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

Business ConneCT is anibne UnifiedCommunication solution thgtrovides OperatorContact
Centerand Employee functionality on orserver, using one database and a single user interface. This
scalableflexible and robust UC solution is ideally suited to meet the dynaosiness

communication needs of todajgusiness ConneCT suppdrt§ f b9/ Q& SEAaGAY3I t .

Changes to this Installation Guide compatedusiness Conne@&rsionll.1are marked yellow.
Note that if an entire chapter is new, only the chapter header wiliagked yellow.
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1.) . 42/ $5#4) /

BCTis a bsiness telephony application. Based on user roles, it offers oper&orgact Center
agents and employees all the functionality they need for effective communication.

T

Employee Modern office users expect more from their office communication solution and
that is whatBCTprovides. Easy and complete directory access, call rapgiresence
management, voia@ail, group display and availability information is all included in desing
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 havéltan the operator position, the
intuitive interface provides a very effective solution.

Contact Centeagents BCToffers the most requiredContact Centefunctionality. Starting
with basic call routing for the typical small help desk environment tacaanhd functionality
like skill based routing, Email routing, Awttiendant/IVR, caller identification and complete
supervisor.

The key features of thBCTplatform are:

\Y%
V
V
V

\Y

One server;

One integrated databas@ee alsd\ote 1);
One overall installation;

One Bint of Management & Point of entry;

One User Interface for all roles.

If the customer wants to synchronize betweB&Tand for example MA4000, you need to install the
Aranea adebn tool. This tool is available on tlBTproduct DVD. For information, plsa refer to
the Aranea Installation and Configuration Guide

TheConfiguration Wizartielps you to configure the application. This makes it much easier to
configure Operator, Agent and Voicemail handling. Thefiguration Wizardan also be used to
make changes in the system when the system is configured vi@dghéguration WizardSee section
8.1.1Using the Configuration Wizard

Notel: KS RSFrdzA G ./ ¢ {v[ RFGFoFAS yIYS Aa &' yAads$S

RAZINAY3I AyAGALFET Ayadrtt 2F ./¢ GKS a! yAdaSRé
should be interpreted as the custatefined database name.

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

18

operating system environmefg.g. C\Program Files (x86)). If you use a 3bit environment,
you need taisethe correspondindpcation(C\Program Files.).
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1.1. References

BCT Administrator Guide Canbe found on D:Business ConneCT ResourBeExumentation
BCT12.00 - AdministratoiGuideEN. pdf

BCT Supervisor Guide Can be found oDABusiness Conne@®EesourcedDocumentatioh
BCT12.00 - SupervisoGuideEN.pdf
BCT User Guide Is also available as &ine Help. Rightlick on the "?" icon of the

Business ConneCT desktop client for the-BEarGuideXX.pdf. (xx 5
language). File can also fueind on DiBusiness ConneCT
ResourceédDocumentationUser Guides

Securing BCT Web Can be found on EBusiness ConneCT

Applications ResourceédDocumentationWhite Papers
BCT Mobile Cliedetwork  [Can be found oD\Business ConneCT

Security ResourcedDocumentatiohWhite Papers
Aranea Installation and Ca be found orDAAranea3.03\

Configuration Guide

BCT Boundary Specification| Can be found on BBusiness ConneCT ResourBexumentation
We strongly advise you to use the latest version

Can be found on NEBusinesBletca | 2YS B t N2 RdzO
> Unified Communications > Business ConneCT > Product
520dzYSyiaé¢ 6dzyRSNI W{ SNBAOS al

Note: Locations above assuntieat D: is thedrive 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 Telephopplications 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 Systesignaling 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 translatior
NSIP |NEC Sessidnitiated Protocol Terminal protocol
OAl Open Application Interface Interface protocol
oS Operating System Software layer
PBX Private Branch Exchange System
owl Open Web Interface APlprotocol
PID Personal Identification Security key
PVE PrivateVirtual extension Interface protocol
PVM | Protected Virtual Machine Software layer
RTP Realtime Transfer Protocol Interface Protocol
TAC Trunk Access Code Dialing rules concept
UCD |Uniform Call Distribution PBX feature
UCS |Unified Contact Server Software layer
ul User Interface Software layer
VM Virtual Machine (A virtual PC not directly runninggdrysical HW, |Software layer

but rather on a virtual HW layer provided by the Hypervisor)
VMP | Voice Media Processing Interface protocol
XPS | XML Paper Specification Microsoft doc format

1.3. Installed ¢ omponents

This section summarizes the application shortcuts dratavailable after installation.

1.3.1. Server components

Busines€onneCT

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

1 BCT Supervis®ashbard ¢ providesa graphicabnd user friendlynterface for Administrator
and Supervisor.

To the Supervisot provides a Dashboard, Monitors and Floorplans to viewties contact
center information To the Administrator it providestaol kit for building theCall Flow

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

Call Flowcan be built by connecting standard modules. Several diffeCatitFlondesigns can

be configured to run simultaneously andgarallel.
1 BCTSystem Settings for user management angeneral configuration of the system
1 Business ConneCT Clierg BCT server may also include BCT cliee¢ below.
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Documentation

This folder contains:

1 BCT Administrator Guide
1 BCT Supervisor Guide

Tools

This folder contains:

1 Configuration Wizard allowsinitial configuration of BCT for a staaatbne PBX with a single
operator.

1 Diag@Net Monitok, used to monitor trace files and set trace levels.

1 Directory Import Formatter validatesa CSV filéor having a BCT readable formalich can be
used for import via the Directory Import feature of BCT.

1 License Manageg used to activate the licenses for BCT modules.

1 Runtime Managec BCT uses a service called UCS Runtime. You must staitvice so that
the Contact Center part of B@Tayoperate 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.

1 Security Configuratog used toset the server security policies.

1 System Health Statusdisplayshe health status of various components of BCT.

1 System Info Consolecan be usedo create an overview of the installeasbmponents and system
settings.

1 Configuration Manager used to modi§ the values okeysin BCT configuration files.

1 Seaver Manager; used for making database and settings backup and restorchangeBCT
servicesSQlaccount credentialand repair secure port certificate bindings

1.3.2. dient components

Busines€onneCT

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

1 Business ConneCT Clientised to start thaBCT Desktop Clieapplication on the PC.

Note: BCT includes al®CT Essential Employee Cl{grb client) with essential functionality for the
Employee.See23 Appendix Mc ESSENTIAL EMPLOYEE CINEWNALLATION AND
CONFIGURATION

1 BCT Supervis®ashbard ¢ this is aContact Centemanagementaind monitoring tookhat can

be installed on the @nt PCvia theBCT Contact Centeri€it package fronthe product DVD.

Documentation

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

T BCT Administrator Guide
1 BCT Supervisor Guide
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1.4. Deployment v iew

LAN
CTI
PBX
Dislogic or VMP ! SB:rngaress ConneCT
W 7 IVA-lines
4

Figurel-1 BCToverview

TheBCTapplications are available centrally on a server and distributed over the network to the
clients. In the context of this document, clients are computers on whiclBB@&pplications are
used, i.e. the end user computers.

The following components are usénBCT

BCTServer Software

BCTClient

BCTuses the United database

Client computers including web browsers
Data network

Database (server)

= =4 -4 —a -—a -8

The CTI link is the licensed connection betweenBfdserver and the PBX. Both ends of the link
need fixed IP adésses.

U ForaSV81005V9100AspireXAspireUX SV83005V9300or SV85005V9500- this is theOAl
(/MAT) interface

U For an SV91GUAP this is the TAPI Bparty CTI Driver) (/MAT) interface.

i For an iS3000SIP@Net this is theCSTA/PVE)nterface

U ForUNIVERGE 3(his is the SOAP Web Service Interface.
Note: The main difference between (SV8100)/SV9100 and SYBABO is the usage of OAI versus
TAPI (3 party CTI driver). Where BX/Business ConneCT) configuration is identical for s
SV8100/SV9100 is indicated in this document. For explicit differences, SVAP0Gs indicated
separatelyln certain geographical regions only TAPI is supported for SV9100.
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1.5. Licensing
The following figure shows tHBCTlicenses and the valid conmations.

+ = Giflbok Cal.* "
>—¢_¢.—1 s

Btions

(0]

Platform l&:Ies —

'YYY

T
Reporting

Voicemail - Essential X
~ only User ‘Employee

UC Connector

A

3C/SV9500/SIP@Net Voice Server Failover

v

A

BCT R12 Platform or BCT R12 Platform Upgrade or BCT Demo# (one always required) {} BCT App (alway q d)
1These modules can be used without Agents

- Ca it W 2 For Employee presence profile management
Legend: 5“'”*9%&%, s * For Operator Calendar pop-up
= > “For Demo purposes, no additional BCT lics. required

v

Figurel-2 BCT license structure

There ardour types of licenses:

Functional licenses
Theyenable a feature. Thigcensecategory comprises all options.

Capacity based licenses
Theyare calculated per user @eritem. This category comprises all user rotag additional system

languagesand the VMP ports Capacity based licenses can be static or concurrent. Employee licenses
are static; this means that the license is associatet ame 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. Additionalystem 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 wiljive you a fixed set of functionality and limiteallchandling
performance (only @oncurrent callgre supported under the Demo License). When the system is
running with a Demo License, this can be verified in the following ways:

f System Healthwillshow5 SY2 {@adadSYé¢ o

1 BCT Desktop Clientll show "Business Conne€Demo Systeraxxxx" in the title bar.
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1 The license manager will shovifadzy OG A2y | f €t A0SyasS OFtftSR a5S8SY
1 Diag@Net (diagnostics) tracing will show trace lines with text "Setting product in Demo
Mode".

Free trial License
Seel.5.1Free Trial mode

1.5.1. Free Trial mode

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

What is Free Trial mode?
I BCThas afee trial mode. In this mode the BCT system will function without licenses. The system

is fully functionalwithin regular BCT boundariesid can be used for®days. After this period
the system will stop working or fall back to the license thaswactive before enabling the free
trial mode.

1 Free trial mode can be used for demo and testing purposes and when the regular / commercial
license is not operatiaa (i.e. wronglicense orderecktc.).

1 Al BCT desktop clients will show in their title Haaittthe system is in free trial mode.

1 7 days before the free trial modexpires the system health page will indicate that there are 7
(or less) days of free trial mode left.

1 The free trial mode can be activated in the BCT Configuration wige@.1.1Using the
Configuration Wizardand in the license manager.

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

1. Start the License Manager \&art-Menu > Programs > Business ConneCT > Tools > License
Manager.

2. To enable free trial mae, click the edit menu optioRree Trial (Disabled)

£ License Ma nager

File View Help

----- I External License Server...
bLctivate License, ..
Free Trial (Disabled)

Remate Dongle. ..

Force Licence Refresh
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3.

4.

In the statis bar is shown that the free trial mode is enabled and how many days are left.

License Manager
File Edit View Help

— O

X

=~ Licensed Applications

B8 Business ConneCT Computers Hosting Application: Free Instance Licenses:
Host Name IP sddress Dof
WwIN-DPBSEQTDEE? 17217.28.30
Licenses Expire:
never
Equipment Licenses: Functionality Licenses:
Equipment kodel Used Free Agent - Duthaund
Emplayee 2 1993 Pragramming Interface
Agent 0 500 E"ibﬂca”bz_ck
Fhone Bazed Agent 0 500 all hecording
. ‘web Chat
Supervisor 0 16
Operstor 0 500 Esternal Presence Integration
Woicemail Only User 0 2000 POSt_ Call SL_WEJJ
Additional Language 0 17 SOCI?' Media
Soft W allbaard 0 &4 Version 12
WP Part 4 196
WP Part, Upgrade from HMP 0 a
Ezzential Emplopes 0 2000
CRM Integration 0 500
UC Connector [Skype for Business Integration) 0 500
Employee-Outlook Cal Intr. [ondaff] oh
EmployeetM to Email Intr. [ondoff] on
Supervizor Full Reporting [an/aff) oh
W allboard [on/off] oh
Auto Attendant / VA [on/off) on
Agent - Skillbazed Routing [an/off] oh
|dentification Fouting [on/off] oh
Agent - Emall Routing [on/off] oh
Ready Free Trial (Enabled, 80 Days left)
In the edit menu the free trial mode enabled is shown.
£ License Manager
File View Help
B-l  Extermal License Setver. .,
Activate License. ..
v Free Trial (Enabled, 86 Days left)
Remote Dongle...
Farce Licence Refresh
¢2 RAAlIOES Kk UdzNYy 2FF UKS FTNBS UNRMIf
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Steps to activatén the BCT Configuration wizard

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

Pleasze select a licenze.

