.

CCIR reports on inbound voice activity including IRNs, IVR Port numbers, scripts played,
and the agent that answered the call. If your organization plans to use CCIR, you need to
do the following:

1. Contact the ShoreTel Developer Network to receive documentation on the database
schema and support on creating these reports.

2. By default, interaction data is generated on your Contact Center Server, and then
stored locally. If you prefer to have the information stored on an external machine,
you can specify an external installation. See the section Specifying an External
Location for Interaction Data (Optional) on page 43 for details.
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3. Using ShoreWare Contact Center Director, identify the external database connection
containing date on your inbound voice activity. Refer to Chapter 4 of the Contact
Center Administrator Guide. Note that the default ODBC connector is 6306.

4. Specify the CCIR parameters using ShoreWare Contact Center Director, as
explained in the Contact Center Administrator Guide in Chapter 4.

Event feeds allow your organization to access information, through the implementation of
an API, on agent and group activity using third-party applications. If your organization
plans to use event feeds, you need to do the following:

1. Contact the ShoreTel Developer Network to receive documentation and support on
the APIs.

2. Using ShoreWare Contact Center Director, determine the number of connections
you need. See the Contact Center Administrator Guide for details.

3. Identify the port and event feed properties using ShoreWare Contact Center
Director. This process is explained in the Contact Center Administrator Guide.
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CHAPTER5

Testing Contact Center

Overview

After you have configured Contact Center you need to test the system to ensure that
Contact Center is installed properly and operating correctly. This involves creating the
basic components of the system using ShoreWare Director and ShoreWare Contact Center
Director, and then verifying that calls are being received and routed correctly. For detailed
information on using ShoreWare Contact Center Director, refer to the Contact Center
Administrator Guide.

The process of testing Contact Center involves:
1. Create a supervisor

Add an agent

Configure an agent group

Create an IRN

Configure an IVR port

Verify that your call center can receive calls.

N s W

Verify that an inbound call reaches an agent.

Creating a Supervisor

Supervisors are responsible for specific groups of agents. They monitor agent performance
and call center activities. Each supervisor is assigned authorization attributes that allow or
prevent access to system operations.

To create a supervisor:

Step 1 From ShoreWare Contact Center Director, select the Supervisors entity.

Step 2 Click New (in the lower-left corner of the window). The New Supervisor
Wizard opens.

Step 3 Enter the supervisor’s name and password.

Step 4 If this person is already in the system as an agent, select the name from the
Agent Name drop-down menu.

Step 5 In the Supervisor Permissions area, select the appropriate permissions for the
supervisor. These permissions are
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New Supervisor Details

Enter Name, Password, Permissions and Agent D if
requried.
Fress Finish to complete.

Pazzuwvord

Aggert MName |t ot an agert ) v |
Licenze Type [Full wisar v|
Alert Type [ v

Supenisor Permissions
CJ Supervizor Administrator
() Entity Administrator
(%) Ertity Manitoring

|:| Can viewy Agent Manager
|:| Can viewy Cortact Center Reports
|:| Can administrate Reader Board

I Finizh H Cancel ” Help I

Creating a Supervisor

Supervisor Administrator. Can access and modify all system entities.

Entity Administrator. Can access and modify all system entities, except for

supervisor details.

Entity Monitoring. Limited access to supervisor and wallboard
administration. To configure a supervisor with Entity Monitoring level
access, the following check boxes must be configured according to the

functionality that you want to assign to the supervisor

— Can View Agent Manager Can view and update real-time data in

ShoreWare Agent Manager.

— Can View Contact Center Reports. Can view and update historical

data in ShoreWare Contact Center Reports.

— Can Administrate Reader Board. Can modify wallboard scenarios.

Step 6 Click Finish.
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Agents handle contacts routed to them by the ShoreTel Contact Center Solution. Each
agent is equipped with a telephone, and begins work by logging on to the system.

To add an agent:

Step 1 From ShoreWare Contact Center Director, select the Agents entity.

Step 2 From the Agents configuration window, click the Agents tab (in the bottom left
corner of the window), and then click New.

I8 ShoreWare Contact Center Director - [Agents]

EBX

Entities  Tools Sort  Window Help _|F|X| - 8 X
i [ i3
N Do A Dn M e b ol d = — =
GOV BT ETHOWE S = ME BER @
Name Number Agent : Agent 1
2112 Details | Graups | Skills
Agert 2 21149 "
o Matme Agent Board  |{ kot defined ) v
Agent 3 2139
Mumber Pazsword
Agert 4 2135
Clazz of Service |Advanced L |
Agent 5 242
Perzonal Email Username FM21 12
Agert 6 2143
Perzonal Email Passiword
Agent 7 37
Agert 8 113 |:| Auto Ansvweer on Incoming AC0 Yoice Calls
Call Selection Strategy
Group Selget
(3 by Group List Order
O by &ll Groups
Oby TSF
Call Select
Primary Bule D Secondary Rule
@ by Longest Watt Time O by Longest Wit Time
Quick Search | () by Priority QO by Pricrity
O by Best Skill Fit O by Best Skl Fit
Agents | COS

&l = ()
’ MNewy ]mete]

Ready

Step 3 In the New Agent Details window, enter the name, number, and password of

the new agent in the appropriate fields, and then click Next.

New Agent Details

Enter Name, unique Mumber {0} and Password of the new agent.

