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PREFACE 

This book describes how to install, configure and maintain Business ConneCT. 

Business ConneCT is an all-in-one Unified Communication solution that provides Operator, Contact 
Center and Employee functionality on one server, using one database and a single user interface. This 
scalable, flexible and robust UC solution is ideally suited to meet the dynamic business 
communication needs of today. Business ConneCT supports ŀƭƭ b9/Ωǎ ŜȄƛǎǘƛƴƎ t.· ǇƭŀǘŦƻǊƳǎΦ 

Changes to this Installation Guide compared to Business ConneCT version 11.1 are marked yellow. 
Note that if an entire chapter is new, only the chapter header will be marked yellow. 
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1. ).42/$5#4)/.  

BCT is a business telephony application. Based on user roles, it offers operators, Contact Center 
agents and employees all the functionality they need for effective communication.  

¶ Employee: Modern office users expect more from their office communication solution and 
that is what BCT provides. Easy and complete directory access, call handling, presence 
management, voicemail, group display and availability information is all included in a single 
window interface.  

¶ Operators: The operator application provides the complete functionality that an operator 
expects. Directory information, busy lamp field and easy call queuing and transfer are all 
available. Also for employees who temporarily have to fill in the operator position, the 
intuitive interface provides a very effective solution. 

¶ Contact Center agents: BCT offers the most required Contact Center functionality. Starting 
with basic call routing for the typical small help desk environment to enhanced functionality 
like skill based routing, Email routing, Auto-attendant/IVR, caller identification and complete 
supervisor. 

The key features of the BCT platform are: 

V One server; 

V One integrated database (see also Note 1); 

V One overall installation; 

V One Point of Management & Point of entry; 

V One User Interface for all roles. 

If the customer wants to synchronize between BCT and for example MA4000, you need to install the 
Aranea add-on tool. This tool is available on the BCT product DVD. For information, please refer to 
the Aranea Installation and Configuration Guide. 

The Configuration Wizard helps you to configure the application. This makes it much easier to 
configure Operator, Agent and Voicemail handling. The Configuration Wizard can also be used to 
make changes in the system when the system is configured via the Configuration Wizard. See section 
8.1.1 Using the Configuration Wizard.  

Note 1: TƘŜ ŘŜŦŀǳƭǘ ./¢ {v[ ŘŀǘŀōŀǎŜ ƴŀƳŜ ƛǎ ά¦ƴƛǘŜŘέΦ ²ƘŜƴ ŀ ŎǳǎǘƻƳ ŘŀǘŀōŀǎŜ ƴŀƳŜ ƛǎ ŘŜŦƛƴŜŘ 

ŘǳǊƛƴƎ ƛƴƛǘƛŀƭ ƛƴǎǘŀƭƭ ƻŦ ./¢ ǘƘŜ ά¦ƴƛǘŜŘέ ŘŀǘŀōŀǎŜ ƴŀƳŜ ŀǎ ǳǎŜŘ ǘƘǊƻǳƎƘƻǳǘ ǘƘƛǎ ŘƻŎǳƳŜƴǘ 

should be interpreted as the custom defined database name. 

Note 2: In case the location of a file or directory is indicated, then this is specified for a 64-bit 

operating system environment (e.g.  C:\Program Files (x86)\ ..). If you use a 32-bit environment, 

you need to use the corresponding location (C:\Program Files\ ..). 
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1.1. References 

BCT Administrator Guide Can be found on D:\Business ConneCT Resources\Documentation\  

BCT 12.00 - AdministratorGuide-EN.pdf 

BCT Supervisor Guide  Can be found on D:\Business ConneCT Resources\Documentation\  

BCT 12.00 - SupervisorGuide-EN.pdf 

BCT User Guide Is also available as On-Line Help. Right-click on the "?" icon of the 

Business ConneCT desktop client for the BCT-UserGuide-XX.pdf. (xx = 

language). File can also be found on D:\Business ConneCT 

Resources\Documentation\User Guides 

Securing BCT Web 

Applications 

Can be found on D:\Business ConneCT 

Resources\Documentation\White Papers 

BCT Mobile Client Network 

Security 

Can be found on D:\Business ConneCT 

Resources\Documentation\White Papers 

Aranea Installation and 

Configuration Guide 

Can be found on D:\Aranea 3.03\  

BCT Boundary Specification Can be found on D:\Business ConneCT Resources\Documentation 

We strongly advise you to use the latest version.  

Can be found on NEC BusinessNet ς άIƻƳŜ Ҕ tǊƻŘǳŎǘǎ ŀƴŘ {ƻƭǳǘƛƻƴǎ 

> Unified Communications > Business ConneCT > Product 

5ƻŎǳƳŜƴǘǎέ όǳƴŘŜǊ Ψ{ŜǊǾƛŎŜ aŀƴǳŀƭΩύ 

Note: Locations above assume that D: is the drive letter related to DVD drive containing the BCT DVD. 

1.2. Abbreviations  

ACD Automatic Call Distribution  PBX feature 

BCT Business ConneCT  Product name 

CCIS Common Channel Interoffice Signaling  Inter PBC link 

CLI Calling Line Identification  Telephony feature 

CSTA Computer Supported Telephony Applications  Interface protocol 

CSV Comma Separated Values  File Format 

CTI Computer Telephony Interface  Interface type 

DDI Direct Dialing In (=DID)  Telephony feature 

DID Direct Inward Dialing (=DDI)  Telephony feature 

DND Do Not Disturb  Telephony feature 

DAP DECT Access Point  DECT interface 

GUI  Graphical user Interface  Software layer 

FCCS Fusion Call Control System signaling  Inter PBC link 

FCO Field Change Order  Document 

IE Internet Explorer  Web browser 

IVR Interactive Voice Response  Voice application 
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MA Mobility Access  PBX Feature 

MAT Maintenance Access Terminal  Interface protocol 

ME Mobile Extension  PBX Feature 

NAT Network Address Translation  IP address translation 

NSIP NEC Session Initiated Protocol  Terminal protocol 

OAI Open Application Interface  Interface protocol 

OS Operating System  Software layer 

PBX Private Branch Exchange  System 

OWI Open Web Interface  API protocol 

PID Personal Identification  Security key 

PVE Private Virtual extension  Interface protocol 

PVM Protected Virtual Machine  Software layer 

RTP Real-time Transfer Protocol  Interface Protocol 

TAC Trunk Access Code  Dialing rules concept 

UCD Uniform Call Distribution  PBX feature 

UCS Unified Contact Server  Software layer 

UI User Interface  Software layer 

VM Virtual Machine (A virtual PC not directly running on physical HW, 

but rather on a virtual HW layer provided by the Hypervisor) 

 Software layer 

VMP Voice Media Processing  Interface protocol 

XPS XML Paper Specification  Microsoft doc format 

1.3. Installed c omponents  

This section summarizes the application shortcuts that are available after installation. 

1.3.1. Server components  

Business ConneCT 

This is the main entry in the start menu of the server PC. It contains the next shortcuts: 

¶ BCT Supervisor Dashboard ς provides a graphical and user friendly interface for Administrator 

and Supervisor.  

 

To the Supervisor it provides a Dashboard, Monitors and Floorplans to view real-time contact 

center information.  To the Administrator it provides a tool kit for building the Call Flow.  

 

The Administrator (or PBX engineer) also uses this tool to configure the system.  

Call Flows can be built by connecting standard modules. Several different Call Flow designs can 

be configured to run simultaneously and in parallel. 

¶ BCT System Settings ς for user management and general configuration of the system. 

¶ Business ConneCT Client ς a BCT server may also include BCT client. See below. 
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Documentation 

This folder contains: 

¶ BCT Administrator Guide 

¶ BCT Supervisor Guide 

Tools 

This folder contains: 

¶ Configuration Wizard ς allows initial configuration of BCT for a stand-alone PBX with a single 

operator. 

¶ Diag@Net Monitor ς used to monitor trace files and set trace levels.  

¶ Directory Import Formatter - validates a CSV file for having a BCT readable format which can be 

used for import via the Directory Import feature of BCT.  

¶ License Manager ς used to activate the licenses for BCT modules.  

¶ Runtime Manager ς BCT uses a service called UCS Runtime. You must start this service so that 

the Contact Center part of BCT may operate normally. The application to start BCT is called the 

Runtime Manager. In addition to that, a number of administrative tasks can be done with the 

Runtime Manager. 

¶ Security Configurator ς used to set the server security policies. 

¶ System Health Status ς displays the health status of various components of BCT. 

¶ System Info Console ς can be used to create an overview of the installed components and system 

settings. 

¶ Configuration Manager ς used to modify the values of keys in BCT configuration files. 

¶ Server Manager ς used for making database and settings backup and restore, to change BCT 

services SQL account credentials and repair secure port certificate bindings. 

1.3.2. Client components  

Business ConneCT 

This is the main entry of the start menu on the client PC. It contains the next shortcuts: 

¶ Business ConneCT Client ς Used to start the BCT Desktop Client application on the PC. 

Note: BCT includes also BCT Essential Employee Client (web client) with essential functionality for the 

Employee.  See 23 Appendix M ς ESSENTIAL EMPLOYEE CLIENT INSTALLATION AND 

CONFIGURATION . 

¶ BCT Supervisor Dashboard ς this is a Contact Center management and monitoring tool that can 

be installed on the client PC via the BCT Contact Center Client package from the product DVD. 

Documentation 

If the user is also administrator or supervisor of the Contact Center, then this folder will be available, 
and contains: 

¶ BCT Administrator Guide 

¶ BCT Supervisor Guide 
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1.4. Deployment v iew  

 

Figure 1-1 BCT overview 

The BCT applications are available centrally on a server and distributed over the network to the 
clients. In the context of this document, clients are computers on which the BCT applications are 
used, i.e. the end user computers.  

The following components are used in BCT: 

¶ BCT Server Software 

¶ BCT Client 

¶ BCT uses the United database 

¶ Client computers including web browsers 

¶ Data network 

¶ Database (server) 

The CTI link is the licensed connection between the BCT server and the PBX. Both ends of the link 
need fixed IP addresses. 

ü For a SV8100/SV9100, AspireX/AspireUX, SV8300/SV9300 or SV8500/SV9500 - this is the OAI 

(/MAT) interface.  

ü For an SV9100-TAPI - this is the TAPI (3rd party CTI Driver) (/MAT) interface. 

ü For an iS3000 / SIP@Net - this is the CSTA (/PVE) interface. 

ü For UNIVERGE 3C - this is the SOAP Web Service Interface. 

Note: The main difference between (SV8100)/SV9100 and SV9100-TAPI is the usage of OAI versus 

TAPI (3rd party CTI driver). Where (PBX/Business ConneCT) configuration is identical for both types 

SV8100/SV9100 is indicated in this document. For explicit differences, SV9100-TAPI is indicated 

separately. In certain geographical regions only TAPI is supported for SV9100. 
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1.5. Licensing  

The following figure shows the BCT licenses and the valid combinations.  

 

Figure 1-2 BCT license structure 

There are four types of licenses:  

Functional licenses 
They enable a feature. This license category comprises all options.  

Capacity based licenses 
They are calculated per user or per item. This category comprises all user roles, the additional system 

languages and the VMP ports. Capacity based licenses can be static or concurrent. Employee licenses 

are static; this means that the license is associated with one specific user. Operator, Agent and 

Supervisor licenses are concurrent licenses. This means that any number of users can be assigned 

access to these roles. The license is claimed as soon as a user logs in as Operator, Agent or 

Supervisor. Additional system languages are also concurrent; they are claimed when the system 

administrator makes them available to users. 

Demo license 
This is a special license intended for demonstration systems only. Whenever the system is loaded 

with the demo license it will give you a fixed set of functionality and limited call handling 

performance (only 6 concurrent calls are supported under the Demo License). When the system is 

running with a Demo License, this can be verified in the following ways: 

¶ System Health will show ά5ŜƳƻ {ȅǎǘŜƳέΦ 

¶ BCT Desktop Client will show "Business ConneCT - Demo System - xxxx" in the title bar. 
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¶ The license manager will show a ŦǳƴŎǘƛƻƴŀƭ ƭƛŎŜƴǎŜ ŎŀƭƭŜŘ ά5ŜƳƻ {ȅǎǘŜƳέΦ 

¶ Diag@Net (diagnostics) tracing will show trace lines with text "Setting product in Demo 

Mode". 

Free trial License 
See 1.5.1 Free Trial mode. 

 

1.5.1. Free Trial mode  

Preconditions 
1. The available 90 days of free trial have not been used. 

What is Free Trial mode? 

¶ BCT has a free trial mode. In this mode the BCT system will function without licenses. The system 

is fully functional (within regular BCT boundaries) and can be used for 90 days. After this period 

the system will stop working or fall back to the license that was active before enabling the free 

trial mode. 

¶ Free trial mode can be used for demo and testing purposes and when the regular / commercial 

license is not operational (i.e. wrong license ordered etc.).  

¶ All BCT desktop clients will show in their title bar that the system is in free trial mode. 

¶ 7 days before the free trial mode expires, the system health page will indicate that there are 7 

(or less) days of free trial mode left.   

¶ The free trial mode can be activated in the BCT Configuration wizard (see 8.1.1 Using the 

Configuration Wizard) and in the license manager. 

Steps to activate in the BCT License Manager 
Applies to SV8100 / SV9100 or Univerge 3C only. 

1. Start the License Manager via Start-Menu > Programs > Business ConneCT > Tools > License 
Manager.  

2. To enable free trial mode, click the edit menu option Free Trial (Disabled). 
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3. In the status bar is shown that the free trial mode is enabled and how many days are left.  

 

4. In the edit menu the free trial mode enabled is shown.  

 

5. ¢ƻ ŘƛǎŀōƭŜ κ ǘǳǊƴ ƻŦŦ ǘƘŜ ŦǊŜŜ ǘǊƛŀƭ ƳƻŘŜΣ ŎƭƛŎƪ ǘƘŜ ŜŘƛǘ ƳŜƴǳ ƻǇǘƛƻƴ άCǊŜŜ ¢Ǌƛŀƭ ό9ƴŀōƭŜŘύέ  
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Steps to activate in the BCT Configuration wizard 

6. To start BCT in Free Trial mode select the Free Trial option in the license page in the wizard.  

 

7. To disable the free trial mode and / or load a license later, the license manager must be used. 

1.5.2. Multiple BCT servers sharing  a single license file  

Preconditions 
1. Use LMC as external license server. 
2. LMC client must be version 5.2.0 or higher 

What does it mean sharing a single license file for multiple BCT servers? 

¶ One can have a single LMC license file that can be shared accross multiple BCT servers. 

The LMC license file has a number of BCT application licenses that is equal to the number of BCT 

servers that share the license file. This file must be loaded on a LMC client and all BCT servers 

must be configured to connect to this LMC client. This can be configured in the license manager 

by selecting the same LMC external license server (see 8.1.3.2 External License Server and 

8.1.3.2.3 Use LMC to manage licenses) 

¶ Every BCT server will claim a BCT application license and all related feature licenses are shared by 

the BCT servers and can be claimed until no licenses are available anymore. E.g. when 100 Agent 

licenses are present in the LMC license file, all BCT servers can claim Agent licenses until a total of 

100 licenses are claimed. There are dynamic licenses like Agent, Operator and Supervisor and 

there are static licenses like Employee. Dynamic licenses are claimed and released when users 

sign in or out. Static licenses are set by configuration and will under normal condition hardly 

change. Functional feature licenses are only checked for presence in the license file. This means 

e.a. buying a license for Call Survey that it is valid for all BCT servers that share the license file.   

¶ Every BCT server will only claim as many VMP licenses as VMP lines are configured on the 

system. When more VMP lines are configured then there are licenses available then only the 

number of available licenses are claimed. This means that one can configure more VMP lines 

then the available number of VMP licenses. In this case the number of operational VMP lines will 

be the number of claimed licenses and not the number of configured licenses. An Alarm is given 

about the mismatch (see 11.4.3.34 VMP (media port) License Alarm [6303]).  

When too many VMP lines were configured and the number of configured VMP lines becomes 

equal again to the number of claimed licenses, the alarm previously set will be cleared. 

¶ In the system health tab of system settings (in case of shared license file), the license analysis 

rows will show the following license information: Used x, available y of z. 

Note: For UNIVERGE 3C and multiple BCT servers, see also: 8.1.3.2.1 PBX-based License 
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2. 3934%- 2%15)2%-%.43 

For Operating Systems requirements, see BCT Boundary Specification. 

2.1. BCT Server r equirements  

Supported servers: all servers that fulfill the Hardware Compatibility List (HCL) of Microsoft and have 
the minimum requirements as stated in the BCT Boundary Specification. 

2.2. SQL Server requirements  

BCT uses an SQL database (by default called "United") to store data. You must decide which SQL 
Server version to use. In most cases, Microsoft SQL Server 2016 Express Edition, as available on the 
BCT product DVD, is sufficient. For other reasons (e.g. company maintenance or expected database 
size) you might want to use a SQL Server Standard or Enterprise Edition instead. The database server 
can be installed on the BCT server, or a dedicated remote database server. 

For supported SQL server versions and requirements, see BCT Boundary Specification. 

Note: When using remote SQL server, the time difference between the BCT Server and the SQL server 

must be less than a few seconds. Use Microsoft Timeserver to synchronize times. 

Note: During the installation the system administrator username (sa) and password are used, 

therefore the SQL Server authentication must be in mixed mode (SQL Server and Windows 

authentication). 

In case of a high load system, consider to use quad-core CPUs. Put the SQL server on 1 CPU and make 
sure that this CPU is not used by BCT runtime modules (UCS runtime, office server). 

2.3. Client PC requirements  

Supported client PCs: all client machines that fulfill the Hardware Compatibility List (HCL) of 
Microsoft and have the minimum requirements as stated in the BCT Boundary Specification. 

On the client computer Microsoft Internet Explorer or Edge must be used as web browser during 
ClickOnce installation of BCT clients (see 9.1.1 Desktop Client). Otherwise another browser can be 
used as well. 

2.4. Network information  

In general UDP is used for communication in the BCT client/server communication. TCP-IP is used for 
communication that requires high reliability, such as between the BCT server and the database or the 
BCT Supervisor Dashboard clients. 

2.4.1. Port usage 

BCT Server 

ports 

Client and / or  

Service ports 

 

Comments 

UDP TCP UDP TCP 

BCT Server ė Web-client (generic) (BCT-client / XML-terminal) 

 80  - HTTP 

 -  82 HTTP (push server port on XML terminals) 

BCT Server ė Open Web Interface (OWI) Clients 
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BCT Server 

ports 

Client and / or  

Service ports 

 

Comments 

UDP TCP UDP TCP 

 32011  - NEC FrontEnd Service (using SSL)  

Used by .NET clients when using Windows or cookie authentication and used by 

web javascript clients when using cookie authentication  

 32013   NEC FrontEnd Service (using SSL) 

Used by web javascript clients when using Windows authentication  

BCT Server ė Social Media Providers 

 80/443   NEC Social Media Proxy, port 443 for secure connection 

BCT Server ė Database Server 

 -  1433 On the server where SQL Server is running with the default instance. When you 

have a named instance by default the listen port used is defined dynamically. It is 

recommended for a named instance to configure the database engine to listen on a 

specific port known as a fixed port or static port. For details see chapter 8.1.2.1 

Windows Firewall configuration - Remote SQL Server access 

BCT Server ė Email Server  (only if email routing exists) 

 -  25 SMTP Service 

 -  465 SMTP Service using SSL 

 -  587 SMTP Service using StartTLS 

 -  110 POP3 Service 

   995 POP3 Service using SSL 

   143 IMAP Service 

 -  993 IMAP Service using SSL 

 -  443 Microsoft Graph Service (via standard HTTPS port) 

BCT Server ė BCT Clients (PC and smart phone) 

51870  51872 

51873 

etc 

 UCS Post Office Service (UDP communication) 

Clients are starting from port 51782. When more clients are started on the same PC, 

the port number is increased. 

51871  51871  Broadcast / Multicast port (client listens only) 

 1433  - Applicable when on the BCT server a SQL Server is running with the default 

instance. 

 5000  - NEC CTI Service 

Used by 3rd party CTI platform application 

 -  port Hardware Wallboard (IP-based). Note that ΨpƻǊǘΩ ǊŜǇǊŜǎŜƴǘǎ ǘƘŜ ŎƻƴŦƛƎǳǊŜŘ ǎŜǊǾƛŎŜ-

port on the wallboard itself where BCT-Server will connect to. 

 8745  - NEC FrontEnd Service 

Used by BCT Supervisor Dashboard client and Directory Browser. 

Bound to this port is Ψ./¢ /ƻƴƴŜŎǘƛƻƴ CertificateΩΣ ŀ self-signed certificate created 

by BCT server installation for ensuring message security. 

 8086  - NEC Remoting Service 

Used by Desktop Client 

 8087  - NEC Remoting Service 

Used by Desktop Client (secure TCP port) 

 9031  - NEC Reporting Service 

Used by BCT Supervisor Dashboard client 

 80  - Used by Desktop Client (full directory access) 

 32010  - NEC FrontEnd Service (OWI internal) 

Used by Soft Wallboard client  (only for BCT systems upgraded from before 9.x) 

 32011  - NEC FrontEnd Service (OWI internal) 

Used by BCT Agent smart phone app and Soft Wallboard client (using SSL) 

BCT Server ė Licensing (PBX, Supervisor, Remote Dongle) 

 -  6080 License port on SV8100/SV9100 
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BCT Server 

ports 

Client and / or  

Service ports 

 

Comments 

UDP TCP UDP TCP 

51670  -  License Manager verification for remote BCT Supervisor Dashboards 

-  6001  Remote Dongle 

BCT Server VMP (media ports) ė PBX / Terminal Clients 

0  5060 5060 SIP signaling ς Only with iS3000/SIP@Net and UNIVERGE 3C 

The VMP port default value is 0, but can be changed. 

0  5070 5070 SIP signaling ς Only with AspireX and SV8100/SV9100 

The VMP port default value is 0, but can be changed. 

0  5061 5061 Secured SIP Signalling (TLS) ς Only supported with UNIVERGE 3C and SIP@Net 

3456  3456  IP Protims signaling ς Only with SV8300/SV9300 and SV8500/SV9500 

49000 

+1600 

(range) 

 -  Media stream port range as used by VMP (for all platforms) 

Value 49000 is default, but can be changed. 

There are +1600 ports reserved: Max. 200 VMP lines, max 2 calls each with its own 

RTP+RTCP makes 800. This is doubled to prevent direct re-use of ports. The ports 

are increased per call and reset to the base-port when at +1600.  

This is independent of the VMP Port Licenses. 

 8738  - [Internally only] VMP Service WCF port (currently used internally only) 

28000  28002  [Internally only] SIP-PDS Proxy and PDS Service communication channel 

28000  28000-

28017 

+ 

28018 

+3 ports 

per line 

 PDS Service towards PBX (Terminal signaling - NECDRS / PROTIMS / VoiceControl) 

 

 

Each line requires 3 ports, starting from 28018. 

So 16 VMP lines requires range: 28018 - 28065 

 

BCT Server ė PBX (CTI) 

 -  60030 CTI port for AspireX/AspireUX, SV8100/SV9100, SV8300/SV9300 and 

SV8500/SV9500 

 -  8181 CTI port for SV9100-TAPI 

 -  2555 CTI port for iS3000 / SIP@Net 

 -  8088 HTTP (UNIVERGE 3C CTI port) 

 -  443 HTTPS (secured UNIVERGE 3C CTI port using SSL) 

BCT Server ė PBX (MAT) 

 -  60000 MAT port for SV8300/SV9300 and SV8500/SV9500 

 -  8010 MAT port for AspireX/AspireUX and SV8100/SV9100 

 -  2596 OM port for iS3000 / SIP@Net 

BCT Server ė IP DECT Server (for Messaging and Central Directory) 

 -  2010 DAP Controller (DMLS) 

 30160  - DECT Manager (for Central Directory) 

 

Note: A client usually initiates the connection to the server (service) with a port assigned dynamically 

by h{Φ¢Ƙƛǎ ƛǎ ǊŜǇǊŜǎŜƴǘŜŘ ƛƴ ŀōƻǾŜ ǘŀōƭŜ ŀǎ Ψ-Ψ ƻǊ ΨлΩΦ 

 

ΨлΩ ƳŜŀƴǎ ǘƘŀǘ ǘƘŜ ǇƻǊǘ ƛǎ ōȅ ŘŜŦŀǳƭǘ ŘȅƴŀƳƛŎŀƭƭȅ ŀǎǎƛƎƴŜŘΣ ōǳǘ ƛǎ ŀƭǎƻ ŎƻƴŦƛƎǳǊŀōƭŜ ǿƛǘƘƛƴ ./¢ 

Tools. (e.g. the VMP SIP port). Most other BCT ports are also configurable, but this requires 

manual adaptation of certain configuration files and should be avoided (unless explicit 

documented in the manuals). 

Note: UNIVERGE 3C uses even port numbers for HTTP traffic, odd numbers are used for HTTPS traffic. 
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Note: An UDP heartbeat mechanism is running between client and server. This heartbeat is sent once 

every minute (unless other communication took place). This is a fixed interval, and cannot be 

changed. 

Between the server and the PBX, NO NAT router is allowed. So: 

Client ðððððððððððððððððð Server ððððððððððððððððð PBX = OK  

Client ðððð FIREWALL ðððð Server ððððððððððððððððð PBX = OK (if firewall is well configured)  

Client ððððð | NAT | ðððð Server ððððððððððððððððð PBX = OK  

Client ððððð | NAT | ðððð Server ðððð |NAT| ðððððð PBX = Not OK!!  

Client ððððð | NAT | ðððð Server ðððð FIREWALL ððð PBX = OK (if firewall is well configured)  

The server requires a fixed IP address, after network changes you must always restart the server, as 
the BCT communication layer continues with old settings until a reboot is done. 

2.4.2. Broadcast / Multicast  

By default, BCT uses Unicast communication.  

For larger BCT systems (as an indication: above 100 agents / 750 employees) it is advised to use 
Broadcast (if allowed and possible) or Multicast communication to improve communication 
performance.  

To switch to broadcasting or multicasting, use the Runtime Manager: 

 

 
Figure 2-1 Runtime Manager - Main window 

1. Select "Communication". The configuration window pops up. 

 

 
Figure 2-2 Runtime Manager - Communication Configuration window 

2. Select either: 

¶ Enable broadcasting and enter a broadcast address (depends on the subnet the BCT server 

and clients are part of or  
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¶ Enable multicasting and enter a multicast address (in the range 224.0.0.0 until 

239.255.255.255) 

Only one of both addresses can be enabled at a time. 

Note: When either Enable broadcasting or Enable multicasting is set, the runtime should be stopped 

and restarted.  

2.5. IVR versus IVR-less Contact Centers  

BCT supports both IVR and IVR-less Contact Center functionality. The choice depends on the wishes 
of the customer.  

 

In an IVR configuration voice messages like welcome prompts can be played by VMP Software. VMP 
Software performs media processing tasks on the BCT server without requiring the use of specialized 
hardware.  

An IVR less configuration lacks IVR prompts or announcements.  

Note: In an IVR less configuration some messages can be provided by the PBX. For example, those 

supplied by the PN-4DAT board in the InMail board of the SV8100/SV9100. These PBX-

generated messages can only be used for a general welcome message and 2 separate UCD 

delay announcement messages; they can't be used for Call Flow information (such as attendant 

or confirmation prompts.). These PBX generated messages can only be used for external parties 

calling in, not for internal calls. 

In an IVR less configuration a number of BCT Call Flow modules cannot be used. The following list 
gives an idea what kind of functionality is affected when IVR prompts are not available: 

Starter module In an IVR less configuration you still need a Starter Line to enter the Call 
Flow but no day period greetings or welcome greeting can be played 
during the starter period. 

Attendant and option 
menu 

Attendant and option menus cannot be used; the caller cannot be 
informed about the available options. 

Message box The message box requires prompting to inform agents or other users of 
the message box about choices that must be made 

Identification module Only the CLI and Called Number can be used. PID identification requires 
prompt guidance and input from the caller. 

Phone based agent 
login via starter line 

Agents can't be guided via prompting during the login session. This 
ŦǳƴŎǘƛƻƴ ƛǎ ǊŜǇƭŀŎŜŘ ōȅ ǘƘŜ ά{ŜǊǾŜǊ 5ƛŀƭŜŘέ ǇǊŜŦƛȄŜǎ ƻǊ ŘŜŘƛŎŀǘŜŘ 
function keys on the agent's feature phone. 

Call flow information 
prompting 

In a lot of Call Flow modules you can inform callers that the phone call 
is sent to another module. E.gΦ ά¸ƻǳ ǿƛƭƭ ōŜ ǘǊŀƴǎŦŜǊǊŜŘ ǘƻ ǘƘŜ 
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ƻǇŜǊŀǘƻǊέΣ άƻǳǘǎƛŘŜ ƻŦŦƛŎŜ ƘƻǳǊǎέ ŜǘŎΦ ¢Ƙƛǎ ƪƛƴŘ ƻŦ ǇǊƻƳǇǘƛƴƎ ƛǎ ƴƻǘ 
available in a system without IVR. 
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3. 34%0 0,!. 3%44).' 50 "#4 

To install BCT using the basic installation method, we assume that all requirements are met, the 
stand-alone PBX is prepared and a database is installed.  

Installation flow chart: 

 

For detailed information please refer to the relevant sections: 

A 4.1 General 

4.2 UNIVERGE SV8300/SV9300 configuration 

4.3 UNIVERGE SV8500/SV9500 configuration 

4.4 UNIVERGE SV8100/SV9100/AspireX/AspireUX configuration  

0  

iS3000 / SIP@Net configuration 

4.6 BCT on UNIVERGE 3C 

B 6 SERVER PREREQUISITES INSTALLATION 

C 7 BCT SERVER PRODUCT INSTALLATION 

D 8.1.1 Using the Configuration Wizard 

Note: The terminal types are automatically retrieved by the PBX Synchronization. In 

case you need to set them manually ς see 8.5.1.1 Set terminal type. 

E 8.5.6 Importing users 

F 9 CLIENT INSTALLATION AND CONFIGURATION.  

Note: The BCT Mobile Client Application is an integrated part of the BCT server 

platform. It is automatically installed. For configuration aspects of the BCT 

Mobile Client, see 8.1.13 BCT Mobile Client application and 9.5 Mobile Client. 
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G 9.3 Contact Center (Supervisor) Client - PC 

 

H 9.2 Client Integration ς PC 
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4. 0"8 #/.&)'52!4)/. 

4.1. General 

4.1.1. Using VMP lines for IVR  

BCT uses VMP software for Interactive Voice Response. VMP is running on the server and the VMP 
lines will act as IP terminals connected to the PBX. Therefore the codec settings for RTP packet 
exchange between BCT server and media end points needs to be configured in such a way that it is 
compatible with the codec abilities of VMP. A VMP line can handle codec G.711 a-law, ˃ -law and 
G.729. The payload is automatically configured. Although technically possible, we do not recommend 
codec G.729, as speech quality is much lower.  

4.1.1.1. In -band DTMF detection  

While VMP expects to receive out-of-band DTMF (RFC-2833 / Protims DTMF), recently also in-band 
DTMF has been introduced to cover some rare scenarios. The use of in-band DTMF detection is 
discouraged, since it is unreliable as it is part of the voice-media stream.   

¶ For SIP-based IVR-ƭƛƴŜǎ όt.·ΩǎΥ о/Σ {LtϪbŜǘ ŀƴŘ {±умлл/SV9100) the in-band DTMF 
detection is attached automatically when no out-of-band DMTF (RFC-2833) is negotiated.  

¶ For SV8300/SV9300 /  SV8500/SV9500 in-band DTMF detection is by default disabled. 
In the case that it is required to enforce in-band DTMF anytime, a configuration flag has been 

introduced. You can find and change this configuration file by:  

¶ Open the Configuration Manager ŀƴŘ ǎŜƭŜŎǘ ǘƘŜ ŎƻƴŦƛƎǳǊŀǘƛƻƴ ŦƛƭŜ ά/Υ\Program Files 
(x86)\Common Files\NEC\VMP\±at{ŜǊǾƛŎŜΦ²ƛƴ{ŜǊǾƛŎŜΦŜȄŜΦŎƻƴŦƛƎάΦ  

¶ Locate the key:  enforceInBandDtmfDetection 

¶ Set the value to: true 

¶ Press Save to store the value. 

¶ Restart the VMP service. 

¶ Example scenario which would need above enforcement 

A SIP-terminal on SV8500/SV9500 that makes a call over CCIS towards a SV8300/SV9300 and 

arrives on a BCT IVR-line and needs DTMF action. Here at the receiving SV8300/SV9300 the 

enforcement is required to enable DTMF detection from the SIP-terminal. 

4.1.1.2. Fine-ÔÕÎÉÎÇ ȬÃÕÔ-ÏÆÆȭ ÏÆ ÒÅÃÏÒÄÉÎÇÓ ɀ to prevent incomplete recordings (SIP only)  

When a recording is stopped by means of DTMF-digit, and an analog- or ISDN trunk/terminal was 

used, then this DTMF can be heard at the end of the recording. 

Because of this, the recording is truncated by cutting-off something at the end of the recording. 

In certain situations it is possible that too much is cut-off, causing the end of the recording being 

incomplete. When required, the amount being cut-off can be fine-tuned with next configurable item: 

<appSettings>  

  <! --  Specify (in milli - seconds) the cut - off at end of recorded WAV - file.  

       When a recording is stopped via DTMF, thi s cutting is applied to  

       prevent inclusion of DTMF tones in the recording.  

       Use 0 to disable, 2000 is maximum (default:750).               -- > 

  <add key="DtmfCutOff" value="750"/>  

</appSettings>  
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4.1.1.3. Alarming on occupancy of VMP lines  

To signal too much occupancy of the VMP lines with an alarm in the health page of System 
Settings: 

1. Open the Configuration Manager and select the configurŀǘƛƻƴ ŦƛƭŜ ά/Υ\Program Files 
(x86)\NEC\UCS-Module\Server\UCSRunTime.WinService.exe.configάΦ  

2. Locate the keys:  VmpOccupancyUpperThreshold and VmpOccupancyLowerThreshold 

3. Set the values to: e.g. 80 resp. 60 
When the number of busy VMP lines increases and reaches the upper threshold (e.g. 80%) 
alarm 86030001 will be raised. 
When the number of busy VMP lines decreases and passes the lower threshold (e.g. 60%) the 
alarm will be cleared again. 

4. Press Save to store the value.  

4.1.2. Supported telephone sets and headsets 

Office users can use all PBX-supported telephone sets and headsets, analogue, digital, IP or IP DECT. 
¢ƘŜ ǳǎŜ ƻŦ ŀƴŀƭƻƎǳŜ ŀƴŘ Lt 59/¢ ƛǎ ǊŜǎǘǊƛŎǘŜŘΦ IƻǿŜǾŜǊΣ ǳǎŜǊǎ ŎŀƴΩǘ ŀƴǎǿŜǊ ƻǊ ŘƛǎŎƻƴƴŜŎǘ Ŏŀƭƭǎ Ǿƛŀ ǘƘŜ 
user interface of BCT. For analoguŜ ǎŜǘǎ ǳǎŜǊǎ ŀƭǎƻ ŎŀƴΩǘ Ǉǳǘ Ŏŀƭƭǎ ƻƴ ƘƻƭŘ ǿƛǘƘ ǘƘŜ ¦LΦ 

Operators and Contact Center agents require a feature phone for the Fallback scenario. If the system 
fails they require sublines to handle the traffic. 

Note (applicable for SV8300/SV9300 / SV8500/SV9500): When connecting a headset to a DT-serie 

terminal for the first time, you must activate the headset mode by pressing a headset key while 

the extension is ringing and let the other party end the call first. You only need to do this the 

first time you connect the headset. 

Note (applicable for SV8100/SV9100  / AspireX/AspireUX): Program a headset Function Key (default 

function "05-Headset" in Function Key command 15-07). Go off hook and activate headset 

mode by dialing the Service Code number (for SV8100/SV9100 default 798, for AspireX/ApireUX 

program with command 11-11-65). After activating Headset mode, press the function key to go 

onhook. The Headset mode is now active. 

Note (applicable for UNIVERGE 3C): Agents can use Polycom models 320, 330, 430, 501, 550 or the 

650. Employees can use all Polycom sets as supported for agents including headsets. Employees 

can also use IP-DECT handsets. 

4.1.3. Router information of Contact Center call on feature phones  

BCT shows router information on the display of feature phone of agents when receiving Contact 
Center calls. The router information that is shows depend on the PBX type and the terminals type: 

¶ On SV8300 the called number, the calling party and the Router name is shown on the display 

of DT300 and DT700 terminals. 

¶ On SV9300 the called number, the calling party and the Router name is shown on the display 

of DT400, DT500, DT800 and DT900 terminals. 

¶ On SV8500 the called number is shown on the display of DT300 and DT700 terminals. 

¶ On SV9500 the called number is shown on the display of DT400, DT500, DT800 and DT900 

terminals. 
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¶ On iS3000 the calling number is shown on the display Ergoline and Sophoset terminals. 

To suppress this information see 11.3.14 Agent Display Information overwritten.  

4.1.4. Silent monitoring  

Within SV8300/SV9300, SV9500, SV8100/SV9100, Univerge 3C, SIP@Net (server only) and 
AspireX/AspireUX it is possible to monitor a conversation without giving any indication to the parties 
in conversation. This function is often used during coaching of contact center agents. In order to 
avoid interaction with the intrude (break-in/barge) function of operators it is strongly advised to 
activate this function for a Class of Service only containing supervisors of contact center agents. 

By default, the supervised party sees a notification of being monitored or barged. For monitoring this 
may be experienced as undesired. 

To suppress monitored notification: 

1. Open the file UCSRunTime.WinService.exe.config, with the Notepad editor for example. 
Default location: C:\Program Files (x86)\NEC\UCS-Module\Server. 

2. Enable / Include: 

<add key= " SuppressMonitoredStatus "  value= " True " />  

(Note that the key might be present in a comment block, so include it outside the comment) 

3. Save the file. 

Note: Monitoring telephone conversations may be illegal under certain circumstances and laws. 

Consult a legal advisor before implementing the monitoring of telephone conversations. Some 

federal and state laws require a party monitoring a telephone conversation to use beep-tones, 

to notify all parties to the telephone conversation, and/or obtain consent from all parties to the 

telephone conversation. Some of these laws provide strict penalties for illegal monitoring of 

telephone conversations. 

4.1.5. Routing Points  

Routing Points are generally applied in various PBX-types (see below). Routing Points can be used 
internally in BCT call processing of specific scenarios. Therefore it is advised to configure at least one 
Routing Point. 

4.1.6. Restart of UCS Runtime 

After a change in the PBX configuration (including changes in AD for PBX-type UNIVERGE 3C), 
synchronization and a restart of the UCS Runtime is required when: 

¶ Phone Based Agent role has been changed or 

¶ Properties of an extension have been changed via System Settings (e.g. override Terminal-

type, area etc.) 

mailto:SIP@Net
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4.1.7. Call Recording  

4.1.7.1. User-initiated Call Recording  

To allow user initiated call recording, it could be that depending on PBX type some settings must be 
set, e.g. 4.5.12 Call Recording 

4.1.7.2. PBX Configuration for SIP@Net Call Recording  

See 4.5.12 Call Recording 

4.1.7.3. dvsAnalytics Encore configuration for dvsAnalytics Encore recording  

No additional configuration settings is required other than the standard configuration requirements 

for the dvsAnalytics Encore 3rd party product. 

4.1.7.4. ȰBCT Compliance Recordingȱ configuration for ȰBCT Compliance RecordinÇȱ 

No additional configuration settings is required other than the configuration requirements for the 

άBCT Compliance Recordingέ product. 

4.2. UNIVERGE SV8300/SV9300  configuration  

This chapter explains how to set up the PBX types SV8300/SV9300 for BCT. The main configuration 
items concern voicemail, operators and Contact Center. 

For the voicemail functionality, calls are queued on VMP lines. 

For the operator the configuration is without IVR. In this case the calls are queued in the PBX. The 
callers are queued on Routing Points until an available operator is found. In this case, the maximum 
number of callers that can be queued is not restricted by the number of available VMP lines. A 
configuration application that uses Routing Points without IVR for queuing is called an IVR less 
configuration. 

For the Contact Center functionality, both IVR configuration and IVR less configuration are 
supported. The choice depends on the requirements of the customer, for more information, see 2.5 
IVR versus IVR-less Contact Centers. 

Please refer to the Release Notes to check the PBX compatibility. 

You program the SV8300/SV9300 with PC Pro. 

4.2.1. SV8300 and SV9300 differences  

If you are using a SV9300 instead of a SV8300, be aware that in SV9300 the meaning of data for some 

commands are ŎƘŀƴƎŜŘΣ ǎŜŜ ŎƘŀǇǘŜǊ ά{ȅǎǘŜƳ Řŀǘŀ ƛƳǇǊƻǾŜƳŜƴǘǎ ŦƻǊ {±фоллέ ƛƴ ǘƘŜ ŎƻƳƳŀƴŘ 

manual of the SV9300. For BCT configuration only the follwing data that is change: 

¶ For SV8300  08 > 379 > 0; Activate name display / calling party number display notification 

for calls terminating from a CCIS terminal. 

¶ For SV9300  08 > 379 > 1; Activate name display / calling party number display notification 

for calls terminating from a CCIS terminal. 

4.2.2. Scripts and examples  

You can use the scripts on the BCT product DVD (PBX Scripts folder) as a basis for projecting a 
standalone PBX system. The scripts contain a standard operator, voicemail, and starter entries. In this 
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manual, the projecting of the PBX follows the examples of the figures in the following sections. The 
examples can be used after a System Data/SRAM clear on the PBX and configure the PBX with a 2xx 
digit number plan. 

You must change the station numbers, hardware addresses etc. to the ones you require. 

4.2.3. Configuration overview  

BCT contains four major parts that all are connected to the PBX: 

Employee 

The Employees are based on individual station numbers. To monitor and control the stations BCT 
uses the OAI link. 

Operator 

The operator is based on an IVR less configuration of the PBX. This means the operator uses a group 
of Virtual extensions programmed as Routing Points for the calls to the operator. An example is given 
in Figure 4-1 Example of operator routing points and fallback numbers. 

A Routing Point in a SV8300/SV9300 is a Virtual extension, setup as an (OAI) Monitored number. A 
Monitored number means that calls to this number and call related information are sent over the 
OAI interface to an external application. This external application is BCT that recognize this (OAI) 
Monitored number as Routing Point. When the external application is down, the PBX notices this and 
the Monitored number acts as a normal UCD pilot number in a group, thus allowing an automated 
Fallback scenario. 
 

 

Figure 4-1 Example of operator routing points and fallback numbers 

For the operator, more than one Routing Point is required (assistance, external incoming calls, 
fallback of unsuccessful calls and park). Using the Configuration Wizard (or the BCT Supervisor 
Dashboard application), the Routing Points are connected to Starter Lines. In this way the operator 
can see what kind of call it is. 

In IVR less configurations, features like music on hold, prompts and Queue announcements cannot 
be played. For the Operator, a combination with IVR is allowed. In that case the routing takes place 
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via the IVR less configurations and IVR features are available as well. Each time an IVR feature is 
required the call occupies an VMP line. 

All Routing Points are combined in a group together with fall back sub line numbers. These sub line 
numbers are programmed on the DT-phone of the operator. The Fallback scenario for IVR less 
configurations is automated, meaning no user input is required when the OAI connection fails. 

Voicemail 

The voicemail application uses an IVR configuration to play announcements and receive user input. In 
an IVR configuration the VMP lines are configured in the PBX and are connected to the VMP software 
of BCT that will handle the calls on the VMP lines.  

In a SV8300/SV9300 an VMP line is implemented by an IP Dterm extension that is configured as an IP 
Dect terminal. This extension is registered by the VMP software of BCT. The VMP lines are configured 
in a group together with a virtual pilot number. To distinguish incoming voicemail calls from other 
call to the IVR group, you program an access number. This access number is a Virtual extension with 
call-forwarding to the virtual pilot of the IVR group so calls to the access number will end up at a free 
VMP line. 

 
 

 

Figure 4-2 Voicemail access and IVR/VMP lines example 

Contact Center 

The Contact Center application supports both IVR less configurations and IVR configuration of the 
PBX. 

As stated before, an IVR less configuration uses Virtual extensions programmed as (OAI) Monitored 
number. BCT recognize this (OAI) Monitored number as Routing Point that can be used for the calls 
to the Contact Center. These Routing Points are monitored by the BCT server via the OAI link. 
Queuing of calls is done on these Routing Points. An example is given in Figure 4-3 IVR-less Contact 
Center example. Also for the IVR-less Contact Center configuration, a combination with IVR is 
allowed. In that case the routing takes place via the IVR less configurations and IVR features are 
available as well. Each time an IVR feature is required the call occupies an VMP line. 
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Figure 4-3 IVR-less Contact Center example 
 

All Routing Points are combined in a group together with fall back numbers. These numbers are 
either the extensions of the agents themselves or fallback sublines numbers programmed on the DT-
serie terminals of the Contact Center agent. The Fallback scenario for IVR less configurations is 
automated, meaning no user input is required when the OAI connection fails. 

An IVR configuration uses VMP lines as Voice Media Ports (VMP) to play announcements and receive 
user input. In a SV8300/SV9300 the VMP line is implemented by an IP Dterm extension that is 
configured as an IP Dect terminal. This extension is registered by the VMP software of BCT. 

The VMP lines are added to a group together with a virtual pilot number. Access numbers can be 
programmed to distinguish different services and play the appropriate announcement. The example 
Figure 4-4 Contact Center with IVR/VMP lines example uses three access numbers. All calls to these 
access numbers are forwarded to the pilot number of the IVR group. 

The Fallback scenario for an IVR configuration has to be handled manually. The access numbers have 
to be manually forwarded to a group of agent extensions who provide the required service. 



42 

 

 

 

Figure 4-4 Contact Center with IVR/VMP lines example 

4.2.4. Boundaries, options and timers  

The system only works when you use the correct values for the PBX boundaries, options and timers 
for BCT. 

Boundaries 

¶ UCD/ACD group numbers: a maximum of 16 in a single PBX. 

¶ UCD/ACD group members: a maximum of 60 per single group. 

Options 

These options have to do with sending the Status Monitor Facility Notification (SMFN) via the OAI 
link to the BCT server, and to make sure the system behaves correctly during hold/transfer call 
situations. 

08 > 028 > 0; Allows BLIND TRANSFER on trunk. 