(%) Licensze File

Select a licenze file:

Browsze...

() Licenses in PBX
Load licenzes from: pba1 [S%E100]

() Free Trial

Get acguainted with a fully-functional verzion for a masimum period of 30 dayz. Select this
option if pou don't have a licenze file, or when you want to try features for which you don't
have a licenze. Wou can always enter a licenze file laker,

7. To disable tb 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 S0r higher

What does itmean sharing aiagle license file for multiple BCT servérs

1 One carhavea singleLMClicense file thatan be shared accross multi€T servers
TheLMClicense filehas anumberof BCT application licenségat is equal to the number of BCT
servers that share the Bmnse file. This file must be loaded on a LMC client and all BCT servers
mustbe configured taconnect tothis LMC clientThis can be configured in the license manager
by selecting the same LMC external license servergged.2External License Servand
8.1.3.2.3Use LMC to manage licen¥es

1 Every BCT server wilaim a BCT application license atidrelated featurdicensesare shared by
the BCT servers and can be claimatil no licenses are available anymokeg. when 100 gent
licenses argresent in the LMC license fjlall 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 $iesrare claimed and released when users
sign in or out. Static licenses are set by configuration and will under normal condition hardly
changeFunctional feature licenses are only checked for presence in the license file. This means
e.a. buying a licender Call Survey that it is valid for all BCT servers that share the license file.

1 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 availablenllgghe
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 igoméd licenses. An Alarm is given
about the mismatcl{seell.4.3.34VMP (media port) License Alarm [63))3]
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.

1 Inthe system health tab of system settings (in case of shared license file), the license analysis
rowswill show the following license information: Used x, available y of z.

Note: For UNIVERGE 3C and multiple BCT servers, se@.al8d.1PBXbased License
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For Operating Systems requirements, €T Boundary Specification

2.1. BCT Server requirements

Supported serversll servers thaftulfill the HardwareCompatibility List (HCL) of Microsoft and have
the minimum requirements as stated in tiBCT Boundary Specification

2.2. SQLServer requirements

BCT usean SQL databagby default calledUnited") to store data. You must decide which SQL
Server version to usen most cases, Microsoft SQL Server 2016 Express Edition, as available on the
BCT product DVD, is sufficient. Bthrer reasons €.g. company maiginance or expectedatabase
size)youmight want to usea SQL Server Standawd EnterpriseEdition instead. The database server
can be installed on the BCT server, or a dedicated remote database server.

Forsupported SQL server versions and requiremesgsBCT Boundary Specification

Note: When using remote SQL server, the time difference between the BCT Server and the SQL server
must be less than 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 epaaé 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 PCrequirements

Supportedclient PCsall client machines thatulfill the Hardware Compatibility List (HCL) of
Microsoft and have the minimum requirements as stated inB@&T Boundary Specification

On the client computer Microsoft Internet Explomr Edgemust beusedasweb browserduring
ClickOncénstallationof BCT clientésee9.1.1DesktopClien). Otherwise another browser can be
used as well.

2.4. Network information

In general UDP is used for communication inB@&lclient/server commauication. TCRP is used for
communicatiorthat requires high reliability, such &stweenthe BCT server and the databasethe
BCT Supervis®ashbard clients

2.4.1. Port usage

BCT Server Clientand / or
ports Service ports | Comments
UbP | TCP UDP | TCP
BCT Serva¥ Web-client (generic) (BCdlient / XMLterminal)
80 - HTTP

- 82 HTTP (push server port on XML terminals)
BCT Serve¥ Open Web Interface (OWQlients
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BCT Server Client and / or
ports Service ports | Comments
UDP |TCP |UDP |TCP
32011 - NEC FrontEn8ervicgusing SSL
Used by.NET clientsvhen using Windows or cookie authenticatiandused by
web javascript clients when usimgokie authentication
32013 NEC FrontEnd Service (using SSL)
Used by web javascript clients when usingédws authentication

BCT Server Social Media Providers

80/443

NEC Social Media Proxort 443 for secure connection

BCT Servexr Database Server

1433

On the server where SQL Server is runmiith the default instance. When you
have a named instance by default the listen port used is defined dynamically. It
recommended for a named instance to configure the database engine to listen
specific port known as a fixed port or staport. Fo details see chapte8.1.2.1
Windows Firewaltonfiguration- Remote SQL Servetaess

BCT Server 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 Servicgriia standard HTTPS port)

BCT Serva¥ BCT Client?C andgmart phong

51870

51872
51873
etc

UCS Post Office ServitdDP communication
Clients are starting from port 51782. When more clients are started osahee PC
the port number is increased.

51871

51871

Broadcast / Multicast port (client listens only)

1433

Applicable vinen on the BCT server a SQL Server is runvithghe default
instance.

5000

NEC CTI Service
Used by3rd partyCTI platformapplication

port

Hardware Wallboard (HBased)Note thatg2 NIi Q@ NB LINB a Sy i a -
port on the wallboard itself where BEServer will connect to.

8745

NECFrontEndService

Used byBCT Supervis®ashbard clientand Directory Browser
Boundtothisportigh. / ¢ / 2 Ceytificétd) Zslfisigned certificatereated
by BCT server installatidar ensuring message security

8086

NECRemotingService
Used by Desktop Client

8087

NECRemotingService
Used by Desktop Client (secure TCP port)

9031

NECReportingService
Used byBCT Supervis®ashbard client

80

Used by Desktop Clierfu(l directory accegs

32010

NEC FrontEnd Servig@W!I internal)
Used bySoft Wallboarctlient (only forBCT systems upgraded from before)9.x

32011

NEC FrontEnd Servi@@WI internal)
Used byBCT Agergmart phone ap@nd Soft Wallboardtlient usingSSL)

BCT Serve¥ Licensing (PBX, Supervisor, Remote Dongle)

| 6080

| License port on SV8100/SV9100
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BCT Server Client and / or

ports Service ports | Comments
UbP | TCP UDP | TCP
51670 - License Manager verification for remdBET Supervis®ashbards
- 6001 Remote Dongle
BCT Server VMP (media pogs)PBX / Terminal Clients
0 5060 5060 | SIP signaling Only with iIS3000/SIP@Net and UNIVERGE 3C
The VMP port default value is 0, but can be changed.
0 5070 5070 | SIP signaling Only with AspireX and SV8100/SV9100
The VMP port default value is 0, been be changed.
0 5061 5061 | Secured SIP Signalling (T¢.Snly supported with UNIVERGE 3C and SIP@Net
3456 3456 IP Protims signalingOnly with SV8300/SV9300 and SV8500/SV9500
49000 - Media stream port range as used by VMP &t iplatforms)
+1600 Value 49000 is default, but can be changed.
(range) There are +1600 ports reserved: Max. 200 VMP lines, max 2 calls each with its

RTP+RTCP makes 800. This is doubled to prevent dinest 1&f ports. The ports
are increased per call and resetthe baseport 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] SIFPDS Proxy and PDS Service communication channel
28000 28000 PDS Service towards PBX (Terminal signahit"_DRS / PROTIMS / VoiceContro
28017
+
28018 Each line requires 3 ports, starting from 28018.
+3 ports So 16VMPIlines requires range: 280128065
per line

BCT Server PBX (CTI)
- 60030 | CTI port for AspireX/AspireUX, SV8100/SV9100, SV8300/SV9300 and
SV8500/SV9500
- 8181 | CTI port for SV9160API
- 2555 | CTI port for iS3000 / SIP@Net
- 8088 | HTTP (UNIVERGE 3C CTI port)
- 443 HTTPS (secured UNIVERGE 3C CTI port using SSL)
BCT Server 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 Serva¥ 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
byh{ ¢ KA&d A& NBLNBEBYyANRYAQDO I 620S GFLoftS a w
WnQ YSIya GKFG GKS LER2NI A& o0& RSTlLdA G Reyl YA
Tools. (e.g. the VMP SIP port). Most other BCT ports are also configurable, but this requires

manual adapation of certain configuration files and should be avoided (unless explicit
documented in the manuals).

Note: UNIVERGE 3@Ges even port numbers for HTTP traffic, odd numbers are used for HTTPS traffic.
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Note: An UDP heartbeat mechanism is running betwea@ntand server. This heartbeat is sent once
every minute (unless other communication took place). This is a fixedkintend cannot be
changed.

Between the server and the PBX, NO NAT rostallowed So:

Client 5060606080 0DDDDOBetver 5000005800 0D PRXE OK

Client 00 0 BIREWALL3 O 6 8erver 600000030006 0BBX8& 0K (dfirewall is well configured)
Client 508 3|8AT| 00805 8erver 5300083338030 0PBXEOK -

Client 0608 8|BAT| 608 8erver 3383 NAT| 888 8 ®BX = Not OK!

Client 0000/®&NAT| 000 8erver 006 6 BIREWALL 6 6 &PBX = OK (if firewall is well configured)

The server requires a fixed IP address, after ngkvwehanges you must alwsyestart the server, as
the BCT communication layeontinues with old settings until a reboot is done.

2.4.2. Broadcast / Multicast

Bydefault, BCT uses Unicast conmuaation.

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 tfntime Manager:

e Runtime Manager VMPC-DEVBCT1.devappnl.lab |;l£-
File  View | Configuration
Contact Handie Communication
Line Moy Database Status
- Calrrrarmarer Wait for call

Figure2-1 Runtime Manager Main window

1. Select "©mmunication". The configuration window pops up.

Communication Configuration

Module communication configuration

|:| Enable broadcasting Enable multicasting
Broadcast Address Muiticast Address
|224.22.102
T

Figure2-2 Runtime Manager Communicéion Configuration window

2. Select either:

1 Enable broadcastingnd enter a broadcast address (depends on the subnet the BCT server
and clients are part of or
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1 Enable nulticastingand enter a multicasaddresgin the range 224.0.0.0 until
239.255.255.255)

Only one ofboth 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

BCTsupports both IVR and IMBss Contact Centdunctionality. The choice depends on the wishes
of the customer.

In anlVRconfigurationvoice messages like welcome prompt be playedy VMPSdtware. VMP
Software performs media processing tasks onB@Elserver without requiring th use of specialized
hardware.

AnIVR lessonfigurationlackslVR prompts or houncements.

Note: In anlVR lessonfigurationsome messagesan be provided by the PBX. Egample, those
supplied by the PMDAT board in thinMail board of the SV8108V9100These PBX
generated messages can only be used for a general welcome message and 2 separate UCD
delay announcement essages; they can't be used €all Flownformation (such as attendant
or confirmation prompts.). These PBX generated messages can only be used fal pertias
calling in, mt for internal calls.

In anlVR lessonfigurationa number ofBCTCall Flonmodules cannot be used. The following list
gives an idea what kind of functionality is affected when IVR prompts are not available:

Starter module In anlVR lessonfigurationyou still need &tarter Lindo enter theCall
Flowbut no day period greetings or welcome greeting can be playec
during the starter period.

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

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

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

Phone based agent Agents can't be guided via prompting during the login session. This
login via starter line Fdzy OlUA2y A& NBLXLFFOSR o0& (GKS af
function keys on the agentfeature phone.