FPress MNext to complete.

Marre ||
Murnber |
Password |

Mext :>>I Cancel | Help |
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Step 4 In the New Agent Call Answer Strategy window, click Finish to accept the
default settings. You can change these settings later. The new agent appears in
the agents list.

New Agent Call Answer Strategy

Select the appropriate Call Answer Strategy for the new agent.
Fress Finish to complete.

Sroun Select Call Select

* by Group List Order {* by Longest Wit Time
by Al Groups T~ by Prictity

" by TSF by Best Skill Fit

Cancel | Help |

<< Back |

Configuring an Agent Group

Agent groups form specialized units that receive and place calls. A group is a destination of
the service entity in ShoreTel Contact Center Solution. Calls delivered to the group are
presented to the most appropriate agent according to the specified routing policy.

A service defines how a call is processed. Every incoming call to the call center is assigned
to a specific service, such as sales of specific products, banking services, or travel agency
services, and so on.

The process of configuring agent groups involves:
1. Creating a group
2. Adding agents to the group

3. Assigning services to the group

Creating a Group
To create a group:
Step 1 From ShoreWare Contact Center Director, select the Groups entity.

Step 2 In the Groups configuration window, click New (in the lower-left corner of the
window).
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E& ShoreWare Contact Center Director - [Groups]

Entities  Tools  Sort Window  Help - 8 x
G OVRISETRINEF HNE 8D
EimE A Growp: GACD_Sales
Details | Agents | Threshalds | Staffing
GACD_S rt
S — GACD_Sales |

GACD_Third ey

Capabilities
GChat_=Zales

C)Emaﬂumy
GChat_Suppott
GChat Third @ Yoice and ather capshilties
Ghail_Sales - Chat Callback Progressive Disl-Lists
Ghail_Support ..

Statistics
Ghdail_Thirel

- Target Average Speed of Anzwer [(ASA) TeC
GOACD _Sales
GOACD_Support Max ACD Talk Time B
GOACD Third Shart Callz Threshald sec
Memie Group Interval Time min
Service Time Intervalzs (STI), sec
o - 10 - 20 - 30 - 40 - 50 - .
ik Search @ jo - | |- | |- | |- | |- | |- [
TN

| New || Delete | Save Undo

Ready

Step 3 In the New Group Details window, enter a name for the group. For example,
Sales Group.

Mew Group Wizard

New Group Details

Enter a unigue Mame for the new group.

Fress Finish to complete.

I Finish H Cancel ” Help ]

Step 4 Click Finish.
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5.4.2 Add an Agent to the Group

To add an agent to the group:
Step 1 From ShoreWare Contact Center Director, select the Groups entity.
Step 2 Select the group to which you want to add agents.

Step 3 Click the Agents tab.

E& ShoreWare Contact Center Director - [Groups] |’._||’E|rg|
Entities  Tools  Sort  ‘Window Help - O x
GOVRIETRIMNBEFMNE R D
Name Groug: ACD Group 1
Details | Agents |Thresho|ds Staffing
ACD Group 2 .
P Group's Agents Awailable Agents

ACD Group 3

ACD Group 4 Order MName Humber Name Number

Chat_Ssles 1 Agent 1 2112 Agent 2 2113

Chat_Support Agent 3 2139

Chat_Tech e El g gent 4 2138

Email_Sales Agert 5 2142

Email _Suppart Agent 6 2143

Email_Tech Agert 7 2137

Graup 11 Agert & 2113

Guick Search Cluick Search
Guick Search | 0 rowvis) selected. 0 rowis) selected.
| 1 ) =)
’ ey ” Delete ]

Ready

Step 4 Select an agent from the list that you want to add to the group, and then click
Add.

Step 5 Click Save.

5.4.3 Assigning a Service to the Group
To assign a service to the group:
Step 1 From ShoreWare Contact Center Director, select the Services entity.

Step 2 In the Service configuration window, click New (in the lower-left corner of the
window).
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- [Services]

|6 &V &

PETRAIMNES+HE BE| Q|

ACD Service 2

ACD Service 3

ACD Service 4
ChatService_Sales
ChatZervice_Suppoart
ChatService_Tech
EmailService_Sales
Etnailzervice_Support

EmsilService_Tech

Quick Search I

Senice: ACD Service 1

al

Details |Ann. Plan || Destination || Overflow || Interflow || Mo Agents || Callhacks || Abandaned

Mame P.CD Service 1 |

Agent Selection Critera Capabilities

O Longest idle agent D Ermai

{5} Terminal

(O Circular () Woice, Chat [ chat Enabled

() Best Skill Fit
O Longest idle agent Time Out
OTerminaI Wirap-Lp Time 2ok
{9 Circular

Faorced Release Timeout 20 ZBC
Music Source (Mot Defined)  w

Save Undo

Step 3 In the New Service Details window, use the default options, except for the

following

Hew Service Wizard

New Service Details
Enter Mame, Agent Search Criteria and Default Destination Group.

Fress Finish to complete.

RET]

Agent Selection Criteria Capabilities

@ Longfest idle agent O Email

O Terminal

() Circular (%) voice, Chat [] chat Enabled

() Best Skill Fit
O Longest idle agent Time Out
P e Wap-Lp Time zec
@ Circular

Forced Release Timeout L

Muzic Source (Mot Defined) s«

Default Destination Graup |

|

|_Finish_| | cancel | [ Help |
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5.5

[ ShoreWare Contact Centar Director - [IRN]

Step 4

Creating an IRN

Name. The name of the service, for example Sales_Service.