08 > 117 > 0; When talking to party-B, with trunk-A on hold, return to trunk-A after party-B hangs 

up. 

08 > 124 > 0; Activate multiple connections on announcement service. 

08 > 177 > 0;  Activate LAST NUMBER CALL (Last Number Redial). This command ensures that if a 

caller is transferred unsuccessfully the call will fall back to the originally called party, 

essential for the operator. 

08 > 212 > 1; When a caller encounters all ACD/UCD stations busy, caller is placed in queuing 

mode. 

08 > 254 > 1; Function of hold key is Hold. 

08 > 379 > 0; Activate name display / calling party number display notification for calls terminating 

from a CCIS terminal. 

Note: difference between SV8300/SV9300 see SV8300 and SV9300 differences 

08 > 460 > 0; Send OAI SMFN STS (status) for Call Transfer from station. 

08 > 461 > 0; Send OAI SMFN when answering held call. Define phone type for OAI SMFN: single 

line telephone. 

08 > 462 > 0; Send caller ID. 

08 > 464 > 1; Activate (OFF)HOOK for SCF MakeCall. 
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08 > 465 > 0; Activate detailed error information. 

08 > 534 > 0; When talking to trunk-B, with trunk-A on hold, return to trunk-A after trunk-B hangs 

up. 

08 > 669 > 0; Activate Do Not Disturb notification across CCIS. 

08 > 804 > 0; Define phone type for OAI SMFN: single line telephone. 

08 > 805 > 0; OAI SMFN (Status) when the forwarded call with Call Forwarding-bƻ !ƴǎǿŜǊ ό5ƻƴΩǘ 

Answer) is terminated to a station. 

08 > 808 > 0; Activate answer forward all/ forward busy/forward no answer events. 

08 > 809 > 1; Activate exchange of line info when answering a hold connection with answer call. 

08 > 811 > 0; Activate incoming forward all/ forward busy events. 

08 > 815 > 0; Activate incoming recall when Exclusive hold calls recalls. 

08 > 816 > 0; Enable 3rd party line and 3rd party info in SMFM1.0 and SMFM 2.0 

08 > 817 > 0; Activate incoming and answer forward all/ forward busy/forward no answer events 

for calls via CCIS are ringing or answered. 

08 > 818 > 0; Activate hold exclusive when a call is put on exclusive hold. 

360> TRCIN+TRCOUT > 0; Allows TRANSFER on route. 

08 > 839 > 0; Send OAI SMFN with intermediate information via OAI queue (ON) 

08 > 840 > 0; Send OAI SMFN when setting CAMP ON 

08 > 843 > 0; Enable shuttling back via OAI to released hold party 

08 > 845 > 0; Automatically reconnect to hold party when active party released 

08 > 846 > 0; Setting Camp On to destination when Call Forwarding-All is set 

08 > 847 > 0; Send OAI SMFN when setting Camp On 

6527 > tenant number > 1; Automatic Call Distribution OFF 

6528 > tenant number > 1; RR sending priority when receiving OAI SCF 

08 > 685 > 0;  Send DTMF signals to the other office station/trunk when the connection between 

DT700/DT800/DT900 Series via IPT (P2P CCIS) and other office station/trunk is 

established. 

These settings are necessary to send the correct events over the OAI link to BCT. 

To use functionalities of BCT, the stations of users need to be able to use some features, like 
consultation hold and Conference. In a default configuration all stations are able to use these 
features. When your system has been modified then use the following commands to verify and 
correct the features. 

To allow set/reset call forwarding (presents) from the station: 

1202 > station > ClassA-ClassB; 

15000 > Class A > 1; allows Call Forwarding All calls 

To allow consultation hold: 

1207 > station > Class C;  Assign the station to a certain Service restriction calls C 

15088>  Class C > 1; Switch Hook Flash effective for internal calls 

15089 > Class C > 1; Switch Hook Flash effective for internal calls 

15090>  Class C > 1; Switch Hook Flash effective for external calls 

12091 > Class C > 1; Switch Hook Flash effective for external calls 

Do not program trunk line keys on stations used by BCT. 
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To allow activation of call waiting: 

1202 > station > ClassA-ClassB; Assign the station to a certain Service restriction class B 

15044 > Class A > 1; allow Call Waiting answer ς calling side 

To answer a call waiting: 

1202 > station > ClassA-ClassB; Assign the station to a certain Service restriction class B 

15072> Class B > 0; allow stations in Class B to use the Answer key 

To allow conference and call recording by BCT user: 

08 > 101 > 1; Enable 3 party conference among stations 

08 > 102 > 1; Activate conference with HookFlash when connected and have party on hold 

08 > 103 > 1; Enable 3 party conference among stations and trunk 

08 > 104 > 1; Activate conference with HookFlash when connected and have party on hold 

456 > 00 > 1; Set conference trunk in service 

457 > 00 > 1; Use conference trunk also for stations 

To allow blind transfer: 

08 > 062 > 1 Allow call transfer from station before called station answers 

If DT700/DT800/DT900 terminals are used, mind the following point: 

An DT700/DT800/DT900 user can login and logout the extension to prohibit the use of it by 
unauthorized users. For a logged in extension, the status indication in BCT is according to the status 
of the phone number: idle, ringing, busy, etc. For a logged out extension, the status indication in BCT 
is NOT according to the status of the extension. A logged out extension has the status indication 
ΨƛŘƭŜΩΣ ōŜŎŀǳǎŜ ǘƘŜǊŜ ƛǎ ƴƻ ǎǘŀǘǳǎ ƛƴŘƛŎŀǘƛƻƴ ŘŜŦƛƴŜŘ ŦƻǊ ŀƴ ǳƴŀǎǎƛƎƴŜŘ ƴǳƳōŜǊΦ ! Ŏŀƭƭ ǘƻ ǘhe logged 
out extension Ƙŀǎ ǘƘŜ ǎǘŀǘǳǎ ƛƴŘƛŎŀǘƛƻƴ ΨǊƛƴƎƛƴƎΩ ŀƴŘ ǘƘŜ ŎŀƭƭŜǊ ƘŜŀǊǎ ǊƛƴƎ ǘƻƴŜΣ ōǳǘ ǘƘŜǊŜ ƛǎ ƴƻ 
DT700/DT800/DT900 terminal ringing.  

You can change the behavior of the unassigned number with CM 15481 > Station No. > 02. With this 
option the caller will hear busy tone instead of ringing and a call from BCT to this unassigned number 
is not possible. 

Timers 

You can change the No Answer time-out time by using the following command. This determines the 
time that an external party rings on an extension before enter the fallback Queue of the operator. 
The default is between 32 and 36 sec. 

410 > 01 > ..  Elapsed time for Call Forwarding No answer Trunk calls. 

You can change the Camp On time-out timer by using the following command. This determines the 
time after which a call returns to the operator, in the case where the operator transfers a call to a 
busy station that remains busy. The default is 24 to 32 seconds. 

410 > 26 > ..  Automatic Recall Timing of Camp-On 
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License 

BCT requires an OAI licenses in the PBX to connect to the PBX. Use following command to check if 
OAI licenses is available: 

F87 > 005 : A OAI licenses Avaialble. 

 

4.2.5. Connection to a PBX  

The CPU blade of the PBX is equipped with a VoIPDB card. This card is equipped with a standard RJ45 
LAN connector; therefore it is possible to connect the PBX directly to the customer's LAN. For 
security reasons however, it is recommends to use a separate PBX LAN instead. This way the PBX is 
not accessible directly from the LAN. This can be a VLAN configuration. The next figure gives a 
schematic overview and the use of IP address information, of this minimal configuration. 

 

Figure 4-5 Minimal secure connection of a BCT Server 

In this example IP address 192.168.1.12 is used for the PBX, this is a Class "C" IP address, so the Sub 
Net Mask will be 255.255.255.0 

An example of checking/setting the IP address and sub net mask of the system: 

0B101 > 00 > 192168001012; IP address of the MP card. 

0B101 > 01 > 255255255000;  Sub net mask of the MP card. 

0B101 > 02 > 192168001254;  Default router IP address. 

0B001 > 41 > 3;   άоϦ ƳŜŀƴs: OIA port number = 60030. 

0B001 > 91 > 1;  άмϦ ƳŜŀƴǎΥ tƻǊǘ ǎŜƭŜŎǘƛƻƴ ŦƻǊ h!L ƛǎ ±hLt ǇƻǊǘΦ 

Default router needs only to be defined, when necessary in the network. OAI port 60030 is fixed; the 
setting should always be '3' for the PBX. The IP address for the BCT server in this case can be selected 
from the same range as the IP address of the PBX. In the example above, the IP address 192.168.1.14 
is used. 
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If a more advanced VLAN configuration is used the only consideration is the PBX and the BCT server 
must be able to see each other (ping). There is no need to use the same range of IP-addresses as long 
as it is configured correctly in the connecting router. 

4.2.6. PBX projecting for the operator  

Figure 4-1 Example of operator routing points and fallback numbers  is used as example for this 
projecting. The numbers 9, 293, 294 and 295 in this example are used to create the operator Queues. 
When the OAI link is down for whatever reason the operator has to go into Fallback mode. In this 
example two sub line (291 and 292) numbers are programmed on the operator Dterm to handle 
calls. 

4.2.6.1. Program Operator Routing Points  

1. Define Virtual extension '9' as a one-digit number: 

200 > 9 > 801; 

2. If using the example from this manual, define all operator Queues as three-digit numbers: 
200 > 2 > 803; all numbers starting with 2 will be three-digit. 

3. Program virtual numbers: 

11 > 500 > 9;  Create virtual Assistance Queue. 
11 > 501 > 293;  Create virtual FallBack Queue. 
11 > 502 > 294;  Create virtual Park Queue. 
11 > 503 > 295;  Create virtual External Call Queue. 
11 > 504 > 291;  Subline number for fall back if the server is down. 
11 > 505 > 292;  Subline number for fall back if the server is down. 

4. Define the virtual numbers as OAI monitored numbers: 

171 > 9 > 3;  
171 > 293 > 3;  
171 > 294 > 3;  
171 > 295 > 3;  
171 > 291 > 2; 
171 > 292 > 2.  

5. Put all virtual numbers in a group, in this example UCD group number 15 is used: 

172 > 9 > 15;  
172 > 293 > 15;  
172 > 294 > 15;  
172 > 295 > 15;  
172 > 291 > 15;  
172 > 292 > 15. 

6. Make all OAI monitored numbers busy, they are queued by the system, not on the PBX: 

E50 > 9 > 0;  
E50 > 293 > 0;  
E50 > 294 > 0;  
E50 > 295 > 0. 
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7. Define the group call direction, if the operator is called during fall back the calls go to 291 and 
292: 

170 > 9 > 291; 
170 > 291 > 292; 
170 > 292 > 293; 
170 > 293 > 294; 
170 > 294 > 295; 
170 > 295 > 9; 

8. The operator fallback (unsuccessful calls) Queue is not dialed by people but triggered by events 
in the system instead. These events must be programmed via the following automatic transfer 
commands: 

5100 > 01 > 293; DID destination on no answer time out to operator fallback Queue. 

5103 > 01 > 293; DID destination on busy time out to operator fallback Queue. 

5106 > 01 > 293; DID destination on unassigned nr. to operator fallback Queue. 

5110 > 01 > 293; Destination when called party has set DND to operator fallback Queue. 

5118 > 01 > 293; Transfer destination (to VMS) of the call that is set Camp-On and not 

answered/Transfer. 

5122 > 01 > 293; Destination when calling party is restricted for outgoing calls. 

Notes: - Some of these events rely on system timers to be set. 

 - Redirecting some of these events to the operator might not be according ǘƻ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ             

wishes. 

9. In case Digit conversion is used in the PBX also the General Access number (and other numbers 
ǘƘŀǘ ƴŜŜŘ ǘƻ ōŜ ŀŎŎŜǎǎƛōƭŜ ŦǊƻƳ ƻǳǘǎƛŘŜύ ƴŜŜŘ ǘƻ ōŜ ŎƻƴǾŜǊǘŜŘΦ Lƴ CƛƎǳǊŜ пΦм ά9ȄŀƳǇƭŜ ƻŦ 
operator routing points and fallbacƪ ƴǳƳōŜǊǎέ ǘƘŜ DŜƴŜǊŀƭ !ŎŎŜǎǎ ƴǳƳōŜǊ уллл Ƴǳǎǘ ōŜ 
converted to station number 295 which is used for External Queue.  

10. If for some reason the BCT server cannot be reached, the system will go to Fallback mode. In 
Fallback mode, the calls to the operator are routed to the Fallback subline numbers, in our 
example 291 and 292. To handle calls, these numbers must be programmed as sublines on the 
operator DT-serie terminal: 

9000 > 200,06 > 291;  
9000 > 200,07 > 292;  

11. The operator terminal needs to be able to execute some features to fore fill its task, e.g. Break-in 
and Camp On. In a default system all stations are able to use these features. When your system 
has been modified use the following commands to verify and correct the values. 

To allow Break-in: 

1202 > 200 > ClassA-ClassB assign operator terminal to certain Service restriction class-A 

15005> Class-A > 1 Allow stations in Service restriction class to Executive Override 

456 > 00 > 1 Set conference trunk on MP-card in service 

To allow Camp on: 

08 > 146 > 0; Automatic Camp On available 
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08 > 147 > 0; Manual Camp On by use of access code 

1202 > 200 > ClassA-ClassB; Assign operator terminal to certain Service restriction class-A 

15016> Class-A > 1; Allow stations in Service restriction class to Camp On Transfer Mode 

See also the Feature and Specification manual of the PBX. 

4.2.6.2. Program Operator System Call Park Routing Points  

To use the System Call Park functionality for operators (also called Pickup Park) a separate set of 
routing points need to be programmed. For every System Call Park position a routing point need to 
be created. In the example below three System Call Park positions are programmed: 

1. Program virtual numbers:  

11 > 560 > 260; 

11 > 561 > 261; 

11 > 562 > 262;  

2. Define the virtual numbers as OAI monitored numbers:  

171 > 260 > 3;  

171 > 261 > 3;  

171 > 262 > 3; 

3. Put all virtual numbers in a group, in this example UCD group number 15 is used:  

172 > 260 > 15; 

172 > 261 > 15; 

172 > 262 > 15; 

4. Make all OAI monitored numbers busy:  

E50 > 260 > 0; 

E50 > 261 > 0; 

E50 > 262 > 0; 

The numbers 260, 261 and 262 will now be seen as routing points by BCT and can be used for 
System Call Park. For BCT configuration for System Call Park see 8.3.10 Create System Call Park 
configuration. 

4.2.6.3. BCT Operator in PBX  networks (CCIS)  

BCT can be used as central operator in a PBX Network. BCT only supports a closed numbering plan, so 
each number in the network should be unique. It should be possible to call all desired numbers from 
any PBX in the network, e.g. operator Queues, extensions of clients and trunk access codes. This 
means that numbers that do not reside in a local PBX should be routed over CCIS to the PBX where 
the number resides.  

Although BCT physically accesses the PBXs as separate PBXs, logically the PBX network behaves as a 
single PBX, see Figure 4-1 Example of operator routing points and fallback numbers. 
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Figure 4-6 BCT in a multi PBX environment 

Usually there is only a single internal number to call operator assistance. That means that the 
internal Queue resides in one PBX only (the Home PBX-A). The other PBXs (remote PBX-B) should be 
configured such that they route the internal Queue over CCIS to the Home PBX-A. In BCT Supervisor 
Dashboard there will be only one Starter Line for the internal Queue that is linked to the Operator 
Router, see section 8.3.3 Create Operator Starter and Starter lines. 

In the example both the Home PBX-A and the Remote PBX-B have a trunk to the PSTN network. 
There are two ways to call the operator from the PSTN over both trunks: 

¶ Calls from the PSTN network to the operator could go to a single external Queue in the Home 
PBX-A. The dialed number from the PSTN network connected to the Remote PBX-B should then 
be routed over CCIS to the external Queue in Home PBX-A. In BCT Supervisor Dashboard there 
will be only one Starter Line for this external Queue. 

¶ Calls from the PSTN network to the operator go to a separate external Queue in each PBX. In 
each PBX an external Queue should be configured and in BCT every Queue should get its own 
Starter Line. 

To park a call, each PBX should have its own park Queue. In BCT each park Queue should have its 
own Starter Line. 

To handle unsuccessful calls each PBX should have its own Fallback Queue. In BCT each Fallback 
Queue should have its own Starter Line. 
 
Table 4-1 Operator starter line configuration in CCIS networks  shows an overview of the Queues and 
Starter Lines that need to be configured in the PBX CCIS network and in BCT. 

Starter 

Lines 

PBX-A  

Home 

PBX-B Remote Router 

Internal 9 none Operator 

Fallback 293 193 Operator 

Park 294 194 Operator 
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External 295 195 or none Operator 

 
Table 4-1 Operator starter line configuration in CCIS networks 

In general, program both PBX systems as for 2 single BCT systems. The Routing Points of  Figure 4-1 
Example of operator routing points and fallback numbers  are routed to the same group of operators 
by BCT. You create Starter Lines to the same Operator Router, see 8.3.3 Create Operator Starter and 
Starter lines. 

1. Project DDI Fail in both PBXs: see 4.2.6.1 Program Operator Routing Points. 

2. Project Automatic transfer on unassigned numbers for TEI in PBX-A.  
External calls dialing busy, no answer and DND extensions via CCIS should also be routed to the 
operator. Do not program Automatic transfer of failed TIE calls to the fallback Queue (5101, 5104 
and 5107). TIE line fallback make that internal calls to busy extensions via CCIS are also routed to 
the operator, this give extra unwanted traffic. Also break-in over CCIS and camp-on busy over 
CCIS will not work with these Automatic transfer commands programmed. With Split Call 
forwarding it is possible to make a distinction between the internal calls and external calls via the 
TIE line. This is programmed in the following way: 

08 > 241 > 1; 

08 > 600 > 0; 

08 > 608 > 1; 

08 > 564 > 0;  Should be programmed in both PBX-A and PBX-B. 

6523 > 01 > 1; 

6524 > 01 > 0; 

6525 > 01 > 1; 

78 > 010 > 293;  Fallback number. 

CCH is CommonChannelHandle of CCIS route 

SV8300: A726 > CCH > 0, A728 > CCH > 0, A729 > CCH > 0; 

SV9300: A726 > CCH > 1, A728 > CCH > 1, A729 > CCH > 0; 

The following 2 commands should be executed for every extension. 

E604>Extension>8;  Destination of call forwarding 

E605>Extension>0; Destination split forwarding Busy/No Answer 

3. Project Automatic transfer on unassigned numbers for TEI: If PBX-B has PSTN as well PBX-B 
should be programmed too. 

08 > 241 > 1; 

08 > 600 > 0; 

08 > 608 > 1; 

08 > 564 > 0;  Should be programmed in both PBX-A and PBX-B. 

6523 > 01 > 1; 

6524 > 01 > 0; 

6525 > 01 > 1; 

78 > 010 > 193;  Fallback number. 

CCH is CommonChannelHandle of CCIS route 
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SV8300: A726 > CCH > 0, A728 > CCH > 0, A729 > CCH > 0; 

SV9300: A726 > CCH > 1, A728 > CCH > 1, A729 > CCH > 0; 

The following 2 commands should be executed for every extension: 

E604>Extension>8; 

E605>Extension>0; 

4. Project access codes for split call forwarding: 

200 > accesscode > A182; Define number to set Split Call Forwarding All. 

200 > accesscode > A183; Define number to reset Split Call Forwarding All. 

4.2.7. PBX configuration for Voicem ail  

4.2.7.1. Program VMP Lines  

Figure 4-2 Voicemail access and IVR/VMP lines example shows a schematic overview of the IVR 
configuration. The callers dial the access numbers for Voicemail which are all forwarded to a Pilot 
number of the UCD group with the VMP lines as members. The VMP lines are IP Dterm extensions 
that are programmed as IP Dect extensions. These IP Dect extensions are configured as VMP lines 
and registered by the VMP software. All access numbers are set as Virtual extension.  

Execute the following procedure to configure IP DTerm extensions as IP Dect extensions: 

1. Enter the following commands: 

310 > 0 > NationCode ; NationCode specific assignment to EAM (e.g 04 for 

Asia/Africa/Europe/Latin America/Middle Ease/Russia, 03 for North America, etc) 

08 > 513 > 1; IPregistration method = per command 15>480 

08 > 514 > 1; Don't encode IP DECT DNR 

08 > 515 > 0; Don't encode IP DECT password 

2. To configure a working IP DECT line , assuming all other settings are still default, use: 

14 > free virtual LEN > F<Extension>;  Assign station number to LEN 

93 > my line > Extension;  Assign prime line to station line 

9000 > my line,key no. > Extension;  place the MyLine key at key 16 

9000 > my line,01. > CCC;  Clear the MyLine key at key 1 

9000 > my line,key no. > LogOutKey;   Define LogOut key (function key 15) 

1202 > Extension > ClassA-ClassB ;  Set the extension in Service Restriction Class A (and Class 

B)  

1207 > Extension > ClassC;  Set the extension in Service Restriction Class C 

15143 > ClassA > 0;  Allow Logout for the Class A of the extension 

15481 > ClassC > 03;  Allow Call Forwarding logout of the Class C of the 

extension 

Example: 

14 > 19000 > F231 

93 > 231 > 231 

9000 > 231,16 > 231 

9000 > 231,01 > CCC 
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9000 > 231,15 > F0B39 

1202 > 231 > 1415 

1207 > 231 > 15 

15143 > 14 > 0 

15481 > 15 > 03 

Execute the following procedure to configure the IP Dect extensions as VMP lines in the IVR group: 

1. Put the IP Dect extensions used for VMP lines in a UCD group. Incoming calls are routed to VMP 
ƭƛƴŜǎ ōŀǎŜŘ ƻƴ άƭƻƴƎŜǎǘ ƛŘƭŜϦΦ  

Example: 

11 > 506 > 230;  Group nr 230 is assigned as virtual pilot number. 

E50 > 230 > 0;  Group nr 230 set to BUSY. 

170 > 230 > 231; Create UCD group of IP Dect extensions and the virtual pilot number. 

170 > 231 > 232;  

170 > 232 > 233;  

170 > 233 > 234;  

170 > 234 > 230;  

171 > 230 > 1;  UCD pilot member definition. 

171 > 231 > 0;  UCD member definition. (Default setting) 

171 > 232 > 0;  

171 > 233 > 0;  

171 > 234 > 0; 

172 > 230 > 14;  Member assignment to UCD group 14. 

172 > 231 > 14;  

172 > 232 > 14;  

172 > 233 > 14;  

172 > 234 > 14;  

1324 > 231 > 1; Digital Multiline terminal. (Default setting) 

1324 > 232 > 1;  

1324 > 233 > 1;  

1324 > 234 > 1;  

1359 > 231 > 1; In-Skin UMS. (Default setting) 

1359 > 232 > 1;  

1359 > 233 > 1;  

1359 > 234 > 1;  

1368 > 231 > 0;   DTMP signal is transmitted from DT700/DT800/DT900 to Dterm IP. 

1368 > 232 > 0;  

1368 > 233 > 0;  

1368 > 234 > 0;  

 

2. The voiceƳŀƛƭ ŀǇǇƭƛŎŀǘƛƻƴ ƴŜŜŘǎ ƛǘǎ ƻǿƴ ŀŎŎŜǎǎ ƴǳƳōŜǊΦ /ǊŜŀǘŜ ŀ ǾƛǊǘǳŀƭ ƴǳƳōŜǊ ǿƛǘƘ ΨŎŀƭƭ 
ŦƻǊǿŀǊŘƛƴƎ ŀƭƭ ŎŀƭƭǎΩ ǘƻ ǘƘŜ Ǉƛƭƻǘ ƴǳƳōŜǊ ƻŦ ǘƘŜ VMP lines. In our example this is the pilot number 
230 of the UCD hunting group. The following example creates the access numbers from Figure 
4-2 Voicemail access and IVR/VMP lines example. 
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Create the voicemail access number: 

11   > 507 > 222; Assigns virtual number 222 

Forward all voicemail access calls to the Routing Point: 

E600 > 222 > 230; Call Forwarding all calls to Routing Point nr 230. 

3. Provide message waiting 

1303 > 2xx > 0; Provide message waiting to all terminals.  

4.2.7.2. Message Waiting Indication and IP DECT  

To enable MWI indication on the system: 

1. Program IP DECT the following way 

1303 > IP DECT number > 0 

1524/1540 > service restriction class of IP DECT number > 1 

2. Disable CID CB 

15126 > service restriction of IP DECT number > 1 

3. Disable message reminder 

1547/1548 > service restriction of IP DECT number > 0 

4. Enable code for MWI search 

200 > A0 (= *0) >A146 

5115 > ǘŜƴŀƴǘ ƴǳƳōŜǊ ƛƴ ǿƘƛŎƘ 59/¢Ωǎ ŀǊŜ > VM group number 

Note that message indication on IP DECT only works when the user receives a message in the 
voicemail box (of the BCT client). Via BCT the user can see/play/delete voicemail messages. BCT 
updates the MWI lamp on the DECT set. 

4.2.8. PBX configuration for the Contact Center  

As stated before, the Contact Center supports both IVR less configurations (see Figure 4-3 IVR-less 
Contact Center example) and IVR configurations (see Figure 4-4 Contact Center with IVR/VMP lines 
example). The configuration for IVR less configuration is similar to the operator configuration. The 
IVR configuration uses the voicemail configuration. In addition, you can program login/logout 
facilities for agents and prompt recording. 

Note: For Contact Center only systems, there should be at least 1 Routing Point configured in 

Supervisor Dashboard, for parking a call during transferring the call to an agent.  

4.2.8.1. Program Contact Center with IVR less  

Figure 4-3 IVR-less Contact Center example shows three Routing Points for the IVR less configuration: 
Service, Sales and Support. By using different Routing Points the contact center can distinguish 
between incoming calls for Service, Sales or Support and the agent can answer the phone 
appropriately. 

Execute the following procedure to configure Routing Points in the PBX. 
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1. Program virtual numbers: 

11 > 0514 > 250; Create 'Service' access 

11 > 0515 > 251; Create 'Sales' access 

11 > 0516 > 252; Create 'Support' access 

2. Define the virtual numbers as OAI monitored numbers: 

171 > 250 > 3;  

171 > 251 > 3;  

171 > 252 > 3;  

3. Put all virtual numbers in their own group : 

172 > 250 > 11; group 11 for Service 

172 > 251 > 12; group 12 for Sales 

172 > 252 > 13; group 13 for Support 

4. Set the OAI monitored numbers to busy out: 

E50 > 250 > 0;  

E50 > 251 > 0; 

E50 > 252 > 0; 

In case the BCT server fails or the connection to the PBX is lost a Fallback configuration should be 
programmed. During Fallback calls to the Routing Points for Service, Sales and support are 
automatically rerouted to the extensions of the agents (or to subline keys on telephone sets of 
agents) who are then able to answer the calls. 

Execute the following procedure to configure Fallback in the PBX. 

1. Put the extension of the agents who provide the service in the same group as the Routing Point: 

172 > 210 > 11; agent extension 210 for Service 

172 > 211 > 11; agent extension 211 for Service 

172 > 212 > 12; agent extension 212 for Sales 

172 > 213 > 12; agent extension 213 for Sales 

172 > 214 > 13; agent extension 214 for Suppport 

172 > 215 > 13; agent extension 215 for Suppport 

2. Call direction during fall back: 

170 > 250 > 210; Call direction for Service 

170 > 210 > 211; 

170 > 211 > 250;    

170 > 251 > 212; Call direction for Sales 

170 > 212 > 213; 

170 > 213 > 251; 

170 > 252 > 214; Call direction for Support 

170 > 214 > 215; 

170 > 215 > 252; 
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4.2.8.2. Program Contact Center with IVR  

Figure 4-4 Contact Center with IVR/VMP lines example shows three access numbers for the IVR 
contact center; Service, Sales and Support. Calls to the access numbers are forwarded to a UCD group 
that contains the VMP lines. This BCT server answers the VMP lines and route the calls to agents. The 
VMP lines are IP DECT extensions that are subscripted by the VMP software.  

Execute the following procedure to configure the IVR contact center in the PBX. 

1. The UCD group with VMP lines is already configured for the voicemail configuration see: 4.2.7.1 
Program VMP Lines. 

2. The contact center access numbers are virtual numbers that need to be programmed with "call 
forwarding all calls" to the pilot number of the UCD group with VMP lines. In our example this is 
the pilot number 230 of the UCD group. The following example defines the access numbers from 
Figure 4-4 Contact Center with IVR/VMP lines example: 

Define Contact Center access numbers: 

11   > 508 > 240; Create 'Service' access. 

11   > 509 > 241; Create 'Sales' access. 

11   > 510 > 242; Create 'Support' access. 

3. Set the Call Forwarding all calls from the access numbers to the UCD pilot: 

E600 > 240 > 230; CF all calls to UCD hunting group nr 230. 

E600 > 241 > 230; CF all calls to UCD hunting group nr 230. 

E600 > 242 > 230; CF all calls to UCD hunting group nr 230. 

4. For the Fallback scenario, the agent extensions should be put in a separate agent group. The 
agent extensions are members of this agent group. When a Fallback scenario occurs, a MANUAL 
forwarding from the Access numbers to the Fallback group should be set with command:  

E600 > 240 > pilot of agent group for Service; 

E600 > 241 > pilot of agent group for Sales; 

E600 > 242 > pilot of agent group for Support; 

This command can be executed with a MOC terminal or on a DT-serie terminal (CAT mode). 

4.2.9. Status switching  of phone based agents  

Agents can change their status (Logon, Logoff, Ready, Not ready and Work ready) by using one of the 
following methods: 

1. Call a Logon Starter Line (can only be used with IVR configuration) 

2. Press an agent status switch Key on the agent's phone (can only be used with DT-serie terminals) 

3. Dial an agent status switch access prefix 

Each method requires its own programming in the PBX. 

4.2.9.1. Agent status switching using Starter Line  

For Logon via a Starter Line use the following procedure to configure the PBX: 
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1. The UCD group with VMP lines is already configured for the voicemail configuration see:  4.2.7.1 
Program VMP Lines  

2. Create a virtual number for the Agent Logon starter line. 

11 > 511 > 243; 

3. Set the Call Forwarding all calls from the Agent logon starter line to the UCD pilot: 

E600 > 243 > 230; CF all calls from 243 to 230 

For creating the Agent Logon starter line see 8.2.5 Phone-based agents 

4.2.9.2. Agent status switching using function key(s) on agents phone  

For Single key agent status switching, use the following procedure to configure the PBX: 

1. Program an OAI function key under a programmable key of the agent's DT-serie terminal. 

The OAI function key's start with OAI function key F1033 for programmable key1 on the DT-serie 
terminal until OAI function key F1047 for programmable key15. For instance, when using 
programmable key6 for Agent Login key then program OAI function key F1038 under 
programmable key6. 

9000 > extension,06 > F1038; 

2. Assign an MSF operation code to the OAI function key. 

D70 > F1038 > 128; 

For Multiple key agent status switching use the following procedure to configure the PBX: 

1. Program an OAI function key under a programmable key of the agent's DT-serie terminal for each 
desired agent status. The OAI function key's start with OAI function key F1033 for programmable 
key1 on the DT-serie terminal until OAI function key F1047 for programmable key15. For 
instance, when using programmable keys 4 up to and including 8 for agent status keys then 
respectively program OAI function keys F1036 up to and including F1040 under programmable 
keys 4 up to and including 8. 

9000 > extension,04 > F1036; 

9000 > extension,05 > F1037; 

9000 > extension,06 > F1038; 

9000 > extension,07 > F1039; 

9000 > extension,08 > F1040; 

2. Assign an MSF operation code to each OAI function key. 

D70 > F1036 > 128; 

D70 > F1037 > 129; 

D70 > F1038 > 130; 

D70 > F1039 > 131; 

D70 > F1040 > 132; 
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Note: To avoid confusion with Operation Codes as mentioned in the PBX Command Manual: please 

make sure you use the codes mentioned above (128-132) 

4.2.9.3. Agent status switching using one or more access prefix(es)  

For Single agent status switching access prefix use, the following procedure to configure the PBX: 

1. Assign an access prefix for OAI in the number plan. 

200 > access prefix > A084; 

2. Assign a MSF operation code to this access prefix. 

D71 > access code > 128; 

3. To allow MSF operation on the station: 

1202 > station > ClassA-ClassB Assign the station to a certain Service restriction class B 

15059> Class B > 0  allow the station in Class B to use OAI-MSF by using access prefix 

For multiple agent status switching access prefixes use the following procedure to configure the PBX: 

1. Assign an access prefix for OAI for each agent status prefix in the number plan. 

200 > access prefix > A084; 

200 > access prefix > A084; 

200 > access prefix > A084; 

200 > access prefix > A084; 

200 > access prefix > A084; 

2. Assign a MSF operation code to each access prefix. 

D71 > access code > 128; 

D71 > access code > 129; 

D71 > access code > 130; 

D71 > access code > 131; 

D71 > access code > 132; 

3. To allow MSF operation on the station: 

1202 > station > ClassA-ClassB Assign the station to a certain Service restriction class B 

15059 > Class B > 0  allow the station in Class B to use OAI-MSF by using access prefix 

Note: To avoid confusion with Operation Codes as mentioned in the PBX Command Manual: please 

make sure you use the codes mentioned above (128-132) 

4.2.10. Codes for phone based agents  

Phone based agents use codes to identify the desired status when a single function key or access 
prefix is defined. Entering status information is only applicable for Phone Based Agents. When the 
steps in 4.2.9 Status switching of phone based agents have been entered it is possible to use this 
feature.  

The following codes are defined: 
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¶ 0# to logon 

¶ 1# to logoff 

¶ 2# to switch Not Ready 

¶ 3# to switch Ready 

¶ 5# to switch Work ready, leaving the after call work  

In case the required agent status is logged-on, a PIN is requested to identify the agent. For 
information on how to configure a phone based agent with PIN in BCT see  8.5.10 Manually create a 
BCT user ς the Agent by Phone parts. 

In case the required agent status is not ready, a Not Ready Reason (NRR) is requested to identify why 
the agent is switched not ready. Not Ready Reasons (NRR) are entered in tables in the Business 
ConneCT Database via BCT Supervisor Dashboard. The information in the Dial Code column 
references the chosen Additional Info digits. After installation, a number of default NRRs are 
available in the chosen system language. In this example the English NRRs are given with their default 
dial codes: 

Not Ready Reason Dial Code 

Coffee break 1 

Lunch 2 

Other work 3 

Personal affairs 4 

For more information on how to configure Not Ready Reasons in BCT, see chapter άbƻǘ wŜŀŘȅ 
wŜŀǎƻƴǎέ in BCT Administrator Guide. 

In case the required agent status is ready, a Call Type (CT) is requested to identify the type or 
outcome of the handled call. Call Types (CT) are entered in the Business ConneCT database via BCT 
Supervisor Dashboard. The information in the Dial Code column references the chosen Additional 
Info digits. After installation, a number of default CTs are available in the chosen system language. In 
this example the English CTs are given with their default dial codes: 

Call Type Dial Code 

Successful 1 

Unsuccessful 2 

For more information on how to configure Call Types in BCT, see chapter ά/ŀƭƭ ¢ȅǇŜǎέ in BCT 
Administrator Guide. 

Note: A code is always terminated with a # ! 

4.2.11. Prompt Recording  

In the callflow for the Contact Centre prompts can be played to welcome the customer, to present an 
office message for the Clock module, to select options from Attendant menus etc. To record these 
prompts a Starter Line has to be defined. This Starter Line is a virtual number that is programmed 
with "call forwarding all calls" to the pilot number of the UCD group with VMP lines. 

To program this  Starter Line use the following procedure to configure the PBX: 

1. The UCD group with VMP lines is already configured for the voicemail configuration see: 4.2.7.1 
Program VMP Lines 
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2. Create a virtual number for the Prompt Recorder Starter Line. 

11 > 512 > 244; 

3. Set the Call Forwarding all calls from the Prompt Recorder Starter Line to the UCD pilot: 

E600 > 244 > 230; CF all calls from 244 to 230 

4.2.12. PBX configuration for the special monitored number  

To ensure that call handling and call transfer works in all cases, you must configure a special 
Monitored number. This number is needed for various situations, such as enabling Contact Center 
agents to transfer calls to other agents, and ending unanswered ISDN calls (by providing a place to 
park the calls first). 

Configure the special Monitored number as follows: 

11 > 513 > 296;  Create virtual Queue 

E50 > 296 > 0;  Make number busy 

171 > 296 > 3;  Define virtual number as OAI Monitored number for BCT 

172 > 296 > 15;  Put in group 

4.2.13. Open number scheme  

Supported for SV8300 networks and SV9300 networks 
Not supported for any other mixed networks e.g. SV8300/SV9300 networks. 

4.2.14. Multi -line  

SV8300/SV9300 

Define Virtual extensions, to be used as Sub Lines, in the PBX with command 11. 

Define the Sub Lines as keys on the DT-serie terminals with command 9000. 

BCT System Settings 

Check Enable Multi Line in Connection Tab for the PBX (edit PBX page). 

Check Enable Multi Line when editing Advanced User Settings in Company Directory for the users 
using Multi Line. 

Synchronize BCT. 

BCT Client 

When now a BCT-client is started, the line-view can be selected and the list of lines is displayed in the 
same order as the buttons are used on the terminal. 

For User settings for Lines, enter the configuration page and select the Lines tab. 

4.2.15. Mobility Access  

Implement Trunkbased Mobility Access according to the programming manual of the 
SV8300/SV9300. 

To make call forward setting overrule the MA forwarding, the following need to be programmed: 
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15484>RestrictionClass C > 0; Priority for Call Forwarding-All Calls of Mobility Access call 

The Restriction Class C should be the Class C that the MA extensions are assigned to (with command 
1207). BCT synchronization should be executed after programming the MA extension. 

Check via System Settings / Company Directory / Extension info that the Detected Terminal Type is 
Mobile/SMA extension. If not, use "Manual Terminal Type" to override. 

The BCT Desktop Client can be used for presence profile configuration. 
The BCT Mobility Client should be used for call handling. 

4.2.16. Suite Room 

When Suite Room is configured, when the room (Master phone) is called all phones will ring. 

To configure Suite Room: 
Suppose that room number 000 has phone 100, 101 and 102. 100 is the master phone, 101 and 102 
are slave phones. 

1. Set correct OAI mode: 

08 > 1602 > 0; 

2. Set Master and Slave  

1278 > 100 > 0; // Master 

1278 > 101 > 1; // Slave 

1278 > 102 > 1; // Slave 

3. Define room 

1279 > 100 > 000; // Room 

1279 > 101 > 000; // Room 

1279 > 102 > 000; // Room 

4. Define room position 

5734 > 00000 > 100; 

5734 > 00001 > 101; 

5734 > 00002 > 102; 

5. Send Busy Tone when either station is busy. 

1202 > 100 > 1415;  //  Service Restriction Class of Master Station = 14 

15227 > 14 > 1;   //  Send Busy Tone when either station is busy 

 

Notes: - A Suite Room phone should not be combined with a BCT client. Extension status information 

will not be shown. In a hotel environment usually the operator is using a BCT client and the 

operator should not be based on a Suite Room extension. 

- BCT Operator will see extension status of the master extension in a Suite Room configuration 

- SV8300/SV9300 minimal R8.2 is required for Suite Room Support in BCT 
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4.3. UNIVERGE SV8500/SV9500  configuration  

This chapter explains how to set up the PBX types SV8500/SV9500 for BCT for a single node 
configuration, a FCCS network or a SV9500 Geographic redundant network. When BCT is running and 
you make changes in the PBX configuration that have impact on BCT, you may have to restart UCS 
Runtime (see 4.1.6 Restart of UCS Runtime). 

You program the PBX with the MA4000 and/or MAT/PCPro application. 

Please refer to the Field Change Order to check the PBX compatibility. 

4.3.1. SV8500/SV9500  Preconditions and differences  

Programming all systems is the same. Only the correct PBX should be selected when BCT makes a 
connection. 

SV8500/SV9500 

For SV8500/SV9500, Location Diversity is supported. See 4.3.1 SV8500/SV9500 configuration for 
location diversity 

WARNING: In case of an SV8500/SV9500 you need to check SVI 1371. When BCT is used on 

SV8500/SV9500, SVI 1371 needs to be set to 1 (otherwise, synchronization will fail on stand-

alone SV8500/SV9500 systems). 

Note: When SVI 1371 is 0, please contact your (local) supplier. There is a license mismatch in 

SV8500/SV9500. 

Note that the SV8500/SV9500 has two LAN interfaces: LAN1 and LAN2. When configuring BCT for an 
SV8500/SV9500 PBX, the LAN2 (ACT) IP address must be assigned.  

BCT uses MAT commands to connect to the SV9500 and retrieve the PBX configuration.  From 
SV9500 version 8.0 and onwards it is mandatory to connect to the SV9500 by using a User account. 
This User account needs sufficient privileges to execute MAT commands. The MAT commands are 
grouped in related commands and these groups can be enabled (allowed) to Login Grades.  The Login 
Grade can then be assigned to a User account to connect to the PBX. 

The groups of MAT commands that BCT uses to connect to the SV9500 and retrieve the PBX 
configuration are:  

¶ System Control 

¶ Service Feature Data 

¶ List Up Commands(1) - > List Up Station data 

¶ List Up Commands(2) - > List Up Local  Data Memory 

¶ List Up Commands(2) - > List Up Network Data Memory 

¶ List Up Commands(2) - > List Up Hotel/Motel  (not for Busienss mode)  

¶ List Up Commands(2) - > List Up OAI 

¶ List Up Commands(2) - > List Up SIP Service 
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¶ Installation 

¶ Local Data Memory 

¶ Network Data Memory 

So a Login grade needs to be defined with the above mentioned groups of MAT commands and this 
Login grade must be assigned to a dedicated User account used by BCT to connect to the PBX. 

To create a User account for BCT user the PCpro application: 

¶ Connect to the SV9500 with a System Manager account. 

¶ Go to menu User and select Login Grade Settings. 

¶ In Login Grades Settings (left pane) select a Login Grade from the Login Grade List. 

¶ In Executable Commands (right pane) enable the above groups of MAT commands. 

¶ Press Setup to create the Login Grade and press OK to confirm. 

¶ Back in PCpro go to menu User and select User Account Setting. 

¶ In User Account Settings press Add. 

¶ Enter a User ID, leave Data Memory to option LDM, enter and confirm a Password and select 
the above created Login grade from the drop down list. 

¶ Press Setup to create the User account  and press OK to confirm 

¶ Press Close in User Account Setting. 

The created User account (User ID and password) can then be used in the BCT to configure the PBX 
of type SV9500, see 8.1.1 Using the Configuration Wizard or 8.1.5 Connection to PBX. 

In case of SV8500/SV9500 in a FCCS network, the nodes must be assigned manually to a 
configuration file: 

¶ Open the configuration file "PBXConfigurationService.WinService.exe.config" in "C:\Program 
Files (x86)\Common Files\NEC\Services" with notepad. Look for the section "fusionSettings". 

¶ A part of the configuration file looks like: 

</configuration>  

  ...  

  <fusionSettings>  

    <! --  For each node in the fusion network add a new key value entry -- > 

    <! --   key   = FPC (Fusion Point Code)         -- > 

    <! --   value = MAT IP address                  -- > 

    <! --  Example:                                 -- > 

    <! --  <add key = "2" value="192.168.111.52"/>   -- > 

    <! --  <add key ="3" value="192.168.111.123"/>  -- > 

  </fusionSettings>  

</configuration>  

¶ You only have to configure the nodes. The NCN (Network Control Node) with FPC = 1 can be 
left out. The FPCs must be unique, but that is always the case in an FCCS network. 
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¶ The tags "<!--" en "-->" define the line to be comment, so this has to be removed. 

¶ Example of a configured network: 

 <fusionSettings>  

    <add key ="2" value="192.168.111.52"/>  

    <add key ="3" value="192.168.111. 123"/>  

 </fusionSettings>  

4.3.2. PBX boundaries, options and licenses single node and FCCS  

Make sure the following ASYD/ASYDL settings are present. To read and change settings, use the 
PCPro commands ASYD/ASYDL. 

ASYD  SYS 1 INDEX 27 bit 6  Ƴǳǎǘ ōŜ ΨлΩ OAI Message Type 

ASYD  SYS 1 INDEX 31 byte= 0x06 CM Mounting capacity 

ASYD  SYS 1 INDEX 32 bit 1 Ƴǳǎǘ ōŜ ΨмΩ Record Tenant Data for SMDR/CS 

Report 

ASYD  SYS 1 INDEX 32 bit 2 Ƴǳǎǘ ōŜ ΨмΩ Record Selected Trunk type 

for SMDR/CS Report 

ASYD  SYS 1 INDEX 32 bit 7 Ƴǳǎǘ ōŜ ΨмΩ SMDR/CS Report in service 

ASYD SYS 1 INDEX 47 bit 4 must be '1' Tone control via SFC (FN=127) 

ASYD SYS 1 INDEX 63 bit 6 must be '1' 9ƴŀōƭŜ ΨhǊƛƎƛƴŀƭ ŎŀƭƭŜŘ ƴǳƳōŜǊ ƛƴ h!L 

event in case of DDI fail routed call via 

//L{Ω 

ASYD SYS 1 INDEX 63 bit 7 must be '0' SPACD out of Service 

ASYD SYS 1 INDEX 69 bit 0 must be '0' Return transferred call to transferring 

party after Recall Timer expires 

ASYD SYS 1 INDEX 78 bit 0 must be '1' Intermediate Station Number Display 

ASYD SYS 1 INDEX 78 bit 3 must be '1' Dial Number Display 

ASYD SYS 1 INDEX 78 bit 5 must be '1' Name Display Service 

ASYD SYS 1 INDEX 79 bit 2 must be '0' Split Call Forwarding Services 

Note: when changing this setting 

please verify the Call Forwarding 

relations again! 