Call flow information In a lot ofCall Flowmodules you can inform callers that the phone ca
prompting is sent to anothermodule. By & , 2dz gAftt 0S (NI
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To instalBCTusing the basic installation method, we assume that all requirements are met, the
standalonePBX is prepared and a database is installed.

Installation flow chart:

A*

Install Business
( ConneCT Server

D Start Business ConneCT

Configuration Wizard

E Add/Modify Users

Client
F Deployment

Install Contact Legend: )
G Centre Client [l Preparation

Il Basic installation
Install MS Offic O optional
H Phone Integratio

For detailed information please refer to the relevant sections:

A 4.1General

4.2 UNIVERGEV83005V9300configuration
4.3UNIVERGEV85005V9500configuration

4.4UNIVERGE SV81809100AspireAspireUXconfiguration
0

iIS3000 SIP@Netonfiguration

4.6 BCT oitUNIVERGE 3C

6 SERVER PREREQUISITES INSTALLATION

7 BCTSERVER PRODUCT INSTAINLATIO

D 8.1.1Using the Configuration Wizard

w

@]

Note: The terminal types are automaticaligtrievedby the PBXsynchronizationin
case you need to set them manuajlgee8.5.1.1Set terminal type

E 8.5.6lmporting users

F  9QIENT INSTALLATION AND CONFIGURATION

Note: TheBCT Mobile Cliertpplication is an integrated part of the BCT server
platform. It is automatically installed. For configuration aspects oBG&
Mobile Clientsee8.1.13BCT Mobile Clienipalicationand 9.5 Mobile Client
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G 9.3Contact Center (Supervisor) CliefC

H 9.2Client Integratiorz PC
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4.1. General

4.1.1. Using VMPlines for IVR

BCTusesVMPsoftware for Interactive Voice Respon$&IPis running on the server and théMP

lines will act as IRerminals connected to the PBXhereforethe codec settings for RTP packet
exchange betweeBCTserver and media end points needs to be configured in such a way that it is
compatible with the codec abilities MP. AVMPIline can handle codec. @1 alaw, >-law and

G.729 The payload is automatically configurddthough technically possible, we do not recommend
codec G.729, asspeech quality is much lower

4.1.1.1. In-band DTMF detection

While VMP expects to receive eaf-band DTMF (RFZ333 / Protims DTMF)ecently also irband
DTMF has been introduced to cover some rare scenarios. The usbafdrDTMF detection is
discouraged, since it is unreliable as it is part of the voiedia stream.

f ForSlbasedIVR Ay Sa ot . - QaY o /SVY91Q0lthe KiaSdDTMR/ R { £y mnn
detection is attached automatically when no eaftband DMTF (RFZ333) is negotiated.

1 For SV830&Vv9300 SV85005Vv9500n-band DTMF detection is by default disahled
In the case that it is required to enforceliand DTMF anytie, a configuration flag has been
introduced.You can find and change this configuration lije

f Open theConfiguration Managdr Yy R a4 St SOG G KS \RdyEd RlesdzNI G A 2y 7

(x86)Common FileNEGVMPR+ at { SNIBA OSd2 Ay { SNBAOSHPSESHO2y T

Locate the key: enforcelnBandDtmfDetection

Set the value to: true

Press Savto store the value.

Restart the VMP service.

Example scenario which would need above enforcement

A SIRerminal on SV8508V9500hat makes a caiver CCl®wards a SV8308Vv9300and
arrives on a BCT IMiRe and needs DTMF actidrere at the receivig SV830(5V930Qthe
enforcement is required to enable DTMF detection from thet&tRinal.

= =4 -4 -—a -

41.1.2.Fine-O01 ET ¢ BEEO O £ Otd prdvedihnedm@léle recordings  (SIP only)
When a recording is stopped by means of DItNft, and an analogr ISDN trunk/rminal was
used,thenthis DTMF can be heard at the end of the recording.

Because of thighe recording is truncated by cuttirgff somethingat the end of the recording.

In certainsituations it is possible that too much is eft, causing the end ohe recording being
incomplete. When required, the amount being aft can be fineuned 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
Tosignal too much occupancy of the VMP lines with an alarm in the health page of System
Settings:
1. Open theConfiguration Manageand select the configlir i A 2 y \PTograntFile§ / Y
(x86) NECGUCSModule\ ServexUCSRunTime.WinService.exe.canfiy

2. Locate the ket VmpOccupancyUpperThreshold and VmpOccupancyLowerThreshold

3. Set the valusto: e.g. 80 resp. 60
When the number of busy VMP linexreases 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 RBXpported telephone sets and headsets, analogue, digital, IP or IP DECT.
¢KS dzaAS 2F Fylf23dzS FyR Lt 59/ ¢ A& NBAGNAROGSRO®
user interface oBCTForanalog8 &4Sia dzaASNB | faz2 OFyQil Lizi OF tf a

Operators and Contact Center agents require a feature phone foréibackscenario. If thesystem
fails they require sublines to handle the traffic.

Note (applicable foISV8300656V9300 SV85005V9500: Whenconnecting a headset to@T-serie
terminalfor the first time, you must activatiie headset mode by pressing a headsstwhile
the extersionis ringingand let the other party end the cditst. You only need to do this the
first time you connect the headset.

Note (applicable for SV8108V9100/ AspireXAspireUX: Program a headset Function Key (default
function "05Headset" in Functiokey command 187). Go off hook and activate headset
mode by dialing the Service Code number (for SV8Y@100default 798, for AspirdXpireUX
program with command 1:11-65). After activating Headset mode, press the function key to go
onhook. The Headseatode is now active.

Note (applicable folUNIVERGE B@\gents can use Polycom models 320, 330, 430, 501, 550 or the
650.Employees can use all fodm sets as supported for agents including headsets. Employees
can also use IPECT handsets.

4.1.3. Router information of Contact Center call on feature phones

BCT shows router information on tlagsplay offeature phone of agerstwhen receiving Contact
Center calls. The router information that is shows depend on the PBX type and the terminals type:

1 On SV8300he called number, the calling party and the Router name is showheodisplay
of DT300 and DT7G@rminals

T On SV9300 the called number, the calling party and the Router name is sincilve display
of DT400 DT500DT800and DT90@erminals.

1 On SV8500he called number is shown on the display of DT300 and DT700 terminals.

1 On SV9500 the called number is shown on the display of DDA®DO, DT800 and DT900
terminals.
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1 OniS3000 the calling number is showntlea display Ergoline and Sophoset terminals.

Tosuppress this information seklL.3.14Agent Display Informatioaverwritten.

4.1.4. Silent monitoring

Within SV830(6V9300 SV95005V81005V9100 Univerge 3CSIP@Nefserver onlyjand
AspireXAspireUXit 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/barge) function of operabrs it is strongly advised to
activate this function for a Clas$ 8ervice 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 asdesired.

To suppress monitored notification:

1. Open the file UCSRunTime.WinService.exe.config, with the Notepad editor for example.
Default location: GProgram Files (x86YECUCSModule\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 conversatiomsay be illegalunder certain circumstances and laws.
Consult a legaadvisor before implementing the monitoring of telephone conversations. Some
federal and state laws require a party monitoring a telephone conversation to usedresgp
to notify all parties to the telephone conversation, and/or obtain consent from dlepdo the
telephone conversation. Some of these laws provide strict penalties for illegal monitoring of
telephone conversations.

4.1.5. Routing Points

Routing Poird are generally applied in various Pigpes (see belowRouting Poird 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 fay[BBXNNIVERGE 3C),
synchronization and a restart of the UCS Runtime is required when:

1 Phone Based Agent rolas been changed or
1 Properties of an extension have been changed via System Settings (e.g. override Ferminal
type, area etc.)

37


mailto:SIP@Net

4.1.7. Call Recording

4.1.7.1. User-initiated Call Recording

To allow user initiated call recording, it could be that depending ontiAiEXsome s#ings must be
set, e.g4.5.12CallRecording

4.1.7.2. PBX Configuration for SIP@Net Call Recording
See4.5.12CallRecording

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 Encoré®party product.

4.1.7.4. BCT Compliance Recordingdconfiguration for BCT Compliance Recordin C &
No additional configuratiosettings is equired other than theconfiguration requirements for the
6BCT Compliance Recordimmgoduct.

4.2. UNIVERGESV8300/SV9300 configuration

This chapter explains how to set up the PBX $§¢83005V9300for BCT The main configuration
itemsconcern voiceail, operatorsand Contact Center

For thevoicemail functionality, calls are queued ofMPlines.

For theoperator the configurationiswithout IVR. In this case the calls are queued in the PBX. The
callers argqueued onRouting Poird until an avadable operator is found. In thisase, the maximum
number of callers that can be queued is not restricted by the number of avaldbidines. A
configuration application that usdRouting Poird without IVR for queuing is called &R less
configuration

For theContact Centefunctionality, bothlVRconfigurationand IVR lessonfigurationare
supported. The choice depends the requirements of the customer, for more informaticsee2.5
IVR versus IVIRRss Contact Centers

Pleaseefer to theRelease Notet® check the PBX compatibility.
You program th&V83005V9300with PC Pro.

4.2.1. SV8300 and SVRB0O differences

If you are using a SV9300 instead of 830, be aware that in SV9300 the meanifiglatafor some
commandsareOK I y3SRYX 4SS OKFLIWGSNI a{eadSYy RIGF AYLNROD
manual of the §9300. For BCT configurationly the follwingdata that is change:
1 For SV830M8 > 379 > QActivate name display / calling party number display notification
for calls terminating from a CCIS terminal.
1 For SV930M8 > 379 > 1Activate 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 ¢ime BCTproduct DVD (PBX Scripts folder) as a basis for projecting a
standalonePBXsystem. The scripts contain a standard operator, voicemail, and starter entries. In this
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manual, the projecting of th@BXfollows the examples of the figures in the following sectidrse
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 efite tones yu require.

4.2.3. Configuration overview

BCTcontains four major parts that all are connected to the PBX:

Employee

TheEmployees arbased on individual station numberBo monitor and control the statiorBCT
usesthe OAllink.

Operator

The operator is basedhoanIVR lessonfigurationof the PBX. flis means the operatanses a group
of Virtual extensios programmed afkouting Poirg for the calls to the operator. An example is given
in Figure4-1 Example of operator routing points and fallback numbers

ARouting Pointn aSV83005Vv9300s aVirtual extensionsetup as an (OAWonitored number A
Monitored numbermeans that call$o this numberand callrelatedinformation are sent over the

OAl interface to an external application. This external applicatiB&ikhat recognize this (OAl)
Monitored numberasRouting PointWhen the external application is down, the PBX notices this and
the Monitored numberacts as a normal UCD pilot number in a group, thus allowing an automated
Fallbackscenario.

Operator routing points

Fallback queue /~ * Park queue
unsuccessful )
calls

External
Assistance @

calls queue
queue

General Access
Number: 8000

Operator fallback numbers

Figure4-1 Example of operator routing points and fallback numbers

For the operator, more than onRouting Points required (asstance, external incoming calls,
fallback of unsuccessful calls and park). Usingefiguration Wizardor the BCT Superviso
Dashbard application), theRouting Poirgare connected tdstarter Lins. In this way the operator
can see what kind of call it is.

InIVR lessonfiguratiors, features like music on hold, prompts a@deueannouncements cannot
be playedFor the Operator, a combination with IVR is allowed. In that case the routing takes place
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via thelVR lessonfiguratiors and IVReatures are availdb as well. Bch time an IVR feature is
required the call occupies ariviPline.

AllRouting Poirg are combined in a group together with fall back Bab numbers. These sub line
numbers are programmed on the Bphoneof the operator. Thd-allbackscenario folVR less
configuratiors is automated, meaning no user input is required when the OAI connection fails.