Music Source. The system connects a call waiting in queue to a music source.

Select CC Script from the drop-down menu and then Sample Music from the

resulting adjacent drop-down menu.

Click Finish.

Creating an IRN

IRNs are used as entry points to the routing system. Each IRN can be used to define rules
for routing the incoming call to various destinations, including services. These rules can
also update the call profile, including the call’s priority and defining the skills required by

the call.

To create an IRN:

Default Destination Group: From the drop-down menu, select the group you
created previously (i.e., Sales Group).

Step 1 From ShoreWare Contact Center Director, select the IRN entity.

The IRN configuration window appears.

=1

@@ B To Heln _..L...!— = .’.'E.j

[ & mw&a& fwwwuaw?%ﬁal@@lal
| | Default Destination ~ | [RN; 132
, it Login Details | Call Profile | Skills | Destination |

153 CC Script  |Logout
| i e R (09
154 CC Script  [Releasze
| 5= Service  |ACD Service 1

- - [ Email Accaurt | w

156 CC Soript |Login
| =7 Service  |[ACD Service 2
| |hss Service  |ACD Service 3
| B " . .

159 Serviea 40D Service 4 Route directly to Default Destination
| 150 CC Script_[Sampls First Ann. Domam Rauting Customer Routing
| [] Route by AN Domains [] Route by caller ID
| |[161 CC Script  [TestVRInterflow
| > R |:| Criomain routing precedes |:| Use Call Control Script (CCST1to collect Customer 1D

162 CCScript  [TestVRApplication il |

W
ek Esaran l o || Caller-ID for Callback calls | |
| ¥
| - - >
| [ ey ][ Delete J Save Unda
lReady
Step 2 Click New (in the lower-left corner of the window).
In the New IRN Details window, use the default options, except for the
following:
®
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New IRN Details
Enter RN Dial Mumber, Default Destination, and routing policy.

Fress Finish to complete.

IR (0-3)
|:| Email Account L
Default Destination w

Foute directly to Default Destinstion

Domain Routing Customer Routing
[ Route by &8 Domsins [ Route by Caller I
|:| Darmain routing precedes |:| Uze Call Contral Script (CCS) ta collect Custamer ID

customer routing
W

I Finish H Cancel ” Help l

® IRN. The extension for the group.

® Default Destination. Select Service from the drop-down list, and then
select the group for the extension.

Step 3 Click Route directly to Default Destination.

Step 4 Click Finish.

5.6 Configuring an IVR Port

The IVR subsystem in the Contact Center performs various activities including auto-
attendant services, announcements, outbound generation of calls, and interactive
operations with the caller. IVR ports are first configured as Route Points in ShoreWare
Director.

To configure an IVR Port:
Step 1 From ShoreWare Contact Center Director, select System entity > IVR Ports tab.

Step 2 In the IVR Ports window, click New (below the Servers list). Then enter the
name of the distributed server.

Step 3 Click New Range (below the Ports list). Enter the dial numbers created in
ShoreTel Director, starting with channel 1.
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i5% ShoreWare Contact Center Director - [System]

@Enr,rie-j Tools Sort Window Help

6 VRIS ETHOINES % HNE BB O

| Working Times " Zall Profile ||E|| Misc, | IVR Ports |Skills || Incomplete || Tagged Codes ||E,I e

Semers Pors

Client Dial Humher
165

166
167
166
1688
170
171
172
173
174
175

Mew Delete [ Mew ” Mew range. .. J [ Delete J

Save Lndao

IRead';-' A

Step 4 Click Save.

Verify that the contact center can receive calls

5.6.1 Verifying the Call Center Can Receive Calls

Once you have created the basic components of Contact Center, you need to verify that
your call center can receive calls.

To verify that the call center can receive calls:
® Dial one of the Contact Center extensions.

You will hear a message from Contact Center. Because no agents are logged on
and no call handling has been applied, the call will not reach an agent.
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5.7 Verifying an Inbound Call Reaches an Agent

To verify that an inbound call reaches an agent, you need to:
1. Log on to Contact Center as an agent.

2. Call into the system.

5.7.1 Logging on as an Agent
To log on as an agent:
Step 1 Launch ShoreWare Agent Toolbar.
Step 2 In the ShoreWare Agent Toolbar Logon window, specify your Agent ID,

password, and Extension (which should be filled in by default), and then click
OK.

ShoreWare Agent Toolbar Logon

Agent IC: |2112
Password: | kb

Extension: |

[a] 4 | Settings... Cancel

Once connected to the server, Agent Toolbar opens.

B3 ShoreWare Agent Toolbar E|@|PZ|

o
)

5.7.2 Calling into the System

To call into the system:

® From a phone not associated with Contact Center, dial the extension of the group
of which the agent is a member.

The call will be sent directly to an agent logged on to a workgroup. ShoreWare
Agent Toolbar changes from green to yellow, and the phone rings.
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CHAPTERé

Upgrading, Maintaining, and

Troubleshooting Contact Center

6.1 Upgrading Contact Center

Upgrading from a previous version of Contact Center is similar to the installation process.
However, there are a few things you need to be aware of:

Contact Center 6

You can directly upgrade to Contact Center 6 from Contact Center 5 or 5.1.