ASYD SYS 1 INDEX 79 bit 5 must be '1' Expanded Name Display (16-digit) 

ASYD SYS 1 INDEX 79 bit 6 must be '0'  OAI in Service 

ASYD SYS 1 INDEX 92 byte= 0x3F Common tenant data table 

ASYD SYS 1 INDEX 93 byte= 0xBF Common tenant data table 

ASYD SYS 1 INDEX 94 Byte= 0x08 Common tenant data table 

ASYD SYS 1 INDEX 207 bit 0 must be '1'  IP0 is used 

ASYD SYS 1 INDEX 241 bit 1 must be '1' Name Display (16-digit) 

ASYD SYS 1 INDEX 241 bit 2 must be '1' Call Processing Event Notification 

ASYD SYS 1 INDEX 241 bit 3 must be '1' Detail Info on SCF Error 

ASYD SYS 1 INDEX 241 bit 7 must be '1' OAI/SSFN 
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ASYD SYS 1 INDEX 370 bit 0 must be '1' Expanded SMFN Service 

ASYD SYS 1 INDEX 370 bit 4 must be '0' Release Guard Timer for Single Line 

ASYD SYS 1 INDEX 370 bit 5 must be '0' MTC=0x15 ms 

ASYD SYS 1 INDEX 370 bit 6 must be '0' MTCx64 ms 

ASYD SYS 1 INDEX 370 bit 7 must be '0' Default 384 ms 

ASYD SYS 1 INDEX 449 bit 0 must be '1' Send OFF_HOOK when executing OAI 

MakeCall 

ASYD SYS 1 INDEX 512 byte= 0x01 OAI on NCN 

ASYDL SYS 1 INDEX 514 byte= Not equal to 

0x00 

Amount of NDM memory, for instance 

0x01 (2MB), 0x03 (4Mb) 

ASYDL SYS 1 INDEX 533 byte= 0x01 FPC of VNDM (VNDM is holding the 

OAI link to the BCT server) 

ASYDL  SYS 1 INDEX 810 bit 0 must be '1' PHC Music-on-Hold source is self office 

ASYDL  SYS 1 INDEX 864 bit 0 must be '1' Build in IP is provided 

ASYDL SYS 1 INDEX 864 bit 2 Ƴǳǎǘ ōŜ ΨлΩ Agent Anywhere/OAI Terminal 

Anywhere (SVI 1761) 

ASYDL SYS 1 INDEX 864 bit 3 Ƴǳǎǘ ōŜ ΨлΩ Multiple OAI/ACD In-Service (SVI 1265) 

ASYDL SYS 1 INDEX 864 bit 4 must be '1' 8-port monitoring 

ASYDL  SYS 1 INDEX 864 bit 5 must be '0' Clear Status Monitor Facility 

Notification (SMFN) when the FCCS 

link is down 

ASYDL SYS 1 INDEX 865 byte= 0x01 FPC of node providing IP 

ASYDL SYS 1 INDEX 867 bit 0 must be '1' Expanded SMFN  

ASYDL SYS 1 INDEX 867 bit 1 must be '0' IP1 is not used 

ASYDL SYS 1 INDEX 867 bit 3 must be '1' Improvement of SCF6 Request for 

Monitor Connection 

ASYDL SYS 1 INDEX 867 bit 4 must be '1' FLF Facility number length and logical 

number length (Must be set the same 

in all nodes) 

ASYDL SYS 1 INDEX 867 bit 7 must be '1' 16-digit Station Number 

ASYDL SYS 1 INDEX 869 bit 4 must be '1' Activate OAI events in case of recalling 

failed transferred call 

ASYDL SYS 1 INDEX 874 bit 2 must be '1' SMFN 12 (SMFR 139) 

ASYDL SYS 1 INDEX 874 bit 4 must be '1' Camp On Transfer CCIS (OAI) 

ASYDL SYS 1 INDEX 874 bit 7 must be '1' Break-in CCIS (OAI) 

ASYDL SYS 1 INDEX 875 bit 0 must be '0' OAI SMFN FN9 STS=01 notification 

ASYDL SYS 1 INDEX 875 bit 1 must be '1' OAI SMFN FN9 STS=02, 03 notification 

ASYDL SYS 1 INDEX 875 bit 2 must be '1' Callback, Outgoing Trunk Queuing, 

Callback-CCIS 

ASYDL  SYS 1 INDEX 875 bit 3 must be '1' Break-in ς local DND override 
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ASYDL  SYS 1 INDEX 876 byte= 0x02 Adjust wait time for guarding case of 

busy of SCF7(transfer facility) 

ASYDL  SYS 1 INDEX 878 bit 1 must be '1' Timer SCF7 (Transfer) on 180 Ringing 

for PHS/WLAN/St.SIP destination. 

ASYDL  SYS 1 INDEX 895 bit 5 must be '1' Call back destination starts ringing 

after initiator answers call back 

ASYDL  SYS 1 INDEX 1187 bit 6 must be '1' OAI support ETSI Addressing 

ASYDL  SYS 1 INDEX 1188 Bit 0 must be '1' Calling party number selection 

function with SCF 

ASYDL  SYS 1 INDEX 1188 Bit 1 must be '1' Extended function of SCF (FN=128)  

ASYDL  SYS 1 INDEX 1188 Bit 5 must be '1' Number of Concurrent Connections for 

Predictive Dialing 

ASYDL  SYS 1 INDEX 1188 Bit 6 must be '1' OAI call kind 

ASYDL  SYS 1 INDEX 1200 Bit 6 must be '0' Registered terminal info 

If settings are incorrect, start monitor on OAI will produce error 0x01020002 "function not 
supported" in Diag@Net. 

These settings are necessary to send the correct events over the OAI link to BCT. 

WARNING: The BCT server uses an OAI connection to communicate with a PBX. A SV8500/SV9500 can 

handle A MAXIMUM OF 8 (DEFAULT) OAI connections. 

WARNING: For queue mapping, monitored numbers are assigned in a PBX. In the PBX one monitored 

number can be used by max. 8 applications. ADVICE: Do not use the same monitored number 

for different applications. 

Licenses 

Make sure you have the following: 

¶ ΨhǇǘƛƻƴ h!LΩ ƭƛŎŜƴǎŜΤ 

¶ Sufficient IP capacity licenses; 

¶ Sufficient IP terminal port licenses (if using VMP IVR); 

4.3.3. PBX boundaries, options and licenses dedicated for FCCS  

¢ƘŜ ŦƻƭƭƻǿƛƴƎ ǎȅǎǘŜƳ ƻǇǘƛƻƴǎ ŀǊŜ ŘŜŘƛŎŀǘŜŘ ŦƻǊ C//{ ƴŜǘǿƻǊƪǎΦ ¢ƘŜǎŜ ǎŜǘǘƛƴƎǎ Ǝƻ Ψƻƴ ǘƻǇΩ ƻŦ ǘƘŜ 
settings mentioned in the previous section. In case certain options mentioned in the next table 
overlap with the previous table, be sure to stick to the settings described below. 

Consider the following FCCS network: 
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Figure 4-7 FCCS network 

For PBX-A (NCN): 

ASYDL SYS 1 INDEX 533 byte=  0x01 FPC of VNDM (VNDM is holding the 

OAI link to BCT server) 

    Set the MDATA parameter to 0xFF to 

program the ASYDN value as well. 

ASYDL SYS 1 INDEX 864 bit 0 must be '1' Build in IP is used 

ASYDL  SYS 1 INDEX 864 bit 2 must be '1' Agent Anywhere/OAI terminal 

anywhere 

ASYDL  SYS 1 INDEX 865 byte= 0x01 FPC of node providing IP 

 

For PBX-B (LCN): 

ASYD  SYS 1 INDEX 207 bit 0 Ƴǳǎǘ ōŜ ΨлΩ IP0 is not used 

ASYD  SYS 1 INDEX 207 bit 1 Ƴǳǎǘ ōŜ ΨлΩ IP1 is not used 

ASYDL  SYS 1 INDEX 533 byte=  0x01 FPC of VNDM (VNDM is holding the 

OAI link to BCT server) 

    Set the MDATA parameter to 0xFF to 

program the ASYDN value as well. 

ASYDL SYS 1 INDEX 864 bit 0 must be '0' Build in IP is not used 

ASYDL  SYS 1 INDEX 864 bit 2 must be '1' OAI terminal anywhere 

ASYDL  SYS 1 INDEX 865 byte= 0x01 FPC of node providing IP 

Note that this is an example with two FCCS nodes. In case there are more nodes in the networks, the 
settings for LCN have to be programmed in every LCN. Please also take notice of the PBX system 
documentation: DPG(win) OAI, section OAI FCCS single IP configuration and OAI FCCS data 
programming (table 5-1). 
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Licenses 

Make sure you have the following OAI licenses 

¶ ΨhǇǘƛƻƴ h!LΩ ƭƛŎŜƴǎŜΤ 

Note: for SV9500 it is for free and will be automatically generated. 

¶ ΨhǇǘƛƻƴ b9¢ h!L !/5Ω ƭƛŎŜƴǎŜΦ 

4.3.4. Extended ISDN addressing (Rel. S05 or higher)  

When using extended addressing (ASYDL/N, system 1, index 1088, bits 5 and 6 set to 1 [x60]) it is not 
only necessary to put ISDN trunkroutes and stations in local domains using ADLDL/N, but also 
monitored numbers (including special monitored number), other starterline numbers (IVR based 
starters), the ACFON destination number and all VMP lines need to be assigned to a defined local 
domain. If this is not the case, BCT will be confronted with OAI messages that do not comply with the 
extendeŘ ŀŘŘǊŜǎǎƛƴƎ ŦƻǊƳŀǘ όŜΦƎΦ ¢!/Ωǎ Ƴŀȅ ōŜ ƳƛǎǎƛƴƎ ŀƴŘ ǎǳŎƘύΦ 

When old style ISDN addressing is used (ASYDL/N, system 1, index 1088, bits 5 and 6 set to 0 [x00]), 
the above does not apply. 

For details about programming (special) monitored numbers, VMP lines, starter lines and ACFON 
destination number please read the sections below. 
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4.3.5. PBX configuration for the operator  

The following picture shows Operator Routing Points. 

 

Figure 4-8 Operator routing points 

Choice of numbers: 

¶ Starter Lines: 

9: internal 

295: external (general DID number) 

293: failed 

294: park 

¶ 200: Myline of the Operator Dterm 

¶ 291: Subline number for Fallback when server is down 

¶ 292: Subline number for Fallback when server is down 

¶ 260 to 262: System Call Park (also called Pickup Park) 
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Actions: 

1. Define your numbering plan with the ANPDN and ASPAN commands. Make sure that all used 
numbers are in the number plan. 

ANPDN TN=1, 1stDC=2, CI=N/B/H, NND=3, BLF=0 

ANPDN TN=1, 1stDC=9, CI=N/B/H, NND=1, BLF=0 

ASPA TN=1, ACC=2, CI=N/B/H, SRV=STN 

ASPAN TN=1, ACC=2, CI=N/B/H, SRV=TELN, NND=3 

ASPAN TN=1, ACC=9, CI=N/B/H, SRV=TELN, NND=1 

Note: Each of the above commands needs to be assigned two times: once for CI (Connection Status 

Index) and once for CI Hooking. 

2. Create a Fallback group. Failed calls are routed to the operator via OAI Monitored numbers. 

ASDT TN=1, STN=291, LEN=073240, TEC=18, RSC=1, SFC=1  

ASDT TN=1, STN=292, LEN=073241, TEC=18, RSC=1, SFC=1  

ASDT TN=1, STN=298, LEN=073242, TEC=18, RSC=1, SFC=1 

ALGSN TYPE=2, UGN=1, TELN=291, FPC=1, TN=1, STN=291 

ALGSN TYPE=2, UGN=1, TELN=292, FPC=1, TN=1, STN=292 

ALGSN TYPE=2, UGN=1, TELN=298, FPC=1, TN=1, STN=298 

ASHUN UGN=1, TELN=298, EDIT TELN: 291+292 (press sort all and set) 

 

Add queuing to this group (in this example, 10 callers can be queued): 

AUCDN UGN=1, TELN=298, QTHACT=1, QTH=10, CWT=10, MCI=0 

 

Make the pilot number of the group busy: 

MBST TN=1, STN=298, MB=1 

3. Define OAI Monitored numbers. 

First create TELN numbers: 

ALGNN, UGN=1, TELN=9 

ALGNN, UGN=1, TELN=295 

ALGNN, UGN=1, TELN=293 

ALGNN, UGN=1, TELN=294 

 

Create Monitored numbers: 

AMNON A/G=Administrative station, UGN=1, N_MNO=9,     N_NMI=1, MFC=0, check mark 

"Follow the UCD when monitor status is not rŜǉǳŜǎǘŜŘ ŦǊƻƳ !tέΣ ¢9[bҐ нфу 

AMNON A/G=Administrative station, UGN=1, N_MNO=295, N_NMI=2, MFC=0, check mark 

άCƻƭƭƻǿ ǘƘŜ ¦/5 ǿƘŜƴ ƳƻƴƛǘƻǊ ǎǘŀǘǳǎ ƛǎ ƴƻǘ ǊŜǉǳŜǎǘŜŘ ŦǊƻƳ !tΥΣ ¢9[bҐ нфу 

AMNON A/G=Administrative station, UGN=1, N_MNO=293, N_NMI=3, MFC=0, check mark 

άCƻƭƭƻǿ ǘƘŜ ¦/5 ǿƘŜƴ ƳƻƴƛǘƻǊ ǎǘŀǘǳǎ ƛǎ ƴƻǘ ǊŜǉǳŜǎǘŜŘ ŦǊƻƳ !tέΣ ¢9[bҐ нфу 

AMNON A/G=Administrative station, UGN=1, N_MNO=294, N_NMI=4, MFC=0, no check mark 

άCƻƭƭƻǿ ǘƘŜ ¦/5 ǿƘŜƴ ƳƻƴƛǘƻǊ ǎǘŀǘǳǎ ƛǎ ƴƻǘ ǊŜǉǳŜǎǘŜŘ ŦǊƻƳ !tέ 
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4. Define the operator Dterms prime and subline: 

AISTL TN=1, IP STN=200, KIND=DTERM IP, TEC=12, RSC=1, SFC=1, LEN=073000 

AKYD TN=1, STN=200, PRI=2, PL TN=1, PL STN=200, S=1, MWD=0, LN PRE=1, SPK=1, ANS=2, 

ORG=0, TP=0 

ALGSN TYPE=2, UGN=1, TELN=200, FPC=1, TN=1, STN=200 

 

In the table that appears: 

KYN= 1, KYI=2, KD=0, TN=1, STN=200, RG=7 Myline Operator 

KYN= 2, KYI=1, FKY=56, Headset (LED on) /  handset key (LED off) 

KYN= 5, KYI=1, FKY=59, Release key (this setting might be skipped) 

KYN= 6, KYI=2, KD=0, TN=1, STN=291, RG=7 Assigns fallback station 291 as subline to operator 

DTERM 

KYN= 7, KYI=2, KD=0, TN=1, STN=292, RG=7 Assigns fallback station 292 as subline to operator 

DTERM 

5. Define DDI fail actions: 

Program the number to which failed calls should be routed first 

ASDT TN=1, STN=297, LENS=073243, TEC=18, RSC=1, SFC=1 

ALGSN TYPE=2, UGN=1, TELN=297, FPC=1, TN=1, STN=297 

Set CF No Answer for 297 to the Monitored number 293 

ACFS_T TN=1, ¢9[bҐнфтΣ ǇǊŜǎǎ DŜǘΣ ǎŜƭŜŎǘ ǊŀŘƛƻ ōǳǘǘƻƴ¢¸t9 Ґ Ψ/ŀƭƭ CƻǊǿŀǊŘƛƴƎΩ ŀƴŘ {w± Ґ ΨDon't 

Answer'. 

 

Program the fail actions to be forwarded to 297: 

ACFON TN=1, CF Busy Line, CFI=TELN, UGN=1, TELN=297 

!/Chb ¢bҐмΣ /C 5ƻƴΩǘ !ƴǎǿŜǊΣ /CLҐ¢9[bΣ ¦DbҐмΣ ¢9[bҐнфт 

ACFON TN=1, CF Intercept, CFI=TELN, UGN=1, TELN=297 

ACFON TN=1, CF Logout, CFI=TELN, UGN=1, TELN=297 

ACFON TN=1, CF Incomplete Number, CFI=TELN, UGN=1, TELN=297 

ACFON TN=1, CF Not Reach, CFI=TELN, UGN=1, TELN=297 (note: since SV8500/SV9500 S5) 

 

In case ACFON Intercept (Number Unobtainable) is required, keep in mind that the incoming 

Route for which the DDI fail actions are applicable, ARTD(N) CDN 43 (BT) gives following 

behavior: 

CDN 43 = 0, ACFON Intercept will be followed to route an incoming call with incorrect (NU) called 

party number  

CDN 43 = 1, Call is released with ISDN cause "Unallocated Number 

6. Shorten the CFNA timers for 297 to improve rerouting time to operator for external calls to busy 
extensions: 

ADAI_T MODE select radio button MODE=TELN, enter UGN=1 TELN=297, then press Get, then 

enter for CDN value 7 (139TC) the value of 1. All other CDNs must be left at value 0. Press Set. 

7. To use the System Call Park functionality for operators (also called Pickup Park) a separate set of 
OAI monitored numbers need to be programmed. For every System Call Park position OAI 
monitored numbers need to be created. 
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First create TELN numbers: 

ALGNN, UGN=1, TELN=260 

ALGNN, UGN=1, TELN=261 

ALGNN, UGN=1, TELN=262 

 

Create Monitored numbers: 

AMNON A/G=Administrative station, UGN=1, N_MNO=260, N_NMI=2, MFC=0 

AMNON A/G=Administrative station, UGN=1, N_MNO=261, N_NMI=2, MFC=0 

AMNON A/G=Administrative station, UGN=1, N_MNO=262, N_NMI=2, MFC=0 

 

The numbers 260, 261 and 262 will now be seen as routing points by BCT and can be used for 

System Call Park.  For BCT configuration for System Call Park see 8.3.10 Create System Call Park 

configuration.  

4.3.6. PBX configuration for a Contact Center 

Note: For Contact Center only systems, there should be at least 1 Routing Point configured in 

Supervisor Dashboard, for parking a call during transferring the call to an agent.  

4.3.6.1. Program an IVR-less contact center  

The following picture shows Contact Center Routing Points: 

 

Figure 4-9 Example of IVR-less routing points 

Actions: 

1. Create the Fallback group for if the application fails (agents 248 and 249 are in the Fallback 
group): 

ASDT TN=1, STN=244, LEN=073244, TEC=18, RSC=1, SFC=1 

ALGSN TYPE=2, UGN=1, TELN=244, FPC=1, TN=1, STN=244 



72 

 

 

Make the pilot number of the group busy: 

MBST TN=1, STN=244, MB=1 

 

Create the group: 

ASHUN UGN=1, TELN=244, EDIT TELN: 248 and 249 (press sort all and set) 

 

Add queuing to this group: 

AUCDN UGN=1, TELN=244, QTHACT=1, QTH=10, CWT=10, MCI=0 

2. Create the Routing Points for the Contact Center, with Fallback option: 

ALGNN, UGN=1, TELN=240 

ALGNN, UGN=1, TELN=241 

ALGNN, UGN=1, TELN=242 

 

AMNON A/G=Administrative station, UGN=1, N_MNO=240,     N_NMI=5, MFC=0, check mark 

άCƻƭƭƻǿ ǘƘŜ ¦/5 ǿƘŜƴ ƳƻƴƛǘƻǊ ǎǘŀǘǳǎ ƛǎ ƴƻǘ ǊŜǉǳŜǎǘŜŘ ŦǊƻƳ !tέΣ ¢9[bҐ нпп 

AMNON A/G=Administrative station, UGN=1, N_MNO=241,     N_NMI=6, MFC=0, check mark 

άCƻƭƭƻǿ ǘƘŜ ¦/5 ǿƘŜƴ ƳƻƴƛǘƻǊ ǎǘŀǘǳǎ ƛǎ ƴƻǘ ǊŜǉǳŜǎǘŜŘ ŦǊƻƳ !tέΣ ¢9[bҐ нпп 

AMNON A/G=Administrative station, UGN=1, N_MNO=242,     N_NMI=7, MFC=0, check mark 

άCƻƭƭƻǿ ǘƘŜ ¦/5 ǿƘŜƴ ƳƻƴƛǘƻǊ ǎǘŀǘǳǎ ƛǎ ƴƻǘ ǊŜǉǳŜǎǘŜŘ ŦǊƻƳ !tέΣ ¢9[bҐ нпп 

Note: If you want to use the Fallback agents, then you must program the numbers 248 and 249 as 

sublines on a DTERM, in the same way as done for the operator. 

4.3.6.2. Program  a Contact Center with VMP IVR lines  

The following picture shows Contact Center (with IVR) Routing Points: 

 

Figure 4-10 Example of routing points with VMP IVR lines 

Actions: 

1. Assign 2 IP DECT using command AISTL and assign TELN numbers using ALGSN: 

AISTL TN=1, IP STN=231, KIND=DTERM IP, TEC=12, RSC=1, SFC=1, LEN=073001, click Set 

AISTL TN=1, IP STN=232, KIND=DTERM IP, TEC=12, RSC=1, SFC=1, LEN=073002, click Set 
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AKYD TN=1, STN=231, PRI=0, PL TN=1, PL STN=231, S=0, MWD=0, 

LN PRE=0,TP=0 

 

In the table that appears: 

KYN= 15, KYI=1, FKY=142, Logout key (in all nodes) 

KYN= 16, KYI=2, KD=0, TN=1, STN=231, RG=7, Myline key (in all nodes) 

AKYD TN=1, STN=232, PRI=0, PL TN=1, PL STN=232, S=0, MWD=0, 

LN PRE=0,TP=0 

 

In the table that appears: 

KYN= 15, KYI=1, FKY=142, Logout key (in all nodes) 

KYN= 16, KYI=2, KD=0, TN=1, STN=232, RG=7, Myline key (in all nodes) 

ALGSN TYPE=2, UGN=1, TELN=231, FPC=1, TN=1, STN=231 

ALGSN TYPE=2, UGN=1, TELN=232, FPC=1, TN=1, STN=232 

2. Create the access numbers that are forwarded to the UCD group containing the VMP lines for 
playing prompts: 

ASDT TN=1, STN=240, LEN=073245, TEC=18, RSC=1, SFC=1 

ASDT TN=1, STN=241, LEN=073246, TEC=18, RSC=1, SFC=1 

ASDT TN=1, STN=242, LEN=073247, TEC=18, RSC=1, SFC=1 

 

ALGSN TYPE=2, UGN=1, TELN=240, FPC=1, TN=1, STN=240 

ALGSN TYPE=2, UGN=1, TELN=241, FPC=1, TN=1, STN=241 

ALGSN TYPE=2, UGN=1, TELN=242, FPC=1, TN=1, STN=242 

 

ASDT TN=1, STN=230, LEN=073251, TEC=18, RSC=1, SFC=1 

ALGSN TYPE=2, UGN=1, TELN=230, FPC=1, TN=1, STN=230 

MBST TN=1, STN=230, MB=1 

ASHUN UGN=1, TELN=230, EDIT TELN: 231+232 (press sort all and set) 

 

!/C{ψ¢ ¢bҐмΣ ¢9[bҐнплΣ ǇǊŜǎǎ DŜǘΣ ǎŜƭŜŎǘ ǊŀŘƛƻ ōǳǘǘƻƴ¢¸t9 Ґ Ψ/ŀƭƭ CƻǊǿŀǊŘƛƴƎΩ ŀƴŘ {w± Ґ Ψ!ƭƭ 

/ŀƭƭǎΩΦ Cƛƭƭ ƛƴ ŦƻǊ /C5 нол ǘƘŜƴ ǇǊŜǎǎ {Ŝǘ ŀƴŘ 9ȄƛǘΦ 

!/C{ψ¢ ¢bҐмΣ ¢9[bҐнпмΣ ǇǊŜǎǎ DŜǘΣ ǎŜƭŜŎǘ ǊŀŘƛƻ ōǳǘǘƻƴ¢¸t9 Ґ Ψ/ŀƭƭ CƻǊǿŀǊŘƛƴƎΩ ŀƴŘ {w± Ґ Ψ!ƭƭ 

/ŀƭƭǎΩΦ Cƛƭƭ ƛƴ ŦƻǊ /C5 нол ǘƘŜƴ ǇǊŜǎǎ {Ŝǘ ŀƴŘ 9ȄƛǘΦ 

ACFS_T TN=1, TELN=242, press Get, ǎŜƭŜŎǘ ǊŀŘƛƻ ōǳǘǘƻƴ¢¸t9 Ґ Ψ/ŀƭƭ CƻǊǿŀǊŘƛƴƎΩ ŀƴŘ {w± Ґ Ψ!ƭƭ 

/ŀƭƭǎΩΦ Cƛƭƭ ƛƴ ŦƻǊ /C5 нол ǘƘŜƴ ǇǊŜǎǎ {Ŝǘ ŀƴŘ 9ȄƛǘΦ 

4.3.6.3. Barge-in and  monitoring  

In SV9500, supervisors may be allowed to silently monitor the conversation of a routed call.  
To get silent monitor working with all types of terminals the next setting is required: 
        ASYDL SYS1 Index 874 Bit 0 = 1 (Enable multi path monitor connection) 
        ASYDL SYS1 Index 679 Bit 1 = 1 (Multiple session for SIP Multi-Line terminal enabled) 

 The affected IP terminals should be re-registered afterwards. 

 Note that this can have legal implications, as in some countries it is not allowed to monitor silently. 
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4.3.7. Status switching of phone based agents  

Agents can change their status (Logon, Logoff, Ready, Not ready and Work ready) by using one of the 
following methods: 

1. Call an agent status switch Starter Line (can only be used with IVR configuration) 

2. Press an agent status switch Key on the agent's phone (can only be used with (IP-)Dterm 
extensions) 

3. Dial an agent status switch access prefix 

Each method requires its own programming in the PBX. 

4.3.7.1. Agent status switching using Starter Line  

For agent status switching via a Starter Line use the following procedure to configure the PBX: 

1. Program the access number of the Agent Logon Starter Line. See 4.3.6.2 Program a Contact 
Center with VMP IVR lines. 

2. For creating the Agent Logon starter line within BCT, see 8.2.5 Phone-based agents 

4.3.7.2. Agent status switching using function key(s) on agents phone  

For Single key agent status switching use the following procedure to configure the PBX: 
Program an OAI Function Key to a specific function key of the agents DTerm using command AKYD. 
The OAI Function Keys range from 34 until 48 and are related to OAI Key Codes 1 until 14. 
In the second step use command AOKC to map the MSF operation code to the OAI Function Key 
related OAI Key Code. For more information, please refer to the PBX command manual.  
Below an example to assign MSF code 128 to function key 6 on extension 2000 is given: 

AKYD, TN=1, STN=2000, PRI=0, PL TN=1, PL STN=2000, S=0, MWD=0, LN PRE=0, TP=0 

KYN 6, KYI=1, FKY=34 [OAI Key Code 1 ] 

AOKC, KEY-CODE=1, F-KIND=1, C-TONE=1, OP-CODE=128 

For Multiple key agent status switching use the following procedure to configure the PBX: 
Program an OAI Function Key to a specific function key of the agents DTerm for each desired agent 
status like step 1 above. After that map different MSF operation codes to the chosen OAI Key Code's 
as shown in step 2 above. Below an example is given assigning MSF code 128 until 132 to function 
Key numbers 4 until 8 of extension 2300. 

AKYD, TN=1, STN=2300, PRI=0, PL TN=1, PL STN=2300, S=0, MWD=0, LN PRE=0, TP=0 

 KYN 4, KYI=1, FKY=34 [OAI Key Code 1 ] 

AKYD, TN=1, STN=2300, PRI=0, PL TN=1, PL STN=2300, S=0, MWD=0, LN PRE=0, TP=0 

 KYN 5, KYI=1, FKY=35 [OAI Key Code 2 ] 

AKYD, TN=1, STN=2300, PRI=0, PL TN=1, PL STN=2300, S=0, MWD=0, LN PRE=0, TP=0 

 KYN 6, KYI=1, FKY=36 [OAI Key Code 3 ] 

AKYD, TN=1, STN=2300, PRI=0, PL TN=1, PL STN=2300, S=0, MWD=0, LN PRE=0, TP=0 

 KYN 7, KYI=1, FKY=37 [OAI Key Code 4 ] 

AKYD, TN=1, STN=2300, PRI=0, PL TN=1, PL STN=2300, S=0, MWD=0, LN PRE=0, TP=0 

 KYN 8, KYI=1, FKY=38 [OAI Key Code 5 ] 
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AOKC, KEY-CODE=1, F-KIND=1, C-TONE=1, OP-CODE=128 

AOKC, KEY-CODE=2, F-KIND=1, C-TONE=1, OP-CODE=129 

AOKC, KEY-CODE=3, F-KIND=1, C-TONE=1, OP-CODE=130 

AOKC, KEY-CODE=4, F-KIND=1, C-TONE=1, OP-CODE=131 

AOKC, KEY-CODE=5, F-KIND=1, C-TONE=1, OP-CODE=132 

Note: To avoid confusion with Operation Codes as mentioned in the PBX Command Manual: please 

make sure you use the codes mentioned above (128-132) 

4.3.7.3. Agent status switching using one or more access prefix(es)  

For single agent status switching access prefix, use the following procedure to configure the PBX: 

1. To set up a Mode Set Facility (MSF) code for an Analogue or IP DECT, first use commands 
ANPD(N) and ASPA(N) to program the OAI prefix.  

ANPDN, TN=1, 1stDC=*, CI=N, NND=3, BLF=0 

ASPAN, TN=1, ACC=*31, CI=N, SRV=SSCA, SIDA=69, NND=3 

2. Use command AOAC to map an OAI access code to MSF code. In the example below MSF 
code 128 is assigned to the OAI prefix *31 and OAI access code 130:  

AOAC, OAI-ACC=130, FKIND=1, OP-CODE=128 

For multiple agent status switching access prefixes use the following procedure to configure the PBX. 
In the example below MSF codes 128 until 132 are assigned to OAI prefix *31 with respectively  OAI 
access codes 130 until 135: 

1. Assign an access prefix for OAI in the number plan as described in step 1 above. 

2. Assign a different MSF operation code to each OAI access code. 

AOAC, OAI-ACC=130, FKIND=1, OP-CODE=128 

AOAC, OAI-ACC=131, FKIND=1, OP-CODE=129 

AOAC, OAI-ACC=132, FKIND=1, OP-CODE=130 

AOAC, OAI-ACC=133, FKIND=1, OP-CODE=131 

AOAC, OAI-ACC=134, FKIND=1, OP-CODE=132 

Note: To avoid confusion with Operation Codes as mentioned in the PBX Command Manual: please 

make sure you use the codes mentioned above (128-132) 

4.3.8. Codes for phone based agents  

Phone based agents use codes to identify the desired status when a single function key or access 
code is defined. Entering status information is only applicable for Phone Based Agents. When the 
steps in 4.2.9 Status switching of phone based agents have been entered it is possible to use this 
feature. The following codes are defined: 

¶ 0# to logon 

¶ 1# to logoff 

¶ 2# to switch not ready  

¶ 3# to switch ready 
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¶ 5# to switch work ready leaving the after call work 

In case the required agent status is logged-on, a PIN is requested to identify the agent. For 
information on how to configure a phone based agent with PIN in BCT see  8.5.10 Manually create a 
BCT user ς the Agent by Phone parts. 

In case the required agent status is not ready, a Not Ready Reason (NRR) is requested to identify why 
the agent is switched not ready. Not Ready Reasons (NRR) are entered in tables in the Business 
ConneCT Database via BCT Supervisor Dashboard. The information in the Dial Code column 
references the chosen Additional Info digits. After installation, a number of default NRRs are 
available in the chosen system language. In this example the English NRRs are given with their default 
dial codes: 

Not Ready Reason Dial Code 

Coffee break 1 

Lunch 2 

Other work 3 

Personal affairs 4 

For more information on how to configure Not Ready Reasons in BCT, see chapter άbƻǘ wŜŀŘȅ 
wŜŀǎƻƴǎέ in BCT Administrator Guide. 

In case the required agent status is ready, a Call Type (CT) is requested to identify the type or 
outcome of the handled call. Call Types (CT) are entered in the Business ConneCT database via BCT 
Supervisor Dashboard. The information in the Dial Code column references the chosen Additional 
Info digits. After installation, a number of default CTs are available in the chosen system language. In 
this example the English CTs are given with their default dial codes: 

Call Type Dial Code 

Successful 1 

Unsuccessful 2 

For more information on how to configure Call Types in BCT, see chapter ά/ŀƭƭ ¢ȅǇŜǎέ in BCT 
Administrator Guide. 

Note: A code is always terminated with a # ! 

4.3.9. PBX configuration for voicemail  

The following programming uses the same group of VMP lines as programmed for the Contact Center 
programming with VMP ƭƛƴŜǎΣ ǎƻ ƛŦ ȅƻǳ ŀƭǊŜŀŘȅ ǇǊƻƎǊŀƳƳŜŘ ƛǘΣ ȅƻǳ ŘƻƴΩǘ ƴŜŜŘ ǘƻ Řƻ ƛǘ ŀƎŀƛƴΦ 
However, you can create another group with different VMP lines if needed. In that case assign 
different numbers. 
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Figure 4-11 Example of configuration for voicemail 

Voicemail with VMP IVR lines: 

1. Assign 2 IP DTERM for VMP lines using command AISTL and assign TELN numbers using 
ALGSN: 

AISTL TN=1, IP STN=231, KIND=DTERM IP, TEC=12, RSC=1, SFC=1, LEN=073001 click Set 

AISTL TN=1, IP STN=232, KIND=DTERM IP, TEC=12, RSC=1, SFC=1, LEN=073002 click Set 

AKYD TN=1, STN=231, PRI=0, PL TN=1, PL STN=231, S=0, MWD=0, 

LN PRE=0,TP=0 

 

In the table that appears: 

KYN= 15, KYI=1, FKY=142, Logout key (in all nodes) 

KYN= 16, KYI=2, KD=0, TN=1, STN=231, RG=7, Myline key (in all nodes) 

AKYD TN=1, STN=232, PRI=0, PL TN=1, PL STN=232, S=0, MWD=0, 

LN PRE=0,TP=0 

 

In the table that appears: 

KYN= 15, KYI=1, FKY=142, Logout key (in all nodes) 

KYN= 16, KYI=2, KD=0, TN=1, STN=232, RG=7, Myline key (in all nodes) 

ALGSN TYPE=2, UGN=1, TELN=231, FPC=1, TN=1, STN=231 

ALGSN TYPE=2, UGN=1, TELN=232, FPC=1, TN=1, STN=232 

ASDT TN=1, STN=230, LEN=073251, TEC=18, RSC=1, SFC=1 

ALGSN TYPE=2, UGN=1, TELN=230, FPC=1, TN=1, STN=230 

MBST TN=1, STN=230, MB=1 

ASHUN UGN=1, TELN=230, EDIT TELN: 231+232 (press sort all and set) 

2. Assign the voicemail access line 

ASDT TN=1, STN=222, LEN=073250, TEC=18, RSC=1, SFC=1 

ALGSN TYPE=2, UGN=1, TELN=222, FPC=1, TN=1, STN=222 

3. Set CF all from voicemail access line to the voicemail group pilot number 

!/C{ψ¢ ¢bҐмΣ ¢9[bҐнннΣ ǇǊŜǎǎ DŜǘΣ ǎŜƭŜŎǘ ǊŀŘƛƻ ōǳǘǘƻƴ¢¸t9 Ґ Ψ/ŀƭƭ CƻǊǿŀǊŘƛƴƎΩ ŀƴŘ {w± Ґ Ψ!ƭƭ 

/ŀƭƭǎΩΦ Cƛƭƭ ƛƴ ŦƻǊ /C5 нол ǘƘŜƴ ǇǊŜǎǎ {Ŝǘ ŀƴŘ 9ȄƛǘΦ 
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4.3.10. PBX configuration for the special monitored number  

To ensure that call handling and call transfer works in all cases, you must configure a special 
Monitored number. This number is needed for various situations, such as enabling Contact Center 
agents to transfer calls to other agents, and ending unanswered ISDN calls (by providing a place to 
park the calls first).  

Configure the special Monitored number as follows: 

1. Create TELN number: 

ALGNN, UGN=1, TELN=296 (296 is the Special Monitored number) 

2. Create Monitored number: 

AMNON A/G=Administrative station, UGN=1, N_MNO=296, N_NMI=8, MFC=0 

4.3.11. PBX configuration for FCCS  

BCT supports FCCS. With FCCS, multiple PBX systems can be networked together with the look and 
feel of one system.  

The BCT server is connected to the Network Control Node (NCN), which serves as the host for the 
whole network. The extensions in the Local Control Node (LCN) are monitored by the BCT server as 
well via the NCN. See Figure 4-7 FCCS network in section 4.3.3 PBX boundaries, options and licenses 
dedicated for FCCS. 

Please refer to the PBX documentation for information on how to make the FCCS connection 
between the NCN and the LCN(s). 

Specific settings needed in the NCN 

The NCN contains the configuration as defined in the previous chapter on network level. 

All functional programming of Starter Lines, Monitored numbers and UCD groups has to be done in 
the NCN. Operator, employee and agent clients however can reside everywhere in the network (NCN 
or LCN) 

Specific settings needed in the LCN(s) 

The DDI fail conditions in the LCN are forwarded to the same network virtual number (297) as done 
by the NCN, by means of the command ACFON (Assignment of Call Forwarding Data for NDM). 

Note: BCT requires that all nodes in the FCCS network have the same username and password. You 

can set the same credentials for all nodes or set the credentials on the NCN. 

4.3.12. SV8500/SV9500 configuration for location diversity  

BCT in combination with the SV8500/SV9500 supports Location Diversity. Location Diversity is 
possible when at least two SV8500/SV9500 systems are interconnected via a FCCS network. BCT is 
connected to the SV8500/SV9500 via an OAI connection; the system to which BCT is connected is 
called the Master PBX. 

Note for SV9500 Location Diversity: VMP lines and IPDECT phones will not be automatically 
detected. 
So after synchronization, the terminal type of those lines must be manually set to IPDECT. 
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For VMP lines it means that only after changing the terminal type to IPDECT they will be visible as 
VMP lines. 
When VMP lines needs to be added, a specific sequence must be used in the specified order: 

¶ Create the lines in the PBX 

¶ Sync BCT 

¶ Set the terminal type to IPDECT 

¶ Add them to the VMP group in the PBX 

¶ Sync BCT 

Now the new lines will be visible in VMP lines list 
 

Alarms are generated during automatic failover to another SV8500/SV9500 system, or when a 
failover fails.   Other significant events are logged as system status events, see 11.2.1.2 System 
Status. 

For configuration details: see 8.6 Configuring redundant PBX configurations. 

 

Figure 4-12 Location Diversity System Overview  
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4.3.13. SV9500 configuration for Geographic Redundancy  

BCT in combination with the SV9500 supports Geographic Redundancy. Geographic Redundancy is 
possible when at least two SV9500 systems are configured to operate in a main / fallback 
configuration. BCT is connected to the SV9500 via an OAI connection; the system to which BCT is 
connected is called the Master PBX. When the OAI connection to the master PBX fails, BCT switches 
over to the other PBX and establishes an OAI connection. Either the main or fallback PBX can be 
master depending on which node is reachable.  

The next configuration must be programmed to enable Geographic Redundancy and have BCT detect 
at synchronization that Geographic Redundancy is active: 

ASYDL SYS 1 INDEX 1354 bit 0 must be '1' Geographic Redundancy enabled 

ASYDL  SYS 1 INDEX 1199 bit 7 must be '1' OAI restricted for system in standby mode 

Alarms are generated during automatic failover to another SV9500 system, or when a failover fails.   
Other significant events are logged as system status events, see 11.2.1.2 System Status. 

The DRS IP Address (LAN-1) of the backup node must be assigned manually to a configuration file: 

¶ Open the configuration file "PBXConfigurationService.WinService.exe.config" in "C:\Program 
Files (x86)\Common Files\NEC\Services" with notepad. Look for the section "geoSettings". 

¶ A part of the configuration file looks like: 

</configuration>  

  ...  

  <geoSettings>  

    <! --  For the fallback node in a Geographic Redundant network add a new key 

value entry -- > 

    <! --   key   = IP Address (LAN - 2) of fallback Node     -- > 

    <! --   value = DRS IP Address (LAN - 1) of fallback Node  -- > 

    <! --  Example:                                         -- > 

    <! --  <add key="192.168.111.52" value="192.168.111.152" /> -- > 

  </geoSettings></configuration>  

¶ The tags "<!--" en "-->" define the line to be comment, so this has to be removed. 

¶ Example of a configured IP Address: LAN-2 is 192.168.111.52 and LAN-1 is 192.168.111.152 

  <geoSettings> 
    <add key="192.168.111.52" value="192.168.111.152" /> 
  </geoSettings> 

For other configuration details: see also 8.6 Configuring redundant PBX configurations. 

4.3.14. SV9500 configuration for IP -Centrex 

BCT supports IP-Centrex feature of SV9500 (IP Centrex in SV9500 is a function where more than 

one sub-PBX's can be created within one 'physical' PBX).  

The following configuration must be programmed in the SV9500 to enable this feature and let the 

BCT detect it at the synchronization. 

 

ASYDL   SYS1   INDEX 818   Bit 5 must be 1     Dial Plan to support IP Centrex Functionality is enabled 
 
ASYDL   SYS1   INDEX 871   Bit 5 must be 1     IP Centrex for OAI is enabled 
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Note ς Upgrading BCT (without IP Centrex)  and afterwards synchronizing the PBX while IP Centrex is 

already enabled in the PBX will move all users to ##**##. Information like voice-mails and greetings 

may not be accessible anymore as they are stored in a folder structure including the original 

extension number, however it is not deleted and still present.  

4.3.15. Open number scheme 

Supported for SV9500 networks, not for SV8500 networks. 
Not supported for any other mixed networks e.g. SV9300/SV9500 networks. 
Number conversion to entered numbers for call setup should be activated, see 8.1.11 Dialing Rules. 

4.4. UNIVERGE SV8100/SV9100 /AspireX /AspireUX  configuration  

This chapter explains how to set up the PBX type UNIVERGE SV8100/SV9100, AspireX/AspireUX and 
SV9100-TAPI for BCT. The main configuration items concern operators, voicemail and the Contact 
Center. 

Make sure that you have the following PBX-licenses available in the PBX: 

¶ License code 0123: OAI Activation; (not required for SV9100-TAPI) 

¶ License code 0112: 3rd party CTI Client; (required for SV9100-TAPI only) 

¶ License code 5111: IP Terminal (SIP-SLT/3rd Party); required if IVR is used. 

It is possible to configure in the BCT System Settings (Connection tab) and/or License Manager (File > 
Load New License String menu option) where to obtain the BCT licenses, if they reside in the PBX. 
The License Manager (re)loads the licenses automatically at least once a day, so that when licenses in 
the PBX are upgraded, BCT will automatically use them. 

The PBX is programmed with PC Pro using Easy Edit Pages. The starting point is a PBX with default 
settings. When the PBX is programmed according this chapter, the Configuration Wizard can be used 
to configure BCT. 

For the PC Pro SV8100 GE and the PC Pro AspireX/AspireUX without Easy Edit pages the 
programming should be done with Program Commands in System Data. SV8100 and SV9100 have a 
different version of PCPro and Easy Edit. The most extended version is shown as figure. 

1. Set the Push flag mode for OAI with terminal programming:  
 
Program 99-03-26 to 1 (PSH ON). 

2. Set Retrieve Line After Transfer to Not Holding:  
 
Program 20-02-04 to 0 / Not Active. The default value of the AspireX/AspireUX is not correct. 

3. To prevent analogue trunk lockout, busy tone detection should be used:  
 
Enable detection in program 14-02-09, 14-02-12 and 14-02-18 
Program 80-04-06 and 80-04-08 for tone 2 (busy tone for trunk) to 4 (150 ms). 
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4.4.1. Connection to a PBX 

The following figure shows the preferred network configuration. The IP addresses shown will be used 
in the configuration description. 

 

Figure 4-13 PBX connection to the BCT Server 

In this example, the PBX is equipped with a CCPU in slot 1 and a 128 channel VoIP board. The Router 
can be used to connect terminals from another segment. 

The IPLA IP Address 192.168.35.210 is used by the BCT server for synchronization, OAI/TAPI 
management and SIP connection. 

4.4.2. Scripts and examples  

You can use the scripts on the BCT product DVD (PBX Scripts folder) as a basis for projecting a 
standalone PBX system. The scripts contain a standard operator, voicemail, and starter entries. In this 
manual, the projecting of the PBX follows the examples of the figures in the following sections. The 
examples can be used when the PBX system is in the state when it has only initial system data. 

You must change the station numbers, hardware addresses etc. to the ones you require. 

Note: not all PC Pro versions support scripts. 

4.4.3. PBX programming using Easy Edit Pages  

Using PC Pro, open the wizard tab and navigate to Applications, BCT.  
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BCT IP Settings, BCT BASIC IP Settings 

Specify a valid IPLA IP address, routing and IPLA Subnet Mask to allow the SIP signaling and OAI or 
TAPI. 

 

Figure 4-14 BCT Basic IP Settings 

Important: Set G.7.11 Maximum Audio Frame Size the same as the VMP line Setting payload (default 

30 msec). 

 

Program Command Item Setting 

10-12-09 IPLA IP Address 192.168.35.210 

10-12-02 Subnet Mask 255.255.255.0 

10-12-03 Default Gateway 192.168.35.1 

10-12-10 IPLA Subnet Mask 255.255.255.0 

84-19-01 G.711 Maximum Audio Frame Size 30ms 

10-20-01 CTI Server / 3rd Party Server 8181 

20-23-09 

10-26-05 (SV8100) 

CTI Mode Mode 2:BCT (SV9100-TAPI)  

Mode 1 (SV8100) 

10-20-11 O&M Server 8010 

Note: CTI Mode will be automatically set to 2 for SV9100-TAPI. 
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BCT IP Settings, BCT IPLA Blade Setup 

Assign IP addresses to your DSP resources. 

 

Figure 4-15 BCT IPLA Blade setup 
 

Program Command Item Setting 

84-26-01 VoIP Gateway 1 IP Address 192.168.35.211 

Note: Please note that changes to IP addressing within the PBX require a reboot. 
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BCT Settings, BCT General Settings 

DŜŦƛƴŜ ǘƘŜ ǘǊǳƴƪ ŀŎŎŜǎǎ ŎƻŘŜΦ ¢ƘŜ ϥCƻǊŎŜŘ ƛƴǘŜǊŎƻƳ ǊƛƴƎƛƴƎϥ Ƙŀǎ ǘƻ ōŜ ǎŜǘ ǘƻ ά{ƛƎƴŀƭέΦ  

It is possible to Enable Transfer to Busy Extension for Camp On busy functionality. Note that this is a 
system wide option. For Camp On via BCT for standard SIP and IPDect, 99-03-51 should be set via 
Terminal programming. Both settings require SV8100 R4 or higher. 