Voicamail

The voicenail application uses alvVRconfigurationto play announcements and receive user ingat.
anIVRconfigurationthe VMPlines are configured in the PBXd areconnected to the/MPsoftware
of BCThat will handle the calls on théMPlines

In a SV8300/SV93@mh VMPline is implemented by an IP Dterm extension that is configured as an IP
Dect terminal. This extension is registered by the VMP software of BCYMPImesare configured

in a group together with a virtual pilot number. To distinguish incoming voidesafisfrom other

call to the IVR groupyou program an access numbe@&his access number id/atual extensiorwith
calHforwarding to the virtual pot of the IVR group so calls to the access number will end up at a free
VMPIine.

Voice mail IVR lines

-

VMP
Software

Voice mail VR group
access Pilot number
number AN

A
~,

S

Tooy

-

IVR lines

Figure4-2 Voicamail access and IVRMP lines example
Contact Center

TheContact Centeapplication supports bothVR lessonfiguratiors andlVRconfigurationof the
PBX.

As stated before, atVR lessonfigurationusesVirtual extensios programmed a(OAl)Monitored
number. BCT recognize this (OMpnitored numberasRouting Pointhat can be usedor the calls
to the Contact CenterTheseRouting Poirdare monitored by thadBCTserver via the OAI link.
Queuing of calls is done on theReuting Poird. An example is given iigure4-3 IVRless Contact
Center exampleAlso for the IVRess Contact Center configuration, a combination with IVR is
allowed. In that case the routing takes place vial¥iR lessonfiguratiors and IVR features are
available as well. Each time an IVR feature is required the call occupidRime.
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Contact Center with Routing points

Contact Center access numbers

Service Sales

Service agents Sales agents Support agents

Figure4-3 IVRIless Contact Center example

AllRouting Poirg are combined in a group together with fall back numbers. These numbers are
either the extensionsfothe agents themselves or fallback sublimesnbersprogrammed on thdT
serie terminas of the Contact Centeagent. The-allbackscenario folVR lessonfiguratiors is
automated, meaning no user input is required when the OAI connection fails.

AnlVRconfigurationusesVMPlines asvoice Media Pog(VMP)to play announcementand receive
user input In aSV83005V9300he VMPIline is implemented by an IP Dterm extension that is
configured as maIP Dect terminalThis extension is registered by the VMP softwair8CT

TheVMPlines are added to a group together with a virtual pilot number. Access numbers can be
programmed to distiguish different services and play the appropriate announcement. The example
Figure4-4 Contact Center with IVRMP lines examplaises three access nurars. All calls to these
access numbers are forwarded to the pilot number of the IVR group.

TheFallbackscenario for aVRconfigurationhas to be handled manually. Thecess numbers have
to be manually forwarded to a group of agent extensiat provide the requiredservice
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Contact Center with IVR lines

VMP
Software

Contact Center IVR lines
access
number

Figure4-4 Contact Center with IVR/MP 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

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

1 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 theBCTserver, 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 partyB, with trunkA on hold, return to truniA after partyB hangs
up.

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

08 >177 >0 Activate LAST NUMBER CALL (Last Number Redial). This command enstiees that
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 ha 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 £38300 and S¥00 differences

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

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

08 > 462 >0 Send caller ID.

08 >464 > Activate (OFF)HOOK for SCF MakeCall.
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08>465>0
08>534>0

08 >669 >0
08>804>0
08>805>0

08>808>0
08>809>1
08>811>p0
08>815>0
08>816>0
08>817>0

08>818>0

Activate detailed error information.

When talking to trunkB, with trunkA on hold, return to trun¥A after trunkB hangs
up.

Activate Do Not Diarb notification across CCIS.

Define phone type for OAl SMFN: single line telephone.

OAI SMFN (Status) when the forwarded call with Call Forwakdidg ! Y4 6 SNJ 6 5 2\
Answer) is terminated to a station.

Activate anwer forward all/ forward busy/forward no answer events.

Activate exchange of line info when answering a hold connection with answer call.
Activate incoming forward all/ forward busy events.

Activate incoming recalthen Exclusive hold calls recalls.

Enable 3rd party line and 3rd party info in SMFM1.0 and SMFM 2.0

Activate incoming and answer forward all/ forward busy/forward no answer events
for calls via CCIS are ringing or answered.

Activate hold exclusive when a call is put on exclusive hold.

360> TRCIN+TRCOUT; Allbws TRANSFER on route.

08>839>0
08>840>0
08 >843 >0
08>845>0
08>846>0
08>847>0

Send OAI SMFN with intermediate information via OAI queue (ON)
Send OAl SMFN when setting CAMP ON

Enable shuttling back via OAI to released hold party

Automatically reconnect to hold party when active party released
Setting Camp On to destination when Call Forwardilgs set

Send OAl SMFN when satf Camp On

6527 > tenant number >;JAutomatic Call Distribution OFF
6528 > tenant number >;RR sending priority when receiving OAl SCF

08>685>0

Send DTMF signals to the other office station/trunk when the connection between
DT700DT800/DT90®eres via IPT (P2P CCIS) and other office station/trunk is
established.

These settings are necessary to send the correct events over the OAIBAKto

To use functionalities @d@CT the stations of users need to be able to use some features, like
consultaton 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 that®n:

1202 > station > ClassBlassB
15000 > Class A »dllows Call Forwarding All calls

To allow consultation hold:

1207 > station > Class @ssign the station to a certain Service restriction calls C
15088> Class C > Bwitch Hook Flaskffective for internal calls

15089 > Class C > SwitchHookFlasheffective for internal calls

15090> Class C » Bwitch Hook Flash effective for external calls

12091 > Class C > SwitchHookFlasheffective for external calls

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

1202 > station > ClassBlassBAssign the station to a certain Service restriction class B
15044 >Class A %, allow Call Waiting answercalling side

Toanswera call waiting:

1202 > station > ClassBlassBAssign the station to a certain Serviestrictionclass B
15072>Class B 8; allow stations in Class B to use the Answer key

To allow conferencand call recordingpy BCT user

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

08>102>; 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 havy jparhold

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/DT80MT900terminalsare usedmind the following point:

AnDT700/DT800/DT900ser can login and logout thextensionto prohibit the use of it by

unauthorized users. For a loggedeixtension the status indication iBCTis according to the status

of the phone number: idle, ringinguby, etc. For a logged oaktension the status indication iBCT

is NOT according to the status of thetension A logged ouéxtensionhas the status indication

WARE SQY 06SOFdzaS GKSNB Aa y2 ail 0dza AheRgged GA2Yy
outextensionK & G KS adl ddza AYRAOFGAZ2Y WNRAY3IAYIQ | YyR
DT700/DT800/DT90@rminalringing.

You can change the behavior of the unassigned number with CM 15481 > Station No. > 02. With this
option the caler will hear busy tone instead of ringing and a call fi®@iito this unassigned number

is not possible.

Timers

You can change the No Answer timet time by using the following command. This determines the
time that an external party rings on an extensibefore enter the fallbackueueof the operator.
The default is between 32 and 36 sec.

410 > 01 > .. Elapsed time for Call Forwarding No answer Krcals.

You can change the Camp On timd 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@82 seconds.

410 > 26 > .. Automatic Recall Timing of Cargm
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License

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

F87 >005: A OA\l licenses Avaialble.

4.2.5. Connection to a PBX

TheCRJ bladeof the PBXs equipped with &olPDRard. This card is equipped with a standard RJ45
LANconnector;therefore it ispossible to connect the PBiectly to the customer's LAN. For

security reasons however, it is recomnusto 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.

Customer LAN

Sv8300/ H
Svaaoy Business ConneCT
Server
VolPDB OAl link
192.168.1.12 192.168.1.14 130.139.46.89

Figure4-5 Minimal secure connection of BCTServer

In this example IP address 192.1682 is used for the PBiis is a Class "C" IP address, so the Sub
Net Mask will be 255.255.255.0

An example o€hecking/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>;3d 0 b & SIA gort number = 60030.
0BO01>91>16Mb YSEyayY t2NI a4St80GA2y F2NJ h!L A& +hl

Default router needs only to be defined, when necessary in the network. OAI port 60030 is fixed; the
setting should always be '3’ for tHRBX The IP address folné BCTserver in this case can be selected
from the same range as the IP address of X 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 tHg oconsideration is the PBXd theBCTserver
mustbe able to see each other (ping). There is no need to use the same rangadofréBses as long
as it is configured correctly in the connecting router.

4.2.6. PBX projecting for the operator

Figure4-1 Example of operator routing points and fallback numbersised as example for this
projecting. The numbers 9, 293, 294 and 295 in this example are used to create the oQrrates.
When the OAI link is down for whatever reason the operator has to gd-mitbackmode. 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. DefineVirtual extension9' as a onedigit number:
200 > 9 > 801

2. If using the example from this manual, define all oper&oieues as threedigit numbers:
200 > 2 > 803ll numbers starting with 2 will be thredigit.

3. Program virtual numbers:

11>500>9 Create virtual Assistanc@ueue

11 > 501 > 293 Create virtual FallBacRueue

11 > 502 > 294 Create virtual ParQueue

11 > 503 > 295 Create virtual External Céllueue

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 OAl monitonedmbers

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, tims example UCD group number i$51sed:

172 > 9 A5

172 > 293 45
172 > 294 45,
172 > 295 45
172 > 291 A5
172 > 292 45.

6. Make allOAIl monitored numberbusy, they are queued by the systenot on thePBX

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 fallbackunsuccessful callQueueis not dialed by peple but triggeed by events
in the system instead. These events must be programmed via the following automatic transfer
commands:

5100 > 01 > 29PID destination on no answer time out to operator fallbgeleue

5103 > 01 > 29DID destination on busy time out to operator fallb&gkeue

5106 > 01 > 29DID destination on unassigned nr. to operator fallb@ceue

5110 >01 > 293 Destination when called party has set DND to operator fallkackue

5118 > 01 > 293ransfer destination (to VMS) of the call that isGampOn and not
answered/Transfer.

5122 > 01 > 29Pestination 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 accadidihg i KS Odza (i 2°

wishes.

9. In case Digit conversion is used in the PBX also the General Access number (and other numbers
GKFG ySSR (2 06S 1 00SaaArofsS FTNRBY 2dziaARS0O ySS
operator routing points and fallbdc Yy dzY o SNAR ¢ (G KS DSy SNIf | 00Saa

converted to station number 295 which is used for External Queue.

10. If for some reason th8CTserver cannot be reached, the system will gd-tdlbackmode. In
Fallbackmode, the calls to the operator are routed to tRallbacksublinenumbers, in our
exanple 291 and 292. To handle calls, these numbers must be progranmsrsddbbnes on the
operator DTserie terminal

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

11. The operator terminal needs to be able éxecutesome features to fore filts task, e.g. Break

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#oify and correct thevalues
To allow Brealin:

1202 > 200 > Class@lassBassign operator terminal to cexin Service restriction clags
15005> Clas#\ > 1Allow stations in Service restriction class to Executive Override
456 > 00 > Bet conference trunk on Meard 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 > ClassBlassBAssign operator terminal to certain Service restriction clAss
15016> Clas#\ > 1 Allow stations in Service restriction class to Camp On Transfer Mode

Seealso theFeatureand Specificatio manual of the PBX.

4.2.6.2. Program Operator System CallPark Routing Points

To use the Syste@allPark functionality for operator&lso called Pickup Park)separate set of
routing points need to be programmed. For ev&ystem CaPPark position a routing pot need to
be created. In the example below thr&ystem Call Pagositions are programmed:

1. Program virtual numbers:

11 > 560 > 260;
11 > 561 > 261;
11 > 562 > 262;

2. Define the virtual numbers as OAI monitonedmbers

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 allOAI monitored numberbusy:

E50 > 260 > 0;
E50 > 261 > O;
E50 > 262 > O;

The numbers 260, 261 and 262 will now be seen as routing points by BCanalnel used for
System Call Parkor BCT configuration for Syst&all Park se®.3.10Create Syster@allPark

configuration

4.2.6.3. BCTOperator in PBX networks (CCIS)

BCTcan be used as central operator ifP8&XNetwork.BCTonly supports a closed numbering plan, so
each number in the network should be unique. It should be possible to call all desired numbers from
anyPBXin the network, e.g. operatoQueues, 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 redgies.