If you are upgrading from Contact Center Server 5 to 6, you need to also upgrade
your agents to ShoreWare Agent Toolbar 6. Any attempts to run ShoreWare Agent
Toolbar 5 using the Contact Center 6 server results in an application error.

For upgrades from Contact Center Server 5.1 to 6, you may need to upgrade your
agents to ShoreWare Agent Toolbar 6. If an upgrade is required, agents receive a
system message when logging into Agent Toolbar.

Windows Server 2008 32-bit support for ShoreTel Contact Center is now available
for existing Contact Center systems. This means that if you are running Contact
Center on Windows Server 2003, you can now upgrade to Windows Server 2008.

However, you do need to uninstall the ShoreTel platform before upgrading to
Windows 2008, and then reinstall the ShoreTel platform. Refer to the ShoreTel
Planning and Installation guide for specific instructions.

It is now mandatory for supervisors to use a password to log into Contact Center
applications. If any of your supervisor accounts do not have specified passwords,
you must edit the account to include a password. These passwords are now
casesensitive.

Supervisor accounts are created, and edited, using ShoreWare Contact Center
Director. Refer to the Contact Center Administrator Guide for details.

You must manually backup and then reinstall any custom files you have saved in
the ShoreWare Contact Center directory (such as reports, IVR prompts, and
databases). These files are deleted during the upgrade process.

If you plan to upgrade Contact Center supervisor applications using the active
directory push method, Java 6 or higher must be installed on supervisor PCs.
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® For previously saved historical reports containing fields removed in Contact Center
6, the report is automatically updated to no longer include these fields. Reports
made up entirely of removed fields are displayed without data.

If a report includes user-defined formulas utilizing removed fields, the formula is
automatically deleted from the system and the report updated to no longer include
the formula, when upgrading to Contact Center 6. Your users can avoid this
situation by editing their formulas so that they do not include removed fields,
before upgrading to Contact Center 6.

Upgrading the Contact Center Server

If you choose to migrate to the dongle-less supervisor approach (as described in the section
on Licensing on page 11), the server’s dongle is updated with the total number of
supervisor licenses. If you want to continue using dongles and increase the number of
licenses, you can buy more license dongles from ShoreTel Customer Service.

To upgrade the Contact Center Server:

Step 1 Insert the ShoreTel Contact Center Solution Installation CD. In the CD’s ShoreTel
Contact Center Server folder, click the setup.exe file.

Step 2 Follow the instructions in the section Installing the Contact Center Server on page
27.

Upgrade Methods for Client Applications

The Contact Center client applications (i.e. the supervisor applications and ShoreWare
Agent Toolbar) can be upgraded either manually or through the active directory push
method that uses the Microsoft Installer (MSI). Manual installation involves using the
ShoreTel Contact Center Solution DVD and installing the software on each individual PC.

The active directory installation method simplifies deployments and reduces administrative
costs. Contact Center is configured, using the Windows Group Policy Object (GPO), to
automatically push from the server to all computers in your call center. You must have Java
installed on your supervisor machines for the Contact Center supervisor applications to
work after installation using the active directory method; and network connectivity is
required during the installation process. To enable the active directory installation method,
follow the instructions provided by MSI.

To manually upgrade the Contact Center Client applications:
Step 1 Insert the ShoreTel Contact Center Solution Installation CD.

Step 2 From the ShoreTel Contact Center Supervisor folder for supervisor applications, or
from ShoreTel Contact Center Agent folder for ShoreWare Agent Toolbar, click the
setup.exe file.

Step 3 For supervisor applications, follow the instructions in the section Manually
Installing the Contact Center Supervisor Applications on page 31. For ShoreWare
Agent Toolbar, refer to the section Manually Installing ShoreWare Agent Toolbar
on page 35 for the additional steps to follow.

Note: You can only upgrade applications already installed on a PC. This means that
if the computer only has ShoreWare Agent Toolbar installed, you cannot upgrade
supervisor applications on that PC.
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Updating Your Contact Center Licenses
Updates to your Contact Center licenses involves applying a new License Key file, provided
by ShoreTel, to the system.

To update Contact Center licenses:

Step 1 Shut down the Contact Center Server service from the Windows desktop by
choosing from the Start menu > Programs > Administrative Tools > Services, and

then click Stop the Service.

5, Services (Local)

ShoreTel Contact Center Server

Stop the service
Restart the service

Step 2 Copy the new License Key file (.cif) to the server’s \bin directory located in the
product root folder (by default d:\\ShoreTel\Contact Center server\bin).

The system automatically updates the license keys on the dongle, and then deletes
the copy of the new License Key file (.cif) from the server.

Step 3 Restart the Contact Center Server service.

Step 4 Check that the changes to your Contact Center licenses have been propogated
throughout the entire system from Contact Center Director > System entity >

Management tab > Licensing tab.

If the licenseing changes do not appear in Contact Center Director:

Step 1 Launch the Contact Center License Viewer from the Windows desktop by
choosing Start menu > Programs > ShoreTel > Contact Center > License

Viewer. The License Viewer appears.