 

Figure 4-16 BCT Settings, BCT General Settings 
 

Program Command Item Setting 

11-01-01 0x Digit 1 

11-01-01 0x Type Trunk 

11-09-01 Trunk Access Code 0 

20-02-12 Forced Intercom Ringing Signal 

24-02-01 Transfer to Busy Extension Enable for Camp On Busy (R4 and up) 

99-03-51 Camp On for st.SIP and IPDect  1 (via Terminal programming) (R4 and up) 
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BCT Numbering Plan 

Use this page to define which numbers can be dialed. The trunk access code needs to be reflected in 
the system numbering plan. Use this screen when considering what number range to use for 
Extension Numbering, including Virtual extensions for Queue positions, Pilot Groups for Routing 
Points and SIP Extensions for VMP lines. It is possible to define a digit to reach the Operator 
internally by setting it as a 1 digit extension. This single digit can then be used to define the internal 
Queue's pilot number. 

 

Figure 4-17 BCT Numbering Plan 
 

Program Command Item Setting 

11-01-01 9x Digit 1 

11-01-01 9x Type Extension 

  



  

87 

  

BCT SIP Settings and BCT SIP Profile DTMF Settings 

Use this page to define some options in preparation for creating the SIP Extensions that will be used 
as VMP lines, if applicable. 

¶ SIP Peer to Peer = Off 

¶ Peer to Peer = On 

¶ RTP Forwarding Mode = Off 

¶ DT700 Peer to Peer = On 

¶ Registrar/Proxy Port = 5070 (this is also the BCT default) 

¶ SIP Trunk Port = 5060 (only required to change if Registrar/Proxy port is changed to 5060) 

¶ Sending Invite Message Expiry Time = 3600 

¶ DTMF Relay Mode = RFC2833, DTMF Payload Number = 101 

¶ RTP Filter = On 

 

Figure 4-18 BCT SIP Settings and BCT SIP Profile DTMF Settings 
 

The 10-26 commands are only for the SV8100.  

SV9100: use 15-05-50 to set peer to peer mode, use 84-34-01/02 to set DTMF for active profile. 

Program Command Item Setting 

10-26-01 Peer to Peer Mode On 

10-26-02 RTP Forwarding Mode Off 

10-26-03 SIP Peer to Peer Off 

10-26-04 DT700 Peer to Peer On 

84-19-31 DTMF Payload Number 101 

84-19-32 DTMF Relay Mode  RFC2833 

84-19-49 RTP Filter On 

84-14-06 SIP Trunk Port 5060 

84-20-01 Registrar/Proxy Port 5070 

84-20-06 Sending Invite Message Expiry Time 3600 
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BCT COS Per Mode 

When anything other than COS 1 is used for your extension return to this section after configuring 
the BCT Queues. Put your extensions into the relevant COS. 

 

Figure 4-19 BCT COS per Mode 
 

Program Command Item Setting 

20-06-01 Night Mode 1 
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BCT COS Settings 

The following options should be set against the relevant COS: 

¶ Call Queuing = OFF 

¶ Automatic Off-hook Signaling = OFF 

¶ Barge-in Initiate = ON 

¶ Barge-in Receive = ON 

¶ DND activation type while ringing = ON 

¶ Automatic On-hook Transfer = OFF 

 

Figure 4-20 BCT COS Settings 
 

Program Command Item Setting 

20-09-07 Call Queuing Off 

20-13-06 Automatic Off-hook Signaling Off 

20-13-15 Barge-in Initiating On 

20-13-16 Barge-in Receive On 

20-09-13 DND activation type while ringing On 

20-11-11 Automatic On-hook Transfer Off 

BCT requires Queues and VMP lines to handle calls for the Operator, Contact Center and Voicemail. 

For Operator calls and IVR-less Contact Center calls department groups are used that consist of 
Virtual extensions as group members. The group pilot is used as Routing Point. 

For Voicemail calls and Contact Center IVR calls a department group is used that consists of SIP VMP 
lines as group members. The group pilot is used as the Voicemail access number. 

Note: For Contact Center only systems, there should be at least 1 Routing Point configured in 

Supervisor Dashboard, for parking a call during transferring the call to an agent.  
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Finally, two department groups will be used in case of System Fallback when the BCT server is down 
or cannot be reached. The department group for System Fallback for the operator consists of the 
operator extensions as group members. The department group for System Fallback for the Contact 
Center consist of the agent extensions as group members. 

BCT Settings, BCT COS Settings, BCT Timer COS 

Hold Recall time for BCT extensions has to be set 0. 

The Normal (Non-exclusive) Hold Recall and Exclusive Hold Recall Timers should be disabled for BCT 
users. 

BCT Extensions should be placed in a Timer Class for (20-29) and the recall for that timer class 
disabled (0 entered) for Non-exclusive Hold Recall (item 11), Exclusive Hold Recall (item 12). 

 
Figure 4-21 BCT Settings, BCT COS Settings, BCT Timer COS 
 

Program Command Item Setting 

20-29-01 Timer Class for extensions 1 for used Modes and BCT extensions 

20-31-11 Non-exclusive Hold Recall Time 0 (do not recall) for timer 1 

20-31-12 Exclusive Hold Recall Time 0 (do not recall) for timer 1 

  



  

91 

  

BCT Queue Positions and VMP Lines 

Use this page when configuring SIP VMP Lines. The number of group members defines the maximum 
Queue size. For example: (with 4 VMP lines):  

Group Name  Group Number Group Pilot (Voicemail access) Group Members 

VMaccess 6 222 231-234 

¶ Extension = a valid Extension number. 

¶ Name = a meaningful name to denote what the extension is 

¶ IP Duplication Allowed mode = enabled to make more than one phone on the same IP 

address possible. (SV8100: IP Duplication Allowed Group = Group1) 

¶ Signaling Type = DP (to reduce the system resource usage) 

¶ Terminal Type = Special (to allow DTMF tones to be received after the initial call is setup) 

¶ Department Group = the number of the department group the extension is a member of. 

 

 

Figure 4-22 BCT Queue positions and VMP Lines 

Remove 222, 240, 241, 242, 243, 244, 293, 294, 295, 297 and 298 from the extension list. 

IMPORTANT: 

1. The IP Duplication Groups should be programmed before use, never afterwards 

2. Make sure that only the required VMP lines belong to the IP Duplication Group 

3. Reduce resource usage with program 15-03-01 on Signaling Type DP for VMP lines 

4. Department group properties are programmed together with the BCT Queue Routing Point. 
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When no Easy Edit: Make the unregistered SIP lines 231-234 visible via Programming Unregistered 

and IP Phone List... 

 

Program Command Item Setting 

11-07-01 Department Group 6 Pilot 222 

16-02-01 Extension 231-234  Department Group 6 

15-03-01 Extension 231-234 Signaling Type DP 

15-03-03 Extension 231-234  Terminal Type Special ς Receive DTMF tones 

after the initial call is setup 

15-05-18 Extension 231-234  IP Duplication Allowed Mode Enable 

11-02  Remove from extension list  

Note: When 15-03-03 is not possible with PC Pro, use terminal programming. 

 

SV9100 specific:  

15-05-50 Peer to Peer Mode: Disable for all VMP lines and SIP extensions 

  



  

93 

  

BCT Queuing Positions Using Virtual Extensions 

Use this page when configuring Virtual extension Queue Positions. The number of Group Members 
defines the Maximum Queue Size. 

Virtual Queue Positions are used by BCT 4.1 and later. 

For example: 

Group Name 
(queue name) 

Group 
Number 

Group Pilot 
(routing points) 

Group Members 
(queue positions) 

Internal 2 9 5290-5299 

External 3 295 5280-5289 

Park 4 294 5270-5279 

Fallback 5 293 5260-5269 

¶ Extension = a valid Extension number to be a Queue Position 

¶ Name = a meaningful name to denote what the extension is 

¶ Department Group = the number of the department group\  Routing Point the extension is a 

member of. 

 

Figure 4-23 BCT Queue Positions Using Virtual Extensions 
 

Program Command Item Setting 

11-04-01 Port 001 - 049 Virtual Extension 5260 - 5299 

15-01-01 ICM Ext 5290 - 5299 Name Internal0 ς Internal9 

15-01-01 ICM Ext 5280 - 5289 Name External0 ς External9 

15-01-01 ICM Ext 5270 - 5279 Name Park0 ς Park9 

15-01-01 ICM Ext 5260 - 5269 Name Fallback0 ς Fallback9 
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16-02-01 ICM Ext 5290 - 5299 Department Group 2 

16-02-01 ICM Ext 5280 - 5289 Department Group 3 

16-02-01 ICM Ext 5270 - 5279 Department Group 4 

16-02-01 ICM Ext 5260 - 5269 Department Group 5 

BCT also supports the use of IVR-less Contact Center Routing Points, the configuration of which 
follows the same rules as the other Routing Points, where by the positions are created as Virtual 
extensions and added as members to a pilot group. 

An example of IVR-less Contact Center Routing Points (not in PCPro screen figures): 

Group Name 

(queue name) 

Group 

Number 

Group Pilot 

(routing points) 

Group Members 

(queue positions) 

Services 8 240 5300-5309 

Sales 9 241 5310-5319 

Support 10 242 5320-5329 

In this table, three Routing Points are created for the IVR-less Contact Center: service, sales and 
support. This way the Contact Center can distinguish between incoming calls and the agent can 
answer the phone appropriately. 

Note: When the BCT system needs many Starter Lines it is not necessary to create a Routing Point for 
each of the starter lines separately (note that the number of pilots is limited); create a Virtual 
extension for each Starter Line and assign permanent immediate forwarding ƻƴ ŜŀŎƘ ƻŦ ǘƘŜ ±9Ωǎ to a 
single Routing Point (large enough to hold a lot of queue positions). 
(Use 24-09-01/02/03/06 to assign the forwarding relations).  

Program Command Item Setting 

11-07-01 Department Group 8 Pilot 240 

11-07-01 Department Group 9 Pilot 241 

11-07-01 Department Group 10 Pilot 242 

16-01-01 Department Group 8 Name Services 

16-01-01 Department Group 9 Name Sales 

16-01-01 Department Group 10 Name Support 

16-01-02 Department Group 8 ς 

10 

Calling Cycle Circular Routing 

16-01-04 Department Group 8 ς 

10 

Hunting Mode Circular 

16-01-07 Department Group 8 ς 

10 

Call Recall Restriction Enabled (Non-recall) 

16-01-09 Department Group 8 ς 

10 

Call No Answer Time 0 

11-04-01 Port 050 - 079 Virtual Extension 5300 - 5329 

16-02-01 ICM Ext 5300 - 5309 Department Group 8 

16-02-01 ICM Ext 5310 - 5319 Department Group 9 

16-02-01 ICM Ext 5320 - 5329 Department Group 10 
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Note: To use the System Call Park functionality for operators (also called Pickup Park) a separate set 

of Routing points need to be configured. Every System Call Park position requires a separate 

Routing point. 

The configuration of the Routing points follows the same rules as the Routing Points for the 

other operator queues. However, because only one Pickup and Park position is used for every 

Routing point, only one Virtual number needs to be configured as member in the Department 

group. The created Department groups will now be seen as routing points by BCT and can be 

used for System Call Park. For BCT configuration for System Call Park see 8.3.10 Create System 

Call Park configuration.  
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BCT Queue Routing Points 

Use this page to define the group pilots for the Queue positions, the IVR group (voicemail access) and 
the System Fallback groups. For Queues and the IVR group use the following settings: 

¶ Pilot = assign a valid number for the Pilot Group Number 

¶ Name = used to identify the Group 

¶ Calling Cycle = Circular Routing 

¶ Hunting Mode = Circular 

¶ Call Recall Restriction = Enabled 

¶ Call No Answer Time = 0 

 

Figure 4-24 BCT Queue Routing Points 
 

Program Command Item Setting 

11-07-01 Department Group 2 Pilot 9 

11-07-01 Department Group 3 Pilot 295 

11-07-01 Department Group 4 Pilot 294 

11-07-01 Department Group 5 Pilot 293 

11-07-01 Department Group 6 Pilot 222 

16-01-01 Department Group 2 Name Internal 

16-01-01 Department Group 3 Name External 

16-01-01 Department Group 4 Name Park 

16-01-01 Department Group 5 Name Fallback 

16-01-01 Department Group 6 Name VMaccess 

16-01-02 Department Group 2 ς 6 Calling Cycle Circular Routing 

16-01-04 Department Group 2 ς 6 Hunting Mode Circular 

16-01-07 Department Group 2 ς 6 Call Recall Restriction Enabled (Non-recall) 

16-01-09 Department Group 2 ς 6 Call No Answer Time 0 
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BCT VM Access 

This page is used to defined the Contact Center access to IVR features, for example Auto Attendant, 
phone based login, and Prompt recording. These Virtual extensions are nominated within BCT to 
define their roles. In contrast, the Voicemail access should be the group pilot of the IVR group and 
not one of the Virtual extensions. 

Call Forward All Calls is set to point to the IVR Pilot Group (voicemail access) for both trunk and 
intercom calls. 

 

Figure 4-25 BCT VM Access 

Note: BCT Announcements are not used by the standard BCT. 

When the Configuration Wizard is used a Virtual extension ŦƻǊ ά[ƻƎƻƴέΣ ϦtǊƻƳǇǘ ǊŜŎƻǊŘƛƴƎϦ ŀƴŘ 

ά!ƎŜƴǘDǊƻǳǇέ ƛǎ ǊŜǉǳƛred. 

 

Program Command Item Setting 

11-04-01 Port 001 - 005 Virtual Extension 243-244 

15-01-01 ICM Extension 243 Name AgentLogin 

15-01-01 ICM Extension 244 Name PromptRec 

24-09-01 ICM Extension 240 - 244 Call Forward Type Call Forward All Calls 

24-09-02 ICM Extension 240 - 244 CO Call Forward 

Destination for Both Ring, 

All Calls and No Answer 

222 

24-09-03 ICM Extension 240 - 244 Intercom Call Forward 

Destination for Both Ring, 

All Calls and No Answer 

222 

 

AspireX/AspireUX: check chapter 4.4.7 Presence setting to external destinations (AspireX/AspireUX 
only) if program 24-06 or program 24-09 needs to be used.   
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BCT DDI Routing table 

Use this page to transfer DDI fail actions (external calls to Busy, Not Answering, DND or vacant 
extensions) to the Fallback Queue of the operator. This table defines what extension to call when a 
number is received over a trunk. Beside normal extensions, also Contact Center access, external 
operator Queue and other extensions used by BCT should be added to the Translation table when 
they need to be called over a trunk. In a default PBX during Normal mode the DDI table Area 01 is 
used with a Starting Address 1 and Ending Address 200.  

To define DDI fail actions for calls to Busy, Not Answering and DND extensions, every extension in the 
DDI translation Table should be changed to the following settings: 

¶ Transfer Operation Mode = Busy/No Answer 

¶ Transfer Target 2 = 205 (2 stands for type Department group, 05 stands for Department 

group number, which is the FallBack Queue) 

To define DDI fail actions for calls to vacant extensions the Ending DDI Translation table entry (200) 
should be change to the following setting 

¶ Received number = άϪϪέ 

¶ DDI Name = useful name (e.g. Fallback) 

¶ Target 1 = (not filled in) 

¶ Transfer Operation Mode = Busy/No Answer 

¶ Transfer Target 2 = 205 

 

Figure 4-26 BCT DDI Routing Table 
 

Program Command Item Setting 

22-11-04 Entry 1 - 99 Transfer Operation Mode Busy/No Answer 

22-11-05 Entry 1 ς 99 Transfer Target 2 205 
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22-11-01 Entry 200 Received Number @@ 

22-11-02 Entry 200 Target 1  

22-11-03 Entry 200 DDI Name Fallback 

22-11-04 Entry 200 Transfer Operation Mode Busy/No Answer 

22-11-05 Entry 200 Transfer Target 2 205 
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System Fallback via Resilience Mode 

When the BCT server is down or cannot be reached, the PBX should go to System Fallback. External 
calls to the operator (also unsuccessful external calls to Busy/NoAnswer extensions) and to the 
contact Center should be rerouted to System Fallback group for operator and Contact Center. To 
program System Fallback the Resilience mode of the PBX is used.  

When a System Fallback occurs then the resilience mode can be activated with a Function Key (FK). 

A DDI trunk selects a different table area in Resilience mode. The DDI routing table selects the system 
Fallback group with real extensions as group members. 

E.g. the operator extensions and agent extensions can be assigned to the correct department group 
for System Fallback 

Group Name  Group Number Group Pilot Group Members 

SysFBcc 11 297 210-211 

SysFBope 12 298 200 

Use Night Mode 4 <Rest> as BCT system Fallback. 

 

Figure 4-27 BCT Night Service Name 
 

Program Command Item Setting 

12-07-01 Night Mode  
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Your trunk should be programmed in Mode 4 too: 

 

Figure 4-28 BCT Trunk Mode Assignment 
 

Program Command Item Setting 

22-02-01 Mode 1- 4  DID 
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DDI Translation Table 04 uses by default Starting Address 601 to 800 

 

Figure 4-29 BCT DDI Table Area Setup 
 

Program Command Item Setting 

22-10-01 DDI Translation Table Area Setup  
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Select for every used trunk group table area 4 in Night Mode 4. 

 

Figure 4-30 BCT DDI Table Area Target 
 

Program Command Item Setting 

22-13-01 Mode 4 4 
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In a default PBX the Translation Table Entry 601 - 800 can be programmed in the same way as for 
Normal Mode 1 (table entry 001-200), but now the System Fallback for operators is selected instead 
of the BCT fallback Queue. The digits received for the external operator Queue should have the pilot 
of the department group System Fallback for operators (e.g. 298) as Target 1.  

For DDI fail- vacant numbers Translation table entry 800 should be filled in with άϪϪέ ŀǎ wŜŎŜƛǾŜŘ 
number and the pilot of the department group System Fallback for operators (e.g. 298) as Target 1. 

  

Figure 4-31 BCT DDI Routing Table 
 

Program Command Item Setting 

22-11-04 Entry 600 ς 699 Transfer Operation Mode Busy No Answer 

22-11-05 Entry 600 - 699 Transfer Target 2 212 

22-11-01 Entry 800 Received Number @@ 

22-11-02 Entry 800 Target 1 298 

22-11-03 Entry 800 DDI Name SysFBope 

When Resilience mode is active calls to the external Queue and external DDI fail calls are routed to 
Department group 12, which contains the extension of the operators.  

For System Fallback for Contact Center the digits received for Contact Center access should have the 
System Fallback for Contact Center as Target 1 (e.g. 297). When Resilience mode is active then 
external calls to the Contact Center will be routed to Department group 11, which contains the 
extension of the agents. 

Note: In this manual, the System Fallback is implemented as a Department group. However, it is also 
possible to use the Incoming Ring Group feature of the PBX.  
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Give an extension the right to set Resilience mode and program a FK.  

When BCT key 15 is pressed, Normal Mode is activated. 

 

Figure 4-32 BCT Key 15 
 

Program Command Item Setting 

20-06-01 ICM Extension 200 Night Mode 2 

20-07-01 Class of Service 2 Night Mode Switching Manual On 

15-07-01 Extension 200 FK 15 Function 09 ς Night Mode Switching  

15-07-01 Extension 200 FK 15 Additional Data 1  

15-07-01 Extension 200 FK 16 Function 09 ς Night Mode Switching  

15-07-01 Extension 200 FK 16 Additional Data 4  

When BCT key 16 is pressed, Resilience Mode is activated. 

 

Figure 4-33 BCT Key 16  
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4.4.4. Mobile extension s etup for BCT Mobile Client  

The PBX part of the BCT Mobile Client solution (see chapter 8.1.13 BCT Mobile Client application for 
the Mobile Phone Configuration) is the Mobile Extension. With the Mobile Extension defined, a    
Mobile Phone can act as a local extension of the SV8100/SV9100. 

Using PC Pro, open the wizard tab and navigate to Applications, BCT. 

Define Mobile Extensions as done for 250 and 251 in the pictures below (see special note on 
άConnection Confirmationέ ōŜƭƻǿύΥ 

 

Figure 4-34 BCT Mobile Extension Setup 

 

Figure 4-35 BCT Speed Dial Allocation 
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When no Easy Edit is available: Make the Mobile Extension lines 250-251 visible via Programming 
Unregistered Phones and Mobile Extension List... 

 

Program Command Item Setting 

15-22-01 Extension 250 Speed Dial Target 50 

15-22-02 Extension 250 Connection Confirmation Confirmation is required on all lines 

13-04-01 Speed Dial 50 Number 0612345678 

13-04-02 Speed Dial 50 Name GSM 

13-04-03 Speed Dial 50 Transfer Mode Internal Dial 

13-04-04 Speed Dial 50 Destination Number 250 

15-22-01 Extension 251 Speed Dial Target 51 

15-22-02 Extension 251 Connection Confirmation Confirmation is required on all lines 

13-04-01 Speed Dial 51 Number 0351234567 

13-04-02 Speed Dial 51 Name Home Worker 

13-04-03 Speed Dial 51 Transfer Mode Internal Dial 

13-04-04 Speed Dial 51 Destination Number 251 

Note: With the Connection Confirmation setting you can specify if a user has to press an additional 

ŎƻƴŦƛǊƳŀǘƛƻƴ ΨϝΩ ǘƻ ŀŎŎŜǇǘ ŀƴ ƛƴŎƻƳƛƴƎ ŎŀƭƭΦ !ƴ ŀŘŘƛǘƛƻƴŀƭ ŎƻƴŦƛǊƳŀǘƛƻƴ ǇǊŜǾŜƴǘǎ ǘƘŀǘ ǘƘŜ ŎŀƭƭŜŘ 

party is connected to the voicemail when call setup via the BCT Mobile Client fails or is ignored 

by the calling user.  

Example:  If Alice calls Bethany via the BCT Mobile Client, then BCT/SV8100/SV9100 will first call Alice 

and when Alice accepts the incoming call BCT/SV8100/SV9100 will call Bethany and connect 

both parties.  

 However, ǿƘŜƴ !ƭƛŎŜ ŘƻŜǎƴΩǘ ŀƴǎǿŜǊ ǘƘŜ ƛƴŎƻƳƛƴƎ ŎŀƭƭΣ ǘƘŜ Ŏŀƭƭ ǿƛƭƭ ōŜ ŀƴǎǿŜǊŜŘ ōȅ !ƭƛŎŜΩǎ 

Mobile Operator voicemail. BCT will now call Bethany and she will hear the voicemail box of 

Alice which is of course very strange to Bethany.  

 ¢ƻ ǇǊŜǾŜƴǘ ǘƘŀǘ .ŜǘƘŀƴȅ ŜƴŘǎ ǳǇ ƛƴ !ƭƛŎŜΩǎ voicemail box in these kinds of call scenarios you can 

configure the /ƻƴƴŜŎǘƛƻƴ /ƻƴŦƛǊƳŀǘƛƻƴ ǘƻ ά/ƻƴŦƛǊƳŀǘƛƻƴ ƛǎ ǊŜǉǳƛǊŜŘ ƻƴ ŀƭƭ ƭƛƴŜǎέΦ ²ƘŜƴ ǎŜǘ ŦƻǊ 

!ƭƛŎŜΩǎ aƻōƛƭŜ 9ȄǘŜƴǎƛƻƴΣ !ƭƛŎŜ Ƙŀǎ ǘƻ ŎƻƴŦƛǊƳ ŀƴ ƛƴŎƻƳƛƴƎ Ŏŀƭƭ ōȅ ǇǊŜǎǎƛƴƎ άϝέΣ ƻƴƭȅ ǘƘŜƴ 

BCT/SV8100/SV9100 will call the other party.  

 In the particular scenario above the ǾƻƛŎŜƳŀƛƭ ǎȅǎǘŜƳ ǿƛƭƭ ƴŜǾŜǊ ƎŜƴŜǊŀǘŜ άϝέ ǎƻ .ŜǘƘŀƴȅ ƛǎ ƴƻǘ 

ŎƻƴƴŜŎǘŜŘ ǘƻ !ƭƛŎŜΩǎ voicemail box. 

²ƘŜƴ ǘƘŜ /ƻƴƴŜŎǘƛƻƴ /ƻƴŦƛǊƳŀǘƛƻƴ ǎŜǘǘƛƴƎ ƛǎ ǎŜǘ ǘƻ άLǎ ƴƻǘ ǊŜǉǳƛǊŜŘ ƻƴ ŀƭƭ ƭƛƴŜǎέ ǘƘŜ ǳǎŜǊ ŘƻŜǎƴΩǘ 
ƘŀǾŜ ǘƻ ǇǊŜǎǎ άϝέ ǘƻ ŀŎŎŜǇǘ ŀƴ ƛƴŎƻƳƛƴƎ ŎŀƭƭΣ ƘƻǿŜǾŜǊ ƴƻǘŜ ǘƘat problems can arise as described 
above. 
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4.4.5. Headset usage and After Call Work period  

Phones with headset (using the headset jack) and using Headset key (05) and Headset Mode (Service 
Code defined in program 11-11-65), do not return to idle automatically.  

Do not use the general Disconnect Supervision ON (program 20-02-09), because this will initiate a 
new call (give dial tone) after disconnect for non-headset user. For Agents (without headset) this will 
indicate ending the After Call Work period. 

To program return to idle when the call is disconnected automatically for phones with headset do 
the following: 

1. Put phones with headset in a specific class of service (program 20-06) 

2. Enable Supplementary Service Disconnect Supervision Enhancement (program 20-13-43) for 
the used class of service. 

Note: When incoming calls are answered via the headphone key on the terminal it is advised to 
disable 20-13-43 in the specific service class. The consequence is that a disconnected call always 
should be followed by (manual) pressing the headphone key on the terminal to go to idle condition. 
Reason: When 20-13-43 is enabled and an incoming call is answered via the headphone key on the 
terminal and afterwards the call is disconnected by the calling party, ACW will end due to a very 
short (but unhearable) dial-tone spike on the terminal (PBX limitation).  
When the call was answered via the Speaker-key or with the BCT desktop client the spike will not 
occur on disconnection and ACW will be started as normal. 

4.4.6. Multi -line  

Multi-line answer (Hold VE) is only supported for SV8100/SV9100. For SV9100-TAPI Multi-line answer 
is not supported. Multi-line pickup (Release VE) is supported for both PBX types. 

1. For SV8100/SV9100: Program 20-04-01 (VE Option when Answering VE Incoming) : 
Hold VE after incoming call answered or Release VE after incoming call answered. 

2. For SV9100-TAPI: Program 20-04-01 (VE Option when Answering VE Incoming) : 
Release VE after incoming call answered 

3. Define Virtual extensions, to be used as Lines, in the PBX with command 11-04. 

4. Define the Lines on the terminals with command 15-07 (making a relation between VE and 
button and use *03 - Virtual Extension Key as function). 

BCT System Settings (only SV8100/SV9100) 

1. Check Enable Multi Line in Connection Tab for the PBX (edit PBX page). 

2. Check Enable Multi Line when editing Advanced User Settings in Company Directory for the 
users using Multi Line. 

3. Synchronize BCT. 

BCT Client (only SV8100/SV9100) 

Now when starting a BCT client, an additional Lines view shows the list of lines programmed in the 
PBX. Lines are displayed in the same order as the buttons which are used on the terminal. 
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For SV9100-TAPI CAP-keys programmed with 15-07 (value *08) will also be shown in the additional 
Lines view (when multi line is enabled). 

To customize User settings for Lines, enter the configuration page and select the Lines tab. 

4.4.7. Presence setting to external destination s (AspireX /AspireUX  only)  

The default way of the AspireX/AspireUX to set call forward to an external destination is using the 
speed dial functionality. The speed dial is not compliant with active BCT dialing rules.  

To use presence setting to external destinations the AspireX/AspireUX must be programmed to set 
call forwards to external destinations directly: 

PRG20- 01- 11 = 1 (Type B) *  

PRG20- 01- 15 = 1 (Type B) *  

PRG20- 11- 12 Call Forward Off - premise = 1 (ON)  

PRG20- 11- 14 Trunk to Trunk Transfer Restriction = 0 (OFF)  

*:After the setting change, system reset is necessary.  

When system option in PRG20-01-11 and 15 is Type A, use program 24-06 to program Call forwards. 
When system option in PRG20-01-11 and 15 is Type B, use program 24-09 to program Call forwards. 

 

4.4.8. IP DECT 

IP-Dect Terminals are registered as SIP or DT700 terminal. 

To make BCT automatically detect the correct IP-Dect Terminal type do the following for every IP-
Dect terminal: 

¶ Program function key 16 with "*03 ς Virtual Extension Key" and own DNR as data. 

4.4.9. SV9100-TAPI 

¶ Trunk line keys shall not be programmed on DT700/800/900 telephone sets. 

¶ CAP-keys may be programmed on DT700/800/900 telephone sets. Note that CAP-keys and 
Line-Keys are only supported when the Operation Mode of the TAPI (3rd party CTI driver) is in 
Multi Line Mode (default). 

¶ The number plan used for incoming trunk calls should preferably be uniform in length  
(e.g. for a called party number received on ISDN <area-code><ddi-prefix>xxxx, number length 
is 4 for all received numbers; the example <area-code><ddi-prefix>yy may not be recognized 
correctly) 

¶ To prevent barge-in on a conference command 20-13-32 shall be set true 

¶ When using dual-ǊƛƴƎΣ ƛǘ ƛǎ ǇǊŜŦŜǊǊŀōƭŜ ǘƻ ŘƛǎŀōƭŜ ΨȅƻǳǊ Ŏŀƭƭ Ƙŀǎ ōŜŜƴ ŦƻǊǿŀǊŘŜŘΩ 
announcements, command 40-10-10 (or general 40-10-лмύ ǎƘƻǳƭŘ ōŜ ǎŜǘ ǘƻ ΨŘƻ ƴƻǘ ǇƭŀȅΩ 

¶ When dual-ring is used to provide forking (two terminals belonging to the same user) it is 
advised to relate the two terminals also in BCT; see Twinning number in 8.5.1 Extension 
Configuration (Company Directory).  

¶ Program 20-11-11 (Automatic On-hook Transfer) : Unchecked (mandatory) 
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¶ When STD-SIP terminals are used by BCT clients, program 15-05-50 (peer-to-peer) : 
Unchecked (mandatory) 

¶ Second call for DID/DISA/DIL/E&M (command 20-09-01) is supported (not default). A second 
external call to a busy extension will be shown as waiting call in the BCT Client. The current 
call is only visible in the Multi-line tab when the waiting call is answered. 

¶ When BCT needs to work in co-operation with other TAPI applications, the TAPI version to be 
used might have to be preset to a higher value than the default. 
BCT by default uses TAPI version 2.0 but if other TAPI applications only support version 3.0, 
BCT needs to start with TAPI version 3.0 as well. 
To have BCT operate with TAPI version 3.0, add the following to the registry: 
[HKEY_LOCAL_MACHINE\SOFTWARE\Philips\Stsapi Module\Tapi\  InitialTapiVersion] (32 bit 
OS) or [HKEY_LOCAL_MACHINE\SOFTWARE\Wow6432Node\Philips\Stsapi Module\Tapi\  
InitialTapiVersion] (64 bit OS) 
Add the value as a DWORD and give it value 30. 
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4.5. iS3000 / SIP@Net configuration  

This chapter explains how to set up the PBX type iS3000 / SIP@Net for BCT. 
In general where iS3000 is mentioned, also SIP@Net is applicable. However, different terminal types 
will be used. 

Please refer to the Release Notes to check the PBX compatibility. 

4.5.1. Script and examples  

You can use the script on BCT product DVD (PBX Scripts folder) as a basis for projecting a standalone 
iS3000 system. The script contains a standard operator, voicemail, and starter entries. Note that the 
projecting of the iS3000 DOES NOT FOLLOW the examples of the figures in the following sections. 

You must change the station numbers (DNRs), hardware addresses etc. to the ones you require. 

4.5.2. Configuration overview  

4.5.2.1. Operator configuration  

The following example shows Operator Routing Points for BCT: 

 

Figure 4-36 Operator Routing Points for iS3000 and BCT 

External Access Numbers -> External Queue 

Three empty ACD-groups (type=38) are defined as External Access Numbers. These DNRs have call 
forwarding on night activated to the External Queue. You can distinguish between a general 
ŎƻƳǇŀƴȅ 5bw ŀƴŘΣ ŦƻǊ ŜȄŀƳǇƭŜΣ ŀ ŎǳǎǘƻƳŜǊΩǎ ƘŜƭǇŘŜǎƪΦ ¢ƘŜ ƻǇŜǊŀǘƻǊ Ŏŀƴ ǎŜŜ ǿƘƻ is being 
called/what service is required. 

BCT-server-down situation 

Routing-Point groups are in night-service by default, and are switched into day-service when CTI 
monitoring is activated for that group and its (agent) state has been changed to Ready (by BCT 
Server). If the BCT server loses its connection to PBX (server or network down), all groups 
immediately switch to night service. All BCT-Queueǎ ƘŀǾŜ άŎŀƭƭ ŦƻǊǿŀǊŘƛƴƎ ƻƴ ƴƛƎƘǘέ ŀŎǘƛǾŀǘŜŘ ǘƻ ǘƘŜ 
ά./¢-server-Řƻǿƴ ǎƛǘǳŀǘƛƻƴέ-group. In this group, all extension DNRs that should handle these calls, 
are members. Typically these members are the same as the BCT Operators. 
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Fallback Queue 

The fallback Queue is made using the Main Common Night Extension (MCNE). The MCNE is called 
automatically by iS3000 when there are no iS3000 operators in the system. All external calls that fail 
(for example busy, non-existent number or not answered) are passed to MCNE. In this scenario the 
Fallback Routing Point group is assigned as MCNE. 

Assistance (Internal) Queue 

¢ƘŜ ΨфΩ ƛƴ ǘƘŜ ŘŜŦŀǳƭǘ ǇǊƻƧŜŎǘƛƴƎ ƴǳƳōŜǊ-plan, usually ending at the Operator M-Queue, has been re-
projected being a normal internal DNR. This DNR is assigned to the A.Q. Routing Point. 

Park Queue 

No special requirement except it is a Routing Point group. 

4.5.3. Boundaries, options and licenses  

BCT requires specific values for boundaries and options, given in this section. 

Use the DIMDAT command to read the values. If necessary, correct them; do a retrieve, make 
changes, restore the projecting files into the system and re-project the system. The Second Line 
Maintenance Manual describes how to do this. 

Boundaries 

BOUND 231 Max. number of ACD groups (should be equal to or larger than the number of 
Routing Points, for example 4) 

BOUND 276 Max. number of CSTA link per unit. BCT needs one link for the CTI server (and 
one for CSTA Test Tool if desired). Check the corresponding CSTA license. 

BOUND 277 Max. number of CSTA monitored local BSP. This value must reflect the number 
of DNRs that should be monitored in BCT. Note that all DNRs are retrieved from 
the PBX, not only the voice-DNRs. 

CƻǊƳǳƭŀ ŦƻǊ нтт Ґ όŀƭƭ ŜȄǘŜƴǎƛƻƴǎ ƛƴ t.· Ҍ wtΩǎύ ȄмΦр 

BOUND 279 Max. number of CSTA calls per unit. 

Subtract 200 from the value that is defined for Boundary 202 and divide the 
result by 4. 

BOUND 202 Max. number of control blocks. Each monitored extension requires 3 control 
blocks. Set this to at least 3 times the value of BOUND 277. In addition, add the 
buffer_pool_occupancy_threshold (boundary 223) plus 200 for internal use: 
Formula for 202 = (3 x bnd.277) + 200 + bnd.223 
Make sure this fits total memory usage. If this fails, use the maximum possible 
and adapt boundary 279. 

BOUND 328 Max. number of CSTA IO registrations. Same as boundary 277. 
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BOUND 330 Max. number of CSTA call IDs per unit (always 4096). 

BOUND 324 Max. number of sockets per unit. 

BOUND 325 Max. number of sockets per task (CPU3000, CPU4000 only). 

Options 

LOSYSOP 040 Closed number scheme in network must be ά¸9{έΦ 

LOSYSOP 088 Prevent alert from empty S0 bus must be άbhέΦ 

LOSYSOP 091 Unique Dynamic PVN Line Number Ƴǳǎǘ ōŜ ά¸9{έ ǿƘŜƴ όƛύt±b ƛǎ ǳǎŜŘΦ 

LOSYSOP 116 ACD diversion chaining ŀƭƭƻǿŜŘ Ƴǳǎǘ ōŜ ά¸9{έΦ 

LOSYSOP 117 !ōǎŜƴǘ ǎǿƛǘŎƘƛƴƎ ƻŦ ƭŀǎǘ !/5 ƳŜƳōŜǊ ǇǊƻƘƛōƛǘŜŘ Ƴǳǎǘ ōŜ άbhέΦ 

LOSYSOP 119 Unique line numbering Ƴǳǎǘ ōŜ ά¸9{έΦ 

LOSYSOP 121 t±9 !ŎǘƛǾŜ Ƴǳǎǘ ōŜ ά¸9{έΦ  

Now it is possible to start the PVE service using OM command STSRVC. 

STSRVC:<IP - SERVICE>[,<UNIT>];  

where Parameter IP-SERVICE is 0, meaning PVE service. 

LOSYSOP 123 t±9 ǎƘƻǊǘ ·a[ Ƴǳǎǘ ōŜ ά¸9{έΦ 

LOSYSOP 160 Twinning in combination CSTA allowed. This must be "YES" in case twinning is 
used. 

LOSYSOP 161 Multiple Ring group in combination with CSTA allowed must be true when 
multiple ring groups are used. 

LOSYSOP 175 Send cause for CSTA incoming calls must be "YES". 

LOSYSOP 177 Check traffic class when ǎŜǘ ŘƛǾŜǊǎƛƻƴ ōȅ /{¢! Ƴǳǎǘ ōŜ άbƻέ ǿƘŜƴ ǎŜǘκǊŜǎŜǘ ƻŦ 
diversion via CSTA should be independend of traffic classes. 

LOSYSOP 196 /{¢! !ǳǘƻƳŀǘƛŎ !ƭŜǊǘƛƴƎ DŜƴŜǊŀǘƛƻƴ Ƴǳǎǘ ōŜ ά¸9{έΦ 

LOSYSOP 206 CSTA via Multi-Unit disabled must be "Yes". Required for correct functioning of 
DECT Mobility. 
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LOSYSOP 222 Extended filename-format for voicerecording, required for SIP@Net call 
recording. 

Licensing 

The following PBX licenses are required for BCT to work correctly: 

¶ 003 ACD Agent License (Optional) 

¶ 034 CSTA PBC APPL. license. 

A BCT CTI connection requires one license. The CSTA-TestTool requires another. 

¶ 040 CSTA PBC SEAT license. 

Limits the number of monitors that can be started. 

4.5.4. PBX configuration  

4.5.4.1. General 

1. Make an overview of all existing groups: 

DIGRPA:;  

2. Correct traffic classes for extension 

With the system in night service, the default projecting prevents internal parties from making 
external calls. Adapt traffic classes by using: CHTRFC:; 

3. 9ƴŀōƭŜ CŀŎƛƭƛǘȅ ά!ŘŘ ƻƴ ŜƴǘƛǘƭŜŘέ όлύ ŦƻǊ ŀƭƭ 5bwǎ όEmployee, Agent and Operator) 

4. Disable Facility "Metering" (10) for all Agent and Operator DNRs 

5. Ergoline D325/340 Firmware + toggle option 

To answer a call using BCT Client, the Ergoline D325-series requires the latest firmware (date: 8-
8-2005, v.4.03).  

To upgrade, make the firmware available on the LBU/CBU and execute STDOTE;  

Note: This is time consuming (at least 45 minutes), so you can do this after the complete 

installation if you prefer. 

The firmware is needed for answering calls via CTI-interface. Also chŜŎƪ ǘƘŀǘ ƻǇǘƛƻƴ άLb/haLbD 
Lb¢9w/haέ ƛǎ ŜƴŀōƭŜŘ όhbύ ƛƴ ǘƘŜ ǘƻƎƎƭŜ ƭƛǎǘ ƻŦ ǘƘŜ 9ǊƎƻƭƛƴŜ ǘŜǊƳƛƴŀƭΦ ¢Ƙƛǎ ƛǎ ŀƴ ŀǳǘƻ ŀƴǎǿŜǊ ŦƻǊ 
intercom-calls only. 

6. Other extension-related facilities 

To use facilities like follow-me (for presence), Call Waiting, and AutoRingback, you must assign 
the appropriate facility to the extension and download the appropriate prefix to the terminal. 

For example to use follow-me, assign the Follow-Me facility by using command  

ASFACM:7,<DNR>; 

then assign the extension to a download menu by using command  

CHMDNR:<menu>,<DNR>;  
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Program the function key in this menu and the prefixes to activate and cancel Follow-me by using 
the following commands:  

CHFKDA:<menu>,32,0,<data>,3; and  

CHFKDA:<menu>,33,0,<data>,3;  

Finally, download the menus to the extension by using  

DOWNLD:<DNR>; 

Note: To prevent ARB being initiated for Operators and Agents, assign FCM 49. Use 

ASFACM:49,<DNR>;  

Note: To prevent COB being initiated for Operators and Agents, remove COB. Use 

CHCOBD:<DNR>,0;  

 

7. User-defined BSPTs 

BCT retrieves all DNRs from the PBX (via PVE-link), but only the BSPTs that have a known voice-
profile are stored in the database for monitoring. Therefore no user-defined BSPTs should be 
created and assigned to DNRs that are used for telephony (voice).  

However, the PBX offers the use of boundary 282: ProjectedVoiceBSPT which allows you to 
define your own valid voice BSPT. This functionality is supported in BCT via a setting in the 
configuration file 'PBXConfigurationService.WinService.exe.config': 

¶ Open the Configuration Manager ŀƴŘ ǎŜƭŜŎǘ ǘƘŜ ŎƻƴŦƛƎǳǊŀǘƛƻƴ ŦƛƭŜ ά/Υ\Program Files 
(x86)\Common Files\NEC\Services\t.·/ƻƴŦƛƎǳǊŀǘƛƻƴ{ŜǊǾƛŎŜΦ²ƛƴ{ŜǊǾƛŎŜΦŜȄŜΦŎƻƴŦƛƎάΦ 

¶ Locate the key:  IS3000.ProjectedVoiceBSPT 

¶ ¢ƘŜ ǾŀƭǳŜ άȄȄέ Ƴust have the same value as configured for PBX boundary 282.  
By setting this value, BCT will also accept DNRs with this custom voice BSPT. 

¶ Press Save to store the value. 

Note: To prevent COB being initiated for Operators and Agents, remove COB. Use: 

CHCOBD:<DNR>,0;  

After changing the configuration file you should synchronize again. 

4.5.4.2. Twinning  

To use Twinning, you must: 

1. Make sure that option 160 is set. See 4.5.3 Boundaries, options and licenses. 

2. Define a (bothway) Twinning relation between 2 extensions. 

Example for extensions ExtA and ExtB: 

CRTWIN:<ExtA DNR>,<ExtB DNR>;  // From ExtA to ExtB:  

CRTWIN:<ExtB DNR>,<ExtA DNR>;  // From Ext B to ExtA:  

Note that you must also define this in BCT; see Twinning number in  8.5.1 Extension 

Configuration (Company Directory) . 
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4.5.5. PBX configuration for the Operator  

4.5.5.1. Put iS3000 in night service  

Make sure there are no active operators in an iS3000 system to which a BCT Operator is connected: 

¶ De-activate all iS3000 operators 

¶ Make special extensions INE, PLE, and SCNE absent 

This puts the system in night service, so all operator calls go to the Main Common Night Extension 
(MCNE). In addition, non-DDI calls seeking assistance go to MCNE. 

Note: Pay attention to Traffic Classes for terminals and trunks with the system permanently in night 

service. 

4.5.5.2. Program Operator Routing Point  

1. Make an overview of all existing groups 

DIGRPA:;  

2. wŜƳƻǾŜ ΨфΩ ŦǊƻƳ ƴǳƳōŜǊ Ǉƭŀƴ 

.ȅ ŘŜŦŀǳƭǘΣ ǿƘŜƴ ΨфΩ ƛǎ dialed, the call is put in the operator M-Queue. Remove this by using:  

MAKENU:0,9;  

3. Ensure all BCT operators use a set that has auto-answer and can handle a headset (for 
instance a TMP-terminal Ergoline D+325/340 or a Polycom set) 

These terminals are capable of advanced call manipulation via CSTA interface. 

4. Create all Queues (groups) by using:  

CRGRPA:<QUEUE- DNR>,<TYPE>;  

Use type 59 for the special Routing Point Group, and use another type for the Fallback group 
used for the BCT-server-down situation, for example 15 (depending the needs for distributing 
calls ς hunting, fixed, cycle or multiring).  

If you only want one DDI-point and no flexibilƛǘȅ ŦƻǊ ƳǳƭǘƛǇƭŜ 55LΩǎΣ ǘƘŜƴ ǘƘŜ ΨŜȄǘŜǊƴŀƭ ǉǳŜǳŜΩ-
DNR can be the DDI. In this case, Figure 4-36 Operator Routing Points for iS3000 and BCT changes 
in such way that the multiple DDI-points can be removed. 

For type 15 group, add all DNRs you want to assign to the Fallback group used for the BCT server-
down situation. Typically these are the DNRs belonging to the BCT Operators 

For type 59 groups, use all defaults except for: 

Enter Full Threshold [<ACD -THRESHOLD>]: 99nn; See note for ónnô 

Enter Busy Threshold [<ACD - THRESHOLD>]: same as above  

Enter Pause tone [<ANN - PAUSE- TONE>]: MOH for PARK - Q, others  

 using internal ring tone  

Note: ¢ƘŜ άƴƴέ Ƴǳǎǘ ƘŀǾŜ ƳƛƴƛƳǳƳ ǾŀƭǳŜ ƻŦ нлΦ ¢ƘŜ ΨƴƴΩ ǊŜǇǊŜǎŜƴǘǎ ǘƘŜ ό/h.ύ ŘŜǇǘƘ ƻŦ ǘƘŜ Queue, 

the amount of external calls it can hold. This value can be the same for all Queues, but typically 

ǘƘŜ ά9ȄǘŜǊƴŀƭ /ŀƭƭǎέ-Queue is bigger. The depth of the external Queue must be at least the 

amount of trunk lines available for incoming calls.  
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From SIP@Net version 862.00.0 and later ǇŀǊŀƳŜǘŜǊ ΨƴƴΩ Ŏŀƴ ƘŀǾŜ ǾŀƭǳŜǎ лм ǳǇǘƻ нлл όƴƴƴύΣ 

the maximum is specified by system boundary 466 MaxNumberOfCallsOnRoutingGroup with 

default 97. Setting this maximum value higher than the default is only allowed for SIP@Net 

server.  