Although BCT physically accesses the PBXs as separate PBXs tlagiRBHgetwork behaves as a
single PBX, sddgure4-1 Example of operator routing points and fallback numbers
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Figure4-6 BCTin a multi PBXenvironment

Usually there is only a single internal number to call operator assistance. That means that the
internal Queueresides in one PBX only (the Home PBXThe other PBXs (remote RBXshould be
configured such that they route the intern@ueueover CCIS to the Home RBXINBCT Superviso
Dashbardthere will be only onétarter Lindor the internalQueuethat is linked to the Operator
Router, see sectiofi.3.3Create Operator Starter and Starter lines

In the example both the Home PB¥Xand the Remote PBXhave a trunk to the PSTN network.
There are two ways to call the operator from the PSTN over both trunks:

1 Calls from the PSTN network to the operator could go to a single ext@umalein the Home
PBXA. The dialed number from the PSTN network connected to the Remot8& BB&uld then
be routed over CCIS to the exteraheuein Home PBXA. INBCT Supervis®ashbard there
will be only oneStarter Lindor this externalQueue

I Calls from the PSTN network to the operator go to a separate ext@umliein each PBX. In
each PBX an extern@ueueshould be configured and in BE€WeryQueueshould get its own
Starter Line

To park a call, each PBX should have its own@adue InBCTeach parkQueueshould have its
own Starter Line

To handle unsuccessful calls each PBX should have its own FQlllmek InBCTeach Fallback
Queueshould havéts ownStarter Line

Table4-1 Operator starter line configuration in CCIS netwoskews an overview of thQueues and
Starter Lins that need to be configured in tHRBXCCIS network and BICT

Starter PBXA PBXB Remote Router
Lines Home

Internal 9 none Operator
Fallback [293 193 Operator
Park 294 194 Operator
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‘External ‘295 195 or none  Operator

Table4-1 Operator starter line configuration in CCIS networks

In general, program both PBX systems as for 2 sB@iBsystems. Th&outing Poird of Figure4-1
Example of operator routing points and fallback numbare routed to the same group of operators

by BCT You createStarter Lins to the same Operator Router, s8e3.3Create Operator Starter and

Starter lines

1.

2.
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Project DDI Fail in both P&>¢ee4.2.6.1Program Operator Routing Points

Project Automatic transfer on unassigned numbersTiat in PBA.

External calls dialing busy, no answer and DND extensions via CClSaséwmloédrouted to the
operator. Do not program Automatic transfer of failed TIE calls to the fallQaekie(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 brealover CCIS and carop busy over
CCIS will not work with these Automatic transfemmandsrogrammed. WittSplit 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 > 0O;

08 >608 > 1;

08 >564 >0 Should bgprogrammed in both PBX and PB>B.
6523 >01>1;

6524 > 01 > 0;

6525>01>1;

78 > 010 293; Fallback number.

CCH is CommonChannelHandle of CCIS route
SV8300A726 > CCH >0, A728 >CCH >0,A729>CCH>0
SV9300: A726 > CCH > 1, A728 > CCAH729> CCH > 0;

The following 2 commands should be executed for every extension.

E604>Extension>8 Destination of call forwarding
E605>Extension>Mestination split forwarding Busy/No Answer

Project Automatic transfer on unassigned numbers for TEIXBPBas PSTN as well PBX
should be programmed too.

08 > 241 > 1;

08 > 600 > 0O;

08 >608 > 1;

08 >564 >0 Should be programmed in both PBXand PB:B.
6523 >01 > 1;

6524 > 01 > 0;

6525>01>1;

78 > 010 493; Fallback number.

CCH is CommonChannattdlle 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;
E605>Extesion>0;

Project access codesrfsplit call forwarding:

200 > accesscode > A182efine number to set Split Call Forwarding All.
200 > accesscode > At83efine number to reset Split Call Forwarding All.

4.2.7. PBXconfiguration for Voicem ail

4.2.7.1. Program VMP Lines

Figure4-2 Voicamail access and IYWRVIP lines exampleshows a schematic overview of théR

configuration The callers dial the access nuensfor Voicemailwhich are all forwarded to a Pilot
number of the UCD group with théMPlines as members. ThéMPlinesare IP Dterm extensions
that areprogrammed as IP Dect extensioi$iese IP Deeixtensionsare configured ad/MPlines
andregisered by theVMPsoftware. All access numbease setasVirtual extension

Execute the following procedure to configure IP DTextemsions as IP Decknsions:

1.
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Enter the following commands:

310 > 0 >NationCode NationCodespecificassignmento EAM(e.g 04 for
Asia/Africa/Europe/Latin America/Middle Ease/Russia, 03 for North America, etc)
08 > 513 > lIPregistration method = per command 15>480

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

08 > 515 > pDon't encode IP DECT password

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 > Extesion; 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> ClassAClassB 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 tli&ass C of the
extension

Example:

14 > 19000 > F231
93>231>231

9000 > 231,16 > 231
9000 > 231,01 > CCC



9000 > 231,15 > FOB39
1202 > 231 > 1415
1207 > 231> 15
15143>14>0

15481 > 15 > 03

Executethe following procedure t@onfigurethe IP Dect extensiaasVMPlines in the IVR group:

1. Putthe IP Dect extensions used f@MPlines in a UCD group. Incoming calls are routedNt?
fAySa olaSR 2y afz2y3Sad ARfShHO

Example:

11 > 506 > 230 Group nr 28 is assigned as virtual pilot number.
E50 > 230 >;0 Group nr 230 set to BUSY.

170 > 230 > 231Create UCD group d* Dect extensionandthe virtual glot number.
170 > 231 > 232;

170 > 232 > 233;

170 > 233 > 234;

170> 234 > AR

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 A4; Member assignment to UCD group. 14

172 > 231 A4,

172 > 232 44

172 > 233 44

172 > 234 4 4;

1324 > 231 > 1Digital Multiline termiral. (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 DT7D0U800/DT90Q@o Dterm IP.
1368 > 232 > 0;

1368 > 233 > 0;

1368 > 234 > 0;

2. Thevoic I Af | LILX AOI GA2y ySSRa Aida 26y | 00Saa ydzy
F2NBFNRAY3I £t OFf f ¥MPlinds2In dukeSampltiiisdsithe gildzviunBaxd 2 F
230 of the UCD hunting group. The following example creates the accesersufrdmFigure
4-2 Voicamail access and IYWRVIP lines example
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Createthe voicanail access number:

11 > 507 > 222\ssigns virtual number 222

Forwad all voicenail access calls to theouting Point

E600 > 222 > 23@all Forwarding all calls Routing Pointir 230.

3. Provide message waiting
1303 > 2xx >;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 DEGHe following way

1303 >IP DECT number0
1524/1540 >service restriction class of IP DECT nunxbér

2. Disable CID CB

15126 >service restriction of IP DECT numbet

3. Disable message reminder

1547/1548 >service restriction of IP DECT numbed

4. Enable code for MWI search

200 > AO (= *0) >A146
511550 Sy I y iy dzY 6 SNJ ASWM gréup fufbes 9/ ¢ Q& | NB

Note that message indication on IP DECT only works when theats@ves a message in the
voicemail box ©f the BCTclient). ViaBCTthe user can see/play/delete voiomail messageBCT
updates the MWI lamp on the DECT set.

4.2.8. PBX configuration for the Contact Center

As stated before, th€ontact Centesupports boh IVR lesgsonfiguratiors (seeFigured-3 IVRIess
Contact Center examplendIVRconfiguratiors (seeFigure4-4 Contact Center with IVRMP lines
examplg. The configuration fofVR lessonfigurationis similar to the operator configuration. The
IVRconfigurationuses the voicemail configuration. In addition, you can program login/logout
facilities for agentsnd prompt recording.

Note: For Contact Center only systems, there should be at Idastiting Pointonfigured in
Supervisor Dashboard, for parking a call during transfethiegall to an agent.

4.2.8.1. Program Contact Center with IVR less

Figured-3 IVRIless Contact Center exammbows threeRouting Poirg for the IVR lessonfiguration
Service, Sales andgort. By using differerfRouting Poird the contact centecan distinguish
between incoming calls fdgrvice,Sales orQupport and the agent can awer the phone
appropriately.

Execute the following procedure to configuReuting Poirg in the PBX.
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Program virtual numbers:

11 > 0514 > 2% Create'Service' access
11>0515 > 28; Create 'Sales' access
11 > 0516 > 25 Create 'Support' access

Define the virtual numbers @Al monitored numbers:

171>29 > 3;
171>28 > 3;
171>22 > 3;

Put all virtual numbers in their own group

172 > 250 > 1group 11 for Service
172 > 251 > 12roup 12 for Sales
172 > 252 > 13yroup 13 for Support

Set theOAl monitored numberto busy out

E50 > 250 > 0;
E50 > 251 > 0;
E50 > 252 > 0;

In case theBCTserver fails or the connection to the PBX is loBalbackconfiguration should be
programmed. Duringrallbackcalls to theRouting Poirg forService, 8lesandsupport are
automatially rerouted tothe extensions of the agen{sr to sublinekeys on telephone sets of
agent9 who are then able to answer the calls.

Execute the following procedure to configufallbackn the PBX.

1.

2.
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Put theextensionof the agents who provide the servigethe same group ahe Routing Point

172> 210> 11; agent extension 210 for Service
172 > 211 > 113gent extension 211 for Service
172 > 212 > 13gent extension 212 for Sales
172 > 213 > 13gent extension 213 for Sales
172 > 24>13; agent extension 214 for Suppport
172 > 215 > 13gent extension 215 for Suppport

Call direction during fall back:

170> 250 > 210Call direction for Service
170 > 210 > 211;

170 > 211 > 250;

170 > 28 >212; Call direction for Sales
170 >22> 23;

170 > 213> 24;

170 > 22 > 214; Call direction for Support
170 > 214 > 215;

170 > 215 > 252,



4.2.8.2. Program Contact Center with IVR

Figure4-4 Contact Center with IVRMP lines exampleshows three access mbers for the IVR

contact center Service, Sales andgport. Calls to the access numbers are forwarded to a UCD group
that contains thevMPlines. ThiBCTserver answers th¥ MPlines and route the calls to agents. The
VMPIlinesare IPDECExtensions that are subscripted by th&1Psoftware.

Execute thedllowing procedure ta@onfigure the IVR contact centarthe PBX.

1. The UCD group witiMPlines is &ready configured for the voiceail configuratiorsee:4.2.7.1
ProgramVMPLines

2. The contact centeaccess numbers are virtual numbers that need to be programmed with "call
forwarding all calls" to the pilot number of théCDgroup withVMPIlines. In our example this is
the pilot number 230 of the UCD group. The following example defines the accesgnsulinaon
Figure4-4 Contact Center with IVRMP lines example

DefineContact Centeaccess numbers:

11 > 508 > 24(Create 'Service' access.
11 >509 > 241 Create 'Sales' access.
11 >510 > 24Zreate 'Support' access.

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

E600 > 240 > 23CF all calls to UCD hunting group nr 230.
E600 > 241 > 23CF all calls to UCD hugigroup nr 230.
E600 > 242 > 23CF all calls to UCD hunting group nr 230.

4. For theFallbackscenario, the agent extensions should be put geparateagentgroup. The
agent extensions are members of this agent group. WhEalbbackscenario occurs, a MANUAL
forwarding from theAccess numbern® the Fallbaclkgroup should beet with command:

E600 > 20 >pilot of agent grougdor Service
E600 > 241 pilot of agent group for Sales;
E600 > 242 pilot of agent group for Support;

This command can be executedthva MOC terminal or on a Bserieterminal (CAT mode).