&|License Viewer - [Key Contents:1 []]
F@l Lock Device  Help L

TE8=
Salution Type: | j =
Plug Type | Monitor |

Server Quotas] Server Permissions  Yisor Permissions ] Ext. .ﬁpplications]

Licensesz

7

<

i

Director Enable
Hiztorical Beportz Enabled
Wwall Board Director Enabled

-
1| ’

LM

-
-
r

JFor Help, press F1
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Step 2 The message Lock Device Read Successfully appears. Click OK.

Step 3 Record the alpha-numeric License Key serial number that appears in square
brackets beside Key Contents (eg. [1A2B 3C4D] ).

Step 4 Identify and record the Contact Center build number by choosing from the Help
menu > About.

Step 5 Contact ShoreTel TAC at 1-800-742-2348 for assistance. Have available the new
License Key file, the License Key file serial number, and the Contact Center build
number.

Backing Up Contact Center

Backing up your Contact Center system is an important part of server maintenance.
Regular backups ensure that in the event of a server or application failure, the downtime
and data loss experienced by your call center is kept to a minimum. The location and
handling of your backups should follow your organization's business continuity policies
for mission critical systems. It is recommended that you keep a copy off-site to ensure
availability of all database backups.

The folders and files listed here are critical components of your Contact Center
configuration. By default, all of these components can be found on the server in
C:\Program Files\ShoreTel\Contact Center Server\; your installation path may vary.

In addition, your particular configuration may include components that are critical to the
system, but are not part of Contact Center. These can include ODBC settings or local
Microsoft Access files required by Contact Center for database integrations. Make sure you
back up these components as well, according to the manufacturer's specifications.

® Agent Configurations (C:\Program Files\ShoreTel\Contact Center Server\Agents) -
This folder contains all configurations for Agent Toolbar. This folder is crucial if
you have any screenpop configurations.

® Active Database (C:\Program Files\ShoreTel\Contact Center
Server\DBProvider\data\ecc) - This folder contains the active Contact Center
database. These files should not be touched or backed up while the Contact Center
MySQL service is running. Doing so can corrupt the database or cause a service
outage.

® VR Voice\Wave Files (C:\Program Files\ShoreTel\Contact Center Server\I[VR) - All
of the sound files for the Contact Center IVR applications and announcement plans
reside in this folder. This includes both custom files and the default language files
included with Contact Center.

® FEmail Index (C:\Program Files\ShoreTel\Contact Center Server\bin\EMAILS.DAT) -
If your Contact Center system is configured for email routing, this file contains the
index of all of email currently downloaded by Contact Center.

® Email Storage (C:\Program Files\ShoreTel\Contact Center
Server\Storage\Erstorage) - If your Contact Center system is configured for email
routing, this folder contains the individual downloaded email files.

® Database Backup (C:\Program Files\ShoreTel\Contact Center Server\backup) -
Contact Center automatically backs up its database to this folder by default. The
backup folder contains the entire contents of the data directory in the following
format:
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xYYYY-MM-DD-hh-mm, where
— x - This value will indicate the type of backup that was made
—d - Daily
— m - Monthly
— w - Weekly
— ¢ - Configuration only backup
— 1n - Now; On-demand backup from Contact Center Director
— YYYY - The full 4 digit year
— MM - Two digit month
— DD - Two digit year
— hh - Hour of backup completion
— mm - Minute of backup completion

The Contact Center database can be backed up either automatically or manually. You
should use an automatic backup application to backup the other critical components.

Automatically Backing Up Contact Center

The Contact Center system automatically backs up its database at 22:00 server time every
night. By default, the database is backed up to the folder C:\Program Files\ShoreTel\Contact
Center Server\backup. Using ShoreWare Contact Center Director, you can change the
location of the database backups, the time and date of the execution, and the number of
generations kept, and generate a backup log. Refer to Chapter 4 of the Contact Center
Administration Guide for information.

Your backup application should automatically backup the following critical components:
from their respective directories:

® Agent Configurations

® IVR Voice\Wave Files

® Email Index (if applicable to your configuration)
® Email Storage (if applicable to your configuration)
® Database Backup

It is recommended that you automatically backup these components on a similar schedule
to the settings in Contact Center. For example, if Contact Center is backing up its database
every night at 22:00, your backup application should pick up these files a minimum of two
hours later. All automatic backups should be scheduled for off-peak times for minimumm
impact to Contact Center functionality, since it adds an additional load on the system.

Manually Backing Up the Contact Center Database

Contact Center is capable of performing on-demand backups of its entire database
(configuration and historical database). Manual backups should be performed before any
major changes are done to the system, like upgrading to a newer version of Contact Center,
to ensure that the system can be rolled back without any data loss. Manual backups should
be done during off-peak hours, as it puts a load on the Contact Center database.
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Contact Center can also export its existing configuration, without historical data, to a
separate database. This kind of backup is usually done in conjunction with ShoreTel
support for lab work and troubleshooting, since the configuration database is usually
significantly smaller than the full database.

Details on manually backing up the Contact Center Database are in Chapter 4 of the
Contact Center Administration Guide.

Restoring Contact Center

With proper backups, the Contact Center system can be restored from simple issues such
as configuration mistakes, to rebuilding the system from scratch in the case of catastrophic
server failure.

You can restore either individual components of Contact Center, or restore the entire
system.

Restoring Contact Center Components

If individual files are configured incorrectly or damaged, you need to only restore the
specific component.

Restoring Agent Configurations

To restore the agent configuration etas.ini files, all agents must exit Agent Toolbar and be
logged out of the Contact Center system.