5. Assign fallback 

For all groups except the FallbackΣ ŀǎǎƛƎƴ ά/ŀƭƭ-CƻǊǿŀǊŘƛƴƎ ƻƴ bƛƎƘǘέ ǘƻ ǘƘŜ ƻǇŜǊŀǘƻǊ ŦŀƭƭōŀŎƪ 
group. 

CHCALF:5, <QUEUE- DNR>,<OP_FALLBACK- QUEUE>; 

If the BCT Server loses its connection to the PBX, the group is automatically put in night service 
and all calls are routed to the Fallback group. 

6. Assign facility for correctly filled in CTI events 
Assign facility 47 (overrule CLIR) for all Routing Point groups:  

ASFACM:47,<DNR>;  

4.5.5.3. Call routing  

Operator Assistance 

{ƛƴŎŜ ǘƘŜ ΨфΩ Ƙŀǎ ōŜŜƴ ǊŜƳƻǾŜŘ ŦǊƻƳ ǘƘŜ ƴǳƳōŜǊ-plan and a new group is created using this number, 
it is now added to the number-plan analysis as internal number. 

ASBLCK:0,9,1,1,10;  

Fallback for external calls 

Assign the Fallback Queue as MCNE:  

CHMCNE:2,<FALLBACK_Q_DNR>; (293).  

Since you want all assistance handled via the BCT Operator, INE, PLE and SCNE should also be absent. 

In case of an iS3000 network, when all BCT operators are absent or if a specific BCT server/CTI-link is 
out of service, the assistance of calls can be rerouted to an alternative PBX within the iS3000 
ƴŜǘǿƻǊƪΦ ¢Ƙƛǎ ƛǎ ŘƻƴŜ ōȅ ǳǎƛƴƎ ά/ŀƭƭ CƻǊǿŀǊŘƛƴƎ ²ƘŜƴ bƛƎƘǘέ ƻŦ ǘƘŜ Routing Point. In both cases the 
iS3000 handles the rerouted calls as the SIP@Net operator Queue diversion functionality. 

Check the General and DDI-options for the trunks that operator assistance is used for the different 
failures. Use the OM-commands: DIROUT, CHRTCI and CHRTCG. 

DDI points for external queue 

This only applies if you require flexible multiple DDI points.  

Create via CHDNRC: hardware less extension to be used for General Access Number(s). In the 
example in Figure 4-36 Operator Routing Points for iS3000 and BCT, these are: 8000, 8001 and 8002. 
For all these DNRs, assign call forwarding on Not Reachable to the External Queue: 

CHCALF:8,<DNR>,<QUEUE- DNR>;  (e.g. CHCALF:8,8000 ,295;)  
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Call Completion / COB queues 

The BCT Operator can transfer an external call to a busy internal party. To make this work, you must 
assign and enable a COB-Queue (If transfer fails because of no COB or full COB, the CTI-action returns 
an error, and the BCT Operator receives an error popup). 

It is not mandatory to assign the start COB entitled facility to all BCT Operator DNRs: 

ASFACM:36,<operator DNR>;  

When an operator is logged-in in the BCT client, COB can be started without FACM 36 when a busy 
destination is met. 

It is possible to (re)assign a short- or long COB-Queue to any DNR. In the default projecting a short 
COB-Queue can hold 5 calls and long can hold 10 calls. (Boundary numbers 216 and 217). 

To check and modify COB-Queues, use: 

DICOBD:<DNR>; and  

CHCOBD:<DNR>,2; 

Note: Make sure that the Route/Bundle/Line combinations are unique. The Route/Line information is 

used in case of fallback situations. 

Correct the route options for DDI-route 

In addition to regular settings for correct operator assistance, BCT Operator requires the following 
DDI and tone options for incoming (DDI) calls: 

¶ GEN-TONE (via CHRTCG) 

¢ƘŜ ΨǘƻƴŜ ǘȅǇŜ ŦƻǊ /h. ŀŦǘŜǊ ŀƴǎǿŜǊΩ Ƴǳǎǘ ōŜ Ψм Ґ ahI ƻǊ ǿŀƛǘƛƴƎ ǘƻƴŜΩ 

¶ TONE-AND-DDI-OPTS (via CHRTCI) 

Route all DDI-fail actions (option T up to X) to the Operator / Assistance (9) 

ReCall 

Recall is a situation where a transferred or parked party is automatically transferred back to the 
terminal that handled this call before. This is performed by the PBX and can be configured. 

This situation is actually unwanted, since the BCT Operator performs this action via his/her own 
ǘŜǊƳƛƴŀƭΦ ! ǊŜƎǳƭŀǊ wŜ/ŀƭƭ ƎƻŜǎ ŘƛǊŜŎǘƭȅ ǘƻ ǘƘƛǎ ǘŜǊƳƛƴŀƭΣ ōȅǇŀǎǎƛƴƎ ǘƘŜ ./¢ hǇŜǊŀǘƻǊΩǎ Queues. 

Different scenarios: 

¶ ReCall from a party put on HOLD and not retrieved after time-out 

¶ ReCall from a party that has been put into the PARK-Queue and not picked up after time-out. 

¶ wŜ/ŀƭƭ ŦǊƻƳ ŀ ǇŀǊǘȅ ǘƘŀǘ ƛǎ ǘǊŀƴǎŦŜǊǊŜŘ ōǳǘ ƻǘƘŜǊ ǇŀǊǘȅ ŘƛŘƴΩǘ ŀƴǎǿŜǊ ǿƛǘƘƛƴ ǘƛƳŜ-out. 

By default on iS3000 this functionality is disabled, and should remain disabled. 

Break in 

The BCT operator can break-in into a busy party. To make this work you must assign Break-in to the 
5bwΩ{ ƻŦ ŀƭƭ ./¢ ƻǇŜǊŀǘƻǊǎΦ 

It is not mandatory to assign the Break in entitled facility to all BCT Operator DNRs: 



  

119 

  

ASFACM:2,<operator DNR >;  

When an operator is logged-in in the BCT client, Break in can be started without FACM 2 when a busy 
destination is met. 

To allow operators to break in and claim a busy trunk line, each operator DNR needs to be assigned 
facility class mark 61.  

ASFACM:61,<operator DNR>;  

Call Recording 

The BCT operator can record a call. See chapter 4.5.12, Call Recording on how to configure this. 

System Call Park (also called Pickup Park) 

To use the System Call Park functionality for operators a separate set of Routing points need to be 
configured. Every System Call Park position requires a separate Routing point.  

Ceate an ACD group using type 59: 

CRGRPA:<QUEUE- DNR>,59;  

When prompted, use all defaults except for: 

Enter Full Threshold  [<ACD- THRESHOLD>]: 99nn;   

Enter Busy Threshold  [<ACD- THRESHOLD>]: same as above   

Enter Pause tone  [<ANN- PAUSE- TONE>]: MOH for PARK - Q, others using internal ring 

tone  

CƻǊ ǎǇŜŎƛŦƛŎŀǘƛƻƴ ƻŦ ΨƴƴΩ ǎŜŜ ǇŀǊŀƎǊŀǇƘ 4.5.5.2 Program Operator Routing Point 

Finally assign overrule CLIR facility for the created ACD groups. 

ASFACM:47,<ACD group DNR>;  

The ACD groups will now be seen as routing points by BCT and can be used for System Call Park. For 
BCT configuration for System Call Park see 8.3.10 Create System Call Park configuration. 

4.5.5.4. BCT Operator in PBX networks  

BCT can be used as central operator in an iS3000 network. BCT supports both closed numbering plan 
and open numbering plan. It should be possible to call all desired numbers from any iS3000 in the 
network, e.g. operator Queues, extensions of clients and trunk access codes. This means that 
numbers that do not reside in a local PBX should be routed over VPN to the PBX where the number 
resides. For open numbering plan the number should be preceded by the cluster id of the iS3000 
where the number resides. Although BCT physically accesses only one iS3000 for the operator 
routing points and the VMP lines, the iS3000 network logically behaves as a single PBX. 

Every iS3000 network node requires its own cluster identity. Assign the cluster identity by the OM 
command:  

CHCLID: [[<CLUSTER - ID>] [,<ASSISTANCE - POINT>[,<LOCAL - OPERATOR- MARK>]]];  

CLUSTER-ID is the unique number by which the system can be reached by other exchanges. Note that 
this cannot be the same as the first digit(s) of the DNRs in your system, e.g. if the DNRs in your 
system are 1xxx and 2xxx, the CLUSTER-ID cannot be 1 or 2. 

ASSISTANCE-POINT defines where operator assistance should be given. This should be the cluster ID 
of the iS3000 where the routing points of BCT operator are defined. 
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LOCAL-OPERATOR-MARK should be set to No to route operator calls to other iS3000 Nodes. 

 
 

 

Figure 4-37 Multi -iS3000 environment 

In node A, create: 

¶ Routing Points for all Queues (internal, external, fallback, park), as described in section 

4.5.5.2 Program Operator Routing Point 

¶ In the OM command CHCLID ID the Assistant point should be the same as the cluster ID itself. 

¶ {Ŝǘ ƻǇǘƛƻƴ мтп άhǇŜǊŀǘƻǊ ǉǳŜǳŜ ŘƛǾŜǊǎƛƻƴ ŀƭƭƻǿŜŘέ ǘƻ ¸9{Φ 

In the nodes B: 

¶ In the OM command CHCLID ID the Assistant point should the cluster ID of node A. 

¶ set option мтп άhǇŜǊŀǘƻǊ ǉǳŜǳŜ ŘƛǾŜǊǎƛƻƴ ŀƭƭƻǿŜŘέ ǘƻ ¸9{Φ 

On the DPNSS route between the iS3000 nodes change the General Route options: 

¶ ά!ǎǎƛǎǘŀƴŎŜ ǊŜǉǳƛǊŜŘέ όƻǇǘƛƻƴ vύ ǘƻ м Ґ ¸ŜǎΦ 

¶ άCƭŜȄƛōƭŜ ƻǇŜǊŀǘƻǊ ŀǎǎƛǎǘŀƴŎŜ ŀǾŀƛƭŀōƭŜέ όƻǇǘƛƻƴ ²ύ ǘƻ м Ґ ¸ŜǎΦ 

{ŜŜ ǘƘŜ ƛ{оллл άhǇŜǊŀtor Facility ImpleƳŜƴǘŀǘƛƻƴ ƳŀƴǳŀƭέΣ ŎƘŀǇǘŜǊ ά!ǎǎƛǎǘŀƴŎŜ ƛƴ ŀ 5tb{{ bŜǘǿƻǊƪέ  
ŀƴŘ ǘƘŜ ƛ{оллл άbŜǘǿƻǊƪ ǊƻǳǘƛƴƎ ŦŀŎƛƭƛǘƛŜǎ 9ȄǇƭŀƛƴŜŘέ Σ ŎƘŀǇǘŜǊ άƛ{bŜǘ ²ƛŘŜ !ǊŜŀ bŜǘǿƻǊƪέ  ŦƻǊ ƳƻǊŜ 
information. 

Note: So-ŎŀƭƭŜŘ άƳƛȄŜŘ ƳƻŘŜέ όƳŀƴƛǇǳƭŀǘŜ ŀ Ŏŀƭƭ Ǿƛŀ /¢LΣ ǘƘŀǘ Ƙŀǎ not been set up by CTI) is not 

supported. 

Note: CTI based Break-In and Camp-On-.ǳǎȅ ŀǊŜ ƴƻǘ ǎǳǇǇƻǊǘŜŘ ŦƻǊ άǇǊŜŘƛŎǘƛǾŜ ŎŀƭƭǎέΦ 

When BCT is installed, all used PBXs are defined in the Connectivity tab and synchronized. See 
section 8.1.5 Connection to PBX for information on the Connectivity tab. 
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Figure 4-38 System Settings Multi-iS3000 connectivity 

4.5.5.5. BCT operator in mixed network  

In a mixed network the iS3000 will be the Home PBX (PBX-A). The Home PBX contains all the 
operator Queues, IVR-lines, Voicemail number and access numbers. BCT only sees the home-PBX as if 
it were a stand-alone PBX. The other PBXs in the network (the Remote PBX-B) should route calls to 
operator Queues and access numbers to the iS3000 Home PBX-A via CCIS.  

Note: If PBX-B has an operator phone connected, another (second) Park Queue must be created on 

PBX-B. Make sure that in this Park-Queue no prompts are played. 

Note: If CCIS is used on PBX-A (iS3000), then option 183 "CCIS Number Presentation Restriction" 
must be On. 

 

Figure 4-39 Mixed iS3000 environment with SV8300/SV9300 

In the iS3000, PBX A, create: 

¶ Routing Points for all Queues (internal, external, fallback, park) 

¶  IVR group(s) and access numbers, as described in section 4.5.5.2 Program Operator Routing 

Point 
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In the SV8300/SV9300, PBX-B: 

¶ Create a Virtual extension. This extension will be used to handle unsuccessful calls (DDI-Fail 

actions). 

¶ Only project the DDI fail actions for DID destination Unassigned numbers and DID destination 

DND numbers to this Virtual extension: 

11 > 520 > 4099  Create Vitual extension to handle DDI fail actions 

5100 > 01 > CCC No Answer, DDI calls: no action. 

5101 > 01 > CCC No Answer, tieline calls: no action. 

5102 > 01 > CCC No Answer, station calls: no action. 

5103 > 01 > CCC Busy, DDI calls: no action. 

5104 > 01 > CCC Busy, tieline calls: no action. 

5106 > 01 > 4099 Unassigned Number. DDI calls: forward to 4099 

5107 > 01 > CCC  Unassigned Number. tieline calls: no action 

5108 > 01 > CCC  Unassigned Number. station calls: no action 

5110 > 01 > 4099 DND, forward to 4099 

¶ Set Forwarding-All from this Virtual extension to the operator fallback Queue in the iS3000  

E600>4099>2,93 (293=operator fallback Queue in iS3000) 

¶ For DDI Destination to Busy and No Answer calls  Split call forwarding will be used. This 

should be programmed on all extensions:  

08 > 241 > 1; 

08 > 600 > 0; 

08 > 608 > 1; 

08 > 564 > 0; 

6523 > 01 > 1  Split forward 'off' for internal calls; 

6524 > 01 > 0  Split forward 'on' for C.O. calls (DDI); 

6525 > 01 > 1  Split forward 'off' for tieline calls; 

E604>extension>8 Go to normal forwarding for the extension; 

E605>extension>8  Go to destination of block 0 for Busy/No Answer of  C.O. 

calls (DDI) for extensions; 

78 > 010> 2.93  Set forwarding for block 0 to operator fallback Queue; 

Note: When BCT is installed, all used PBXs are defined in the Connectivity tab and synchronized. See 

section 8.1.5 Connection to PBX for information on the Connectivity tab. 

The following picture shows SV8500/SV9500 environment: 

 



  

123 

  

Figure 4-40 Mixed iS3000 environment with SV8500/SV9500 

Take care that routing from the SV8500/SV9500 to IS3000 is possible. Program the configuration of 
the above picture: 

In the iS3000, PBX A: 

¶ create Routing Points for all Queues (internal, external, fallback, park) IVR group and access 

numbers, as described in section 4.5.5.2 Program Operator Routing Point 

¶ create hardware-less DNRs. This DNR will be used to handle unsuccessful calls (DDI-Fail 

actions). 

¶ only project the DDI fail actions for DID destination Unassigned numbers and DID destination 

DND numbers to this hardware less DND, for other DDI fail see next part:  

In the SV8500/SV9500, PBX-B: 

¶ Define DDI fail actions: 

Program the number to which failed calls should be routed first 

ASDT TN=1, STN=297, LENS=073243, TEC=18, RSC=1, SFC=1 

ALGSN TYPE=2, UGN=1, TELN=297, FPC=1, TN=1, STN=297 

Set CF All for 297 to the Monitored number 2502 (the fallback Queue in the IS3000) 

ACFS_T TN=1, TELN=297, press Get, select radio ōǳǘǘƻƴ¢¸t9 Ґ Ψ/ŀƭƭ CƻǊǿŀǊŘƛƴƎΩ ŀƴŘ {w± Ґ Ψ!ƭƭ 

/ŀƭƭǎΩΦ Cƛƭƭ ƛƴ ŦƻǊ /C5 нрлн ǘƘŜƴ ǇǊŜǎǎ {Ŝǘ ŀƴŘ 9ȄƛǘΦ 

Program the fail actions to be forwarded to 297 

ACFON TN=1, CF Busy Line, CFI=TELN, UGN=1, TELN=297 

!/Chb ¢bҐмΣ /C 5ƻƴΩǘ !ƴǎǿŜǊΣ /CLҐ¢9[bΣ ¦DbҐмΣ ¢9[bҐнфт 

ACFON TN=1, CF Intercept, CFI=TELN, UGN=1, TELN=297 

ACFON TN=1, CF Logout, CFI=TELN, UGN=1, TELN=297 

ACFON TN=1, CF Incomplete Number, CFI=TELN, UGN=1, TELN=297 

¶ Shorten the CFNA timers for 297 to improve rerouting time to operator for external calls to 

busy extensions: 

ADAI_T MODE select radio button MODE=TELN, enter UGN=1 TELN=297, then press Get, 

then enter for CDN value 7 (139TC) the value of 1. All other CDNs must be left at value 0. 

Press Set. 
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4.5.6. PBX  configuration for Contact Center or Voicemail   

This section explains how to setup the iS3000 for a BCT Contact Center that makes use of IVR for 
queuing. 

4.5.6.1. General  

To understand the PBX configuration, requires understanding how BCT is connected to the PBX. 
Figure 4-41 Group Configuration shows an example of a configuration. Based on this example, this 
chapter explains how to setup the system. 

 

Figure 4-41 Group Configuration 

The following items are important: 

¶ BCT takes care of the routing to the agents. 
This means that the ACD functionality in the PBX is not used! 

¶ The login/logout status of the agents is exchanged by means of the CTI connection. Agents 
can switch ready/not ready or login/logout via dialing a special DNR or via their PC. 

¶ BCT takes care of queuing. 
Calls are queued in BCT and NOT in the PBX. However, for each call that is in the BCT Queue, 
one VMP line between BCT and the PBX is occupied. 

¶ BCT plays announcements. 
Only the announcements of the BCT are used. 

¶ BCT receives extension status information via the CTI connection. 
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¶ As VMP line between BCT and the PBX a Voice Media Port (VMP) is used. In iS3000 the VMP 
is implemented by a SIP extension.  

In summary: the ACD functionality in the PBX is not used at all. BCT uses normal extensions as agent 
extensions. These extensions are only placed in an ACD group when creating a fall back scenario. 

4.5.6.2. Status switching of phone based agents   

Agents can change their status (Logon, Logoff, Ready, Not ready and Work ready) by using one of the 
following methods: 

1. Call a Logon Starter Line (can only be used with IVR configuration) 

2. Dial an agent status switch access prefix 

Each method requires its own programming in the PBX. 

4.5.6.2.1. Agent status switching using Starter Line  

In case of a Logon Starter Line, the agents need to dial a special number for changing their status. 
Figure 4-42 Agent login/Logout, Ready/Not Ready switching shows the structure for agent 
login/logout and switching ready or not ready. 

 

Figure 4-42 Agent login/Logout, Ready/Not Ready switching 

When an agent needs to change the status, the agent dials a special DNR. This special DNR is a 
hardware-less DNR with a Call Forwarding on Not Reachable to the IVR Group. Via the IVR group an 
±at ƭƛƴŜ ǘƻ ./¢ ƛǎ ǎŜƭŜŎǘŜŘΦ Lǘ ƛǎ ŀƭǎƻ ǇƻǎǎƛōƭŜ ǘƻ ŎǊŜŀǘŜ ŀ άbƻƴ ƳŜƳōŜǊ ƎǊƻǳǇέ ǿƛǘƘ /ŀƭƭ CƻǊǿŀǊŘƛƴƎ 
When Night to the IVR group. 

For creating the Agent Logon starter line within BCT see 8.2.5 Phone-based agents 
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If your system is a busy system, it can be useful to use a dedicated VMP line. This means that the line 
is no longer available for BCT access. You must remove that line from the IVR Group. You must also 
assign the CFWN relation to the DNR of the dedicated VMP line. Also in this case, the Hardware less 
DNR should be assigned ƛƴ ǘƘŜ ά{ǘŀǊǘŜǊ aƻŘǳƭŜέ ƛƴ ǘƘŜ BCT Supervisor Dashboard. 

4.5.6.2.2. Agent status switching using access prefixes 

Phone based agents use prefixes to logon and log off.  Entering call type information and switching 
not ready is also possible via prefixes.  

Note: Entering status information is only applicable for Phone Based Agents.  

Computer Based Agents use the application to change the agent status.  

 There is one exception.  

In case of Fallback, no Computer Based Agents are available any more. In that case the agents 

configured for the Fallback group(s) must login and switch themselves ready by entering status 

information. 

¢ƘŜ ά!/5 ǎŜǊǾŜǊ ŘƛŀƭŜŘέ ǇǊŜŦƛȄŜǎ Ƴǳǎǘ ōŜ ŘŜŦƛƴŜŘ ǿƛǘƘ ǘƘŜ CHCSDD command. 

CHCSDD:<TREE>,<NUMBER>,<TRFC><<SERVER_AND_ACTION_CODE>,[,[<PW_NMB_LENGTH>] 

[,<ADD_INFO_NBR_LENGTH>]];  

¶ TREEΥ 5Ŝǎǘƛƴŀǘƛƻƴ ǘǊŜŜ άлέ όƛƴƛǘƛŀƭύ ŀƴŘκƻǊ άмέ όƛƴǉǳƛǊȅύΦ 

¶ NUMBER: The prefix that agents or supervisor dials for a certain action. These numbers 

ǎƘƻǳƭŘ ōŜ άŜŀǎȅέ ǘƻ ǊŜƳŜƳōŜǊΣ ŦƻǊ ŜȄŀƳǇƭŜ άϝомέ !ƎŜƴǘ ƭƻƎƛƴ ŀƴŘ άІомέ ŀƎŜƴǘ ƭƻƎƻǳǘΦ 

¶ TRFC: The required traffic class, most of the time the traffic class for agents are low. 

¶ SERVER_AND_ACTION_CODE: Server and action codes are used by two types of applications. 

Message Server and ACD MIS Server. First you have to select for which Server the action is 

valid. Select 1 (ACD MIS server code) followed by the required action code: 

o 1=Agent logout; 

o 2=Agent not ready; 

o 3=Agent ready; 

o 4=Agent login and ready; 

o 5=Entering transaction code 

¶ PW-NBR-LENGTH: No password number length must be entered 

¶ ADD-INFO-NBR-LENGTH: This parameter defines the number of digits that must be entered 

for the above mentioned actions. As an example: an agent login is configured with the 

ƴǳƳōŜǊ άϝомέ ǘƻ ƛŘŜƴǘƛŦȅ ǘƘŜ ŀƎŜƴǘ ǘƘŜ ŀƎŜƴǘ tLb όо-6 digits) must be entered after the 

άϝомέ ƛƴ ǘƘƛǎ Ŝxample the ADD-INFO-NBR-LENGTH. 

Table 4-2 Number of digits per action explains the number of ADD-INFO-NBR-LENGTH digits 
per action. 

The number of digƛǘǎ ǳǎŜŘ ŦƻǊ ǘƘŜ άƴƻǘ ǊŜŀŘȅ ǊŜŀǎƻƴέ ŀƴŘ ǘƘŜ άŎŀƭƭ ǘȅǇŜέ ǎƘƻǳƭŘ ƳŀǘŎƘ ǘƘŜ 
number of digits that are used during the creation of these items. For more information see 
BCT Administrator Guide Chapter άbƻǘ wŜŀŘȅ wŜŀǎƻƴǎέ. 
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ACTION CODE ACTION CODE DESCRIPTION NUMBER OF DIGITS 

1 Agent logout - 

2 Agent not ready (Not Ready Reason) 0-6 (default 1) 

3 Agent ready - 

4 Agent login and ready (PIN code) 0-6 (default 3) 

5 Entering transaction code(Call Type) 0-6 (default 1) 

 
Table 4-2 Number of digits per action 

Already created prefixes can be displayed with the OM command DICSDD. 

4.5.6.3. Codes for phone based agents  

In case the required agent status is logon, a PIN is requested to identify the agent. How to configure 
the a phone based agent with PIN in BCT, see  8.5.10 Manually create a BCT user the Agent by Phone 
parts. Be aware that the PIN length configured within the switch must be the same as the length of 
the PIN configured within BCT. 

In case the required agent status is logged-on, a PIN is requested to identify the agent. For 
information on how to configure a phone based agent with PIN in BCT see  8.5.10 Manually create a 
BCT user ς the Agent by Phone parts. 

In case the required agent status is not ready, a Not Ready Reason (NRR) is requested to identify why 
the agent is switched not ready. Not Ready Reasons (NRR) are entered in tables in the Business 
ConneCT Database via BCT Supervisor Dashboard. The information in the Dial Code column 
references the chosen Additional Info digits. After installation, a number of default NRRs are 
available in the chosen system language. In this example the English NRRs are given with their default 
dial codes: 

Not Ready Reason Dial Code 

Coffee break 1 

Lunch 2 

Other work 3 

Personal affairs 4 

For more information on how to configure Not Ready Reasons in BCT, see chapter άbƻǘ wŜŀŘȅ 
wŜŀǎƻƴǎέ in BCT Administrator Guide. 

In case the required agent status is ready, a Call Type (CT) is requested to identify the type or 
outcome of the handled call. Call Types (CT) are entered in the Business ConneCT database via BCT 
Supervisor Dashboard. The information in the Dial Code column references the chosen Additional 
Info digits. After installation, a number of default CTs are available in the chosen system language. In 
this example the English CTs are given with their default dial codes: 

Call Type Dial Code 

Successful 1 

Unsuccessful 2 
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For more information on how to configure Call Types in BCT, see chapter ά/ŀƭƭ ¢ȅǇŜǎέ in BCT 
Administrator Guide. 

Note: A code is always terminated with a # ! 

4.5.6.4. PBX  configuration for Voicemail  

To use the integrated BCT voicemail system, the following items must be configured on the PBX: 

1. Create an IVR group with VMP lines. 

2. Project a DNR as Voicemail access number. 
This is a dedicated hardware-less DNR with a Call Forwarding on Not Reachable to the IVR 
Group. 

3. Specify this DNR as Messagebox access DNR in the BCT Supervisor Dashboard. 

4.5.6.5. Configuring the BCT Lines in the PBX  

Note: In the following program example is assumed that a Fallback scenario is used as described in 

chapter 4.5.6.6 PBX Configuration with Fall Back Scenario. When no Fallback is required the IVR 

hunting groups is the entry (starter) number for the callers. 

The VMP lines in iS3000 are implemented as SIP extensions. Execute following procedure to 
configure the SIP lines in the PBX: 

1. Assign virtual SIP extension board. Use OM command ASBRDS. Example: 

ASBRDS:15,2,39,B001,255,1;  

2. Define the signaling group in which the CODEC assignment and Payload are specified. Use 
OM command CHIPPD.  

Example: 

CHIPPD:b001,4,0;  (4 means codec specification)  

CHIPPD:b001,5,30;  (5 means payload)  

We recommend using G711/30ms, system wide. See 4.1.1 Using VMP lines for IVR. However, if 
the customer already uses G729, and wants to keep it, you can use G.711/30ms as the second 
choice. To create a signaling group with first priority G729 and second priority G711/30ms, use 
the following command: 

CHIPPD:b001,4,3,0;  

3. To be able to select menus (post dialing) it is necessary to assign RFC2833: 

CHIPPD:b001,6,1;  

4. To activate the changes, the command SETINS must be given. Example: 

SETINS:15,2;  

SETINS:15,2,0&&31;  

5. Assign the DNRs of the SIP extensions to the virtual circuits, for example: 

CHDNRC:231,15,2,0;  
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Note: ²ƘŜƴ ǳǎƛƴƎ {LtΣ ǘƘŜ άǳǎŜǊέ όŀǇǇƭƛŎŀǘion or human) can be asked to logon the SIP extension 

during the registration process. When an application like BCT is used, make sure that no SIP 

user credentials have to be entered. Currently BCT is NOT able to logon SIP extensions. With the 

command DISUSR you can check if logon is required.  

Note: For connecting SIP phones and lines, an ISG board is required. For more information please 

ǊŜŦŜǊ ǘƻ ǘƘŜ ά{Lt ¢Ǌǳƴƪǎ ŀƴŘ 9ȄǘŜƴǎƛƻƴǎ - /ǳǎǘƻƳŜǊ 9ƴƎƛƴŜŜǊ aŀƴǳŀƭέΦ 

After creating the SIP extensions execute the following procedure to configure the extensions as 
VMP lines for BCT: 

1. Assign Facility Class Mark 32 (post dialing) to each SIP extension used for VMP line. Example: 

ASFACM:32,231&&234;  

Note: NEVER assign FCM 33 (VoiceMail Server) to the Lines! If you assign this FCM to the lines, 

the system will not work. 

2. Assign FCM 47 (overrule CLIR) to each SIP extension used for VMP line. Example: 

ASFACM:47,231&&234;  

3. If you want to suppress agent number display on the VMP lines, assign FCM 51 (COL 
permanently restricted). Use OM command ASFACM. Example: 

ASFACM:51,231&&234;  

4. Put the VMP lines that are used for customer calls into a hunting group in the PBX. Use OM 
Command CRGRPA with group property 17. Example: 

CRGRPA:230,17;  

231,0,0;  

232,0,1;  

233,0,2;  

234,0,3;  

5. If you need more than one access number (more than one service requested), create dummy 
5bwǎ όƴƻ ƘŀǊŘǿŀǊŜ ŀǎǎƻŎƛŀǘŜŘύ ǿƛǘƘ άŎŀƭƭ ŦƻǊǿŀǊŘƛƴƎ ƴƻǘ ǊŜŀŎƘŀōƭŜέ ǘƻ ŀƎŜƴǘ !/5 ƎǊƻǳǇΦ 
Example: 

CHDNRC:24x,12,,2;  You can use a circuit number that does not have hardware.  

CHCALF:8,24x,230;  

Non member ACD groups can also be used for this purpose. Create one or more non member 
ACD groups and set call forwarding to the agent ACD group. 

4.5.6.6. PBX Configuration with Fall Back Scenario  

For safety reasons it is recommended to configure a Fall Back option. BCT takes over the call 
distribution from the PBX. If for whatever reason BCT server is down or cannot be reached, all calls 
will be lost. Therefore it is strongly recommended to configure a Fall Back scenario. There are two 
types of Fall Back configurations possible. 

Manual Fall Back 

The VMP lines are collected in a Basic hunting group. The agents are grouped in an ACD group. A call 
forwarding when night is configured from the agent ACD group to the IVR hunting group. 
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In normal operation the agent group is switched to night. All calls are forwarded to the IVR hunting 
group. When the BCT server is down or cannot be reached, the Supervisor of the Contact Center 
must switch the agent ACD group from night to the day status. From this moment on the calls will be 
distributed to the agents of the ACD Group. 

The moment BCT is operational again, the supervisor must switch the ACD group back to night. From 
that moment on, BCT is in normal operation. 

Configuring manual fall back is described in section 4.5.6.7 Configure Manual Fall Back. 

Automatic Fall Back 

Just like the manual Fall Back, the IVR lines are grouped in a hunting group and the agents are 
grouped in an ACD group. The difference is that in an automatic fall back, switching between normal 
operation mode and fall back mode is performed by automatic day/night switching via a routing 
group and not (manually) by a supervisor extension. 

1. Create for all required starters a hardware-less extension or Non Member ACD groups (group 
prop. 45). These extensions/groups are forwarded to a routing group (group prop. 59!).  

2. /ƻƴŦƛƎǳǊŜ άŎŀƭƭ ŦƻǊǿŀǊŘƛƴƎ ƻƴ ƻǾŜǊ Ŧƭƻǿέ ǘƻ ǘƘŜ L±w ƎǊƻǳǇΦ  

3. /ƻƴŦƛƎǳǊŜ άŎŀƭƭ ŦƻǊǿŀǊŘƛƴƎ ƻƴ ƴƛƎƘǘέ ǘƻ ǘƘŜ ŀƎŜƴǘ !/5 ƎǊƻǳǇΦ 

Lƴ ƴƻǊƳŀƭ ƻǇŜǊŀǘƛƻƴ ǘƘŜ Ŏŀƭƭǎ ŀǊŜ ƘŀƴŘƭŜŘ ƛƴ ǘƘŜ L±w ƎǊƻǳǇ Ǿƛŀ ǘƘŜ άŎŀƭƭ ŦƻǊǿŀǊŘƛƴƎ ƻƴ ƻǾŜǊŦƭƻǿέΦ 
When the BCT server is down or cannot be reached, the grouting group will switch automatically to 
ƴƛƎƘǘ ŀƴŘ ǘƘŜ Ŏŀƭƭǎ ǿƛƭƭ ōŜ ǎŜƴǘ ǘƻ ǘƘŜ ŀƎŜƴǘ !/5 ƎǊƻǳǇ Ǿƛŀ ǘƘŜ άŎŀƭƭ ŦƻǊǿŀǊŘƛƴƎ ƻƴ ƴƛƎƘǘέΦ ¢ƘŜ 
moment BCT is operational again, calls will be sent to the IVR group again. See section 4.5.6.8 
Configure Automatic Fall Back for a detailed configuration description. 

The following notes are important for manual fall back as well as for automatic fall back. 

Note: When BCT server is down or cannot be reached, the agents must be present in the ACD groups 

otherwise they do not receive calls.  

 The agent state is synchronized between the switch and BCT during the normal operation 

mode. The moment the fall back is activated, agents who are ready in BCT will also receive calls 

when the fall back mode is activated. 

  There is no Synchronization when the fall back mode is switched back to normal operation 

mode. This means that the moment the normal operation is active after a period of fall back 

agents may have an incorrect state. Switching the agent state via the BCT Supervisor 

Dashboard or agent phone will synchronies the state again. 

Note: When BCT is down and calls are answered via the Fall Back group, there is no reporting on 

these calls. 

Note: When BCT is down and calls are answered via Fall Back group, there is no possibility to define 

άCƻƭƭƻǿ ǳǇ !Ŏǘƛƻƴǎέ ƻǊ ά/ŀƭƭ ¢ȅǇŜέ ŘŜŦƛƴƛǘƛƻƴǎΦ 

Note: Agents can be logged in into more than one group in BCT. In the Fall Back Group, agents can 

only be present in ONE ACD Group. 
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4.5.6.7. Configure Manual Fall Back  

An example of manual Fall Back configuration is depicted in Figure 4-43 BCT PBX configuration with 
Fall Back. 

The following note is very important and should be communicated clearly to the group supervisor 
and group agents: 

IMPORTANT: When BCT goes down, the supervisor must activate the Fall Back scenario manually by 

dialing the Day/Night prefix from the Supervisor extension (here 210). The moment BCT is 

operational again the supervisor must switch the ACD group to night again. 

 

Figure 4-43 BCT PBX configuration with Fall Back 

Creating a Hunting Group for the VMP lines 

To create a hunting group for the lines to BCT, use the OM command CRGRPA. See section 4.5.6.4 
PBX  configuration for Voicemail for more information. 

Creating an ACD Group for Agents 

Note: Do not create a group with a group property that allows any type of call pick-up.  

Do not use any type of diversion from agent phones, like CFDA, Follow Me, etc. 

Configure an ACD group and assign all agent extensions to that group: 

1. Create the agent group using group property 44. 

CRGRPA:<GROUP DNR>,<GROUP PROPS>; 

Example:  
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CRGRPA:297,44,,210;  

In the above listed example, the supervisor is assigned with extension 210. 

Always create the ACD agent group with a supervisor, otherwise you cannot switch the group 
from day to night with a prefix. The only possibility without a supervisor is via an OM terminal. 

2. The command asks for the following additional parameters: 

Unit :; Enter the unit number (only applicable if this system is multi - unit).  

ACD group threshold priority:;  

Full threshold:;  

Busy threshold:;  

Forced absent time:;  

After call work time:;  

Call in queue time:;  

Pause tone:;  

CallManager MIS logical device ACD:;  

Queue Position Algorithm:;  

Queue priority of the group:;  

When the above mentioned information is entered, the system will ask for specific agent 
information. 

<Member BSP- ID>,[<SWITCH - ALL>], <R ANK>;  

where: <Member BSP-ID> is the extension of the agent. 

The Switch allow/init-status indicates if an agent is allowed to switch between absent and 
present. Choose 1, 2 or 3. Do not use 0. In that case the agent is not allowed to switch.  

Rank is the unique number in the ACD group. 

Example: 

210,1,0;  

211,1,1;  

212,1,2;  

¢ƘŜ ƎǊƻǳǇ ǘƘŀǘ ȅƻǳ ƘŀǾŜ ŎǊŜŀǘŜŘ ƛǎ ŀǳǘƻƳŀǘƛŎŀƭƭȅ ƛƴ ά5ŀȅέ ŀƴŘ ǘƘŜ ƳŜƳōŜǊǎ ŀǊŜ ŀǳǘƻƳŀǘƛŎŀƭƭȅ 
ǎǿƛǘŎƘŜŘ άǇǊŜǎŜƴǘέ ƛƴ ǘƘŜ ƎǊƻǳǇΦ ¢Ƙƛǎ ƛǎ ǘƘŜ ǊŜǎǳƭǘ ƻŦ {ǿƛǘŎƘ !ƭƭƻǿŀƴŎŜ άмέ ŦƻǊ ǘƘŜ ƳŜƳōŜǊǎΦ 

Note: Switch the agent ACD group to night.  

Night is the normal operation mode when BCT is running correctly. Use OM command: 

CHGRDN:297,0;  

   where 297 is the agent ACD group and 0 indicates night mode. 

 

If you want to change the ACD configuration use the command: 

CHACDD:<GROUP- DNR>; 

If you want to assign more extensions to the group, use command: 

ASGRPM:<GROUP- DNR>,<Member BSP- ID>,[<SWITCH - ALL>],<RANK>;  
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Assigning Call Forwarding When Night 

After you have created the IVR hunting group ŀƴŘ ǘƘŜ ŀƎŜƴǘ !/5 DǊƻǳǇǎΣ ȅƻǳ Ƴǳǎǘ ǎŜǘǳǇ ŀ ά/ŀƭƭ 
CƻǊǿŀǊŘƛƴƎ ²ƘŜƴ bƛƎƘǘέ ŦǊƻƳ ǘƘŜ ŀƎŜƴǘ !/5 ƎǊƻǳǇ ǘƻ ǘƘŜ L±w ƘǳƴǘƛƴƎ ƎǊƻǳǇΦ ¦ǎŜ ha ŎƻƳƳŀƴŘ 
CHCALF.  

Example:  

CHCALF:5,297,230;  

Creating prefixes for Fallback 

The prefixes for agent switching must be performed ǿƛǘƘ ά!/5 ǎŜǊǾŜǊ ŘƛŀƭŜŘέ ǇǊŜŦƛȄŜǎΦ Lƴ ǘƘŀǘ ŎŀǎŜ 
the prefixes can also be used for phone based agents. 

CHCSDD:<TREE>,<NUMBER>,<TRFC><<SERVER_AND_ACTION_CODE>,[,[<PW_NMB_LENGTH>][,<ADD_IN

FO_NBR_LENGTH>]];  

¶ TREEΥ 5Ŝǎǘƛƴŀǘƛƻƴ ǘǊŜŜ άлέ όƛƴƛǘƛŀƭύ ŀƴŘκƻǊ άмέ όƛƴquiry). 

¶ NUMBER: The prefix that agents or supervisor dials for a certain action. These numbers 

ǎƘƻǳƭŘ ōŜ άŜŀǎȅέ ǘƻ ǊŜƳŜƳōŜǊΣ ŦƻǊ ŜȄŀƳǇƭŜ άϝомέ !ƎŜƴǘ ƭƻƎƛƴ ŀƴŘ άІомέ ŀƎŜƴǘ ƭƻƎƻǳǘΦ 

¶ TRFC: The required traffic class, most of the time the traffic class for agents are low. 

¶ SERVER_AND_ACTION_CODE: Server and action codes are used by two types of applications. 

Message Server and ACD MIS Server. First you have to select for which Server the action is 

valid. Select 1 (ACD MIS server code) followed by the required action code: 

o 1=Agent logout; 

o 2=Agent not ready; 

o 3=Agent ready; 

o 4=Agent login and ready. 

¶ PW-NBR-LENGTH: No password number length must be entered. 

¶ ADD-INFO-NBR-LENGTHΥ ¢ƘŜ ƴǳƳōŜǊ ƻŦ ŘƛƎƛǘǎ ǳǎŜŘ ŦƻǊ ǘƘŜ άƴƻǘ ǊŜŀŘȅ ǊŜŀǎƻƴέ ŀƴŘ ǘƘŜ άŎŀƭƭ 

ǘȅǇŜέ ǎƘƻǳƭŘ ƳŀǘŎƘ ǘƘŜ ƴǳmber of digits that are used during the creation of these items. 

This parameter defines the number of digits that must be entered for the above mentioned 
ŀŎǘƛƻƴǎΦ !ǎ ŀƴ ŜȄŀƳǇƭŜΥ ŀƴ ŀƎŜƴǘ ƭƻƎƛƴ ƛǎ ŎƻƴŦƛƎǳǊŜŘ ǿƛǘƘ ǘƘŜ ƴǳƳōŜǊ άϝомέ ǘƻ ƛŘŜƴǘƛŦȅ ǘƘŜ 
agent the agent PIN (3-с ŘƛƎƛǘǎύ Ƴǳǎǘ ōŜ ŜƴǘŜǊŜŘ ŀŦǘŜǊ ǘƘŜ άϝомέ ƛƴ ǘƘƛǎ ŜȄŀƳǇƭŜ ǘƘŜ !55-
INFO-NBR-LENGTH is 3-6. 

¢ƘŜ ƴǳƳōŜǊ ƻŦ ŘƛƎƛǘǎ ŦƻǊ ǘƘŜ άŀƎŜƴǘ ƭƻƎ ƻƴ ŀƴŘ ǊŜŀŘȅέ ƛǎ о-6 digits. 

¢ƘŜ ƴǳƳōŜǊ ƻŦ ŘƛƎƛǘǎ ŦƻǊ άŀƎŜƴǘ ƴƻǘ ǊŜŀŘȅέ ƛǎ м ǳǇ ǘƻ с ŘƛƎƛǘǎΦ ²ƘŜƴ ƴƻ άƴƻǘ ǊŜŀŘȅ ǊŜŀǎƻƴǎέ 
are required you can omit this value. 

The number of digits used for entering transaction code is 1 up to 6 digits. This prefix is used 
ǘƻ ŜƴǘŜǊ άŎŀƭƭ ǘȅǇŜ ƛƴŦƻǊƳŀǘƛƻƴέΦ 

Note: When the prefixes are only used in fall back mode and no phone based agents are used in 

ǘƘŜ /ƻƴǘŀŎǘ /ŜƴǘŜǊΣ άƛƴŦƻ-nbr-ƭŜƴƎǘƘέ ǾŀƭǳŜ Ŏŀƴ ōŜ ƛƎƴƻǊŜŘΦ 

Already created prefixes can be displayed with the OM command DICSDD. 

Prefixes for switch group to night and switch group to day cannot be created with the server dialed 
prefixes; for these, use OM command ASINTN. 
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Res. ID Description 

128 ACD Group day prefix 

129 ACD group night prefix  

Table 4-3 Result identities for group day and group night prefixes 

4.5.6.8. Configure Automatic Fall Back  

Execute the following steps: 

1. Configure an IVR hunting group as described in section 4.5.6.4 PBX  configuration for 
Voicemail. 

2. Configure an agent ACD group as described in Creating an ACD Group for Agents. 

3. Create agent switch prefixes as described in Creating prefixes for Fallback. There is no need 
ǘƻ ŎǊŜŀǘŜ ǘƘŜ ά!/5 DǊƻǳǇ Řŀȅ ǇǊŜŦƛȄέ ŀƴŘ ǘƘŜ ά!/5 ƎǊƻǳǇ ƴƛƎƘǘ ǇǊŜŦƛȄέ ǘƘŜǎŜ ŀǊŜ ƻƴƭȅ ǳǎŜŘ ƛƴ 
manual fall back. 

4. Create a routing group as described in section 4.5.7.2 Creating a routing group.  

For an automatic fall back it is important that the maximum Queue on the Routing Point is set to 
ȊŜǊƻΦ ¢Ƙƛǎ ǿƛƭƭ ǘǊƛƎƎŜǊ ǘƘŜ άŎŀƭƭ ŦƻǊǿŀǊŘƛƴƎ ƻƴ ƻǾŜǊŦƭƻǿέ ǘƻ ǘƘŜ L±w ƎǊƻǳǇ ƛƴ ƴƻǊƳŀƭ ƻǇŜǊŀǘƛƻƴ 
ƳƻŘŜΦ {ƻ ƭŜŀǾŜ ǘƘŜ άōǳǎȅ ǘƘǊŜǎƘƻƭŘέ ŀƴŘ ǘƘŜ άŦǳƭƭ ǘƘǊŜǎƘƻƭŘέ ǘƻ ǘƘŜ ŘŜfault value of 100% (this is 
a non member group so the default relative Queue size will be zero). 

5. !ǎǎƛƎƴ άŎŀƭƭ ŦƻǊǿŀǊŘƛƴƎ ƻƴ ƻǾŜǊŦƭƻǿέ ǘƻ ǘƘŜ L±w ƎǊƻǳǇ. 

6. !ǎǎƛƎƴ άŎŀƭƭ ŦƻǊǿŀǊŘƛƴƎ ǿƘŜƴ ƴƛƎƘǘέ ǘƻ ǘƘŜ ŀƎŜƴǘ !/5 ƎǊƻǳǇΦ 

Note: Do not forget to configure a Routing Point in BCT. The configured Routing Point will trigger 

the day and night status of the Routing Point. 

7. For every starter that is required in the Call Flow, create hardware less extensions or non 
ƳŜƳōŜǊ !/5 ƎǊƻǳǇǎ όƎǊƻǳǇ ǇǊƻǇΦ прύΦ /ƻƴŦƛƎǳǊŜ άŎŀƭƭ ŦƻǊǿŀǊŘƛƴƎ ƻƴ ƴƻǘ ǊŜŀŎƘŀōƭŜέ ǘƻ ǘhe 
ǊƻǳǘƛƴƎ ƎǊƻǳǇ ŦƻǊ ǘƘŜ ƘŀǊŘǿŀǊŜ ƭŜǎǎ ŜȄǘŜƴǎƛƻƴǎ ƻǊ ŎƻƴŦƛƎǳǊŜ άŎŀƭƭ ŦƻǊǿŀǊŘƛƴƎ ƻƴ ƴƛƎƘǘέ ǘƻ ǘƘŜ 
routing group in case you use non member groups. 