4.2.9. Status switching of phone based agents

Agenscan change their status ¢gon, Logoff, Readiot readyand Work readyby using one of the
following methods:

1. Call a LogoStarter Lingcan onlybe used withVRconfiguration

2. Press a agentstatus switchKey on the agent's phone (can obgused with DIserie terminal¥
3. Dial anagent status switclaccess prefix

Each method requires its own programming in the PBX.

4.2.9.1. Agent status switching using Starter Line

For Logon a aStarter Linause the following procedure to configure the PBX:
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The UCD group wittiMPlines is &ready configured for the voiceail configuration see4.2.7.1
ProgramVMPLines

Create a virtual number for the Agent Logon statiee.

11 > 511> 243;
Set the Call Forwarding all calls from the Agent logon sténterto the UCD pilot:

E600 > 243 > 23CF all calls from 248 230

For creating the Agent Logon starter line &2.5Phonebased agents

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

ForSingk key gentstatus switchinguse the following procedure to configure the PBX:

1.

Program an OAI function key under a programmable key of the adeftsrie terminal

The OAI function key's start with OAl function key F1033 for programmable keyl Di-Hegzie
terminal until OAI function key F1047 for programmable key15. For instance, when using
programmable ke§ for Agent Login key threprogram OAI function key F1088der
programmable ke§.

9000 > extension®> FD38
Assign an MSF operation codethe OAI function key.

D70 > F1038 128;

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

1.

2.
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Program an OAI function key under a programmable key of the ag@frtsrie terminafor each
desired agent status. The Oishction key's start with OAI function key F1033 for programmable
keyl on theDT-serie terminaluntil OAI function key F1047 for programmable keyl15. For
instance, when using programmable keys 4 up to and including 8 for agent status keys then
respectivelyprogram 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;

Assgn an MSF operation code to each OAI function key.

D70 > F1036 > 128;
D70 > F1037 > 129;
D70 > F1038 > 130;
D70 > F1039 > 131;
D70 > F1040 > 132;



Note: To avoid confusion with Operation Codes as mentioned in the PBX Command Manual: please
make sure you ugée codes mentioned above (1282)

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

ForSngle agent status switchiraccess prefix us¢he following procedure to configure the PBX
1. Assign an access prefix for @ithe number plan.

200> aceess 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 > ClassBlassBAssign the station to a certain Service restriction class B
15059> Class B >dllow the station in Class B to use @A$F 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 @dleach agent status prefix in thrimber 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 codel29;

D71 > access code > 130;
D71 > access code > 131;
D71 > access code > 132;

3. To allow MSF operation on the station:

1202 > station > ClassBlassBAssign the station to a certain Service restriction class B
15059> Class B > @llow the station in ClasB to use OAVISF 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-1B23

4.2.10. Codes for phone based agents

Phone based agents use codesdentify the desired status wheasinglefunction keyor access
prefixis defined. Entering status information is only applicable for Phone Based Agents. When the
steps ind.2.9Status witching of phonebasedagentshave beerentered it is possible to use this
feature.

Thefollowing codes are defined:
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0# to logon

1# to logoff

2# to switch Mt Realy

3# to switch Ready

1 5# toswitch Work ready, leaving the after call work

= =4 -4 -

In case the required agent status isdegton, a PIN is requested to identify the agdnor
informationon how to configure a phone based agent with PIN in BCTg8sed.0Manually create a
BCTuserc 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 enteabtbsin the Business

ConneCT Database B&ET Supervis®ashbard. The information in thé®ial Codecolumn

references the chosen Additional Info digitéter installation a number ofdefault NRR are

available in the chosen system langualgethis example the English NRk&e given with their default

dial codes

Not Ready Reason Dial Code

Coffee brak 1
Lunch 2
Other work 3
Personal affairs 4

For more information on éw to configure Not Ready Reasons in B@&chaptera b 2 G wS | R@
w S | & B BGTéAdministrator 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 Cdatadase \va BCT
Superviso Dashbard. The information in th®ial Codeolumn references the chosen Additional
Info digits.After installaion, a number ofdefault Cs are available in the chosen system langume.
this examplehe English GsTare given with their defauttial codes

Call Type Dial Code
Successful 1
Unsuccessful 2

For more information on how to configure Call Types in,B&chaptera / | f f inB@TLIS & ¢
Administrator Guide

Note: A code is always terminated with a # !

4.2.11. Prompt Recording

In the callflow for the Contact Centre prompts cangdi@yed to welcome the customer, to present an
office message for the Clock modute, select options fromAttendant menus etcTo record these
prompts aStarter Linenas b be defined. ThiStarter Linds a virtual number that is programmed
with "call forwarding all calls” to the pilot number of th&CD group witlYMPlines.

To program thisStarter Linause the following procedure to configure the PBX:

1. The UCD group wittiMPlines is &readyconfigured for the voicmail configuration see4.2.7.1
ProgramVMPLines
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2. Create a virtual number for the Prompt Recor@arter Line

11 > 512 > 244;
3. Set the Call Forwardinall calls fromhe Prompt Recorde$tarter Lingo the UCD pilot:

E600 > 244 > 23CF all calls from 244 to 230

4.2.12. PBXconfiguration 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 enabtingact Center

agents to transfer calls to other agents, and ending unanswered ISDN calls (by providing a place to
park the calls first).

Configure the specidllonitored numberas follows:

11 >513 > 296 Create virtuaQueue
E50 > 296 >;0 Make number busy
171>296 >3 Define virtual number as OMonitored numberfor BCT
172 > 296 A5, Put in group
4.2.13. Open number scheme

Supported for SV830@etworks andSV930Mhetworks
Not supported forany othermixednetworks e.gSV83005V930hetworks

4.2.14. Multi -line
SV83008Vv9300

DefineVirtual extensios, to be used aSubLines, in the PBX with commanid.
Define theSub inesas key®on the DT-serieterminalswith 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 BGilient is started, the lineiew can be selected and the list of lines is displayed in the
same orde 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 Trunkbaseobility Accessccording to the programming manual of the
SV83005Vv9300

To make callorward setting overrule the MA forwarding, the following need to be programmed:
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15484>RestrictionClass>D; Priority for Call Forwardingll Calls of Mobility Access call

The Restriction Class Kosld be the Class C that the MA extensions are assign@dth 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 Typed\erride

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 configuraghenthe room (Master phone) is called all phones will ring.

To configureSuite 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 OAl 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 Te when either station is busy.

1202>100>1415 /I Service Restriction Class of Master Station = 14
15227>14>1; /I 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 W 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. UNIVERGESV8500/SV9500 configuration

This chapter explains how to set up the PBX $\#¢85005V9500for BCTor a single node
configuration, &CCS networtr aSV9500 Geographic redundant netwovkhenBCTis running and
you make changes in tHieBXconfiguration that have impact oBCTyoumayhave to restart UCS
Runtime(see4.1.6Restart of UCS Runtime

You program théBXwith the MA4000 and/or MAT/PCPumpplication.
Please refer to the Field Change Order to check the PBX compatibility.

4.3.1. SV8500/SV9500 Preconditions and differences

Programmingall systems is the same. Only the correct PBX should be selected when BCT makes a
connection.
SV85005Vv9500

ForSVv85005V9500Location Diversitis supported. Se4.3.1SV8500/SV9500 configuration for
location diversity

WARNINGIn case of an SV85®)/9500you need to check SVI 1371. When BCT is used on
SV850065V9500 SVI 1371 needs to be set to 1 (otherwise, synchronization will fail on stand
alone SV850@V9500systems).

Note: When SVI 1371 is 0, please contact your (local) supplier. There is a license mismatch in
SV8500/SV9500.

Note that the SV8508V9500nhas two LAN interfaces: LAN1 and LAN2. When configB@gpr an
SV85005V9500PBX, thd. AN2 (ACTPladdressnust be asgjned.

BCT uses MAT commands to connect to the SV9500 and retrieve the PBX configuration. From
SV9500 version 8.0 and onwards inandatoryto connectto the SV950by using a Wer account

This User account needsfBcient privilegesto execute MAT command¥he MAT commands&

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 commés that BCT uses to connect to the SV9500 and retrieve the PBX
configuration are:

I System Control

9 Service Feature Data

9 List Up Commands(1) List Up Station data

I List Up Commands(2) List Up Local Data Memory

9 List Up Commands(2) List Up Networbata Memory

9 List Up Commands(2) List Up Hotel/Motel (not foBusienssnode)
9 List Up Commands(2) List Up OAI

9 List Up Commands(2) List Up SIP Service
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1
1
1

Installation
Local Data Memory

Network Data Memory

So a Login grade needs to be defingth the above mentioned groups of MA®Gramandsand this
Login gradenustbe assigned to a dedicated User accoused by BCT to connect to the PBX.

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

1
1

1
1

Connect to the SV9500 with a System Manageoaunt.

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 dAands.

Press Setup to create the Login @GgandpressOK to confirm.

Back in PCpro go to menu User and select User AccotimgSe

In User AccountSettings press Add

Enter aUser ID leave Data Memory to option LDMnter and confirm a Password and select
the above created Login grade from the drdown list.

Press Setup toreate 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 SW500, see8.1.1Using the Configuration Wizaad 8.1.5Connection to PBX

In case of SV850BVI500in a FCCS network, the nodes must be assigned manually to a
configuration file:

1 Open the configuration file "PBXConfigurationService.WinService.exe.configiRnofam
Files(x86)) Common FiledNECGServica' with notepad.Look for the section "fusionSettjs".

1 A part of the configuration file looks like:

</configuration>

<fusionSettings>

<! - For each node in the fusion network add a new key value entry - >
<l --  key =FPC (Fusion Point Code) - >
<l --  value = MAT IP address - >
<! --  Example: - >
<l -- <add key = "2"value="192.168.111.52"/> = S
<! -- <add key ="3" value="192.168.111.123"/> - >

</fusionSettings>

</configuration>

)l
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You only have to configure the nodes. The NCN (Network Control Node) with FPC = 1 can be
left out. The FPCs must be unique, budttis always the case in an FCCS network.



1 The tags "< en "-->" define the line to be comment, so this has to be removed.

1 Example of a configured network:

<fusionSettings>
<add key ="2" value="192.168.111.52"/>
<add key ="3" value="192.168.111.
</fusionSettings>

123"/>

4.3.2. PBXboundaries, options and licenses single node and FCCS

Make sure the following ASYD/ASYDL settings are present. Tangathange settings, use the
PCPrcaommand ASYD/ASYDL.

ASYD SYS 1 INDEX 2bit 6 Ydza i 6 OAIMessage Type

ASYD SYS 1 INDEX 3byte=  0x06 CM Mounting capacity

ASYD SYS 1 INDEX 3bit 1 Y dzd i 6 Record Tenant Data for SMDR/CS
Report

ASYD SYS 1 INDEX 3bit 2 Y dzd i 6 Record Selected Trunk type
for SMDR/CS Report

ASYD SYS 1 INDEX 3bit 7 Y dza G © SMDR/CS Report in service

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

ASYD SYS 1 INDEX 6bit 6 mustbe'l'’ 9yl 6fS WhNRIAYI €
eventin case oDDI fail routed call vii
I 1 L{Q

ASYD SYS 1 INDEX 6bhit 7 must be '0'  SPACD out of Service

ASYD SYS 1 INDEX 6bit0 must be '0' Return transferred call to transferrin
party after Recall Timer expires

ASYD SYS 1 INDEX 7hit 0 must be '1' Intermediate Station Number Displa

ASYD SYS 1 INDEX 7bhit 3 must be '1'  Dial Number Display

ASYD SYS 1 INDEX 7bhit 5 must be '1' Name Display Service

ASYD SYS 1 INDEX 7hit 2 must be '0'  Split Call Forwarding Services
Note: when changing this setting
please verify the Call Forwarding
relations again!