To restore agent configurations:

Step 1 Copy the backup of the Agent folder to C:\Program Files\ShoreTel\Contact Center
Server \Agents.

Step 2 Overwrite any existing files.

Agents can now log back into Agent Toolbar; the system uses the newly restored
files for their configurations.

Restoring IVR\Wave Files
The IVR\Wave files can be replaced at any time, even when the server is operational.
To restore an IVR\Wave file:

® Copy the backup files to located in C:\Program Files\ShoreTel\Contact Center
Server\IVR.

The next call to access an IVR or Wave file uses the newly restored file.

Restoring the Database

Restoring the Contact Center database requires shutting down the server, and so should be
done during non-business hours if at all possible. For emergency restoration, all agents
should be logged out and incoming calls should be rerouted to alternate destinations until
you can ensure that the restoration has been completed successfully. In the event of a
database failure or corruption, keep the defective database in case it is required by ShoreTel
TAC.
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To restore the Contact Center database:
Step 1 Stop the ShoreTel Contact Center service.
Step 2 Stop the ShoreTel-MySQLCC service.

Step 3 Locate the database you want to restore.

In Contact Center 5.0 and later, the database is located in the folder
C:\ShoreTel\Contact Center Server\backup\.>d/w/n>>YYY-MM-DD-hh-mm>\Data.

Step 4 Copy and rename the C:Program Files\ShoreTel\Contact Center
Server\DBProvider\Data folder. This ensures that you have a backup copy of this
directory if needed.

Step 5 Copy the entire >d/w/n>>YYY-MM-DD-hh-mm>\Data folder into the
C:\ShoreTel\Contact Center Server\DBProvider folder.

The files in \Data folder are replaced with the current database files.
Step 6 Restart the ShoreTel-MySQLCC service.
Step 7 Restart the ShoreTel Contact Center service.

Step 8 Ensure that the restored data is available.

You can check that the restored data is being used by running a report or by
launching ShoreWare Contact Center Director and viewing your system
information.

Restoring the Entire Contact Center System

You should restore the entire Contact Center system in cases of catastrophic hardware or
software failure. If you have a hardware failure, the new server will need to meet the system
requirements of required by Contact Center and must have the same IP address as the
failed server. Refer to Chapter 2 for these hardware requirements.

The newly installed replacement server must be brought up to the level of a new
installation. This means installing Contact Center and the Distributed Voicemail Software.
The version of the Contact Center software needs to match the previously installed version,
even if a newer version is available. This ensures that Contact Center can be put back into a
functioning state before an upgrade is attempted. For help with a basic installation of
Contact Center, see Chapter 3.

To restore the Contact Center System:

Step 1 Restore the database, as explained in the section Restoring the Database on page
75.

Step 2 Restore agent configurations. See the section Restoring Agent Configurations on
page 75 for details.

Step 3 Restore the IVR/Wave files, as detailed in the section Restoring IVR\Wave Files on
page 75.
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Step 4 (Optional) Restore data on email by copying the backup of the email index to
C:\Program Files\ShoreTel\Contact Center Server\bin, and the backup of the email
storage to C:\Program Files\ShoreTel\Contact Center Server\Storage.

Step 5 Restart Contact Center and verify restoration of configuration and historical
reporting data.

Moving the Contact Center Installation to a New Server
Partition

Scenario: Contact Center is installed on a server partition that is running out of space. You
would like to move the Contact Center installation to a new partition on the same server.

Resolution:

Step 1 Shut down Contact Center and the MySQL services.

Step 2 Copy the /DbProvider/data folder to a backup location.

Step 3 Uninstall Contact Center, and then reboot the server.

Step 4 Delete the Contact Center Server folder on the server.

Step 5 Reinstall Contact Center on the correct partition, and then reboot the server.
Step 6 Shut down Contact Center and the MySQL services.

Step 7 Overwrite the /DbProvider/data folder with the backup copy from the previous
installation.

Step 8 Restart Contact Center and the MySQL services.

Troubleshooting Contact Center

This section provides information on problems or errors you may encounter when
installing and using ShoreTel Contact Center.

Error 1720

Error 1720: There is a problem with this Windows Installer Package. A script required for
this install to complete could not be run. Contact your support personnel or package
vendor.

Scenario: Windows Server 2008 is attempting to install Contact Center. The error appears
during the Contact Center installation process, when the installer is creating the database
schema.

Resolution: In the Windows Control Panel, turn on the Windows firewall. You are
prompted to start the firewall service, click Yes. Then turn off the Windows firewall; if you
leave the firewall on, the server cannot find the license dongle.
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6.4.2 TMS or DTAS Error

Scenario: If a TMS or DTAS error occurs, Contact Center automatically logs out all agents
from ShoreWare Agent Toolbar and the system.

Resolution: You must manually restart Contact Center in order to ensure correct call
routing after the error, and to enable your agents to log back onto the system.
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APPENDIXA

Installation Worksheets

A.1 Overview

To simplify the installation process, use the attached worksheets.