4.5.7. PBX configuration for Contact Center without IVR  

This section explains how to setup the iS3000 PBX for a BCT Contact Center without IVR. 

4.5.7.1. General  

You can configure a BCT server without IVR. In that case the calls are queued in the PBX. The callers 
are queued on Routing Points until a free agent is found. In that case the number of available VMP 
lines is no longer the maximum number of caller that can be queued. When BCT uses Routing Points 
ƛƴǎǘŜŀŘ ƻŦ L±w ŦƻǊ ǉǳŜǳƛƴƎ ƛǘΩǎ ŎŀƭƭŜŘ ŀƴ άL±w-ƭŜǎǎέ ǎȅǎǘŜƳΦ 

! ŎƻƴŦƛƎǳǊŀǘƛƻƴ ǿƛǘƘƻǳǘ L±w ŎŀƴΩǘ ǳǎŜ ǘƘŜ ǇǊƻƳǇǘ ŦŜŀǘǳǊŜǎ ǘƘŀǘ ŀǊŜ ǇǊƻǾƛŘŜŘ ōȅ L±wΦ hƴƭȅ ǘƘŜ άƛƴ-
ǎǿƛǘŎƘέ ŀƴƴƻǳƴŎŜƳŜƴǘǎ Ŏŀƴ ōŜ ǳǎŜŘ ǘƻ ƛƴŦƻǊƳ ǘƘŜ ŎŀƭƭŜǊǎΦ ¢ƘŜ άƛƴ-sǿƛǘŎƘέ ŀƴƴƻǳƴŎŜƳŜƴǘǎ Ŏŀƴ ƻƴƭȅ 
be used for a welcome message, night announcement, and Queue status information and not for Call 
Flow information (attendant, confirmation prompts etc.) 
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4.5.7.2. Creating a routing group  

A routing group is a non member ACD group. The difference between a normal non member group 
and a routing group is that a routing group can be switched to day and therefore calls will be 
accepted in the Queue. The routing group is called a Routing Point in the BCT Supervisor Dashboard. 

It is possible that more than one routing group is required (multi- language Contact Center, VIP 
treatments etc.), in that case create as many routing groups as needed. Use the BCT Supervisor 
Dashboard application to select the correct routing group for the correct Starter Line. 

Create of one or more ACD routing groups. Start creating the group with the command CRGRPA. The 
following parameters should be entered. 

¶ Group-DNR: Identifies the ACD group. In the BCT Supervisor Dashboard application this is called 

a Routing Point. 

¶ Group property: Enter Group property 59 followed by a semicolon. The system will prompt for 

additional information. 

¶ ACD group threshold priority: Accept the default, threshold priority can be arranged when more 

than one router is used. 

¶ Full threshold: Maximum number of non-threshold and threshold priority calls that can be stored 

in the ACD Queue. 

The ACD Routing group contains no members and therefore the Full threshold for ACD Routing 
groups must be entered as a fixed value. Enter a value that starts with 99 followed by e.g. 20 
(9920) 20 calls in total can be queued. Do not use a value higher than 97. 

¶ Busy threshold: Maximum number of threshold priority calls that can be stored in the ACD 

Queue. Also enter a fixed value, see Full threshold. 

For routing groups used by BCT, it is recommended to use the same value for the busy and full 
threshold. 

Note: Do not use a relative Queue for the busy and full threshold for a routing group. This results 

in a routing group where no calls can be queued. 

The number of available Queue places should be at least the same as the maximum Queue size 
that is configured in the Router and the number of callers that can be queued according the 
granted licenses. 

¶ Forced absent time: Accept the default, the forced not ready time is arranged on the router. 

¶ After call work time: Accept the default, the after call work time is arranged on the router. 

¶ Call in queue time: Calls will be diverted or dropped when the call in queue time has expired. 

Make sure that the selected call in queue time matches the call in queue time that is set in the 

router options. 

¶ Pause tone: Defines the type of pause tone sent to the caller between announcements. 

¶ CallManager MIS logical device ACD: Not applicable for BCT. 

¶ Queue Position AlgorithmΥ {Ŝǘǎ ǘƘŜ ƻǇŜǊŀǘƛƻƴ ƳƻŘŜ ŦƻǊ ǘƘŜ άŘȅƴŀƳƛŎ ŘŜƭŀȅ ƳŜǎǎŀƎŜǎέ ǘƘŜǊŜ ŀǊŜ 

two possibilities Absolute and Weighted.  

In combination with BCT based on IVR-Less, only Absolute is supported. 
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Note: Be aware that one Routing Point in combination to several starters (one or more Non 

member groups forwarded to one routing group) will result in incorrect announcements. The 

iS3000 announcements will play announcements for the Routing Point Queue and not 

related to the Starter Line router relation. In case of more routers and correct iS3000 

announcements per router, more than one Routing Point must be created. 

¶ Queue priority of the group: Select the default value, priority can be arranged in the Call Flow. 

Notes: 

- These settings can be changed with the CHACDD command. 

- ¢ƘŜ ŘŜŦŀǳƭǘ ά/h. ǉǳŜǳŜ ǘȅǇŜέ ƛǎ ά{ƘƻǊǘ-COB-vǳŜǳŜέΦ CƻǊ ŀƴ !/5 ƎǊƻǳǇ ǘƘŜ ά{hort COB 

   vǳŜǳŜέ ǎƘƻǳƭŘ ōŜ ŎƘŀƴƎŜŘ ǘƻ ά[ƻƴƎ-COB-vǳŜǳŜέ ό/I/h.5ύΦ 5ƛǎǇƭŀȅ ǘƘŜ ǎŜƭŜŎǘŜŘ ά/h. 

   ǉǳŜǳŜ ǘȅǇŜέ ǿƛǘƘ 5L/h.5Φ 

 - Use OM command ASFACM to assign FCM 47 (overrule CLIR) to the ACD routing group(s). 

4.5.7.3. Route settings for free agent check  

Per (IVR-Less) Starter Line you can define that the caller to the Contact Center is not connected 
before a free agent is available. When no free agents are available the PBX must generate busy tone 
to the caller. This busy tone will only be generated when X (Action when unsuccessful DDI call) in the 
Tone and DDI options is set correctly.  

Use the CHRTCI command and check in the parameter TONE-AND-DDI-OPTIONS that X (Action when 
unsuccessful DDI call) is set to zero (busy tone). 

4.5.7.4. Call forwarding  

The call forwarding destination may be another ACD group but it is also possible to forward to a 
normal extension or operator extension. For (Skill Based) Routing only Call άCƻǊǿŀǊŘƛƴƎ ƻƴ ƎǊƻǳǇ 
bƛƎƘǘ ǎŜǊǾƛŎŜέ ƛǎ ŀǇǇƭƛŎŀōƭŜ όǘƻ ŀ Fallback group). 

Call Forwarding must be configured with the CHCALF command. Displaying Call Forwarding 
information is possible with the DICALF command. The following parameters should be entered: 

¶ Call forwarding type: number between 0 and 9. 

¶ ORIG-BSP-ID: The groups DNR. 

¶ DEST-NUMBER: the destination for this call forwarding. 

The following types of call forwarding are applicable for ACD groups: 

¶ Call Forwarding When Absent (CFWA) 
If CFWA is enabled, the call will be routed to another member of the group. 
Call forwarding type for CFWA is 2. 

¶ Call Forwarding on Empty group (CFWE) 
When a call is routed to a group with no members defined (No Member group) or to a group 
where all the members are switched absent the call will be routed to the destination DNR. 
Call forwarding type for CFWE is 3. 

¶ Call Forwarding on group Overflow (CFWO) 
When a call is routed to an ACD group and all the members of this group are busy and the 
COB Queue is full, the call will be forwarded to the specified extension. 
Call forwarding type for CFWO is 4. 
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¶ Call Forwarding on group Night service (CFWN) 
²ƘŜƴ ŀ ƎǊƻǳǇ ƛǎ ǎǿƛǘŎƘŜŘ ǘƻ άƴƛƎƘǘ ƳƻŘŜέ ǘƘŜ Ŏŀƭƭǎ ŦƻǊ ǘƘƛǎ ƎǊƻǳǇ ǿƛƭƭ ōŜ ǊƻǳǘŜŘ ǘƻ ǘƘŜ 
specified ACD group. 
Call forwarding type for CFWN is 5. 

Note:  An ACD group uses the long or short COB-Queue length. The option SYSOP 046 'dynamic group 

COB with intrusion allowance' is ignored. 

4.5.7.5. Announcements  

There are three types of iS3000 announcements: 

¶ Station call, first announcement that is given when a customer dials the ACD group 
extension. 

¶ Night Announcement, announcement that is given when the group is in night and the call is 
diverted to a CFWN destination. 

¶ Queue Announcement (or delay message), a Queue announcement is given when there is 
no free agent available to accept the call and the call is queued in a COB Queue. 

The announcements can be recorded e.g. with the Voice Manager. For information, please refer to 
the related documents. 

4.5.7.6. PBX Configuration with Fall Back scenario  

BCT takes over the call distribution from the PBX. If for whatever reason BCT server is down or 
cannot be reached, all calls will be lost. Therefore it is strongly recommended to configure a Fall Back 
scenario. There are a number of Fall Back options possible. 

Creating Automatic Fall Back 

When BCT uses routing groups, automatic fall back can be configured. 

When the Contact Center is running in normal mode, the routing groups are in Day status. Calls are 
accepted in the Queue and BCT routes the calls to agents.  

When the BCT server is down or cannot be reached any more, the routing groups automatically 
switch to night mode. Via a call forwarding when night, the calls are routed to an ACD fall back group.  

This ACD group must contain all agents that are working in the Contact Center, and must always be in 
day mode. And the ACD group extension should not be announced to the callers of the Contact 
Center. 

Notes: 

- When BCT is operational, the status of the agents are synchronized with the PBX. When BCT 

switches over to the Fallback configuration the agents already have the correct status. From 

that moment on the agents must use the login/logout prefixes that are created in the PBX to 

switch status. 

- When BCT is functioning again, the agent status in the PBX may be out of sync with the status 

of the agents in BCT (when BCT is down the status of the agents cannot be updated). 

- When BCT is down and calls are answered via the Fall Back group, there is NO reporting on 

these calls. 



138 

 

- When BCT is down and calls are answered via Fall Back group, there is NO possibility to define 

άCƻƭƭƻǿ ǳǇ !Ŏǘƛƻƴǎέ ƻǊ ά/ŀƭƭ ¢ȅǇŜέ ŘŜŦƛƴƛǘƛƻƴǎΦ 

- Agents can be logged in into more than one group in BCT. In the Fall Back Group, agents can 

only be present in ONE ACD Group). 

Creating an ACD Fall Back Group 

An ACD fall back group is a normal ACD group. 
Create the group with the command CRGRPA. The following parameters should be used: 

¶ Group-DNR: Identifies the ACD group. This extension is used as destination for call 
forwarding when night during the fall back period. 

¶ Group property: See the OM commands manual for an overview of the available group 
properties. The value must be between 30 and 45.  

Some examples:  

Group property 36:  

- Longest idle hunting,  

- call pickup group and member allowed,  

- empty group not allowed. 

Group property 45: 

- Longest idle hunting,  

- call pickup group and member allowed,  

- empty group allowed. 

Enter the appropriate group property value. The system will prompt for additional 
information. 

¶ ACD group threshold priority:  
Accept the default. This is only applicable if a second ACD group is used as destination in a 
call forwarding. 

¶ Full threshold: Maximum number of non-threshold and threshold priority calls that can be 
stored in the ACD Queue. 

¶ Busy threshold: Maximum number of threshold priority calls that can be stored in the ACD 
Queue. Also enter a fixed value, see Full threshold. 

Note: For an ACD fall back group used by BCT, it is recommended to use the same value for 

the busy and full threshold. The size of the threshold should be equal to the Queue 

size that is used in the router settings. 

¶ Forced absent time: When a call is not answered within this time, the agent will be switched 
absent and will not receive ACD calls any more. 
Use the same duration as used in the router. 

¶ After call work time: After an ACD call is finished, the agent will not receive another call 
within this time frame. Use the same duration as used in the router. 
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¶ Call in queue time: Calls will be diverted or dropped when the call in queue time has expired. 
Make sure that the selected call in queue time matches the call in queue time that is set in 
the router options. 

¶ Pause tone: Defines the type of pause tone sent to the caller between announcements. 

¶ CallManager MIS logical device ACD: Not applicable for BCT. 

¶ Queue Position AlgorithmΥ {Ŝǘǎ ǘƘŜ ƻǇŜǊŀǘƛƻƴ ƳƻŘŜ ŦƻǊ ǘƘŜ άŘȅƴŀƳƛŎ ŘŜƭŀȅ ƳŜǎǎŀƎŜǎέ ǘƘŜǊŜ 
are two possibilities Absolute and Weighted. 

Concerning the Queue Position Algorithm, two types of announcement are important, Static Delay 
Message (SDM) and Dynamic Delay Massage (DDM). 

If absolute is selected, DDM is related to the Queue position. 

In the following example, three DDM messages are defined.  

Queue position  Played announcement 

1 DDM 1 ά¸ƻǳ ŀǊŜ ǘƘŜ ƴŜȄǘ ƛƴ ƭƛƴŜέ 

2 DDM 2 ά¢ƘŜǊŜ ƛǎ ƻƴŜ ǿŀƛǘƛƴƎ Ŏŀƭƭέ 

3 DDM 3 ά¢ƘŜǊŜ ŀǊŜ ǘǿƻ ǿŀƛǘƛƴƎ Ŏŀƭƭǎέ 

When weighted (also called relative) is selected the following formula is applicable. 

 

In the following example the weighted method is used with three Dynamic Delay Messages and the 
full threshold of 2 per agent. 

 

-  Queue position -  Played announcement for ..... present agents 

-  4 -  3 -  2 -  1 

-  1 -  DDM1 -  DDM1 -  DDM1 -  DDM1 

-  2 -  DDM1 -  DDM1 -  DDM1 -  DDM2 

-  3 -  DDM1 -  DDM1 -  DDM2 -   

-  4 -  DDM2 -  DDM2 -  DDM3 -   

-  5 -  DDM2 -  DDM3 -   -   

-  6 -  DDM2 -  DDM3 -   -   

-  More than 6 -  DDM3 -   -   -   
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Table 4-4 Queue position - Announcement table 

¶ Queue priority of the group: Used to give one ACD group a higher priority than another 
group. Select the default value, priority is only applicable when a next ACD group destination 
is configured. 

When the above mentioned information is entered, the system will ask for specific agent 
information. 

¶ Member BSP-ID: DNR of the agent. 

¶ Switch allow/init-status: There are 4 switch allow/init-state possibilities: 

Switch allow/init-state: 0 Not allowed to switch status. Initial state: logged in and present. 

Switch allow/init-state: 1 Allowed to switch status. Initial state: logged in and present. 

Switch allow/init-state: 2 Allowed to switch status. Initial state: logged in and absent. 

Switch allow/init -state: 3 Allowed to switch status. Initial state: logged out and absent. 

The init-state is the status of the agents after the ACD group is created and after warm or 
cold start of the PBX. 

Option 0 will not be used in Contact Centers, agents are not able to switch status during the 
fall back period. Recommended is switch allow/init-status 1. The result will be that the 
moment the fall back is activated all agents are logged in and ready to answer calls. 

Be aware that is possible that a number of agents are not at their desk but the telephone is 
ready to receive calls. These calls will be rerouted (after a forced not ready) to agents that 
are available. You also may consider using switch allow/init-ǎǘŀǘǳǎ м ŦƻǊ ŀ ƴǳƳōŜǊ ƻŦ ŀƎŜƴǘΩǎ 
extensions that are used more frequently than other agent seats, and that the remaining 
ŀƎŜƴǘΩǎ ŜȄǘŜƴǎƛƻƴǎ ǿƛƭƭ ōŜ ŎǊŜŀǘŜŘ ǿƛǘƘ ǎǿƛǘŎƘ ŀƭƭƻǿκƛƴƛǘ-status 3. This to avoid that callers 
are waiting a long time due to rerouting on forced not ready. 

This is only a problem for screen based agents. When the Contact Center is using phone 
based agents, the status of the agent will not be changed the moment the fall back is 
activated. 

¶ Rank: Unique number used for cyclic hunting. 

Enter for each agent that is working in the Contact Center an extension and a rank. The rank 
is a unique number within an ACD group. When all agents are entered, end the command 
with return. At this moment the ACD group is created. 

Note: ¢ƘŜ ŘŜŦŀǳƭǘ ά/h. ǉǳŜǳŜ ǘȅǇŜέ ƛǎ ά{ƘƻǊǘ-COB-vǳŜǳŜέΦ CƻǊ ŀƴ !/5 ƎǊƻǳǇ ǘƘŜ ά{ƘƻǊǘ /h. 

vǳŜǳŜέ ǎƘƻǳƭŘ ōŜ ŎƘŀƴƎŜŘ ǘƻ ά[ƻƴƎ-COB-vǳŜǳŜέ ό/I/h.5ύΦ 5ƛǎǇƭŀȅ ǘƘŜ ǎŜƭŜŎǘŜŘ ά/h. 

ǉǳŜǳŜ ǘȅǇŜέ ǿƛǘƘ 5L/h.5Φ 

4.5.7.7. Assigning call forwarding when night  

After you have created one or more routing groups and the ACD fallback groups, you must setup a 
ά/ŀƭƭ CƻǊǿŀǊŘƛƴƎ ²ƘŜƴ bƛƎƘǘέ ŦǊƻƳ ǘƘŜ ǊƻǳǘƛƴƎ ƎǊƻǳǇόǎύ ǘƻ ǘƘŜ !/5 ŦŀƭƭōŀŎƪ ƎǊƻǳǇΦ  
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Use OM command CHCALF. Example:  

CHCALF:5,< routing group>,<ACD fall back group>;  

Execute this command for each routing group that is created. 

4.5.8. Company Directory and Pres ence Information on Polycom terminals  

Polycom terminal users can access the Company (or Central) Directory to search for an entry, look at 
the presence information and set up a call.  

To allow this, you must modify the sip.cfg configuration file of the terminal so it will point to the BCT 
server as server application. Please refer to the ά{Lt ƛƴ ƛ{оллл ς /ǳǎǘƻƳŜǊ 9ƴƎƛƴŜŜǊ aŀƴǳŀƭέ ώƻƴ ǘƘŜ 
iS3000 Documentation CD-ROM] for more information. 

To allow an application to be run from the microbrowser: 

1. Open the sip.cfg configuration file in an XML editor. 
You can find this file on the TFTP server in the LAN network. 

2. Locate the Microbrowser <mb> parameter. 

3. Optional: change mb.proxy to the address of the desired HTTP proxy to be used by the 
Microbrowser. 

For example:  
mb.proxy=10.11.32.103:8080 where 10.11.32.103 is proxy server IP address and 8080 is the port 
number. 

4. Change mb.idleDisplay.home to the URL used for Microbrowser idle display home page. 

For example:  
mb.idleDisplay.home=http://10.11.32.103:8080/sampleapps/idle 

5. Change mb.idleDisplay.refresh to the period in seconds between refreshes of the idle display 
aƛŎǊƻōǊƻǿǎŜǊΩǎ ŎƻƴǘŜƴǘΦ 

For example: 
mb.idleDisplay.refresh=10 

6. Change mb.main.home to the URL used for microbrowser home page. 

For example:  

mb.main.home=http://<ServerName>/HtmlDirectory/Default.aspx?type=directory  

where ServerName is either the server name string or, if you have executed step 3, the proxy 
server IP address and port number. 

7. Change mb.limits.node to the maximum number of tags that the XML parser will handle. 

For example: 
mb.limits.nodes=256 

8. Change mb.limits.cache to the maximum total size of objects downloaded for each page 
(both XHTML and images). 
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For example: 
mb.limits.cache=200 

The application which enables Polycom terminals ǘƻ ǎŜŀǊŎƘ ǘƘŜ ŘƛǊŜŎǘƻǊȅ ƛǎ ŎŀƭƭŜŘ άI¢a[ 
5ƛǊŜŎǘƻǊȅέ ŀƴŘ Ŏŀƴ ōŜ ŦƻǳƴŘ ƻƴΥ ά/Υ\ Inetpub\wwwroot\I¢a[ 5ƛǊŜŎǘƻǊȅέΦ 

When open the Configuration Manager and select the configuration file 
ά/Υ\ Inetpub\wwwroot\HTML Directory\ǿŜōΦŎƻƴŦƛƎ ŦƛƭŜέ ŦƻǊ ǘƘƛǎ ŀǇǇƭƛŎŀǘƛƻƴ ǘƘŜƴ ȅƻǳ Ŏŀƴ 
configure the result page for a search query by means of changing the value of the keys. 

Keys description: 

¶ maximumDataInPage: maximum number of entries shown in one page. Default value: 4 

¶ showPhoneState: show 'Phone State' icon for each entry. Default value: False 

¶ showDetails: show 'Details' icon for each entry. Default value: True 

²ƘŜƴ άǎƘƻǿtƘƻƴŜ{ǘŀǘŜέ ƛǎ ŎƘŀƴƎŜŘ ǘƻ άǘǊǳŜέ ǘƘŜ 5ŀǘŀ!ŎŎŜǎǎΦdll.config has to be changed also: 

¶ Open the file DataAccess.dll.config with Notepad. Default location: C:\Program Files 

(x86)\Common Files\NEC\Services directory. 

 Note: When the system was upgraded the location path is C:\Program Files 

(x86)\Common Files\Philips\Services. 

¶ CƛƴŘ ǘƘŜ ƪŜȅ άŘƛǊŜŎǘƻǊȅΦǎŜǊǾƛŎŜΦǇǊŜǎŜƴŎŜΦŀƭƎƻǊǘƛǘƘƳέ ŀƴŘ ǎŜǘ ƛǘǎ ǾŀƭǳŜ ǘƻ ά./¢hƴƭȅέΦ 

¶ Save the file. 

¶ Reboot the server. 

The used language on the Polycom directory browser is the same as the BCT system language. 

4.5.9. iS3000 configuration for Mob ile Clients  

A mobile extension is a Mobile phone or other external phone that can act as a local extension in the 
iS3000. When the Mobile smart phone which is related to the mobile extension is capable of 
browsing to the BCT server, it can login with the BCT Mobile Client application and use several BCT 
functions like Directory Access and Presence Management. 

In iS3000 the mobile extension is Mobility Access. With this functionality a remote extension (e.g. 
Mobile phone) can be reached under a local extension number and can use the same features as a 
local extension, like consultation call, transfer (consultation and blind) and conference. To program 
the MA, execute the following procedure: 

1. !ǎǎƛƎƴ ŀ ta ǎƘŜƭŦ ǿƛǘƘ ǘȅǇŜ мт ά±ƛǊǘǳŀƭ a! ǎƘŜƭŦέ ǿƛǘƘ ŎƻƳƳŀƴŘΥ 

ASSHLF: <SHELF>, <Shelf - type>;     with Shelf - type = 17 for Virtual MA shelf  

2. Assign a PMC-board at position 17 in the newly created SMA shelf with command: 

ASBRDS:<SHELF>,17,90,0201,225,0;   for CCS  

ASBRDS:<SHELF>,17,91,0201,225,0;   for CPU3000 , CPU4000  

3. Assign a PCT-ōƻŀǊŘ ƻŦ ǘȅǇŜ оу ά±ƛrǘǳŀƭ a! ōƻŀǊŘέ ƛƴ ǘƘŜ ƴŜǿƭȅ ŎǊŜŀǘŜŘ {a! ǎƘŜƭŦ ǿƛǘƘ 
command: 

ASBRDS:<SHELF>,<BOARD>,38,0201,255,1;  

4. Set the PMC-board and PCT boards and circuits in service with command 
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SETINS:<SHELF>,<BOARD>,<CIRCUIT>;  

5. Assign the mobile extension number to a circuit of the PCT board with command: 

CHSMAR: <SHELF>,<BOARD>,<CIRCUIT>,<Dest - Number>;  

with the Dest-Number consisting of the TAC and the telephone number of the mobile extension 

6. Assign a local extension to the PCT board with command: 

CHDNRC:<LocalDNR>,<SHELF>,<BOARD>,<CIRCUIT >;  

with the LocalDNR as the DNR known in BCT  

CǳǊǘƘŜǊ ƛƴŦƻǊƳŀǘƛƻƴ Ŏŀƴ ōŜ ŦƻǳƴŘ ƛƴ ƛ{оллл Ƴŀƴǳŀƭ άbŜǘǿƻǊƪƛƴƎ ϧ wƻǳǘƛƴƎ Facilities - 9ȄǇƭŀƛƴŜŘέΣ 
chapter έIƻǿ ǘƻ tǊƻƎǊŀƳ {a!έΦ  

Note:  With MA it is possible to activate/deactivate the local DNR on the remote/local terminals.  

Because BCT cannot recognize the (de-) activation of the local DNR this feature not supported. 

Instead, only Fixed SMA is supported where a System Engineer activates the MA. After 

activation a PBX Synchronization in BCT is required to recognize the MA extensions. 

4.5.10. Configuration for Bria softphone support   

Bria is a softphone that can be used as telephone for BCT uses. To control the softphone via BCT 
Desktop Client interface, the Bria softphone and extensions need to be configured.  

The Bria version 5 can get its configuration settings from a Login server. This Login server is a PHP 
server that contains a login script that the Bria phone retrieves during startup.  
After configuring the PHP server, a login script should be created to configure the Bria. 

An example for the login.php script: 
<?php  

//  

//  

if ($_SERVER['REQUEST_METHOD'] == 'POST') {  

$user = $_POST['Username'];  

$display_name = $_POST['Username'];  

$passwd = $_POST['Password'];  

} else {  

$user = $_GET['Username'];  

$display_name = $_GET['Username'];  

$passwd = $_GET['Password'];  

}  

$domain = "172.16.67.11";  

$response =  

"[Data]  

Success=1  

[Settings]  

proxies:proxy0:display_name= \ "$displa y_name\ "  

proxies:proxy0:username= \ "$user \ "  

proxies:proxy0:password= \ "$passwd \ "  

proxies:proxy0:authorization_username= \ "$user \ "  

proxies:proxy0:domain= \ "$domain \ "  

proxies:proxy0:account_name= \ "BCTPhone \ "  

proxies:proxy0:register= \ "1 \ "  

proxies:proxy0:enabled= \ "1 \ "  
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proxies:proxy0:enabled_features= \ " - 1\ "  

proxies:proxy0:use_sip_call_info_to_force_offhook = \ "1 \ "  

system:remote_control:enable_talk = \ "1 \ "  

system:remote_control:enable_hold = \ "1 \ "  

proxies:proxy0:send_sip_keep_alive_messages= \ "0 \ "  

proxies:proxy0:firewall _traversal_mode= \ "0 \ "  

proxies:proxy0:subscribe_to_message_waiting= \ "0 \ "  

proxies:proxy0:enable_features= \ "03 \ "  

codecs:g711a:enabled= \ "1 \ "  

codecs:g711u:enabled= \ "1 \ "  

codecs:g722:enabled= \ "0 \ "  

codecs:g729:enabled= \ "0 \ "  

codecs:h263:enabled= \ "1 \ "  

codecs:h263_1998:enabled= \ "0 \ "  

codecs:h264_unified:enabled= \ "0 \ "  

codecs:silk_nb:enabled= \ "0 \ "  

codecs:silk_swb:enabled= \ "0 \ "  

codecs:silk_wb:enabled= \ "0 \ "  

codecs:speex:enabled= \ "0 \ "  

codecs:speex_fec:enabled= \ "0 \ "  

codecs:gsm:enabled= \ "0 \ "  

codecs:speex_wb:enabled= \ "0 \ "  

codecs:speex_wb_fec:enabled= \ "0 \ "  

codecs:vp8:enabled= \ "0 \ "  

codecs:amr - wb:enabled= \ "0 \ "  

codecs:opus:enabled= \ "0 \ "  

rtp:inactivity:timer_enabled= \ "0 \ "  

";  

print $response;  

?> 

When the Bria softphone is started then Login should be entered: 
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Figure 4-44 Bria login screen 

The terminal type of a Bria extension is initially synchronized as SIP, which lacks the enhanced 
functionalities in the Desktop client. To use the enhanced functionality, the terminal type of the Bria 
extensions should be overruled with type Polycom/DT700/DT800/DT900.  

To configure this, use the following procedure: 

1. Open the Company directory tab of the BCT System Settings. 

2. Select Extension searching and search for the Bria extension and open it with Edit 

3. Find the field Manual Terminal Type and select Polycom/DT700/DT800/DT900 from the 
drop-down list 

4. Press Apply to confirm the changes. 

4.5.11. Configuration for redundant SIP@Net system  

In a redundant SIP@Net system there are one or more active SIP@Net servers and one or more 

standby SIP@Net servers. BCT must be connected to an active SIP@Net server.  

BCT supports failover to an active SIP@Net server when the connected server fails or becomes 

standby. 
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BCT supports the following redundant SIP@Net configurations: 

¶ SIP@Net Dual Server LAN. 

To the outside world this configuration acts as a single SIP@Net server.  

There is no need for failover by BCT. 

¶ SIP@Net Dual Server WAN. 

There are two Master servers in the SIP@Net configuration, one is active and the other one 

is standby.  

When the PBX swaps the active server and the standby server, BCT follows with a failover to 

the new active server. 

¶ SIP@Net Server Cluster. 

There is one Master server and one or more Slave servers in the SIP@Net configuration. 

Normally the Master server is active but when the Master server fails the Slave servers 

become active. 

When the Master server fails BCT can failover to one of the Slave servers. When the Master 

server becomes active again BCT will failback to the Master server. 

 

Switching a SIP@Net server to active or standby will never be initiated from the BCT application. The 

SIP@Net system determines which servers are active, BCT follows by connecting to an active server. 

 

Alarms are generated during automatic failover or when a failover fails.  Other significant events are 

logged as system status events, see 11.2.1.2 System Status. 

To configure a redundant SIP@Net system in BCT, see 8.6 Configuring redundant PBX configurations. 

4.5.12. Call Recording  

4.5.12.1. User-initiated Call Recording  

./¢ ƻǇŜǊŀǘƻǊǎΣ ŀƎŜƴǘǎ ŀƴŘ 9ƳǇƭƻȅŜŜǎ Ŏŀƴ ǊŜŎƻǊŘ ŀ ŎŀƭƭΦ ¢ƻ ƳŀƪŜ ǘƘƛǎ ǿƻǊƪ ȅƻǳ Ƴǳǎǘ ŀǎǎƛƎƴ Ψ!ŘŘ-on 
ŜƴǘƛǘƭŜŘΩ ǘƻ ǘƘŜ 5bwǎ ƻŦ ŀƭƭ ./¢ ǳǎŜǊǎ ǿƘƻ ŀǊŜ ŜƴǘƛǘƭŜŘΥ 
ASFACM:0,<DNR>; 

Note:  this is only required for call recording initiated by the BCT user using his Desktop Client.  

4.5.12.2. PBX Configuration for SIP@Net Call Recording  

In a SIP@Net system that supports the ŦŜŀǘǳǊŜ άcall recording ōȅ {LtϪƴŜǘέΣ you need to execute the 

following commands to configure properly call recording by SIP@Net: 

1. Call recording settings can be changed when installing (or repairing) the settings for the 
SIP@Net media-server. On one of the settings-pages you can specify the location to store call 
recordings. Be sure directory-ǎǘǊǳŎǘǳǊŜ ƛǎ ǎŜǘ ǘƻ ΨŦƭŀǘΩΦ 

2. System option 222 (extended filename-format for voicerecording) must be set to true. 
(See 4.5.3 Boundaries, options and licenses). 

3. Assign Facility 87 (Voice Recording) or Facility 94 (Voice Recording Conditional) for extensions 
that you want to use recording: ASFACM:87,<ext-dnr>; or ASFACM:94,<ext-dnr>; 
It is also possible to assign Facility 94 (Voice Recording Conditional) on a Routing point to 
create recording during routed calls to agent extensions. 

4. Define in PBX Configuration the Call Recording Location (see 8.1.5 Connection to PBX).  
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4.6. BCT on UNIVERGE 3C 

4.6.1. Introduction  

Chapter 4.6 BCT on UNIVERGE 3C serves as a step-by-step guide, which will show you how to install 
and configure BCT in a UNIVERGE 3C environment. This chapter is designed to walk the reader 
through the installation and configuration from beginning to end in sequential order. It is strongly 
advised to follow this chapter ƛƴ ƻǊŘŜǊ ŀƴŘ ƴƻǘ άǎƪƛǇ ŀƘŜŀŘέ ŀǎ ǎƻƳŜ ƛƴǎǘŀƭƭŀǘƛƻƴ ǎǘŜǇǎ ŀǊŜ ǊŜǉǳƛǊŜŘ 
to be completed before other steps are started. Chapter 24 Appendices N ς BCT ON UNIVERGE 3C 
CONFIGURATION DETAILS describes a number of UNIVERGE 3C configuration details.  

Throughout this guide, the diagrams shown in 4.6.1.4 Operator configuration and 4.6.1.5 Call Center 
configuration will be used as examples during the configuration process. Please note that these 
diagrams are only example configurations and do not show every possible configuration which can 
be set in BCT. 

Prerequisites  

Before you attempt to install BCT refer to prerequisites found in: 

 BCT Boundary Specification Most hardware and software requirements will be found here. 

 BCT Installation Guide Chapter 2 SYSTEM REQUIREMENTS 

Additionally, this guide assumes that:  

¶ Active Directory is installed and is working. 

¶ SQL Server (if it is to be used) is installed and working. A database instance needs to be 

created for BCT use before BCT is installed. See section 6.1 Database Installation.  

¶ The UNIVERGE 3C is installed and is working (station-to-station calling, station-to-trunk 

calling, trunk-to-station calling, etc.). 

¶ The computer on which BCT will be installed has a working Operating System (with current 

service packs and updates) which is supported according to the BCT Boundary Specification 

document. 

¶ The computer on which BCT will be installed has been joined to the same Domain as the 

UNIVERGE 3C server. 

¶ The computer on which BCT will be installed has been assigned a static IP address. 
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4.6.1.1. BCT with UNIVERGE 3C Installation Flowchart  

 

See: 4.6.1.3 BCT System Design 

Before you begin, define what needs to be 
setup for your BCT system. This will include 
station numbers, server IP addresses, call 
flowcharts, etc.   
 

See: 4.6.2 Active Directory 

Create the CTIuser account in Active Directory. 
This account is used by BCT for a variety of 
functions. 
 

 

 

See: 4.6.3 UNIVERGE 3C SIP Line Configurator 

The UNIVERGE 3C SIP Line Configurator is a 
tool which is included with the BCT installation 
software (DVD or download) and is used to 
create SIP extensions for use by BCT. 
 

 

See: 4.6.4 UNIVERGE 3C configuration 

Modify UNIVERGE 3C system settings. Add and 
modify stations, extensions, and users for use 
with BCT. 
 

 

 

See: 4.6.5 Business ConneCT installation 

Install the BCT prerequisites and BCT software. 
Run an initial synchronization with UNIVERGE 
3C and Active Directory using the BCT 
Configuration Wizard. 
 

 

See: 8 SERVER CONFIGURATION 

Configure BCT Operator and Contact Center 
call flows. 
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4.6.1.2. Terminology used  

 

 

User/Agent:  Simple Definition ς The person using the terminal and/or client to answer 
and initiate calls. 

 Terminology ς This person is called a User in the UNIVERGE 3C and an Agent 
in BCT. 

 Description ςAn Active Directory User account is imported into UNIVERGE 3C 
and attached to one or more Extensions.  

Extension/Starter: Simple Definition ς The number that is dialed to reach a party or destination. 

 Terminology ς In the UNIVERGE 3C this number is called an Extension or 
Address. In BCT it is called a Starter. However, it should be noted that while 
all Starters are Extensions, not all Extensions are Starters. 

 Description ς One or more extensions are attached to a Station. Extensions 
take numbers from the Numbering Plan. 

Station/Routing Point: Simple Definition ς That which is receiving or initiating calls (terminal, soft 
phone, virtual number, or monitored number). 

 Terminology ς In the UNIVERGE 3C this is called a Station or Hub. In the BCT, 
it is called a Routing Point. However, it should be noted that while all Routing 
Points are Stations, not all Stations are Routing Points. 

 Description ς The Station contains the address where a call will originate or 
be delivered (e.g. MAC address of a physical terminal). In regards to BCT, the 
Station also determines how many queue positions are available (maximum 
200). 

Messagebox: In this chapterΣ ǘƘŜ ǘŜǊƳ άaŜǎǎŀƎŜōƻȄέ ƳŜans the same thing as 
ά±ƻƛŎŜƳŀƛƭέΦ 

User centric: More than 1 extension may be assigned to the user. 

Address centric: Only 1 extension may be assigned to the user. 

4.6.1.3. BCT System Design 

Before you install BCT, you need to decide what numbers (Stations and Extensions) will need to be 
allocated from the Numbering Plan. In some cases the Extension number will be the same as the 
Station, in others both Extension and Station will need to be unique. 

The chart below will help you determine what numbers you will need to allocate during the 
installation as well as showing what licenses are required. 

Note: For UNIVERGE 3C and multiple BCT servers, see also: 8.1.3.2.1 PBX-based License 

  Numbering Plan Required Licenses 
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 Station Extension BCT 3C(1) 

CTIUser None Unique(2) None 1 User License 

Operator     

 External Pilot Unique Same as Sta. None 1 Station License 

 Internal Pilot Unique Same as Sta. None 1 Station License 

 Failover Pilot Unique Same as Sta. None 1 Station License 

 Park Pilot Unique Same as Sta. None 1 Station License 

 
System Call 

Park 
Unique Same as Sta. None 1 Station License 

 Operators Unique Same as Sta. 
1 Operator License per 

Operator (Dynamic)(3) 

1 User(7) + 1 Station License 

per Operator 

 Supervisors(4) Unique Same as Sta. 

1 Operator + 1 Supervisor 

License per Supervisor 

(Dynamic) 

1 User(7)  + 1 Station 

License per operator 

Contact Center     

 Pilot Unique Same as Sta. None 

None (only 1 Station 

License on the routing 

point required) 

 
Agent Log-

on(5) 
None Unique None 

None (only 1 Station 

License on the routing 

point required) 

 
Messagebox 

Access 
None Unique None 

None (only 1 Station 

License on the routing 

point required) 

 
Prompt 

Recording 
None Unique None 

None (only 1 Station 

License on the routing 

point required) 

 Agents Unique Same as Sta. 

1 Agent or 1 Phone Only 

Agent License per Agent 

(Dynamic) 

1 User(7)  + 1 Station 

License per Agent 

 Supervisors(4) Unique Same as Sta. 

1 Operator and/or Agent + 

1 Supervisor License per 

Supervisor (Dynamic) 

1 User(7)  + 1 Station 

License per operator 

VMP/IVR     

 Hunt Pilot None Unique None None 

 Lines(6) Unique Same as Sta. 
1 VMP License per Line (to 

a maximum of 200) 
1 Station License per Line 

 

Note 1: A 3C Station License is also known as an STL and a User License is also known as a UAL. 
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Note 2: The Extension associated with the CTIuser account will never receive or originate calls so any 

number may be used. 

Note 3: A Dynamic License means that it is only used when a device is logged in. For example, if you 

have 2 Operator Licenses, you can still assign 3 or more Operators in the system but only 2 

Operators may be logged in at the same time. 

Note 4: A Supervisor must also be assigned as an Operator and/or Contact Center Agent even if they 

will never take calls. 

Note 5: This is used by Phone-Only Agents (meaning they do not use the BCT Client) for logging into 

BCT. If Phone-Only Agents are not used, this number is not required. 

Note 6: The number of required VMP lines depends on how many callers will simultaneously be able 

to hear prompts or music on hold. For example: if there are 20 callers listening to music on 

ƘƻƭŘΣ мр ƭƛǎǘŜƴƛƴƎ ǘƻ ŀ ǉǳŜǳŜ ǇǊƻƳǇǘ όάǘƘŀƴƪ ȅƻǳ ŦƻǊ ƘƻƭŘƛƴƎέύΣ ŀƴŘ о ƭƛǎǘŜƴƛƴƎ ǘƻ ŀ 

messagebox, then you will need 38 VMP lines. 

Note 7: The User license for Operator, Agent or Supervisor is only required if they want to perform IM 

with 3C UC Client or wants to use a 3C UC Client. 
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Other licenses which apply to BCT are shown in the chart below. 

  Numbering Plan Required Licenses 

 Station Extension BCT 3C 

Other General BCT Licenses 

 BCT Basic Service None None 1 BCT License per System None 

 
Additional 

Languages 
None None 

1 Language License per 

additional Language 
None 

Other Operator/Contact Center Licenses 

 Auto Attendant None None 
1 Auto Attendant License 

per System 
None 

 Call Recording None None 
1 Call Recording License per 

System 
None 

 

Customer 

Identification 

Routing 

None None 
1 Cust. ID Routing License 

per System 
None 

 
Outbound 

Services 
None None 

1 Outbound Services License 

per System 
None 

 Skill Based Routing None None 
1 Skill Based Routing License 

per System 
None 

 
Supervisor 

Reports 
None None 

1 Sup. Reports License per 

System 
None 

 
Voicemail Only 

User 
Unique Same as Sta. 1 VM License per user 

1 User License + 1 Station 

License per user 

 Soft Wallboards None None 

1 Soft Wallboard License per 

Wallboard (to a maximum 

of 64) 

None 

 Post Call Survey None None 1 Survey License per System None 

Other Integration Licenses 

 
3rd Party 

Applications 
None None 

1 Application Integration 

License per System 
None 

 
Microsoft Outlook 

Calendar  
None None 

1 Calendar Integration 

License per System 
None 

 Voicemail to Email None None 
1 VM to Email Integration 

License per System 
None 

EMEA Only Licenses (Not used for North America) 

 Employee Unique Same as Sta. 1 Employee License per user 
1 User License + 1 Station 

License per user 

 Hard Wallboard None None 
1 Hard Wallboard License 

per Wallboard 
None 
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4.6.1.4. Operator c onfiguration  

 

Figure 4-45 Operator Configuration 
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4.6.1.5. Call Center configuration  

 

Figure 4-46 Call Center Configuration 
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4.6.2. Active Directory  

 

A CTIuser account is mandatory to be created, for several reasons. This account is, amongst others, 
used for presence monitoring, call control and Active Directory Synchronization of BCT users.  

In order to create this user you must be logged in on the domain controller with an account that has 
domain administrator rights. If you do not have an account with these rights yourself, then you 
should have this procedure being performed by an IT administrator.  

Note: for more information about Active Directory see Appendix N-5 ς Active Directory 

synchronization. 

4.6.2.1. How to create a CTIuser account  

Note: in this example the user "CTIuser" is created, you do not necessarily need to name this account 

this way, it is just an example which will be used throughout the manual.  

Note: CTIuser will be a member of the Domain Users only. 

1. Login on a domain controller of your domain, with an account that is a member of the 
ά5ƻƳŀƛƴ !ŘƳƛƴǎέ ƎǊƻǳǇΦ  

2. Go to Start > All Programs > Administrative tools and click the Active Directory Users and 
Computers snap-in.  

Right-click the Organizational Unit or AD container (example; the Sphere container) where you want 
to add the CTIuser account and select New and then User. 
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3. In the New Object ς User window, enter the following and then click Next; 
 
First name:  Leave blank 
Initials:  Leave blank 
Last name:  9ƴǘŜǊ ά/¢LǳǎŜǊέ 
Full name:  Leave default, this will be filled in automatically 
User logon name: 9ƴǘŜǊ ά/¢LǳǎŜǊέ ŀƴŘ ŎƘƻƻǎŜ ǘƘŜ ŘƻƳŀƛƴ ŦǊƻƳ ǘƘŜ Ǉǳƭƭ  
down menu 
User logon name (pre-Windows 2000): Leave default, this will be filled in automatically 

 

Note: The domain phoenix.local.com is just an example, in your case it will be a different name. 

Create a strong password and clear the "User must change password at next logon" checkbox. Select 
the "User cannot change password" and "Password never expires" checkboxes and click Next.  
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4. Review your settings and press Finish.   