ASYD SYS 1INDEX 79bit5 mustbe'l' Expanded Name Display (diit)

ASYD SYS 1INDEX 79bit6 must be'0" OAIlin Service

ASYD SYS 1 INDEX 9byte=  Ox3F Common énantdata table

ASYD SYS 1 INDEX 9byte=  OxBF Common énant data table

ASYD SYS INDEX 94 Byte= 0x08 Common énant data table

ASYD SYS 1 INDER7 bit0 mustbe'l IPOis used

ASYD SYS 1INDEX 24bit1 mustbe'l' Name Display (26igit)

ASYD SYS INDEX 241 bit2 mustbe'l' Call Processing Event Notification

ASYD SYS 1INDEX 24bit3 mustbe'l'" Detail Info on SCF Error

ASYD SYS 1INDEX 24bit7 mustbe'l' OAI/SSFN
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ASYD
ASYD
ASYD
ASYD
ASYD
ASYD

SYS 1 INDEX 37(it O
SYS INDEX 370 bit 4
SYS 1 INDEX 37(bit 5
SYS 1 INDEX 37bit 6
SYS 1 INDEX 37bit 7
SYS 1 INDEX 44bit 0

ASYD SYS 1 INDEX 51byte=
ASYDLSYS 1 INDEX 51byte=

ASYDLSYS 1 INDEX 53byte=

ASYDLSYS 1 INDEX 81(it O
ASYDLSYS 1 INDEX 864hit 0
ASYDLSYS 1 INDEX 864bit 2

ASYDLSYS 1 INDEX 864hit 3
ASYDLSYS 1 INDEX 864hit 4
ASYDLSYS 1 INDEX 864hit 5

ASYDLSYS 1 INDEX 86'byte=
ASYDLSYS 1 INDEX 86'bit O
ASYDLSYS 1 INDEX 86'bit 1

ASYDLSYS 1 INDEX 86 it 3

ASYDLSYS 1 INDEX 86'bit 4

ASYDLSYS 1 INDEX 86 it 7
ASYDLSYS 1 INDEX 86'it 4

ASYDLSYS 1 INDEX 874bit 2
ASYDLSYS 1 INDEX 87hit 4
ASYDLSYS 1 INDEX 87bit 7
ASYDLSYS 1 INDEX 87'bit 0
ASYDLSYS 1 INDEX 87'bit 1
ASYDLSYS 1 INDEX 87'bit 2

ASYDLSYS 1 INDEX 87'bit 3
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must be '1'
must be '0’
must be '0’
must be '0’
must be '0’
must be '1'

0x01

Not equal to

0x00
0x01

must be '1'
must be '1'
Y dza

Y dza
must be '1'
must be '0'

0x01
must be '1'
must be '0'

must be 1

must be 1

must be 1
must be 1"

must be '1'
must be '1'
must be '1'
must be '0’
must be '1'
must be '1'

must be '1'

Expanded SMFN Service

Release Guard Timer for Single Line
MTC=0x15 ms

MTCx64 ms

Default 384 ms

Send OFF_HOOK when executing (
MakeCall

OAl on NCN

Amount of NDM memory, for instanc
0x01 (2MB), 0x03 (4Mb)

FPC of VNDNWNDM is holding the
OAl link to the BCT server)

PHC Musion-Hold source is self offis
Build in IP is provided

0 AgentAnywherdOAl Terminal

Anywhere(SVI 1761)

0 Multiple OAI/ACD HService (SVI 12€

8-port monitoring

Clear Status MonitdFacility
Notification (SMFN) when the FCCS
link is down

FPC of node providing IP
Expanded SMFN
IP1 is not used

Improvement of SCF6 Request for
Monitor Connection

FLF Facility number length and logic
number length (Must be set the sam
in all nodes)

16-digit Station Number

Activate OAIl events in case of recall
failed transferred call

SMFN 12 (SMFR 139)

Camp On Transfer CCIS (OAl)
Breakin CCIS (OAI)

OAIl SMFN FN9 STS=01 notification
OAIl SMFN FN9 STS=02, 03 notifica

Callback, Outgoing Trunk Queuing,
CallbackCCIS

Breakin ¢ local DND override



ASYDLSYS 1 INDEX 87byte= 0x02 Adjust wait time for guarding case o
busy of SCF7(transfer facility)

ASYDLSYS 1 INDEX 87bit1 mustbe 'l'" Timer SCF7 (Transfer) on 180 Ringi
for PHS/WLAN/St.SIP destination.

ASYDLSYS 1 INDEX 89hit5 mustbe 'l' Call back destination starts ringing
after initiator answers call back

ASYDLSYS 1 INDEX87 bit6 mustbe'l" OAIl supporETSI Addressing

ASYDLSYS 1 INDBEX88 Bit0 mustbe'l' Calling party number selection
function with SCF

ASYDLSYS 1 INDBEX88 Bit1 mustbe'l' Extended function of SCF (FN=128)

ASYDLSYS 1 INDHEX88 Bit5 mustbe'l' Number ofConcurrent Connections f
Predictive Dialing

ASYDLSYS 1 INDEX88 Bit6 mustbe 1" OAI call kind

ASYDLSYS 1 INDEZ00 Bit6 mustbe'0 Registered terminal info

If settings are incorrect, start monitor on O&ll produceerror 0x01020002function not
supported' in Diag@Net

These settings are necessary to send the correct events over the OAIBAKto

WARNING: TheBCTserver usesrmOAIl connectioto communiate witha PBXA SV850(6V9500can
handle A MAXIMUM OF BEFAULTOAI connections.

WARNINGFor queue mapping, monitored numbers are assigneddBXIn the PB>0one 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:

f WhlLWiAz2zy h!LQ tAOSyasST

9 Sufficient IP capacity licenses;

1 Sufficient IRerminal portlicenses (if usingMPIVR);

4.3.3. PBXboundaries, options and licenses dedicated for FCCS
CKS F2ff2gAy3 aeadsSy 2LJiA2ya NB RSRAOFGSR T2NJ
settings mentioned in the previous section. In case certain options wregdiin 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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OAI

FCCS Network

SV7000 SV7000
PBX A PBX B

Figure4-7 FCCS network
For PB>A (NCN):

ASYDLSYS INDEX 53hyte=  0x01 FPC of VNDM (VNDM is holding the
OAl link toBCTserver)

Set the MDATA parameter to OxFF t
program the ASYDN value as well.

ASYDLSYS 1 INDEX 8bit 0 must be '1'  Build in IP is used

ASYDLSYS 1 INDEX 8bit 2 must be'l"  Agent AnywhereDAl terminal
anywhere

ASYDLSYS 1 INDEX 8byte=  0x01 FPC of node providing IP

For PB>B (LCN):

[atN

ASYD SYS 1 INDEX 2bit 0 Y dza 0 IPO is not used
ASYD SYS 1 INDEX 2bit 1 Ydzia G o IP1isnotused

ASYD SYS INDEX 53:byte=  0x01 FPC of VNDM (VNDM is holding the
OAl link toBCTserver)

Set the MDATA parameter to OxFF t
program the ASYDN value as well.

ASYD SYS 1 INDEX 8bit 0 must be '0'  Build in IP is not used

ASYDLSYS 1 INDEX 8bit 2 must be'l'  OAI terminal anywhere

ASYDLSYS 1 INDEX 8byte=  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 noticBBXdkistem

documentation: DPG(win) OAl, section OAI FCCS single ucaiioh and OAl FCCS data
programming (table 8).

66



Licenses

Make sure you have the following OAI licenses

f YhLIiA2y h!LQ tAOSyasST
Note: for SV9500 it is for free amdll be automatically generated.
f YhLIiA2y b9¢ h!L !'/5Q ftA0SyasSo

4.3.4. Extended ISDN addressing (Rel. SO5 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 monigal number), other starterline numbers (IVR based

starters), the ACFON destination number and/8MIPlines 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
extendeR I RRNBadaAy3a F2NNIG 6Sda3d ¢!/ Qa YI& 0SS YAaa

When old style ISDadressings used (ASYDL/N, system 1, index 1088, bits 5 and 6 set to 0 [x00Q]),
the above does not apply.

For details about programming (special) monitored numb¥MPlines, sarter lines and ACFON
destination number please read the sections below.
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4.3.5. PBXconfiguration for the operator
The following picture shows @pator Routing Poirg.

Monitored
numbers-
starter lines

l

9 internal

295; external
DOl fail
conditions 298 (husy pilof)
Fowarded  3g7 293 fail Fall hack
0 CF Al ________——————“'
/ 294: park

.

Fall back
numbers

200 Myline (O
Release O

Headset/handset ()
291 fallback ()
292 fallback ()

DTERM wiew

Figure4-8 Operator routing points

Choice of numbers:

I 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 Pdgtso called Pickup Park)

= =4 4 =2
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Actions:

1.

Define your numbering plan with the ANPDN and ASPAhnainds. 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=9NIB#H, SRV=TELN, NND=1

Note: Each of the above commands needs to be assitymetimes: once for Cl ¢@nection Status

2.
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Index)and once for Cl Hooking.

Create d@allbaclgroup. Failed calls are routed to the operator via ®ahitored numbes.

ASDT TN=1, STN=291, LEN=073240, TEC=18, RSC=1, SFC=1
ASDT TN=1, STN=292,+E#8241, 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, TNEt298, 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

Define OAMonitored numbes.

First create TELN numbers:
ALGNN, UGN=1, TELN=9
ALGNN, UGN=1, TELN=295
ALGNN, UGN=1, TELN=293
ALGNN, UGN=1, TELN=294

CreateMonitored numbes:

AMNON A/G=Administrative station, UGN=1, N_MNO=9, N_NMI=1, MFC=0, check mark
"Follow the UCD when monitor status isnétljf dzZSa 4GSR FNRBRY !t £€X ¢9[bT
AMNON A/G=Administrative station, UGN=1, N_MNO=295, N_NMI=2, MFC=0, check mark
acz2ftft2g GKS !/ 5 gKSYy Y2yAlG2N) aidlddza Aa yz2i
AMNON A/G=Administrative station, UGN=1, N_MNO=293, N_NMI=3, MFC=0, alnkeck m
acz2ftft2gg GUKS ! /5 gKSYy Y2yAd2N) adl ddza Aa yz2i
AMNON A/G=Administrative station, UGN=1, N_MNO=294, N_NMI=4, MFC=0, no check mark
acz2ftft2gg GUKS ! /5 gKSYy Y2yAd2N) adl ddza Aa yz2i



4. Define the operator Dterms prime drsubline:

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=0SEKPRENS=2,
ORG=0TP=0

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

In the table that appea

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

KYN= 2, KYI=1, FKY#36éadse(LED on) handset keyLED off)

KYN= 5, KYI=1, FKY,-B6lease kefthis setting might be skipped)

KYN= 6, KYI=2, KD=0, TN=1, STN=291, RG=7 Assigns fallba@@$tati®ubline 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=073E€3;IB, RSC=1, SFC=1

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

Set CMNo Answeifor 297 to theMonitored number293

ACFS TTN=09[ blrunpt > LINB&aa DSG=Z &St SOG NI RPaht 6 dzi 2
Answer.

Program the fail actions to be forwarded to 297

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

!/ Chb ¢bl'mZ / C 52yQi !yagSNE /CLI¢9[bZ ! DbImX
ACFON TAL, 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, TEldie=28ice SV8508V9500S5)

Incase ACFON Inwpt (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 inddtt8atalled
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 UG&NNE£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 theésystem CaPark functionality for operator&lso called Pickup Park)separate set of
OAI monitored numbers need twe programmed. For evefyystem CabPark 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:

AMNONA/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 routinggby BT and can be used for
System CaPark For BCT configuration for System Call Parl8sgé0Create SystertallPark

configuration

4.3.6. PBXconfiguration for a Contact Center

Note: For Contact Center only systems, there should be at ldstiting Pointonfigured in
Supervisor Dashboard, for parking a call during transfethiegeall to an agent.