A.2 Site General Information

Site Name
Address

A.3 Contacts

# Name Title Phone #1 Phone #2

Email

A.4 About the Company

A.5 Network Information

Server Type \ersion

ShoreTel Contact
Center Server IP

Backup Information
Backup Location Schedule

Contact Center 6

79



Installation Guide Installation Worksheets

A.6 ShoreWare Agent Manager Computers

Computer Name Type Full/Monitor  |OS (NT/2K/XP/Vista) |Comments
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A.7 ShoreWare Agent Computers

Installation Guide

Computer Name

Type Full/Monitor
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Glossary

Agent: Agents handle contacts routed to them by the ShoreTel Contact Center Solution.
Fach agent is equipped with a telephone, and begins work by logging on to the system.

The ShoreTel Contact Center Solution supports two types of agents:

® The first type of agent is equipped with the ShoreWare Agent Toolbar Software and
a telephone, and begins work by logging on to the system. To log on, each agent
enters a unique agent identification ID and password.

® The second type of agent is equipped with a telephone only. These agents begin
work by logging on to the system. To log on, each agent dials a predefined
intelligent routing number (IRN) and, at the voice prompt, dials their agent ID.

Agent Group: Agent groups form specialized units that receive and place calls. A group is a
destination of the service entity in ShoreTel Contact Center Solution. Calls delivered to
the group are presented to the most appropriate agent according to the specified
routing policy.

When all the agents in a group are busy or unavailable, the ShoreTel Contact Center
Solution places calls in a queue and activates the Announcement Plan, as well as
overflow and interflow actions, as defined.

When no agents are logged on to the group, calls are routed to the No Agents
destination defined on the service.

Agent Search Criteria: The method by which an available agent is selected for a call that
enters the service.

Agent State: A graphical representation of the agent’s status indicates the activity and the
state of an agent at any given time.

Agent Station (or workstation): Agents use an agent workstation composed of a Windows-
based PC and a phone, or else just a phone. Each agent is defined in the ShoreTel
Contact Center Solution and is identified by a unique ID and password. The ShoreTel
Contact Center Solution supports the “free seating” concept and routes calls by agent
ID.

Automatic Call Distribution (ACD): The ShoreTel system uses ACD to distribute calls in
the contact center. ACD activity and performance within the ShoreTel Contact Center
Solution is statistically evaluated, recorded, and reported.

Automatic Number Identification (ANI): ANI is the series of digits sent by the Public
Switched Telephone Network (PSTN) to the ShoreTel System. An ANI contains the dial
number of the caller.

Average Speed of Answer (ASA): ASA is the average time it takes a call to be answered
from the time it was received.

Call Answer Strategy: The method by which an incoming call is routed to the agent, when
the agent becomes available. The strategy includes two stages: 1) Determining the set
of calls to be considered for routing and 2) Selecting from that set a single call to route
to the agent.

Call Priority: A priority level on a scale of 1-100 is assigned to each call, where 100 is the
highest priority. The priority is initially set to a defined value at the IRN level and
increases by wait time, as defined.
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Call Profile: A collection of dynamic properties attached to each ACD call.

Dial Numbers: Dial numbers are used within the ShoreTel system to identify entities that
can be a source of, or destination for, a call. For instance, an extension number specific
to the group identifies an agent group. When this number is dialed, the call enters the
group as an ACD call. Incoming trunks are routed to this extension number to connect
callers to the agent group.

Dynamic Host Configuration Protocol (DHCP): DHCP enables individual computers on
an IP network to extract their configurations from a server (the DHCP server) or
servers, reducing the work of administering a large IP network.

Extension Number: An extension or directory number.
First Announcer: An announcement that is heard once when a caller first enters the queue.

Historical Reports Interval: A system-wide amount of time defining the increments by
which all collected data and statistical information is stored in the database for future
analysis and reporting.

Incomplete Call Destination: The destination of calls that have not been answered or
handled to completion. This is a system-wide destination that completes the handling
of such calls.

Interflow: Interflow transfers calls waiting over the amount of interflow time to a different
destination. Interflow parameters are defined per service.

Intelligent Routing Number (IRN): IRNs are dial numbers used as entry points to the
routing system. Each number can be used to define rules for routing the incoming call
to various destinations, including services, call control scripts, and devices. The IRN is
reached from the ShoreTel system by dialing the extension number assigned to the
route point, which is then sent to the corresponding IRN.

Lock Device: The software lock device, or dongle, attached to the USB port. The
ShoreWare Contact Center Server Software and ShoreWare Supervisor applications
cannot be installed or operate without this device.

Mandatory Announcer: An announcement heard by all callers upon entering the service,
regardless of the availability of agents.

Multiple Document Interface (MDI): ShoreTel Contact Center Solution screens are based
on the MDI display method. Using this method, all the ShoreTel Contact Center
Solution work windows are contained within the work area of the main MDI window.

The work area is the region inside the main window where all the work takes place,
and where the output is displayed. The supervisor uses work windows to define
contact center entities, and view, generate, and modify reports. There may be several
active work windows open at any given time for each ShoreTel Contact Center Solution
application (including minimized windows). In addition, MDI enables you to tile or
cascade multiple windows in the main window.

Overflow: An algorithm designed to improve the way waiting calls are handled, by
expanding the number of potential agents to answer the call. Overflow is activated after
the overflow timeout, by adding groups of agents as the destination of the call.

Real-Time Interval: The real-time reports reflect the actions and activities performed by
monitored ACD entities on the contact center, along with various performance
information based on statistic calculations. The ShoreTel Contact Center Solution uses
a sliding window time period and reports statistical performance information over this
amount of time.