4.6.3. UNIVERGE 3C SIP Line  Configurator  

 

¢ƘŜ ά¦bL±9wD9 о/ {Lt [ƛƴŜ /ƻƴŦƛƎǳǊŀǘƻǊέ ƛǎ ŀ ǘƻƻƭ ǿƘƛŎƘ ŎǊŜŀǘŜǎ {Lt {ǘŀǘƛƻƴǎ ƛƴ ¦bL±9wD9 о/ ŦƻǊ ǳǎŜ 
by BCT. It can be found on the Business ConneCT installation DVD, which should automatically start 
ǿƘŜƴ ȅƻǳ ǇƭŀŎŜ ƛǘ ƛƴ ȅƻǳǊ 5±5 ŘǊƛǾŜΦ {ŜƭŜŎǘ ά/ƻƴŦƛƎǳǊŀǘƛƻƴ {ǳǇǇƻǊǘέ ǳƴŘŜǊ ǘƘŜ ǎŜŎǘƛƻƴ ά!ŘŘƛǘƛƻƴŀƭ 
wŜǎƻǳǊŎŜǎέ ŀƴŘ Ǌǳƴ ǘƘŜ ά{Lt[ƛƴŜ/ƻƴŦƛƎǳǊŀǘƻǊΦŜȄŜέ ŦǊƻƳ ǘƘŜ ǎǳō-ŦƻƭŘŜǊ ά{Lt [ƛƴŜ /ƻƴŦƛƎǳǊŀǘƻǊέΦ  

Note:  If DVD does not automatically start it can be started manually via Start Ą Run and  

entering <DVD Drive>:\autorun.exe 

Note: ̧ ƻǳ Ƴǳǎǘ ƘŀǾŜ ƭƻŎŀƭ ŀŘƳƛƴƛǎǘǊŀǘƻǊ ǊƛƎƘǘǎ ǘƻ Ǌǳƴ ǘƘŜ ά¦bL±9wD9 о/ {Lt [ƛƴŜ /ƻƴŦƛƎǳǊŀǘƻǊέΦ 

Note: The UNIVERGE 3C SIP Line Configurator can be found in folderέ 5Υ\Business ConneCT Re-

sources\Configuration Support\{Lt [ƛƴŜ /ƻƴŦƛƎǳǊŀǘƻǊέ όǿƘŜǊŜ 5 ƛǎ ǘƘŜ ƭƛƴŜ drive letter of your 

DVD drive). 
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1. UNIVERGE 3C SIP Settings: 

 IP-address: Enter the Hostname or IP address of the UNIVERGE 3C Server 
  Note: when "Hostname" is used, then also use "Hostname" for  
  configuring BCT. Otherwise use IP-address in both cases. 
 IP-port: Enter the IP port used by SIP (default is 5060) 

2. SIP Line Configuration Settings: 

 Start Station/Address/DNR:   Enter the first station (address / DNR) number in the range  
   which is to be assigned. 
 Amount of consequent stations: Enter the total number of stations to be created 

 Open Numbering Plan:  Check when UNIVERGE 3C server has Open Numbering 
Plan enabled 

 Zone Id:  Enter the Zone Id (integer value) CtiUser has zone rights 
    on. (Only for Open Numbering Plan) 

3. Click the Create/Register SIP-lines... button. 

 The Registration Results window should display a message similar to this example which shows 
Station 4954 being created on a UNIVERGE 3C Server located at 192.168.1.4; 

 START Registration... (check/wait for OK/FAILôs) 

 Register   : ñ4954ò<sip:4954@192.168.1.4:5060>  

 END Sent Regi strations...(wait for OK/FAILôs(max 32 sec)) 

 Register Rsp: OK >49 54 

4. Repeat steps 2 & 3 until all required stations have been created. 

5. Click the Finished (exit) button to close the UNIVERGE 3C SIP Line Configurator. 

4.6.3.1. Example Assignment  (Open Numbering Plan not enabled)  

The chart below shows all of the Stations & Extensions which will be assigned in UNIVERGE 3C for use 
with BCT. Note that only the highlighted numbers in this example must be assigned with the 
UNIVERGE 3C SIP Line Configurator. Numbers which are not highlighted are created manually in 
UNIVERGE 3C. So for e.g. the VMP lines, start station would 4900 with consequent amount 4. 

O
p

e
ra

to
r 

UNIVERGE 3C 

Used For 

 

C
a

ll 
C

e
n

te
r 

UNIVERGE 3C 

Used For Extension Station  Extension Station 

9 9 Internal Access  4040 

4954 

Call Center Pilot 

4950 4950 External Access  4043 Agent Logon 

4951 4951 Park  4044 Prompt Recording 

4960 4960 Pickup Park (also 

called System Call 

Park) 

 4954 Messagebox 

4961  Pickup Park pos. 1      

4962 

etc. 

 Pickup Park pos. 2 

etc. 

     

4952 4952 Fallback      

         

V
M P
 

L
in e
s UNIVERGE 3C 

Used For 

     

Extension Station      
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4900 4900 VMP Line      

4901 4901 VMP Line      

4902 4902 VMP Line      

4903 4903 VMP Line      

4953 

4900 

4901 

4902 

4903 

Round Robin 

Group 

     

 

 First Second Third Fourth 
 Assignment Assignment Assignment Assignment 
Start DNR: 9 4950 4900 4953 
Amount ƻŦ 5bwΩǎΥ 1 3 4 1 

Note: VMP Lines, Operator Numbers (internal, external, failover, park, system call park), and Contact 

Center Numbers (pilots, agent logon, messagebox access, prompt recording) will all register at 

the same UNIVERGE 3C UCM server as BCT is connected to. They cannot be distributed over a 

multi UNIVERGE 3C server system. 

Once the stations have been created, they should appear in the UNIVERGE 3C Administrator as 
shown below: 
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4.6.3.2. Example Assignment (Open Numbering Plan enabled)  

Suppose CtiUser has zone rights in zone ά/ƻƳǇŀƴȅ-!έ ǿƛǘƘ ȊƻƴŜ ƛŘ ƛƴǘŜƎŜǊ ǾŀƭǳŜ т όǎŜŜ 8.1.5 
Connection to PBX άZone selectionέ how to retrieve the value of the zone id). 
In the UNIVERGE 3C SIP Line ConfiguratorΣ ŎƘŜŎƪ ǘƘŜ ŎƘŜŎƪōƻȄ άhǇŜƴ bǳƳōŜǊƛƴƎ tƭŀƴέ ŀƴŘ ŜƴǘŜǊ 
ǾŀƭǳŜ т ƛƴ ά½ƻƴŜ LŘέΦ 
All stations created with the UNIVERGE 3C SIP Line Configurator will get a suffix to discriminate 
ōŜǘǿŜŜƴ ȊƻƴŜǎΦ ¢ƘŜ ǎǳŦŦƛȄ ŀŘŘŜŘ ƛǎ ƛƴ ŦƻǊƳ ƻŦ ά-όғȊƻƴŜLŘҔύέΦ 
So in this example e.g. the stations created for the VMP lines will be 4900-(7) until 4903-(7) etc. 

The chart below shows all of the Stations & Extensions which will be assigned in UNIVERGE 3C for use 
with BCT. Note that only the highlighted numbers in this example must be assigned with the 
UNIVERGE 3C SIP Line Configurator. Numbers which are not highlighted are created manually in 
UNIVERGE 3C. So for e.g. the VMP lines, start station would 4900 with consequent amount 4. 

O
p

e
ra

to
r 

UNIVERGE 3C 

Used For 

 

C
a

ll 
C

e
n

te
r 

UNIVERGE 3C 

Used For Extension Station  Extension Station 

9 9 Internal Access  4040 

4954 

Call Center Pilot 

4950 4950 External Access  4043 Agent Logon 

4951 4951 Park  4044 Prompt Recording 

4960 4960 Pickup Park (also 

called System Call 

Park) 

 4954 Messagebox 

4961  Pickup Park pos. 1      

4962 

etc. 

 Pickup Park pos. 2 

etc. 

     

4952 4952 Fallback      

         

V
M

P
 L

in
e

s 

UNIVERGE 3C 

Used For 

     

Extension Station      

4900 4900 VMP Line      

4901 4901 VMP Line      

4902 4902 VMP Line      

4903 4903 VMP Line      

4953 

4900 

4901 

4902 

4903 

Round Robin 

Group 

     

 

 First Second Third Fourth 
 Assignment Assignment Assignment Assignment 
Start DNR: 9 4950 4900 4953 
!Ƴƻǳƴǘ ƻŦ 5bwΩǎΥ 1 3 4 1 
Open Numbering Plan:  Checked Checked Checked Checked 
Zone Id:                     7 7 7 7 

Note: VMP Lines, Operator Numbers (internal, external, failover, park, system call park), and Contact 

Center Numbers (pilots, agent logon, messagebox access, prompt recording) will all register at 

the same UNIVERGE 3C UCM server as BCT is connected to. They cannot be distributed over a 

multi UNIVERGE 3C server system. 
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Once the stations have been created, they will appear in the UNIVERGE 3C Administrator. 
¢ƻ ōŜ ŀōƭŜ ǘƻ ǳǎŜ ǘƘŜ ǎǘŀǘƛƻƴǎ ǿƛǘƘƛƴ ǘƘŜ ȊƻƴŜ ά/ƻƳǇŀƴȅ-!έΣ ƳƻŘƛŦȅ ǘƘŜ ȊƻƴŜ ǿƛǘƘƛƴ ǘƘŜ ǎǘŀǘƛƻƴ 
properties and ǎŜƭŜŎǘ ά/ƻƳǇŀƴȅ-!έ ŀƴŘ ǘƘŜȅ ǿƛƭƭ as shown below: 
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4.6.4. UNIVERGE 3C configuration  

 

4.6.4.1. Preconditions  

[ƻƎ ƛƴǘƻ ǘƘŜ ¦bL±9wD9 о/ {ŜǊǾŜǊ ǿƛǘƘ ǘƘŜ ά{w±о/ǎǳǇǇƻǊǘέ όƻǊ ά{ǇƘŜǊŜ{ǳǇǇƻǊǘέ ƻƴ ƻƭŘŜǊ ǎȅǎǘŜƳǎύ 
account (or equivalent account which has administrator rights). 

4.6.4.2. Edit UNIVERGE 3C System Properties 

There are three items to set in System Properties; set the Transfer Return timer, disable Transfer 
Return (system), and configure out of band DTMF. 

1. Start the UNIVERGE 3C Administrator on the UNIVERGE 3C Manager PC, either from the start 
menu or from the desktop.  

2. In the General tab, double click the organization name to access the System properties 
window.   

3. Go to the "System Initialization Settings" tab and click the Add button.  

4. Double click the selected line and scroll Řƻǿƴ ǘƘŜ ƭƛǎǘ ŦƻǊ ά¢ǊŀƴǎŦŜǊ wŜǘǳǊƴέ ŀƴŘ ǎŜǘ ƛǘ ǘƻ 
disabled. See the following figure.  

 

5. Go to the tab "Media Streams". Set the "DTMF digit payload type (RFC2833)" to 101, and 
then click OK. See the following figure. 
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4.6.4.3. Class of Service 

Create three new Classes of Service for use with BCT Agent/Operator users, Routing Points and VMP 
lines. 

1. Start the UNIVERGE 3C Administrator on the UNIVERGE 3C Manager PC, either from the start 
menu or from the desktop. 

2. In the General tab, expand the Organization Name, right click Class of Service Profiles and 
select Add. The Properties for New Class of Service Profile window will open. 

 

3. Enter the following information then click OK. 

 Name: BCT operators&agents 
 Max Calls: 1 Call 
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1. Add a second new Class of Service with the following information and then click OK. 

 Name: BCT Queue Profile 
 Max Calls: 48 Calls 
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2. Add a third new Class of Service with the following information and then click OK. 

 Name: BCT VMP Lines 
       Max Calls: 1 Call 

 

4.6.4.4. Music On Hold 
¶ UNIVERGE 3C MOH is given when a call is put on hold by a user, and another outgoing call is 

made (consultation).   

¶ No MOH (but ring-tone) is given when a call is located on a routing point or a call is routed 

from a routing point to an agent. 

¶ BCT MOH is provided while a call is in the BCT router-queue and router-configuration 

indicates that MOH is to be provided. BCT MOH is given from a VMP line. 

¶ When configured, calls can be routed to an agent from a VMP line, see 8.4.3 How to disable 

"Route Calls FroƳ wƻǳǘƛƴƎ tƻƛƴǘέ. In this case UNIVERGE 3C MOH will be applied (possibly 

after BCT MOH has been provided). 

In case you want to switch off UNIVERGE 3C MOH, follow these steps:  

1. Start the UNIVERGE 3C Administrator on the UNIVERGE 3C Manager PC, either from the start 
menu or from the desktop. 

2. In the general tab, expand the organization name and Media Servers, double click the media 
server name. In the Media server properties window, check mark "Enable Server For Music 
On Hold" in the UNIVERGE 3C MOH box and click OK. See the following figure:  
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3. In the general tab, expand the organization name and expand Music on Hold and double click the 
Media Server MOH, now go to tab Zones and make sure the MOH Enabled box is unchecked. 
Click OK to confirm.  
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4.6.4.5. Configure Operator Stations  

In our example there are seven numbers associated with the BCT Operator (see 4.6.1.4 Operator 
configuration); 

 Number used by Internal Parties: 9 
 Number used by External Parties: 4950 
 Number used to Park calls: 4951 
                        Number used by System Call Park:  4960 ~ 4962 
                                           (also called Pickup Park)  
 Number used by Failed calls: 4952 

Note: Numbers associated with the Operator cannot register on multi UNIVERGE 3C UCM servers, 

they must register at the same UNIVERGE 3C UCM server as BCT is connected to. 

1. Start the UNIVERGE 3C Administrator on the UNIVERGE 3C Manager PC, either from the start 
menu or from the desktop. 

2. Go tƻ ǘƘŜ ά{ǘŀǘƛƻƴǎέ ǘŀō ŀƴŘ ƭƻƻƪ ŦƻǊ ǘƘŜ п Ƙǳō ƴǳƳōŜǊǎ ǿƘƛŎƘ ǿŜǊŜ ŀŘŘŜŘ ōȅ ǘƘŜ ¦bL±9wD9 
3C SIP Line Configurator (see the example in Part Three). Double-Click on the HUB for station 
άфέΦ 
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3. In the Properties for Station window, choose the General tab and enter the following; 

 Line Name: Optional ς Enter a descriptive name ǎǳŎƘ ŀǎ ά9έ 
 Zone: Choose the zone from the pull-down menu 
 Pickup Group: [ŜŀǾŜ ŘŜŦŀǳƭǘ άbƻƴŜέ 
 Telephony Area: Leave default or choose a new one from the pull-down menu 
 Emergency Group: Leave blank 
 Default CoS Profile: /ƘƻƻǎŜ ά./¢ Queue Profileέ ŦǊƻƳ ǘƘŜ Ǉǳƭƭ-down menu  

 (see 4.6.4.3 Class of Service) 
 Localization: Select your location or lŜŀǾŜ ŘŜŦŀǳƭǘ άbŜǘƘŜǊƭŀƴŘǎ όbŜǘƘŜǊƭŀƴŘǎύέ 

4. Now you must assign extension numbers to stations. To assign extensions first click Add 
extension and in the Select Extension window click New Extension. Now the Properties for 
new extension window opens. 
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5. 9ƴǘŜǊ ŜȄǘŜƴǎƛƻƴ ƴǳƳōŜǊ άфέ ƛƴ ǘƘŜ bǳƳōŜǊ ŦƛŜƭŘΦ ¢ƘŜ CƛǊǎǘ ŀƴŘ [ŀǎǘ bŀƳŜ ŦƛŜƭŘǎ ŀǊŜ ƻǇǘƛƻƴŀƭΦ 
Then click OK.  

6. ¸ƻǳ ǘƘŜƴ ǊŜǘǳǊƴ ǘƻ ǘƘŜ Ϧ{ŜƭŜŎǘ 9ȄǘŜƴǎƛƻƴϦ ǿƛƴŘƻǿΦ {ŜƭŜŎǘ ŜȄǘŜƴǎƛƻƴ ά9έ ŦǊƻƳ ǘƘŜ ƭƛǎǘ ŀƴŘ ŎƭƛŎƪ 
OK twice.  

 

7. Repeat steps 2 ς 6 for stations 4950, 4951, 4952 and 4960 ~ 4962. 

Note: For System Call Park (also called Pickup Park) the first number (4960) is used as station, and the 

related extension range (4961 ~ 4962) are used as positions to park individual calls. All used 

stations (4960, 4961 and 4962) should be stations with extensions assigned to them. For BCT 

configuration for System Call Park see 8.3.10 Create System Call Park configuration. 
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8. Lƴ ǘƘŜ ά{ǘŀǘƛƻƴǎέ ǘŀō ȅƻǳ Ŏŀƴ ǎŜŜ ǘƘŀǘ ŜȄǘŜƴǎƛƻƴǎ ƘŀǾŜ ōŜŜƴ ŀŘŘŜŘ ǘƻ ǘƘŜ ǎǘŀǘƛƻƴǎΣ ŀǎ ǎƘƻǿƴ 
in the next figure:  

 

9. To configure operators being able to hande external calls that encounter a busy, not 
answering , do not disturb or non-existing condition  see Appendix N-1 ς Configure Operator 
Fallback for failed external calls 

10. To configure operators being able to break-in into a conversation  see Appendix N-4 ς 
Operator Break-In 

11. By using the /ƭŀǎǎ ƻŦ ǎŜǊǾƛŎŜ ά./¢ vǳŜǳŜ tǊƻŦƛƭŜέ ŀ ƳŀȄƛƳǳƳ ƻŦ пу Ŏŀƭƭǎ Ŏŀƴ ōŜ ǉǳŜǳŜŘ ƻƴ ŀ 
single routing point. If more calls need to be queued on a routing point then you need to add 
the LiƴŜ ǎŜǘǘƛƴƎ ά{ǘŀǘƛƻƴ aŀȄ /ŀƭƭǎ hǾŜǊǊƛŘŜέΦ ¢ƻ Řƻ ǘƘƛǎ ƻǇŜƴ ǘƘŜ ǇǊƻǇŜǊǘƛŜǎ ƻŦ ǘƘŜ ǎǘŀǘƛƻƴ ƻŦ 
ǘƘŜ ǊƻǳǘƛƴƎ ǇƻƛƴǘΣ Ǝƻ ǘƻ ǘŀō {ŜǘǘƛƴƎǎΣ ǇǊŜǎǎ ōǳǘǘƻƴ !ŘŘΣ ǎŜƭŜŎǘ ǘƘŜ ǎŜǘǘƛƴƎ ά{ǘŀǘƛƻƴ aŀȄ /ŀƭƭ 
hǾŜǊǊƛŘŜέ ŦǊƻƳ ǘƘŜ ŘǊƻǇŘƻǿƴ ƭƛǎǘ ŀƴŘ ƎƛǾŜ ƛǘ ǘƘŜ ǊŜǉǳƛǊŜŘ ǾŀƭǳŜΦ ¢ƘŜ ƳŀȄimum value BCT can 
handle is 200. 

4.6.4.6. Configure VMP Lines 

Before you start, you have to define how many VMP lines you need to configure in your system. 

In the following example 4 VMP lines are configured. This means that only 4 callers at a time can hear 
voice prompts (e.g. queue prompts or messagebox prompts) or hear music on hold simultaneously. 
Should the system encounter a situation that all 4 VMP lines are occupied, then no prompt or music 
on hold is played (silence). You can decide to either increase or decrease the number of VMP lines as 
presented in this example.  
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Note: VMP lines cannot be distributed over a multi UNIVERGE 3C server system, they must reside in 

the primary UNIVERGE 3C server. 

1. Start the UNIVERGE 3C Administrator on the UNIVERGE 3C Manager PC, either from the start 
menu or from the desktop. 

2. Dƻ ǘƻ ǘƘŜ ά{ǘŀǘƛƻƴǎέ ǘŀō ŀƴŘ ƭƻƻƪ ŦƻǊ ǘƘŜ п Ƙǳō ƴǳƳōŜǊǎ ǿƘƛŎƘ ǿŜǊŜ ŀŘŘŜŘ ōȅ ǘƘŜ ¦bL±9wD9 
3C SIP Line Configurator (see the example in Part Three). Double-Click on the HUB for station 
άпфллέΦ 

 

   

3. In the Properties for Station window, choose the General tab and enter the following; 

 Line Name: Optional ς Enter a descriptive name such as ά±at1έ 
 Zone: Choose the zone from the pull-down menu 
 Pickup Group: [ŜŀǾŜ ŘŜŦŀǳƭǘ άbƻƴŜέ 
 Telephony Area: Leave default or choose a new one from the pull-down menu 
 Emergency Group: Leave blank 
 Default CoS Profile: /ƘƻƻǎŜ άBCT VMP Linesέ ŦǊƻƳ ǘƘŜ Ǉǳƭƭ-down menu 
 Localization: Select your location or lŜŀǾŜ ŘŜŦŀǳƭǘ άbŜǘƘŜǊƭŀƴŘǎ όbŜǘƘŜǊƭŀƴŘǎύέ 

4. Now you must assign extension numbers to stations. To assign extensions first click Add 
extension and in the Select Extension window click New Extension. Now the Properties for 
new extension window opens. 
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5. 9ƴǘŜǊ ŜȄǘŜƴǎƛƻƴ ƴǳƳōŜǊ άпфллέ ƛƴ ǘƘŜ bǳƳōŜǊ ŦƛŜƭŘΦ ¦ƴŎƘŜŎƪ ά{ŜŀǊŎƘκ5ƛǎǇƭŀȅ ƛƴ /ƭƛŜƴǘέΦ  

6. Select the Call Recording tab and uncheck both Recording Options. Then click OK.  

 

7. You then return to the "Select ExtensƛƻƴϦ ǿƛƴŘƻǿΦ {ŜƭŜŎǘ ŜȄǘŜƴǎƛƻƴ άпфллέ ŦǊƻƳ ǘƘŜ ƭƛǎǘ ŀƴŘ 
click OK twice. 
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Note: The red X shown on top of the user symbol indicates that this number will be hidden from any 

UNIVERGE 3C desktop.  

8. Repeat steps 2 ς 6 for stations 4901, 4902, and 4903. 

9. Create a Round Robin (RR) group extension to which the VMP lines will be added. In this 
example a Round Robin group will be created with 4 station members: 4900 to 4903. The RR 
group will become extension 4953.  

10. Go to the "Number plan" tab and add a new extension by pressing the down arrow, right 
from the + icon on the UNIVERGE 3C Administrator toolbar.  

 

11. Now the Properties for new extension window appears.  

Lƴ ǘƘŜ bǳƳōŜǊ ŦƛŜƭŘΣ ŜƴǘŜǊ άпфроέΦ 

Lƴ ǘƘŜ Iǳƴǘ hǊŘŜǊ ŦƛŜƭŘ ǎŜƭŜŎǘ άwƻǳƴŘ wƻōƛƴ DǊƻǳǇέΦ 

¦ƴŎƘŜŎƪ ǘƘŜ ŎƘŜŎƪōƻȄ ŦƻǊ ά{ŜŀǊŎƘκ5ƛǎǇƭŀȅ ƛƴ /ƭƛŜƴǘέΦ 

The First and Last Name fields are optional. 
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12. Click the Add station button. In the Select Station window select stations 4900 up to 4903 
from the list (you can use the shift key to make a multiple selection) and click OK. The 
stations are now listed in the Properties for new extension window:  

 

13. Select the Call Recording tab and uncheck both Recording Options. Then click OK. 
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14. Lƴ ǘƘŜ ά{ǘŀǘƛƻƴǎέ ǘŀō ȅƻǳ Ŏŀƴ ǎŜŜ ǘƘŀǘ ŜȄǘŜƴǎƛƻƴǎ ƘŀǾŜ ōŜŜƴ ŀŘŘŜŘ ǘƻ ǘƘŜ ǎǘŀǘƛƻƴǎΣ ŀǎ ǎƘƻǿƴ 
in the next figure: 
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4.6.4.7. Configure Contact Center Stations  

In our example there are four numbers associated with the BCT Contact Center (see 4.6.1.5 Call 
Center configuration); 

 Agent Routing (Pilot Number): 4040 
 Agent Logon (for phone based agents): 4043 
 Prompt Recording: 4044 
 BCT Voicemail (Messagebox): 4954 

These four numbers will all be attached to the same Station (4954), which was created by the 
UNIVERGE 3C SIP Line Configurator. 

Note: Numbers associated with the Contact Center cannot register on multi UNIVERGE 3C UCM 

servers, they must register at the same UNIVERGE 3C UCM server as BCT is connected to. 

1. Start the UNIVERGE 3C Administrator on the UNIVERGE 3C Manager PC, either from the start 
menu or from the desktop. 

2. Go to the "Number plan" tab and add a new extension by pressing the down arrow, right 
from the + icon on the UNIVERGE 3C Administrator toolbar.  

 

3. Now the Properties for new extension window appearǎΦ Lƴ ǘƘŜ bǳƳōŜǊ ŦƛŜƭŘΣ ŜƴǘŜǊ άпфрпέΦ 
The First and Last Name fields are optional. Then click OK. 
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4. wŜǇŜŀǘ ǎǘŜǇǎ н ŀƴŘ о ǘƻ ŎǊŜŀǘŜ ŜȄǘŜƴǎƛƻƴǎ ά4040έΣ ά4043έΣ ŀƴŘ ά4044έΦ 

5. Dƻ ǘƻ ǘƘŜ ά{ǘŀǘƛƻƴǎέ ǘŀō ŀƴŘ ƭƻƻƪ for the hub created for number 4954 which was added by 
the UNIVERGE 3C SIP Line Configurator (see the example in Part Three). Double-Click on the 
I¦. ŦƻǊ ǎǘŀǘƛƻƴ άпфрпέΦ 
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6. In the Properties for Station window, choose the General tab and enter the following; 

 Line Name: Optional ς Enter a descriptive name ǎǳŎƘ ŀǎ άпфрпέ 
 Zone: Choose the zone from the pull-down menu 
 Pickup Group: [ŜŀǾŜ ŘŜŦŀǳƭǘ άbƻƴŜέ 
 Telephony Area: Leave default or choose a new one from the pull-down menu 
 Emergency Group: Leave blank 
 Default CoS Profile: /ƘƻƻǎŜ ά./¢ Queue Profileέ ŦǊƻƳ ǘƘŜ Ǉǳƭƭ-down menu (from section 4.3) 
 Localization: Select your location ƻǊ ƭŜŀǾŜ ŘŜŦŀǳƭǘ άbŜǘƘŜǊƭŀƴŘǎ όbŜǘƘŜǊƭŀƴŘǎύέ 

7. Now you must assign extension numbers from steps 2 and 3 to this station. Click Add 
Extension.  
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8. In the Select Extension window select extensions 4040, 4043, 4044, and 4954 from the list 
(you can use the Ctrl key to make a multiple selection) and click OK. The extensions are now 
listed in the Properties for new station window; click OK. 

Note: Extension 4954 should be in Bold type. If it is not, click 4954 once to highlight it, and then 

ŎƭƛŎƪ ǘƘŜ άaŀƪŜ tǊƛƳŀǊȅέ ōǳǘǘƻƴΦ 

9. Lƴ ǘƘŜ ά{ǘŀǘƛƻƴǎέ ǘŀō ȅƻǳ Ŏŀƴ ǎŜŜ ǘƘŀǘ ǘƘŜ ŜȄǘŜƴǎƛƻƴǎ ƘŀǾŜ ōŜŜƴ ŀŘŘŜŘ ǘƻ the station, as 
shown in the next figure: 
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4.6.4.8. Outside Service Hunt Order  

Set the Hunt Order of Outside Service (i.e. the trunk access code) to Single Line. 

1. Start the UNIVERGE 3C Administrator on the UNIVERGE 3C Manager PC, either from the start 
menu or from the desktop. 

2. {ŜƭŜŎǘ ǘƘŜ άbǳƳōŜǊƛƴƎ tƭŀƴέ ǘŀōΦ 5ƻǳōƭŜ-click on the Outside Service access number 
όǘȅǇƛŎŀƭƭȅ ά0έύΦ 
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3. {Ŝǘ ǘƘŜ Iǳƴǘ hǊŘŜǊ ǘƻ ά{ƛƴƎƭŜ [ƛƴŜέ ǘƘŜƴ ŎƭƛŎƪ hYΦ 

4.6.4.9. Configure CTIuser  

¢ƘŜ ǳǎŜǊ ά/¢LǳǎŜǊέ ǿŀǎ ŎǊŜŀǘŜŘ ƛƴ !ŎǘƛǾŜ 5ƛǊŜŎǘƻǊȅ (see 4.6.2 Active Directory), now it must be added 
to UNIVEwD9 о/Φ bƻǘŜ ǘƘŀǘ ά/¢LǳǎŜǊέ ǊŜǉǳƛǊŜǎ ŀ 5ǳƳƳȅ 9ȄǘŜƴǎƛƻƴΦ ¢Ƙƛǎ ŜȄǘŜƴǎƛƻƴ ǿƛƭƭ ƴŜǾŜǊ ōŜ 
called so can be any number and does not have to be a valid dialable number. For this example, 
άмлллέ ǿƛƭƭ ōŜ ǳǎŜŘΦ 

Caution: When Open Numbering Plan is enabled, each zone ƴŜŜŘǎ ŀƴ ΨƻǿƴΩ ά/¢LǳǎŜǊέ όǎŜŜ 4.6.4.13 
Configuring Open Numbering Plan) 

1. Start the UNIVERGE 3C Administrator on the UNIVERGE 3C Manager PC, either from the start 
menu or from the desktop. 

2. To create a Dummy Extension, go to the "Number plan" tab and add a new extension by 
pressing the down arrow, right from the + icon on the UNIVERGE 3C Administrator toolbar.  
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3. Now the Properties for new extension ǿƛƴŘƻǿ ŀǇǇŜŀǊǎΦ Lƴ ǘƘŜ bǳƳōŜǊ ŦƛŜƭŘΣ ŜƴǘŜǊ άмлллέ 
then click OK.  

 

4. ¢ƻ ŀŘŘ ά/¢LǳǎŜǊέ ǘƻ ¦bL±9wD9 о/Σ Ǝƻ ǘƻ ǘƘŜ Ϧ¦ǎŜǊǎϦ ǘŀō ŀƴŘ ŀŘŘ ŀ ƴŜǿ ǳǎŜǊ ōȅ ǇǊŜǎǎƛƴƎ ǘƘŜ 
down arrow, right from the + icon on the UNIVERGE 3C Administrator toolbar.  
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5. In the Browse AD ǿƛƴŘƻǿΣ ŜȄǇŀƴŘ ǘƘŜ !ŎǘƛǾŜ 5ƛǊŜŎǘƻǊȅ /ƻƴǘŀƛƴŜǊ όŦƻƭŘŜǊύ ǿƘŜǊŜ ά/¢LǳǎŜǊέ 
ǿŀǎ ŎǊŜŀǘŜŘΦ {ŜƭŜŎǘ ά/¢LǳǎŜǊέ ŀƴŘ ŎƭƛŎƪ hYΦ 

 

6. In the tab Addressess of the Properties for User window, click Add Address. 
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7. In the Select Extension ǿƛƴŘƻǿΣ ǎŜƭŜŎǘ άмлллέ ǘƘŜƴ ŎƭƛŎƪ OK. 

 

8. In the tab General of the Properties for User window, set the following options:  

 Use AD Name = Unchecked  
 User Centric = Checked 
 Web Services Rights = Checked 

Other options should remain default. Click Apply. 
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9. {ŜƭŜŎǘ ǘƘŜ ά¦ǎŜǊ wƛƎƘǘǎέ ǘŀōΦ In section Administrative Rights select Role 3C Administrator. 
 

 

10. {ŜƭŜŎǘ ǘƘŜ ά¦ǎŜǊ wƛƎƘǘǎέ ǘŀōΦ /ƭƛŎƪ !ŘŘ ŀƴŘ ǎŜƭŜŎǘ ά½ƻƴŜέΦ 

 

11. In the Select Zone window, choose the Zone(s) in which BCT resides and click OK. 
Select in BCT which zones should in the company and in the external directory. 

 

12. {Ŝǘ ǘƘŜ ½ƻƴŜ άtǊƛǾƛƭŜƎŜέ ǘƻ άCǳƭƭέ ǘƘŜƴ ŎƭƛŎƪ OK. 
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4.6.4.10. Configure BCT users 

The following steps must be applied to any User which will be a BCT Operator or BCT Agent. 

1. Start the UNIVERGE 3C Administrator on the UNIVERGE 3C Manager PC, either from the start 
menu or from the desktop. 

2. Dƻ ǘƻ ǘƘŜ ά¦ǎŜǊǎέ ǘŀō ŀƴŘ ŘƻǳōƭŜ-click the user to open the Properties for User window. Set 
the following and then click Apply; 

 User Centric: Optional: either Address Centric or User Centric can be used. (BCT 
6.0 and higher) 

 Preferred: A User can be associated with multiple addresses, but one number 
Ƴǳǎǘ ōŜ ǎŜǘ ŀǎ ǘƘŜ άtǊŜŦŜǊǊŜŘέ ŀŘŘǊŜǎǎΦ 

 Class of Service Profile: Set to BCT Operators & Agents Users (which was created in 4.6.4.3 
Class of Service) 
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3. Dƻ ǘƻ ǘƘŜ ά¦ǎŜǊ wƛƎƘǘǎέ ǘŀōΦ /ƭƛŎƪ Add and select Station. 
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4. In the Select Station window, select the Hub for this user and click OK.  

 

5. {Ŝǘ άtǊƛǾƛƭŜƎŜέ ǘƻ άCǳƭƭέ ŦƻǊ ǘƘŜ {ǘŀǘƛƻƴΦ ¢ƘŜƴ ŎƭƛŎƪ OK. 
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6. Repeat steps 2 through 5 for all Users who will be BCT Operators or BCT Agents. 

7. To configure Precense status and Instant Messaging between BCT Operator / BCT Agents and 
Univerge 3C UC Clients  see Appendix N-3 ς Configure Presence & Instant Messaging 
between UNIVERGE 3C and BCT 

4.6.4.11. Add SIP User Agent for DECT phones 

When it is necessary to add additional User Agent profiles for DECT Phones, make sure that the 
!ƎŜƴǘ 5ŜǎŎǊƛǇǘƛƻƴ ǎǘŀǊǘǎ ǿƛǘƘ άb9/ Lt 59/¢ IŀƴŘǎŜǘέΣ ǘƘŜ remaining characters are not considered by 
BCT. Only then BCT will recognise that it is a DECT phone. 

4.6.4.12. Configuring Outbound Caller ID  

When Outbound Caller Id is configured (see BCT Supervisor Dashboard) depending on the Caller Id 
digits to be sent also configuration in the UNIVERGE 3C system is needed: 

1. When the Outbound Caller ID (last X digits) are already part of the internal number plan (DID 
Mapping), no special configuration is needed 

2. When the Outbound Caller ID (last X digits) are not part of the internal number plan, add a 
dummy address in number plan using UNIVERGE 3C Administrator on the UNIVERGE 3C 
Manager PC. 
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3. When the Outbound Caller ID should contain more digits than the internal number plan (e.g. 
0800 1234 5678): 

-  Start the UNIVERGE 3C Administrator on the UNIVERGE 3C Manager PC, either from 
the start menu or from the desktop. 

-  Select the General tab and expand 

-  Select Mapping List > DID Mapping 

-  Add a new Mapping list (e.g. BCT CID List): 

-  Add a new mapping in the list: 

i. Address-type: Extension 

ii. Number: The required number (e.g. 080012345678) 

iii. Extension/Rule: a dummy address outside the existing internal number plan 
(e.g. 5000), note that this number may not conflict with an existing address 
in the system. 

-  Add the new Mapping List to the Inward Routing Mapping of the trunk involved 

-  Using the dummy address (e.g. 5000) in the BCT Supervisor Dashboard for Outbound 
Caller ID completes the configuration. 

4.6.4.13. Configuring Open Numbering Plan  

When Open Numbering Plan is enabled (see UNIVERGE 3C System Install & Management Manuals), 
users, addresses and stations are divided over several zones. 
Each user, its related addresses and stations shall be assigned to the same zone. 
CƻǊ ƻƴŜ ƻǊ ƳƻǊŜ ./¢Ωǎ ƻǇŜǊŀǘƛƴƎ ƻƴ their own zone, for each zone a separate CtiUser shall be 
configured having zone rights on that specific zone. E.g. as shown in the next table: 

 BCT-A BCT-B BCT-C 

Zone: Company-A Ctiuser-A with zone 
rights on Company-A 

  

Zone: Company-B  Ctiuser-B with zone 
rights on Company-B 

 

Zone: Company-C   Ctiuser-C with zone 
rights on Company-C 
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4.6.5. Business ConneCT installation  and configuration  

 

See chapter 6 SERVER PREREQUISITES INSTALLATION for installation of prerequisites  
and chapter 6.1 Database Installation for installation of the database. 

See chapter 7 BCT SERVER PRODUCT INSTALLATION for installation of the BCT Server. 

See chapter 8.1.1 Using the Configuration Wizard for the configuration of BCT.  
The following notes apply: 

1. PBX Configuration window: 
PBX Name:  Enter a descriptive name for the UNIVERGE 3C Server 
PBX Type:  UNIVERGE 3C 
IP Address/Host Name: Enter the IP Address or Host Name of the UNIVERGE 3C 
  Server 
Webservice Port: 443 
PBX Requires Authentic.: Must be checked! 

2. User Authentication Window: 
Domain Name (AD): Enter the Domain from Active Directory 
User Name:  9ƴǘŜǊ Ψ/¢LǳǎŜǊΩ όŎǊŜŀǘŜŘ ƛƴ 4.6.2.1 How to create a CTIuser 
account) 
Password:  Enter the password for CTIuser 

3. Synchronization with PBX window: 
If the synchronization fails, make sure that Windows Firewall has been disabled on the BCT 
and UNIVERGE 3C systems. 

4. License Configuration window: 
(For North America)    {ŜƭŜŎǘ ά[ƛŎŜƴǎŜǎ ƛƴ t.·έ ŀƴŘ ŎƭƛŎƪ Next.  
(For all other countries)    {ŜƭŜŎǘ ά[ƛŎŜƴǎŜǎ ƛƴ t.·έ ŀƴŘ ŎƭƛŎƪ Next. 

5. Media Settings window:  
PBX VoIP Server IP Address: Enter the IP address of the UNIVERGE 3C. 
SIP Authentication Password: This is not used in a UNIVERGE 3C environment, leave 
   blank. 
Secured Connection (TLS/sRTP) Check this when you want the SIP connection and media to 
    be secured so it cannot be monitored. 
    TLS is used for connection and sRTP is used for the media. 
    Also see 8.1.6.8 Media  (via Supervisor) 
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6. Operator Configuration window: 
In our example: 

 

7. Agent Routing Configuration-window: 
In our example: 
Agent Routing Access DNR 4040 (Pilot of Contact Center) 
Agent Routing Exception DNR: 8507 (Night Extension) 
Agent Logon DNR: 4043 (For phone based agents) 
Prompt Recording DNR: 4044  
Assign Routing Point: The Station that the above Extensions are attached. 

8. Dialing Rules window: 
Country Code:  {Ŝǘ ǘƻ ΨмΩ ŦƻǊ ¦Φ{Φ!Φ  
Area Code:  Fill in the three-digit Area Code used where BCT is installed.  
Outside access code(s):  The first code is used by BCT used for outside access.  
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4.6.5.1. Configure users 

Select in Edit PBX (Connectivity tab) Zone(s) for a zone selection of users in the company directory. 
See 8.5.5 Company Directory (User) configuration and 8.5.10 Manually create a BCT user for 
configuration of users. 

 

Figure 4-4-47 Company Directory - Edit 3C User 

The following notes apply to the System Settings User edit screen: 

Note: most fields are read-only, as they are imported from 3C and cannot be edited by default in BCT. 

1. Profile Settings section 

¢Ƙƛǎ ǎŜŎǘƛƻƴ ƛǎ ƴƻǘ ǾƛǎƛōƭŜ ōȅ ŘŜŦŀǳƭǘΣ ǳƴƭŜǎǎ ά¦ǎŜǊ aƻŘƛŦƛŎŀǘƛƻƴέ ƛǎ ŎƘŜŎƪŜŘ ƛƴ ǘƘŜ t.· 

Configuration page. 

If ǘƘŜ άhǾŜǊǊƛŘŜ ǳǎŜǊ ǇǊƻŦƛƭŜέ ŎƘŜŎƪōƻȄ ƛǎ ǾƛǎƛōƭŜ ōǳǘ ŘƛǎŀōƭŜŘΣ ǘƘŜ ǳǎŜǊ ƛǎ ά¦ǎŜǊ /ŜƴǘǊƛŎέŀƴŘ 

fields are read only. 

For Address CŜƴǘǊƛŎ ǳǎŜǊΣ ǘƘŜ άhǾŜǊǊƛŘŜ ǳǎŜǊ ǇǊƻŦƛƭŜέ Ŏŀƴ ōŜ ŎƘŜŎƪŜŘ ŀƴŘ allow fields to be 

mofified. 

2. Primary User Info section  

The user may be "User Centric", which implies that more than 1 extension may be assigned 

to the user. The additional extension will then be visible in a separate field (read-only). The 

Additional Extensions field may also include the mobility addresses for the user (if available): 

numbers on another PBX and numbers on the PSTN. 

 

3. Roles section: 
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Employee: Not used with UNIVERGE 3C 
Voicemail: bƻǘ ǳǎŜŘ ǿƛǘƘ ¦bL±9wD9 о/ ό./¢ ǾƻƛŎŜƳŀƛƭΣ ŘƻŜǎƴΩǘ ŀŦŦŜŎǘ 

UNIVERGE 3C Voicemail) 
Operator: Check if the user will be a BCT Operator 
Agent: Check if the user will be a Contact Center Agent (using BCT desktop 

 client) 
Phone Based Agent: This is cheŎƪŜŘ ōȅ ŘŜŦŀǳƭǘ ƛŦ ά!ƎŜƴǘέ ƛǎ ŎƘŜŎƪŜŘΦ Lǘ Ŏŀƴ ōŜ ŎƘŜŎƪŜŘ 

wƛǘƘƻǳǘ ά!ƎŜƴǘέ ƛŦ ǘƘŜ ǳǎŜǊ ǿƛƭƭ ƴƻǘ ǳǎŜ ǘƘŜ ./¢ ŘŜǎƪǘƻǇ ŎƭƛŜƴǘΦ 

4.6.5.2. Edit Dialing Rules  

See 8.1.11 Dialing Rules for configuration of Dialing Rules. 

The following notes apply to the Configure Dialing Rules screen: 

1. It is necessary to make a modification to the Dialing Rules so that long distance calls will 

complete. 

2. ¦ƴŎƘŜŎƪ άbǳƳōŜǊ /ƻƴǾŜǊǎƛƻƴ ƛǎ ŀǇǇƭƛŜŘ ǘƻ ŜƴǘŜǊŜŘ ƴǳƳōŜǊǎ ŦƻǊ Ŏŀƭƭ ǎŜǘǳǇέ ŀƴŘ ŎƭƛŎƪ Apply. 

3. Test the dialing rule by entering a number ά/ŀƭƭ {ŜǘǳǇ bǳƳōŜǊέ ŀƴŘ ŎƭƛŎƪ Test. 

 
 

4.6.5.3. Suppress Univerge-3C supervision  notification  

In a Univerge 3C configuration, (3C) users may be allowed to supervise calls of other users. Two types 
of supervision can be distinguished: 

¶ Monitoring - The supervising party wants to listen to a conversation at the supervised party.  

¶ Barge - The supervising party wants to listen to and talk (take part) in a conversation at the 

supervised party. This type of supervision is also available from a BCT operator making a call 

to a busy destination. 

Note that this can have legal implications, as in some countries it is not allowed to monitor silently. 
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4.6.6. Configuration for redundant 3C system  

When a 3C system consists of a primary server and one or more secondary servers, BCT is usually 
connected to the primary server. BCT supports failover to another 3C server when the (connection to 
the) primary server fails. When the primary server becomes available again it is possible to switch 
back to the primary server. 

Alarms are generated during automatic failover or when a failover fails.   Other significant events are 
logged as system status events, see 11.2.1.2 System Status. 

To configure a redundant 3C system in BCT, see 8.6 Configuring redundant PBX configurations. 

 

Figure 4-48 Redundant 3C System overview 
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5. (!2$7!2% ).34!,,!4)/.  

5.1. Wallboards (optional)  

Wallboards are used to display statistical contact center information. The wallboards are intended to 
be positioned where agents can see them. BCT supports various types of wallboards; 2 dedicated 
hardware-based led-matrix wallboard types and one generic software-based wallboard solution. 

The two types of supported hardware wallboards are: MessageMaker wallboards and DataDisplay 
wallboards. The MessageMaker wallboard can also be connected via an IP connection. 

5.1.1. MessageMaker wallboard  

The MessageMaker wallboard can be connected to a computer via a COM port or via a Local Area 
Network. The BCT Server and Wallboard must have an IP address from the same subnet. 

There are 4 types available: 

¶ MessageMaker 2 line 16 character wallboard. (Part Number: A15911 UD1). 

¶ MessageMaker 2 line 21 character wallboard. (Part Number: A15916 UD1). 

¶ MessageMaker 4 line 16 character wallboard. (Part Number: A15917 UD1). 

¶ MessageMaker 4 line 21 character wallboard. (Part Number: A15918 UD1). 

The MessageMaker wallboard must be ordered directly from the manufacturer 
(www.messagemaker.co.uk). 

5.1.1.1. MessageMaker wallboard installation via COM port  

Figure 5-1 Wallboard configuration shows how a MessageMaker wallboard must be connected to the 
computer that contains the wallboard drivers. The DIP switches are covered by a small metal plate. 

  

Figure 5-1 Wallboard configuration 

1. /ƻƴƴŜŎǘ ǘƘŜ άф Ǉƛƴ 5 ǘƻ wWпр ŀŘŀǇǘŜǊέ ǘƻ ŀ ŦǊŜŜ /ha ǇƻǊǘΦ 
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2. aŀƪŜ ŀ ŎƻƴƴŜŎǘƛƻƴ ōŜǘǿŜŜƴ ǘƘŜ άф Ǉƛƴ 5 ǘƻ wWпр ŀŘŀǇǘŜǊέ ŀƴŘ ǇƻǊǘ л ƻŦ ǘƘŜ ǿŀƭƭōƻŀǊŘΦ CƻǊ 
this connection you need a straight network cable with RJ45 connectors, this cable is not 
included in the Wallboard package. 

3. Select address 1. 

4. Remove the small metal plate that covers the DIP Switches. 

5. Set switch 1 on and switch, 2, 3, 4, 5, 6, 7 and 8 off. Address 1 is now selected. When you 
plug in the power, the wallboard will start a self-test. During this test the selected address 
will be displayed (shortly!). 

At this moment the hardware configuration is ready. Continue with the software configuration. For 
creating and configuring wallboards, refer to the BCT Administrator Guide and BCT Supervisor Guide. 

5.1.1.2. MessageMaker wallboard installation via LAN  

The MessageMaker wallboard can also be connected and controlled via a Local Area Network. The 
network connector is located on the right side of the wallboard. 

Connect the wallboard to the network. Near the network connector you can also find the DIP 
switches. The functions of these switches are described in Table 5-1 DIP Switches for IP connection. 

Switch Explanation 

1 Always off 

2 Always off 

3 Always off 

4 Always off 

5 Always off 

6 On for default IP address and 

port number 

Off to use the IP address and port 

number from EPROM 

7 On for updating EPROM with 

new values 

Off to protect EPROM 

8 On for normal operation Off to select IP communications mode 

Table 5-1 DIP Switches for IP connection 

Execute the following steps to configure the IP address on the wallboard: 

1. Set the DIP switches to set-up mode. The DIP switches are located near the network 
connector. 

Note: These are not the DIP switches that are used for the serial port address selection. 

Set switch 1, 2, 3, 4, and 5 to off. 

2. Set switch 6 to on. By switching this switch to on, the wallboard will start with the default IP 
address and port number. 
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IP address = 192.168.3.200 

Port = 3500 

3. Switch 7 must be set to on, this allows the bootprom to be updated with new values. 

4. Switch 8 must be set to off to select the IP configuration mode. 

5. Power up the wallboard 

6. Change the IP address (of the computer on which you install the MessageMaker IP 
configuration tool) 

The wallboard is only reachable with a computer that has an IP address from the same subnet, 
therefore you must change the IP address on the computer that is connected to the wallboard 
(you can also use another computer to setup the wallboard). 

Change the IP address to an address from the 192.168.3.0 subnet. 
Do not use 192.168.3.200, this address is used by the wallboard. 

7. Reboot the computer. After this you should be able to ping the wallboard. When the ping 
request is successful, you can continue with the next step. 

8. Install MessageMaker IP configuration tool 

At the end of the installation, you will be asked if you would like to launch the program, select 
Yes and click Finish. 

The next time you need to use the IP configuration program, select Start > Programs > 
ConfigIPW > ConfigIPW. 

The following window will appear: 

 

Figure 5-2 IP config main window 

The software is now installed. 
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9. Set up the wallboard connection 

As you can see in Figure 5-2 IP config main window, there are two IP addresses. The right one is 
the IP address from your computer and the left one is the IP address that is used to connect to 
the wallboard. This address is not correct and needs to be changed to the default one 
(192.168.3.200). 

Select Setup from the File ƳŜƴǳΦ 9ƴǘŜǊ ǘƘŜ ǾŀƭǳŜ άмфнΦмсуΦоΦнллέ ŀƴŘ ŎƭƛŎƪ OK. 

At this moment you should be able to communicate with the wallboard. 

Select Program Socket Close from the Commands menu. The result should be as shown in  
Figure 5-3 Wallboard message window Click OK to continue. 

 

Figure 5-3 Wallboard message window 

The computer is now able to communicate with the wallboard. At this moment you can perform 
a LED test, (select F4) or send some information to the wallboard (F2). All actions are listed in the 
Message Log window. Continue with the next step. 

10. Entering the correct IP address 

At this moment the wallboard uses the fixed default IP address and port number. Check if the 
port number 3500 is used on your computer. (c:\Windows\Sytem32\drivers\etc\services). If the 
number is not used, there is no need to change the port number. 

The wallboard contains an EPROM that can be programmed with an IP address. So by entering a 
new IP address you are not changing the default one. Also when an IP address is entered in the 
EPROM, it is still possible to use the fixed default one. 

Select Program SignIP Address from the Commands menu or press F9. The following window 
appears: 

 

Figure 5-4 New IP address window 

Enter the correct IP address. 
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The ǎȅǎǘŜƳ ǿƛƭƭ ǊŜǘǳǊƴ ŀƴ ƻǳǘǇǳǘ ǿƛƴŘƻǿ ǘƘŀǘ ǎƘƻǳƭŘ ŘƛǎǇƭŀȅ άtǊƻƎLt hYϦΦ LŦ ǘƘŜ ǎȅǎǘŜƳ ǊŜǘǳǊƴǎ 
ǿƛǘƘ ǘƘŜ ƳŜǎǎŀƎŜ άtwƻƎ ŜǊǊƻǊέΣ ǘƘŜ ŀŎǘƛƻƴ ŦŀƛƭŜŘΦ aƻǎǘ ƭƛƪŜƭȅ ōŜŎŀǳǎŜ 5Lt ǎǿƛǘŎƘ т ƛǎ ǎŜǘ ǘƻ άƻŦŦέΦ 
In this switch is set to off the EPROM is in the protected mode. You can check that the new IP 
address is entered correctly by selecting F6. The New IP address will only be used after a power 
down of the wallboard and correct DIP switch settings. 

11. Set the correct socket close option 

The wallboard uses a socket to communicate with the BCT Supervisor Dashboard. This socket 
must be controlled by the BCT Supervisor Dashboard (Client). 

{ŜƭŜŎǘ άtǊƻƎǊŀƳ {ƻŎƪŜǘ /ƭƻǎŜέ ŦǊƻƳ ǘƘŜ άCǳƴŎǘƛƻƴ YŜȅǎέ ŀǊŜŀΣ ŀǎ ǎƘƻǿƴ ƛƴ Figure 5-2 IP config 
main window 

aŀǊƪ ά/ƭƛŜƴǘ /ƭƻǎŜ {ƻŎƪŜǘέΣ ŀǎ ǎƘƻǿƴ ƛƴ Figure 5-5 Set Socket Close Status window 

 

Figure 5-5 Set Socket Close Status window 

{ŜƭŜŎǘ άtǊƻƎǊŀƳ ŜŜǇǊƻƳέ ǘƻ ǎǘƻǊŜ ǘƘŜ ŎƻǊǊŜŎǘ ŎƭƻǎŜ ƻǇǘƛƻƴ ƛƴ ǘƘŜ ŜŜǇǊƻƳΦ 

12. Set the DIP switches to the normal operation mode 

Power down the wallboard. 
Set DIP switch 6 to off and switch 7 to off. 
Power up the wallboard. 

The wallboard performs a self-test. During the self-test the new IP address is displayed on the 
last line of the wallboard (shortly!). 

Change the IP address of the computer to an IP address that belongs to the subnet of the 
entered IP address. 

13. Test the wallboard with the new IP address 

14. Start the ConfigIPW program. 

The Communication IP Address must be changed to the new entered IP address. Select Setup 
from the File menu. 

Enter the IP address that you entered in step 5 and click OK. 

Select Program Socket Close from the Commands menu. The result should be as shown in Figure 
5-3 Wallboard message window. Click OK to continue. 



  

203 

  

Send some information to the wallboard (F2). Check the result. 

If more than one wallboard is used, repeat the above described actions for all wallboards. 

At this moment the wallboard is correctly configured for network use. For creating and configuring 
wallboards, refer to the BCT Administrator Guide and BCT Supervisor Guide. 

5.1.1.3. Other features of the MessageMaker wallboard  

DIL switches 5 and 6 are used to set the data speed of the wallboard. This should be set to 1200 Baud 
(which is the default).  

DIL SWITCH 
NUMBER BAUD 

RATE 

5 6 

On On 9600 

Off On 4800 

On Off 2400 

Off Off 1200 - 

default 

Table 5-2 DIL Switches Data Speed settings 

DIL switches 7 and 8 are used to select a test mode. 

DIL SWITCH 

NUMBER  TEST MODE 

7 8 

On On Normal Mode - default 

Off On Stripe test 

On Off Full screen 

Off Off Information screen 

Table 5-3 DIL Switches Test Mode 

¶ Normal mode. After testing the wallboard, set the switches to this setting for normal 
operation. 

¶ Stripe test. This setting generates a stream of moving stripes after power up. This is used to 
test if the power supply and the display driver circuits are working correctly. 

¶ Full screen. This setting puts all LEDs on simultaneously after power up.  
WARNING: DO NOT USE THIS MODE FOR MORE THAN 30 SECONDS. 

¶ Information Screen. This setting is used to show the following product data after power up: 

V: The EPROM version number (100 means version 1.00). 
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L: The Logic board version number. 

N: The Network number (address switch setting). 

B: The Baud rate setting (12 means 1200, 24 means 2400 etc.). 

5.1.2. DataDisplay wallboard  

The DataDisplay wallboard is connected to the BCT computer with a COM port connection. There are 
two types available: a 10 character wallboard and a 20 character wallboard. 

5.1.2.1. DataDisplay wallboard cabling  

Before installing the wallboard it is recommended to measure the distance between the required 
wallboard positions and the computer. 

DO NOT connect wallboards in a star configuration, i.e. all wallboards with a separate cable to the 
computer. 

The following diagrams show how to connect wallboards in series or in parallel. 

  

Figure 5-6 Connecting wallboards in series 

 
Figure 5-7 Connecting wallboards in parallel 

5.1.2.2. DataDisplay w allboard hardware  overview and i nstallation  

The wallboard is delivered with the following items: 
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¶ Wallboard. 

¶ Network module (also known as address switch). 

¶ Power supply unit (transformer). 

¶ Cable. 

¶ Connector box Faddist. 

¶ Assembly set (brackets, screws, wall plugs). 

How to install the DataDisplay wallboard  

Ensure that the wallboards are disconnected from the mains during the installation. 

1. Mount the wallboards in the required positions. It may be necessary to also mount the 
transformer in a suitable position. 

If you only have 1 wallboard then this can be installed without the use of connector boxes, go to 
step 4. 

If you have more wallboards then you need to install connector boxes. See Figure 5-8 Example of 
Faddist Box Connection. 

Cut the cable to a suitable length, retaining the 3,5 mm three conductor mini jack (this mini jack 
must be plugged into the wallboard when it is installed). Connect the cable to the connector 
block in the Faddist box(es). 
 

 

Figure 5-8 Example of Faddist Box Connection 
 

2. Link the connector boxes together, see Figure 5-8 Example of Faddist Box Connection 

-  If you have 1 wallboard, connect it directly to the BCT computer.  
If you have more than 1 wallboard, connect the first connector box to the BCT 
computer. 

-  The wallboards were delivered with address switches. More recently this has been 
replaced by a dipswitch. 
 
With Address switches 
Set the address switches of the 'Network Module' on the wallboards to a value 
01...09 (see Figure 5-9 Address Settings on wallboard). The first wallboard uses 
address 01. Ensure that the Network Module is fitted centrally in its socket. 
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Figure 5-9 Address Settings on wallboard 
 

With dipswitch 
You can set the dipswitches as follows: 

Dipswitch Address 

3 2 1  

Off Off On 21 

Off On Off 22 

Off On On 23 

On Off Off 24 

On Off On 25 

On On Off 26 

3. Connect the transformer of each wallboard in turn and plug it in to the mains supply. The 
wallboard gives a confirmation beep and a message may be shown. The message can be the 
message sent by BCT or the manufacturers test message or the last message that has been 
sent to the wallboard. 

5.1.3. Software wallboard  

The BCT software-based wallboard solution only requires a standard windows PC with a monitor 
attached to it and Microsoft PowerPoint installed. For a complete description on the required 
installation steps please refer to Soft Wallboard. 
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6. 3%26%2 02%2%15)3)4%3 ).34!,,!4)/. 

This chapter describes how to install the BCT Server prerequisites software. The software is stored on 
one DVD. When starting BCT Server installation via BCT DVD Main Menu all the required 
prerequisites software is checked and when missing it will be installed automatically.  

This includes e.g. Microsoft Visual C++ Runtime and Microsoft .NET Framework. 

WARNING: BCT cannot be installed on a PC which is configured as a Domain Controller. 

For the prerequisite check related to SQL server only a check is done and a warning is given if no local 
SQL server is detected. This is done because also a remote SQL server can be used. See next chapter 
for additional information regarding setup of the SQL Server functionality. 

6.1. Database Installation  

If a customer already has a SQL Server deployed, you can consider using this SQL Server for BCT. In 
that ŎŀǎŜΣ ȅƻǳ ŘƻƴΩǘ ƴŜŜŘ ǘƻ ƛƴǎǘŀƭƭ ǘƘŜ {v[ ǎŜǊǾŜǊ ǎƻŦǘǿŀǊŜΦ Lƴ ŎŀǎŜǎ ƻŦ ŀ ƘƛƎƘ ƭƻŀŘ ǎȅǎǘŜƳΣ ƛƴǎǘŀƭƭ ǘƘŜ 
SQL server software on another PC than the BCT server. 

Non-English SQL Server versions are supported. When BCT is installed, it automatically uses the 
language of the SQL database. You cannot change the SQL Server Language after BCT has been 
installed. 

BCT supports secure connections to remote SQL server using TLS 1.2 protocol (even on servers with 
TLS 1.0 and 1.1 protocols disabled). Please refer to "TLS 1.2 support for Microsoft SQL Server" for 
additional information, e.g. how to determine whether your current version of SQL Server already 
has support for TLS 1.2. 

Note: Secure connections from BCT to remote SQL server using TLS 1.2 protocol are not supported 

when BCT is running on Windows Server 2008 R2 or Windows 7.  

Note: The BCT database installation selects "Simple Recovery" as default recovery model for the SQL 

transaction log.  

 "Simple Recovery" means that transactions are removed from the transaction log, when 

committed. This prevents the transaction log from growing continuously. However, be aware 

that regular backup is required to prevent possible loss of data. 

Installing SQL Server 2016 Express Edition via BCT Installer 

Preconditions: 

1. Supported for next 64-bit operating system versions of Windows Server 2012 (R2), Windows 
Server 2016, Windows Server 2019, Windows 8.1 and Windows 10.  

2. For Windows Server 2012 R2 it is required to have Windows Update KB2919355 installed. 

Steps: 

1. Insert the BCT product DVD. The BCT DVD Main Menu window appears. If not, double click 
D:\ Autorun.exe (where D is the drive letter of your DVD drive). 

2. Lƴǎǘŀƭƭ ǘƘŜ ǊŜǉǳƛǊŜŘ ǇǊŜǊŜǉǳƛǎƛǘŜǎ όǎŜŜ ΨtǊŜŎƻƴŘƛǘƛƻƴǎΩ ŀōƻǾŜύ 

https://support.microsoft.com/en-in/help/3135244/tls-1-2-support-for-microsoft-sql-server
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3. {ŜƭŜŎǘ Ψ{v[ {erver 2016 Express EditionΩ 

4. Select Ψ5ŜŦŀǳƭǘ {v[ нл16 LƴǎǘŀƴŎŜΩ ƻǊ ΨbŀƳŜŘ {v[ нл16 LƴǎǘŀƴŎŜΩ 

5. 9ƴǘŜǊ ǘƘŜ ǇŀǎǎǿƻǊŘ ŦƻǊ ΨǎŀΩ ŀŘƳƛƴƛǎǘǊŀǘƻǊ ŀŎŎƻǳƴǘΦ 

Installing SQL Server Management Studio  

Starting from SQL Server 2016 the SQL Server Management Studio is a stand-alone install outside of 
the SQL Server release. This tool is used for maintenance actions (e.g. view content of tables). 
Starting from BCT 8.10.x this install is not available anymore on the DVD. It is recommended to 
download the latest version from: https://msdn.microsoft.com/en-us/library/mt238290.aspx 
The SQL Server Management Studio is free (no SQL server license required anymore) and is updated 
on a regular basis. 

If using SQL Server 2016 Express Edition, note the following: 

¶ For general SQL Server ƭƛƳƛǘŀǘƛƻƴǎ ǎŜŜ ΨBCT Boundary SpecificationΩ. 

¶ SQL Server 2016 Express Edition does not support scheduled backups (SQL agent is not 
included in this edition). For scheduled backups, we recommend a freeware database backup 
tool like ά{v[ .ŀŎƪǳǇ ŀƴŘ C¢tέ όwww.sqlbackupandftp.com). 

 

Installing SQL Server (Standard or Express Edition) manually 

If manually installing SQL Server (Standard or Express Edition) be aware of the following: 

¶ SQL Server ς Service(s) must be configured to run under Local System Account. 

¶ {ŜƭŜŎǘ Ψ{v[ {ŜǊǾŜǊ ŀƴŘ ²ƛƴŘƻǿǎ !ǳǘƘŜƴǘƛŎŀǘƛƻƴ aƻŘŜΩ όŀƭǎƻ ƪƴƻǿƴ ŀǎ ƳƛȄŜŘ ƳƻŘŜύΦ 

¶ 9ƴŀōƭŜ ǘƘŜ ǇǊƻǘƻŎƻƭǎ Ψ¢/tκLtΩ ŀƴŘ ΨbŀƳŜŘ tƛǇŜǎΩ ŦƻǊ ǘƘŜ ǎŜǊǾŜǊΦ 

 

https://msdn.microsoft.com/en-us/library/mt238290.aspx
http://www.sqlbackupandftp.com/
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7. "#4 3%26%2 02/$5#4 ).34!,,!4)/. 

This section describes how to install the BCT server software. Installation of the BCT desktop client 
and the BCT Contact Center Client software is described in 9 CLIENT INSTALLATION AND 
CONFIGURATION. 

Preconditions: 

1. For the BCT server ensure the power options are configured in such a way that the PC never 
goes into standby mode. 

2. Make sure the PBX has the required software version. (The Release Notes for BCT specifies 
the required version.) 

3. Check the system requirements for BCT Server. 

4. Check the IP address and subnet mask of the PBX. The address must be reachable from your 
BCT Server. Ping the IP address from your BCT server. 

5. Enable the Windows Firewall. 

6. In case BCT is connected to UNIVERGE 3C : add the server to the domain of which the 
UNIVERGE 3C server is a member server as well 

Steps: 

1. Insert the BCT product DVD. The BCT DVD Main Menu window appears. If not, double click 
D:\autorun.exe (where D is the drive letter of your DVD drive). 

2. Select and click άBusiness ConneCT SerǾŜǊέΦ 
You are asked first to select a language. 

 

Figure 7-1 Language Selection window 

Select the language and click on OK. 

The Requirements Setup Wizard checks that the server meets the configuration requirements. 
Here is an example: 
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Figure 7-2 System Configuration Check Window 
 

3. Install any missing components. You can leave the Wizard open while you do this. 
To re-check an item, right click on the item and select Re-evaluate. 

4. When all items are successful, click Next. 

¢ƘŜ άLƴǎǘŀƭƭ tǊŜǊŜǉǳƛǎƛǘŜǎέ-window appears. The Wizard checks for required software and installs 
any missing items. 

 

Figure 7-3 Install Prerequisites window 

If the Data Execution Prevention requirement is not met, you will get a dialog box where you 
Ƴǳǎǘ ǎŜƭŜŎǘ ά¢ǳǊƴ ƻƴ 59t ŦƻǊ ŜǎǎŜƴǘƛŀƭ ²ƛƴŘƻǿǎ ǇǊƻƎǊŀƳǎ ŀƴŘ ǎŜǊǾƛŎŜǎ ƻƴƭȅέΦ 
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When all items are successful, click Next. 

If the Security Alert - Driver Installation dialog box appears, click Yes. 

5. ¢ƘŜ ά{ŜƭŜŎǘŜŘ hǇǘƛƻƴ LƴŦƻǊƳŀǘƛƻƴέ-window shows the installation progress.  
When finished, click Next. 
If the Security Alert - Driver Installation dialog box appears, click Yes. 

6. When asked to restart the system, click Restart Now. Wait until the PC is restarted and the 
installation continues 

7. ¢ƘŜ ά²ŜƭŎƻƳŜ ǘƻ ǘƘŜ Lƴǎǘŀƭƭ{ƘƛŜƭŘ ²ƛȊŀǊŘ ŦƻǊ .ǳǎƛƴŜǎǎ /ƻƴƴŜ/¢ {ŜǊǾŜǊέ-window appears. 

 

Figure 7-4 InstallShield Welcome window 

Click Next. 

8. ¢ƘŜ ά{ŜǘǳǇ LƴŦƻǊƳŀǘƛƻƴέ ǿƛƴŘƻǿ ŀǇǇŜŀǊǎΦ 
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Figure 7-5 Setup Information Window 

Enter the Database location, username sa and password. When all is OK, click Install. Continue 
with step 14 The "Installing" window appears. 
If you wish to change the server name, the name of the BCT SQL database or installation folders 
click Advanced. 

9. The "Server name" window appears. 

 

Figure 7-6 Server Name window 

Enter the server name and click Next. 

10. The "Destination Folders" window appears. 

 

Figure 7-7 Destination Folders window 

Choose the Destination Folders and click Next. 
- Default path for executable files: C:\ Program Files (x86)\ NEC\  



  

213 

  

- Default path for data files: C:\ NEC\ Data Files\  
Click Next. 

11. The "Database Information" window appears. 

 

Figure 7-8 Database Location window 

Enter the Database location, username sa and password.  
Optionally change the name of the BCT SQL database and click Next. 
¢ƘŜ άǎŀέ ǳǎŜǊ ƛǎ ƻƴƭȅ ǳǎŜŘ ŘǳǊƛƴƎ ƛƴǎǘŀƭƭŀǘƛƻƴΣ ŦƻǊ ƴƻǊƳal BCT operation the SQL login "BCT-
Services" is created on the SQL server. 

12. The ά{v[ /ǊŜŘŜƴǘƛŀƭ /ƻƴŦƛƎǳǊŀǘƛƻƴέ ǿƛƴŘƻǿ ŀǇǇŜŀǊǎ 
 

 
 



214 

 

 
 
Enter either a manual password (inclusive confirmation) or select checkbox to automatically 
generate a password for the BCT SQL account and click Next. When password and confirmed 
password does not match next message is shown. 
 

 

13. ¢ƘŜ άwŜŀŘȅ ǘƻ Lƴǎǘŀƭƭέ-window appears.  

 

Figure 7-9 Ready to Install window 

You can go back to the previous steps if required.  
When all is OK, click Install. 
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14. The "Installing" window appears. 

 

Figure 7-10 Installing window 

15. ²ƘŜƴ ǘƘŜ ƛƴǎǘŀƭƭŀǘƛƻƴ ƛǎ ŦƛƴƛǎƘŜŘΣ ǘƘŜ άLƴǎǘŀƭƭ{ƘƛŜƭŘ ²ƛȊŀǊŘ ŎƻƳǇƭŜǘŜŘέ-window appears. 

 

Figure 7-11 Installation completed window 

Mark the Start the άConfiguration Wizardέ after setup has finalized check box and click Finish. 
The check box does not appear during upgrading of an existing BCT system. 

 Note: Finalizing the installation may take a while, be patient with the system. 
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16. When asked to restart,  

 

click Yes. When the PC is restarted the Configuration Wizard will start. 

Note:  During an installation, services related to BCT are stopped. When other applications are still 

running on the server, they might have dependencies to the BCT services. The BCT install is not 

able to stop a service that has a dependency to other/unknown services. When the installation 

remains a long time at 'stopping services', you should look at the list of services and see which 

service is in 'stopping' mode. Stop (or Kill) the service in stopping mode or the dependent 

service(s). If the service is stopped the installation should continue. 

Note: If you enable the Windows Firewall after installing BCT, make sure you run the Security 

Configurator to set the specific firewall port exceptions, and then reboot the server. See 8.1.2 

Security settings. 

Note: When switching domains (also e.g. from workgroup to domain), then the firewall settings may 

need to be set again. You can use the Security Configurator (in the Tools menu of the BCT start 

menu entry). See 8.1.2 Security settings. 

Note: When you experience problems during installation and support is required please include the 

ǎŜǘǳǇ ƭƻƎ ŦƛƭŜ ƴŀƳŜŘ Ψ.ǳǎƛƴŜǎǎ/ƻƴƴŜ/¢-{ŜǊǾŜǊψȅȅȅȅƳƳŘŘƘƘƳƳǎǎΩ ƭƻŎŀǘŜŘ ƛƴ ŦƻƭŘŜǊ 

C:\Program Files (x86)\Common Files\NEC\{ŜǘǳǇ [ƻƎ CƛƭŜǎΩ 

7.1. Uninstall ing BCT 

The application and all the supporting modules can be uninstalled via Start > Control Panel> Add or 
Remove Programs. 

7.2. Upgrading BCT  

For information on how to upgrade, please refer to the related Release Notes which can be found on 
the DVD under D:\Business ConneCT Resources\Documentation. 
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8. 3%26%2 #/.&)'52!4)/. 

8.1. Generic configuration  

8.1.1. Using the Configuration Wizard  

Use the Configuration Wizard to configure BCT for a stand-alone PBX, an operator and/or Contact 
Center configuration. For more complex configurations use the BCT System Settings and the BCT 
Supervisor Dashboard.  

If you need to modify the configuration, you can use the Configuration Wizard again to modify the 
desired items. However, when the configuration is too complex or too many changes have been 
made, the Configuration Wizard will not start. You will get the warning ƳŜǎǎŀƎŜ άLƴŎƻƳǇŀǘƛōƭŜ 
Configuration DeteŎǘŜŘέΦ In that case, use the BCT System Settings or the BCT Supervisor Dashboard 
to make changes. 

Note: for UNIVERGE 3C server systems having Open Numbering Plan enabled, the Configuration 
Wizard cannot be used to initially create the PBX, use BCT System Settings instead. However when 
the PBX is synchronized for the first time, the Configuration Wizard can be used afterwards to 
configure VMP lines, Routing Points, operator and agent routers etc. 

Note:  All possible steps of the Configuration Wizard are described here. In your case, the 

Configuration Wizard will skip some steps, depending on the type of PBX that you have. 

1. Start the Configuration Wizard. Either select the option at the end of the install program, or 
go to Start/Program Files (x86)/Business ConneCT/Tools and select Configuration Wizard. 

2. After a prepare dialog the welcome screen of the Configuration Wizard appears. 

 

Figure 8-1 Configuration Wizard welcome screen 
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If you already used the Configuration Wizard, you will get the following screen: 

 

Figure 8-2 Configuration overview screen 

In that case you must select Configuration Wizard from the Configure menu, to get the welcome 
screen. 

Click Next in the Welcome screen. 
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3. ¢ƘŜ ά5ŜŦŀǳƭǘ [ŀƴƎǳŀƎŜέ-window appears. 

 

Figure 8-3 Select Default Language screen 

Select the required language for the application and prompts and click Next. 

4. ¢ƘŜ ŦƛǊǎǘ άt.· ŎƻƴŦƛƎǳǊŀǘƛƻƴέ-window appears.  

 

Figure 8-4 PBX Configuration screen 

Note that some fields may or may not be shown, or may be presented in a separate window, 
depending on the PBX type.  

Enter the required information: 

¶ Enter the PBX Name and PBX Type. 

¶ Enter the IP address / Host name 

 



220 

 

 

 

For UNIVERGE 3C some additional fields are required: 

¶ Port Number: port that is used for UNIVERGE 3C web service, see 2.4.1 Port usage 

(UNIVERGE 3C CTI port).  

¶ Domain Name: the fully specified domain name is required to connect to Active 

Directory. 

¶ Username: the user should be the CTIuser AD user account, created as described in 

sections 

4.6.2.1 How to create a CTIuser account and 4.6.4.9 Configure CTIuser. 

Note: For the PBX types SV8100/SV9100 and UNIVERGE 3C, the license is based on using the PBX 

as license server. In that situation the checkmark "Use as license server" in the Single PBX 

Configuration screen must be set. 

5. Depending on the type of PBX, some of the following fields are disabled: 

¶ Requires Authentication: you may need to select this box before you can use the 
Username and Password fields. 

¶ Password: this is the password that is used by the PBX user administrator. The default 
SV8100/SV9100 is user1 with password 1111. The default for AspireX/AspireUX is USER1 
with password 1111. Note that user name is case sensitive. 

¶ Advanced: If the PBX has not yet been synchronized successfully, the Advanced button is 
enabled. If you Click on it, the Advanced PBX Settings window is displayed: 

 

PBX: IP address/Host name of the PBX:  

SV8500 /SV9500 LAN2 (ACT) IP address 

iS3000 CPU3000, CPU4000 or CIE board 

SV8100 /SV9100 VoIP board 

SV9100-TAPI Voip board 

SV8300 /SV9300 VoIP board 

UNIVERGE 3C UNIVERGE 3C system 
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Figure 8-5 Advanced PBX Settings 

By default Open Number Scheme is not supported. Click on Support Open Number Scheme to 
change that. You have the possibility to define whether the current (first) PBX should be put in a 
cluster that supports Open Number Scheme (enter cluster id in Cluster Id for Current PBX) or in a 
cluster that supports Closed Number Scheme (leave Cluster Id for Current PBX empty). 
Click on OK. 

Click Next. 

6. ¢ƘŜ ά{ȅƴŎƘǊƻƴƛȊŀǘƛƻƴ ǿƛǘƘ t.·έ-window appears and the Configuration Wizard starts 
synchronizing.  

 

Figure 8-6 PBX Synchronization in progress screen 

Wait until this is completed. Be patient, Synchronization might take some time. When 
Synchronization is completed successfully, click Next. 

7. The license window appears. 
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Figure 8-7 Configuration of licenses screen 

If you use the LMC to obtain licenses, select LMC Server, and fill in the IP Address / Host Name. 
The default port number has been filled in already. 

Click Next. 

Note: For the PBX types SV8100/SV9100 and UNIVERGE 3C (US), the license is based on using the 

PBX as license server. In that situation the checkmark "Use as license server" in the PBX 

Configuration screen must be set.  

8. The license activation window appears (only in case of Japanese Domestic license file): 

 

Figure 8-8 License Activation Screen 

Note: Lǘ ƛǎ ǇƻǎǎƛōƭŜ ǘƻ ǇƻǎǘǇƻƴŜ ǘƘŜ ŀŎǘƛǾŀǘƛƻƴ ǎǘŜǇΦ Lƴ ǘƘŀǘ ŎŀǎŜ ƭŜŀǾŜ ǘƘŜ ƛƴǇǳǘ ŦƛŜƭŘ ΨEnter the 

!ŎǘƛǾŀǘƛƻƴ YŜȅΩ ŜƳǇǘȅ ŀƴŘ ǇǊŜǎǎ ǘƘŜ Ψ!ŎǘƛǾŀǘŜΩ-ōǳǘǘƻƴΦ !ǎ ǊŜǎǳƭǘ ǘƘŜ ΨNextΩ-button will be 

enabled. 

Please remember that the Business ConneCT license has to be activated within 30 days! BCT 
license activation can be done via the BCT Configuration Wizard or via the BCT License Manager 
(Start > Business ConneCT > Tools) 

Execute next steps: 
a) Select the Network Card (NIC) to which the license will be bound to.  

Note: Removing or changing the NIC afterwards will de-activate the license. In that 

case the license has to be activated again within 30 days.  

b) DŜǘ ǘƘŜ ΨYŜȅ/ƻŘŜΩ-file (KEYCODE.act), which is required to retrieve the Activation Key in 
the next step. The KeyCode-file contains information about your license file and the 
selected NIC. 

c) Visit the Japanese License Center internet page by pressing the link (the page will open in 
default web-browser).  
At the License Center internet page: log in into your account, and go to your product page 
ŦƻǊ ǊŜǘǊƛŜǾƛƴƎ ǘƘŜ !ŎǘƛǾŀǘƛƻƴ YŜȅΦ ¸ƻǳ ǿƛƭƭ ōŜ ŀǎƪŜŘ ŦƻǊ ǘƘŜ ΨYŜȅ/ƻŘŜΩ-file. 
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Note: You can also visit the site using another PC/Laptop; it is not mandatory to do this 

from the BCT Server PC. However, in that case you will need to transfer the 

ΨYŜȅ/ƻŘŜΩ-file to this other PC and take over the Activation Key.  

d) Enter the Activation Key, as ǊŜǇǊŜǎŜƴǘŜŘ ƻƴ ǘƘŜ ƛƴǘŜǊƴŜǘ ǇŀƎŜΣ ƛƴ ǘƘŜ ƛƴǇǳǘ ŦƛŜƭŘ άEnter the 
Activation Keyέ ŀƴŘ ǇǊŜǎǎ ǘƘŜ άActivateέ-button. In case of valid activation, the activation 
ǎǘŀǘŜ ƻƴ ǘƻǇ ƻŦ ǇŀƎŜ ǿƛƭƭ ŎƘŀƴƎŜ ǘƻ ƎǊŜŜƴ ά!/¢L±!¢95έΦ 
 

Click Next. 

9. If required for your PBX type, ǘƘŜ ά{ǇŜŎƛŀƭ aƻƴƛǘƻǊŜŘ bǳƳōŜǊέ-window appears. 
Please refer to the relevant PBX chapter for more information. 

Select the number and click Next. 

10. ¢ƘŜ άaŜŘƛŀ tƻǊǘǎέ-window appears.  

 

Figure 8-9 Assign Media Ports for VMP screen 

If you have defined the Media Ports / VMP lines correctly in the department or UCS group in the 
PBX (see chapter 4.x ς x depends on which PBX type you use), the Configuration Wizard detects 
automatically which extensions are suitable / available as Media Ports. 

Select the available Media Ports and press '>' to assign them as VMP line. The channel number is 
assigned incrementally by the Configuration Wizard. 

Click Next. 

11.  If VMP is selected during installation, the following window appears: 
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Figure 8-10 VMP Media Settings page 

Enter: 

¶ the IP address of the VoIP card (applicable for SV8100/SV9100 / AspireX/AspireUX) 

¶ the IP address of the BCT server (applicable for SV8300/SV9300 / SV8500/SV9500).  

Note that this is the IP address on the BCT server side, which is connected via the network to 

the PBX VOIP card.  

¶ the SIP-Server IP address (applicable for iS3000) 

For SIP@Net, the Secure Media (TLS+sRTP) option can be selected. 

¶ the UNIVERGE 3C Server address (UNIVERGE 3C). 

For UNIVERGE 3C, the Secure Media (TLS+sRTP) option can be selected. 

¶ You can enter a password for secured SIP authentication on all VMP IVR-lines. 

¢ƘŜ άLƴǘŜǊŦŀŎŜέ-field is the IP address used to interface to the PDS-Server, to the SIP-Server or to 
the UNIVERGE 3C System.  

When you return to the Configuration Wizard, click Next. 

12.  ¢ƘŜ ά±ƻƛŎŜmail /ƻƴŦƛƎǳǊŀǘƛƻƴέ-window appears. 



  

225 

  

 

Figure 8-11 Assign Voicemail access DNR screen 

The Voicemail Access DNR has been defined in the PBX (see chapter 4.x ς x depends on which 
PBX type you use). 

Select the correct voicemail access number from the drop down list and click Next. 

13. ¢ƘŜ άhǇŜǊŀǘƻǊ /ƻƴŦƛƎǳǊŀǘƛƻƴέ-window appears. 

 

Figure 8-12 Define Operator Settings screen 

If you have defined the DNRs associated to the Operator queues, and Night Extension correctly in 
the PBX (see chapter 4.x ς x depends on which PBX type you use), the Configuration Wizard 
detects automatically which DNRs are suitable / available. 

Select the Queue numbers. 

Enter the operator Router Name. 

Select the operator Night Extension. 
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Click Next. 

14.  ¢ƘŜ ά!ƎŜƴǘ wƻǳǘƛƴƎ !ŎŎŜǎǎ /ƻƴŦƛƎǳǊŀǘƛƻƴέ-window appears. 

 

Figure 8-13 Agent Routing Access Configuration screen 

The DNRs have been defined in the PBX (see chapter 4.x ς x depends on which PBX type you use). 

Select the Agent Routing Access DNR. 

Select the Agent Routing Exception DNR. 

Select the Agent Logon DNR. 

Select the Prompt Recording DNR. 

Assign Routing Point: Assigning at least one routing point is for most PBX types required, 
because the system has to be able to put a call on hold via a routing point. 

Click Next. 

15.  If the BCT Contact Center ǇŀǊǘ ƛǎ ǳǎŜŘΣ ǘƘŜ ά!ƎŜƴǘ wƻǳǘŜǊ /ƻƴŦƛƎǳǊŀǘƛƻƴέ-window appears.  
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Figure 8-14 Agent Router Configuration screen 

Select the following: 

¶ Agent Router Name (plus QueueTime, QueueLength, ForcedNotReadyTime, ACWTime); 

¶ Agent Routing Clock Times (week days + weekend days); 

¶ Agent Routing Exception Destination. 

Click Next. 

Note: The Base port number is by default 51870 and doesn't need to be changed unless another 

application is using the same portnumber (see 8.1.6.8 Media Ports Configuration) 

16.  ¢ƘŜ ά5ƛŀƭƛƴƎ wǳƭŜǎέ-window appears. 

 

Figure 8-15 Dialing Rules window 
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For more information see 18 Appendix H ς DIALING RULES AND NUMBER CONVERSION. 
 
The dialing rules define in which area (and country) your PBX is located, and some of the internal 
parameters used in handling telephone numbers. Usually you need only one set of dialing rules, 
which defines the "Default Area". You can specify additional areas, see 8.1.11 Dialing Rules, if 
needed. 

Here you define the Default Area. 

¶ Country Code ς see note below 

¶ Area Code 
Note: Fill in the Area Code as presented in the international number format, usually 
without the National Access Code. For countries where local numbers include the Area 
Code, this field must be left empty. 

¶ Outside access code(s). The first code is used by BCT used for outside access. 
Note: You can specify a (comma separated list). Any other codes can be used by the PBX. 

¶ Maximum internal number length 

¶ Option "Number conversion is applied to entered numbers for call setup" 
This applies only to telephone numbers entered manually by a user to make a call 
(default = activated). 

Note: If this option is deactivated, then the user must enter dialable numbers, so 

include outside access code and area code, if required. Deactivating this option 

may be required if there is (substantial) overlap between internal numbers and 

local numbers. 

Click Next. 

Note: Trunk access codes: For a number of PBX types, numbers over the trunk lines must be 

prefixed with an access code to get correct phone number information. See 18.3.2 Trunk 

Line access codes whether this is the case for your PBX. 

Note: When you have entered the Country Code, the national number plan of that country is 

available in BCT, provided that the country is supported in the Dialing Rules. A list of 

supported countries can be found in the BCT Boundary Specification.  

When your country is not in this list, only basic conversions are done, like removing non-

dialable digits and adding national and international prefixes. To ensure correct number 

conversion, please contact the support desk. 

17.  The Finalize Configuration window appears. 
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Figure 8-16 Finalize Configuration window 

Mark the check boxes and click Next. 

18. ¢ƘŜ ά{ȅǎǘŜƳ {ǘŀǊǘǳǇ {ǘŀǘǳǎέ-window appears. When this is ready, click Next. 

 

Figure 8-17 System Startup status screen 

19.  ¢ƘŜ ά9ƴŘ ƻŦ /ƻƴŦƛƎǳǊŀǘƛƻƴ ²ƛȊŀǊŘέ-window appears. 
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Figure 8-18 Successfully completed screen 

aŀǊƪ ǘƘŜ ά!ŘŘκaƻŘƛŦȅ ¦ǎŜrs (Launch Directory Browserύέ-check box if you want to start 
importing users. 

Click Finish. 

The data you entered is imported into the BCT database, and then the configuration overview is 
presented. See Figure 8-2 Configuration overview screen. 

8.1.2. Security settings  

Network security 

After installing BCTΣ ȅƻǳ Ƴǳǎǘ ǎŜǘ ǘƘŜ ǎŜǊǾŜǊ ǎŜŎǳǊƛǘȅ ǇƻƭƛŎƛŜǎ ǘƻ ƳŀǘŎƘ ǘƘŜ ƴŜǘǿƻǊƪΩǎ ǎŜŎǳǊƛǘȅ ǇƻƭƛŎȅΦ 
BCT includes the Operating System Security Configurator tool. If required, use this tool to enable BCT 
related programs and services in combination with the Windows Firewall. 

See sections about Windows Firewall Configuration below. 

In case a 3rd party security kit is used, combining virusscanner and firewall, then the Windows 
Firewall will be disabled. In that case you need to add the BCT processes in the exclusion list (or 
trusted applications) of the 3rd party firewall. See 8.1.2.4 3rd Party Firewall configuration. 

Note: Programs like Backup tools or Virusscanners (scanning process, but also virusscan updates) can 

be so intensive, that the real-time handling of BCT cannot be guaranteed. So it is advised to 

perform these actions in low traffic hours. 

Public access to BCT web pages 

When a customer wants some BCT functionality to be available from outside the company network, 
the BCT Server is placed in the DMZ. By default all BCT web pages and folders are then publicly 
accessible from the internet. To protect against unauthorized access see chapter 22 Appendix L ς 
HOW TO LIMIT PUBLIC ACCESS TO BCT WEB PAGES AND WEB APPLICATIONS. 

Other generic security related topics 

For generic security related topics see white paper [Securing BCT Web Application] in 1.1 References 
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8.1.2.1. Windows Firewall configuration - Remote SQL Server access  

When the SQL Server is running on a server where the Windows Firewall is turned on, you need to 
enable (allow) remote access in case: 

¶ - ¶ SQL Server is installed on a dedicated remote server PC or when 

¶ - ¶ SQL Server is installed and running on BCT server and access is required by BCT 

Contact Center Client. 

When the SQL Server default instance is used by default it will listen on the fixed TCP port 1433. 

This port should be opened in the firewall. However, when using a SQL Server named instance, you 
should first configure the Database Engine to listen on a specific port known as fixed port or static 
port. By default a named instance will listen on dynamically defined ports.  After configuration this 
fixed TCP port should be opened in the firewall. 

To configure the SQL Server to listen on a specific port, use procedure below: 

Preconditions: 

1. Make sure that the computers are registered in the same domain. 

Actions: 

1. In SQL Server Configuration Manager, expand SQL Server Network Configuration, and then 
click on the server instance you want to configure. 

2. In the right pane, double-click TCP/IP. 

3. In the TCP/IP Properties dialog box, click the IP Addresses tab.  

4. In the TCP Port box of the IPAll section, type an available port number. For example 49172 
(should be in range from 49152 through 65535, see http://www.iana.org). 

5. Click OK to close the dialog box, and click OK to the warning that the service must be 
restarted. 

6. In the left pane, click SQL Server Services. 

7. In the right pane, right-click the instance of SQL Server, and then click Restart. When the 
Database Engine restarts, it will listen on the defined fixed TCP port. 

Notes: 

- For detailed information about SQL Server aspects when running on another server see Microsoft 

documentation (e.g. http://msdn.microsoft.com/en-us/library/ms345343(v=sql.105).aspx). 

- ¸ƻǳ ǎƘƻǳƭŘ ŜƴŀōƭŜ ǘƘŜ ǇǊƻǘƻŎƻƭǎ Ψ¢/tκLtΩ ŀƴŘ ΨbŀƳŜŘ tƛǇŜǎΩ ƻƴ ǘƘŜ ǊŜƳƻǘŜ {v[ {ŜǊǾŜǊ ŘŀǘŀōŀǎŜ 

engine. 

- To connect to SQL Server named instance using computer name and instance name the SQL 

Server Browser service should be running and the UDP port 1434 should be opened in the firewall. 

http://www.iana.org/
http://msdn.microsoft.com/en-us/library/ms345343(v=sql.105).aspx)
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8.1.2.2. Windows Firewall configuration - Server 

Actions: 

1. Open the Security Configurator via: Start\Programs\Business ConneCT\Tools\Security 
Configurator 

2. After starting the Security Configurator, the Windows Firewall tab shows: 

 

Figure 8-19 BCT related programs and services that are affected by Windows Firewall 

3. Set all check boxes for the BCT related programs and services to enable them. If no Windows 
Firewall is present it will show on the top of the screen, the list will be grayed out, no action 
is necessary. 

 Note: The "Identity" tab is not used for BCT. 

8.1.2.3. Windows Firewall c onfiguration - Client  

The following ports should be open in the firewall (added to exception list) for proper client behavior. 
Please configure this prior to install of client (to prevent Windows Firewall security alerts). 

Á UDP ς Ports 51871..51873 (or higher) 

Refer to 2.4.1 Port usage for more details on port numbers. 
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8.1.2.4. 3rd  Party Firewall c onfiguration  

In a third party firewall you need to configure which executables and / or ports you need to include 
in the Firewall exclusion list. In the following list "EXE" indicates an executable and "TCP" indicates a 
port. (The paths relate to a 64-bit operating system) 

1. CTI Service 
EXE = C:\Program Files (x86)\Common Files\NEC\TSAPI Service\sophocti.exe 

2. DAP Controller (PDS) 
EXE = C:\Program Files (x86)\Common Files\NEC\VMP\pds.exe 

3. DECT Access Service 
EXE = C:\Program Files (x86)\Common Files\NEC\Services\AccessService.WinService.exe 

4. FrontEnd Service 
EXE = C:\Program Files (x86)\Common Files\NEC\Services\FrontEnd.WinService.exe 

5. Remoting Service 
EXE = C:\Program Files (x86)\Common Files\NEC\Services\RemotingService.WinService.exe 

6. SIP-PDS Proxy Service 
EXE = C:\Program Files (x86)\Common Files\NEC\VMP\SipPdsProxy.exe 

7. SQL Server  
TCP= 1433 (note 1)  

8. Remote Call Control Service 
EXE = C:\Program Files (x86)\NEC\Remote Call Control\RCC.exe 

9. Reporting Service 
EXE = C:\Program Files (x86)\Common Files\NEC\Services\Reporting.Service.WinService.exe 

10. Supervisor Dashboard 
EXE = C:\Program Files (x86)\NEC\UCS-Module\Supervisor\Supervisor.exe 

11. UCS Licensing Interface 
EXE = C:\Program Files (x86)\NEC\UCS-Module\LM2UCS\LM2UCS.exe 

12. UCS Runtime Manager 
EXE = C:\Program Files (x86)\NEC\UCS-Module\Server\UCSRTM.exe 

13. UCS Runtime Service 
EXE = C:\Program Files (x86)\NEC\UCS-Module\Server\UCSRuntime.WinService.exe 

14. VMP Service 
EXE = C:\Program Files (x86)\Common Files\NEC\VMP\VmpService.WinService.exe 

15. Wallboard API 
EXE = C:\Program Files (x86)\NEC\UCS-Module\WallboardService\PhilipsWB_API.exe 

16. Wallboard Manager 
EXE = C:\Program Files (x86)\NEC\UCS-Module\WallboardService\PhilipsWBManager.exe 

17. Wallboard Service 
EXE = C:\Program Files (x86)\NEC\UCS-Module\WallboardService\PhilipsWBService.exe 

18. World Wide Web HTTP  
TCP= 80 (note 1) 

Note: Refer to 2.4.1 Port usage for more details on port numbers. 
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8.1.3. Activate  BCT lic enses  

The actions to take to activate BCT licenses depend on the type of License mechanism you use. Each 
type is described in a separate subchapter. For BCT dongle based licensing please refer to Appendix R 
ς Dongle Usage (Asian Market Only). 

When configured correctly it should display as shown in next two example screenshots below.  
The figure on the right-side is when the License Manager is configured for using LMC. 

 

8.1.3.1. Japanese Domestic License (License File + Activation)  

Preconditions:  

1. Make sure the License file is available on BCT Server when start loading and activating the 
license via the License Manager: 
 
Start via Start-menu > Programs > Business ConneCT > License Manager. 
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Load the License string (File > Load New License). The Load New License window will appear: 

 

Select the license file and click Open 
 
Instead of the License Manager, you can use the Configuration Wizard on first installation (See 
8.1.1. Using the Configuration Wizard). 

To retrieve the license file (and the Activation Key), please visit your product page at the 
Japanese License Center website at: http://www.bcom.nec.co.jp/sla (requires log-in). 

2. An internet connection is available (either via the BCT Server or another PC/laptop) to visit 
the Japanese License Center website (http://www.bcom.nec.co.jp/sla) during the Activation 
phase.  
It is not required that BCT Server should have website access. 

3. The user account information for above website is available 

Steps:  

1. Start the License Manager via Start-Menu > Programs > Business ConneCT > Tools > License 
Manager.  

2. Load the license file via the File-menu.  

http://www.bcom.nec.co.jp/sla
http://www.bcom.nec.co.jp/sla



















































































































































































































































































































































































































































































































































