The sliding time period is managed by the real-time interval and may be differently
defined for each group, with intervals varying from 3 to 60 minutes. The real-time
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interval “moves” in increments of 1/60 of the defined period. (That is, if the defined
period is set to 15 minutes, the increment will be 15 seconds.)

Reports: To obtain accurate performance information about the contact center, a
supervisor or manager can use the ShoreTel Contact Center Solution reports. These
reports provide a picture of ACD activity that can be assessed and analyzed. The
information can be displayed as either real-time or historical reports in various formats.

Real-time reports display the dynamic status of ACD activity. Historical reports
summarize past ACD activity, after it is recorded in the database.

Report Template: The ShoreTel Contact Center Solution comes with a set of predefined
report templates (default reports), which cover the full range of information available.
In addition to predefined report templates, you may also design and customize user-
defined templates for historical reports.

Templates provide a virtually unlimited reservoir of report formats that can be
generated in a simple and straightforward manner. You can also modify templates for
your specific requirements.

Templates can be saved as private or public, with unique names for future use.
Routing by ANI/Caller ID: This item describes how calls are routed by ANI/ Caller ID.

A call enters the IRN with ANI. (ANI is information about the source of the call
received from the central office.) The IRN has the option to route the call by ANI. The
ShoreTel Contact Center Server then goes to the customer’s table or an external
database, and searches for the customer according to the ANI received.

A call enters the IRN without ANI. Whenever a call enters the IRN without ANI, the
IRN sends the call to a Call Control Script (CCS). The ShoreTel Contact Center Server
sends the call to the defined CCS. This CCS prompts the user to enter the customer
information and copies it to the ANI field in the call profile. The call returns from the
CCS to the IRN. The system then goes to the customer’s table or an external database,
and searches for the customer according to the ANI entered by the CCS.

If the customer is found, the ShoreTel Contact Center Server uses the customer
information and tries to route the call, using that information.

If the customer is not found, the call is routed to the default destination of the IRN (or
one of the IRN’s alternate destinations).

Routing Method: The ShoreTel Contact Center Solution offers the contact center
administrator a variety of call routing methods, including Route by ANI, Best Fit,
Agents Skills, and others.

Script: Call Control Scripts define call treatment. A script is a set of actions that is
performed on a call according to logical and/or physical events (for example, “Route
the call to a specific destination”. Or “Let the caller hear music or special
announcements”.).

Secondary Announcer: Announcements played periodically while the caller is waiting in
the queue.

Service: A service defines how a call is processed. Every incoming call to the contact center
is assigned to a specific service, such as sales of specific products, banking services, or
travel agency services, and so on.

Service Time Interval (STI): STIs are the time periods for which the call service is
monitored for real-time or historical statistical data purposes. The ST1 is determined for
each group in the system in ShoreWare Contact Center Director. It is used to generate
histograms for statistical analysis.
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ShoreTel Contact Center Server: The ShoreTel Contact Center Server provides intelligent
routing for the contact center, as well as enhanced skill-based routing functionality for
calls to agents.

Super Group: A super group is a collection of agent groups aggregated for statistical and
reporting purposes. Super groups may contain several agent groups. They are used
mainly to represent the hierarchy of the company—division—department. An agent
group may belong to more than one super group.

Supervisor: Each supervisor is responsible for specific groups of agents. Using the
ShoreWare Supervisor Applications, supervisors monitor agent performance and the
contact center activities. Each supervisor is assigned authorization attributes that allow
or prevent access to system operations.

Authorized supervisors can determine the routing plans for ACD calls, as well as which
information is included in reports. In addition, supervisors can change the information
displayed on the Wall Boards under their control. They can also be assigned privileges
for managing groups, including adding and removing agents for specific groups.

Supervisor Applications: Supervisor Applications include the ShoreWare Agent Manager
and Contact Center Reporting software, which provide real-time online information
and historical reports on the performance of the contact center.

Target Service Factor (TSF): TSF is the percentage of calls answered within the Target
ASA, out of all the calls that are routed to the group. This factor indicates how well the
group is providing the level of service defined for it, based on the Target ASA.
Abandoned and overflowed calls are considered as answered after the Target ASA.

Transmission Control Protocol/Internet Protocol (TCP/IP): TCP/IP is the basic
communication language or protocol of the Internet. In many places, it is used as a
communication protocol in intranets and extranets.

Trunk: A trunk is a channel of conversation between the Public Switched Telephone
Network (PSTN) and the ShoreTel System. These lines carry all the ACD calls, as well
as external non-ACD calls, to and from the system.

Trunk Group: A trunk group is a collection of trunk lines grouped together to act as a
single line unit, with its own specific name and extension number. A trunk group is
usually routed to a specific agent group.

Wrap-Up Codes: A code entered by an agent during the wrap-up time in order to provide
additional information for evaluating the actions of the contact center. In most cases,
wrap-up codes provide information for evaluating calls for reporting purposes,
including types of call (request or complaint); level of required action (urgent, regular,
or low); status of the deal (closed, needs recall); and so on.

Wrap-Up Time: An amount of time at the end of an ACD call in which an agent performs
additional operations related to the call. This wrap-up time is set on the ShoreTel
system, and reported by the ShoreTel Contact Center Solution for each agent. It is also
reported as part of the Treatment Time (that is, the time it took to handle the call from
the time the call entered the system).
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