4.3.6.1. Program an IVR-less contact center

The following picture show€ontact CenteRouting Poirg

Routing point=

IVE less
244 (husy pilat)
()
248
O 3
249 E

O

Figure4-9 Example of IVRess routing points

Actions:

1. Create theFallbaclgroup for if the application failagents 248 and 249 are in thallback
group):

ASDT TN=1, STN=244, LEN=073244, TEC=18, RSC=1, SFC=1
ALGSN TYPE=2, UGN=1, TELN=244, FPC=1, TN=% STN=24
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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 theRouting Poirg for theContact Centerwith Fallbacloption:
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
acz2fft2g GKS !/ 5 gKSYy Y2yAdG2N) aidl ddza Aa yz2i
AMNON A/G=Administrative station, UGN=1, N_MNO=241, N_NMI=6, MFC=0, check mark
acz2fft2g GKS !/ 5 gKSYy Y2yAdG2N) aidl ddza Aa yz2i
AMNON A/G=Administrative station, UGN=1, N_MNO=242, N_NMI=7, MFC=0, check mark

NI

NS

ac2fft29 GKRRYWIIR NGRSV Gdza Aa y2G NBIjdzZSAaGSR FTNR°

Note: If you want to use th&allbackagents, 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 shos«Contact Centefwith IVRRouting Poirg:

With IVR
Access numbers

F All
e e (busy pilot)

O

Figure4-10 Example ofrouting points with VMPIVR lines

Actions:

1. Assign 2 IPBCTusing 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=12FRSCIEIS=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, Logouitkeyl nodes)

KYN= 16, KYI=2, KD=0, TN=1, STN=231, RG=7, Myfinaakeydes)
AKYD N=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, Logouitkeyl nodes)

KYN= 16, KYI=2, KD=0, TN=1, STN=232, RG=7, M({{ineakeyodes)
ALGSN TYPE=2, UGN=1, TELN=231, FPEEISTN=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 containiiMiMBRénes for
playing prompts:

ASDT TN=1, STN=240, LEN=073245, TEC=18, RSC=1, SFC=1
ASDT TN=1, STN=24EN=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=1T8l=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{g¢ ¢bI'mX ¢9[blrunnx LINBaa DINRAyHEDA $FR NIw
/[ FfftaQd CAftt Ay F2NI/ C5 Hon (GKSy LINBaa {Si
I/ C{g¢ ¢brI'mMZ ¢9[blrunmX LINBaa DSiGx &St SOG NI
/' tf&aQd CAft Ay F2NI/C5 HmHon (GKSYy LINBaa {Si
ACFS T TN=1, TELN=242 pressiGetff SO NI RA2 odzidz2y¢, t9 I W/
/' 1tf&aQd CAft Ay F2NI/C5 HmHon GKSy LINBaa {Si

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 neatting is required:

ASYDL SYS1 Index 874 Bit 0 = 1 (Enable multi path monitor connecti

ASYDL SYS1 In@&® Bitl = 1 (Multiple session for SIP Mdline terminal enabled)

The affected IRerminals should be reegistered afterwards.

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

Agents can change thestatus (Logon, Logoff, Readiot ready and Work ready) by using one of the
following methods:

1. Call an agent status swit@tarter Lingcan only be used with/Rconfiguratior)

2. Press an agent status switch Key on the agent's phone (cabealed with (IPDterm
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 agenstatus switching via &tarter Linause the following procedure to configure the PBX:

1. Program the access number of the Agent Logon Starter §ae2.3.6.2Programa Contact
Centerwith VMPIVR lines

2. For creating the Agent Logon starter line within BCT 8se&Phonebased 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 spetifiction 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 OAIl Key CodeoFmore 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 [OAG¢eie 1 |
AOKC, KESODE=1-RIND=1, TONE=1, GEODE=128

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

Program an OAI Functidtey to a specific function key of the agents DTerm for each desired agent
status lke step 1 above. After that map different MSF operation codes to the chosen OAIl 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, PRr0rN=1, PL STN=2300, S=0, MWD=0, LN PRE=0, TP=0
KYN 4, KYI=1, FKY=34 [OAIl 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, PLOBTNS=03MWD=0, LN PRE=0, TP=0

KYN 6, KYI=1, FKY=36 [OAIl 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, MRE=0, TR-P

KYN 8, KYI=1, FKY=38 [OAIl Key Code 5]
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AOKC, KERODE=1,-KIND=1, @ONE=1, GEODE=128
AOKC, KERODE=2-KIND=1, GONE=1, OBODE=129
AOKC, KEFODE=3,-KIND=1, @ONE=1, GEODE=130
AOKC, KERODE=4,-KIND=1, @ONE=1, GEODE=131
AOKCKEYCODE=5,-KIND=1, @ONE=1, GEODE=132

Note: To avoid confusion with Operation Codes as mentioned in the PBX Command Manual: please
make sure you use the codes mentioned above-1B23

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

Forsingle agent status switching access prefix, use the follopriocedure 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=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 OAIl access code to MSF code. In the example below MSF
code 128 is assigned to the OAI prefix *31 and OAIl access code 130:

AOAC, OAACC=130, FKIND-ORPCODE=128

For multiple agent status switching access prefixes use the follgwowpdure to configure the PBX.
In the example below MSF codes 128 until 132 are assigned to OAI prefix *31 with respectively OAI
accessodes 130 until 135:

1. Assign an amss prefix for OAh the number plan asascribed in step 1 above.
2. Assign a different MSF operation code to each OAIl access code.

AOAC, OAACC=130, FKIND=1,-OPDE=128
AOAC, OAACC=131, FKIND=1,-OBDE=129
AOAC, OA\CC=132, FKIND=1,-OBDE=130
AOACOAIACC=133, FKIND=1,-OPDE=131
AOAC, OAACC=134, FKIND=1,-OBPDE=132

Note: To avoid confusion with Operation Codes as mentioned in the PBX Command Manual: please
make sure you use the codes mentioned above-{B23

4.3.8. Codes for phone based agents

Phme 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 ind.2.9Status witchingof phone basedigentshave 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

= =4 4 A

75



1 5# to switch work ready leaving the after call work

In case the required agent status is logged a PIN is requested to identify the agent. For
information on how to configure a phone based agent with PIN in BCB.&e&0Manually create a
BCTuserc 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)tareceim tables in the Business

ConneCT Database B&T Supervis®ashbard. The information in th®ial Codecolumn

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 chéperi wS | R@
w S | & B BGTéAdministrator 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 dat8liske via
Superviso Dashbard. The information in the Dial Code column references the chosen Additional
Info digits. After installation, a number of default CTs are available inhbsen 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 cliaptér f f in8@TLIS & ¢
Administrator Guide

Note: A code is always terminated with a # !

4.3.9. PBX configuration for voicemail

The following programming uses the same group'BiPlines as programmed for theontact Center
programming withVMPf Ay Sa> a2 AF &2dz Ff NBFR& LINRPINI YYSR
However, you can create another group with differ&Plines if needed. In that case assign

different numbers.
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Access number

@—,,__ﬂ/ @ (busy pilot)

O

Figure4-11 Example oftconfiguration for voicemail
Voicemail withVMPIVR lines:

77

1. Assign 2 IP DTERM #¥Plines using command AISTL and assign TELN numbers using
ALGSN:

AISTL TN=1, IP STN=231, KIND=DTERM IP, TEC=13RRSC~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, Logouirkeyinodes)

KYN= 16, KYI=2, KD=0, TN=1, STN=231, RG=7, M({{ineakeyodes)
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, Logoutitkeyl nodes)

KYN= 16, KYI=2, KD=0, TM$TNN=232, RG=7, Myline Keyall 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
MBSTTN=1, STN=230, MB=1

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

2. Assign the voiamail 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 fromoicemail accesline to the voicmail group pilot number

/| C{y¢ ¢bI'mMI ¢9[ blHHHI LINBaa DSz 4
|.

! S
/HtfaQ® CAff Ay F2NJ/C5 Hon (GKSy LINBaa



4.3.10. PBXconfiguration 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 enabtintact Center

agents to transfer calls to other agents, and ending unanswered ISDN calls (by providing a place to
park the cdsk first).

Configure the specidllonitored numberas follows:
1. Qeate TELN number:

ALGNN, UGN=1, TELN=P2# is the Specidlonitored numbej

2. QeateMonitored number
AMNONA/G=Administrative sttion, UGN=1, N_MNO=296, N NMI¥&C=0

4.3.11. PBXconfiguration for FCCS

BCTsupportsFCC3With FCCS, multipleBXsystems can be networked together with the look and
feel of one system.

TheBCTserver is connected to the Network Contidde (NCN), which serves as the host for the
whole network. The extensions in the Local Control Node (LCN) are monitored B¢ Therver as
well via the NCN. Sdegure4-7 FCCS netwotik sectiond.3.3PBXboundaries, options and licenses
dedicated for FCCS

Please refer to th&BXdocumentation for information on how to make the FCCS connection
between the NCN and the LCN(s).

Specific settingneeded in the NCN

The NCN contains thenfiguration as defined in the previous chapter on network level.

All functional programming dbtarter Ling, Monitored numbes 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 setting needed in the LC($)

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 tleusamame 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 suppartsition DiversityLocation Diversitys

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 BX.

Note for SV9500 Location DiversityMP 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 changingtdreninaltype to IPDEChey 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 terminatype to IPDECT

Add them to the VMP group in the PBX
Sync BCT

Now the new lines will be visible in VMP lines list

= =4 —a - A

Alarms are generated during automatic failover to another SV8500/SV9500 system, or when a
failover fails. Other significant events are log@es system status events, sek2.1.2System
Status

For configuration details: se&6 Configuring @dundant PBXonfigurations

BCT
Server

Operator Stations

Figure4-12 Location Diversity System Overview
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4.3.13. SV9500 configuration for Geographic Redundancy

BCTin combination with theSV950GupportsGeographic Redundandgeographic Redundancy
possible when at least twBV950%ystems areonfigured to operate in a main / fallback
configuration BCTis connected to th&&V950Wia an OAI connectigrthe system to which BCT is
connected is called thMaster PBXWhen the OAIl connection to the master PBX fails, BCT switches
over to the other PBX and establishes an OAIl connection. Either the main or fallback PBX can be
master depending on which node is reachable.

The next configuration must herogrammed to enable Geographic Redundancy and have BCT detect
at synchronization that Geographic Redundancy is active:

ASYDLSYS 1 INDEX 1354it 0 must be 'l' GeographidiRedundancyenabled
ASYDLSYS 1 INDEX 119%hit 7 must be '1' OAI restricted for syem in standby mode

Alarms are generated during autatic failover to anothe6S5V9500 system, or when a failover fails.
Other significant events are logged as system status eventd,1s2el.2System Status

The DRS IP Address (EBNf the backup node must be assigmadnually to a configuration file:

1 Open the configuration file "PBXConfigurationService.WinService.exe.configiRnoftam

Files (x88)Common FiledNEGServices" with notepad. Look for the section "geoSettings".

1 A part of the configuration file looks &k

</configuration>
<geoSettings>
<! - For the fallback node in a Geographic Redundant network add a new key
value entry = >
<l--  key =IP Address (LAN - 2) of fallback Node - >
<l --  value = DRS IP Address (LAN - 1) of fallback Node - >
<! --  Example: - >
<! -- <add key="192.168.111.52" value="192.168.111.152" /> - >

</geoSettings></configuration>
1 The tags "< en "-->" define the line to be comment, so this has to be removed.
1 Exampleof a configured IP Address: LA2&Ns 192.168.111.52 and LANs 192.168.111.152
<geoSettings>
<add key="192.168.111.52" value="192.168.111.152" />

</geoSettings>

For other configuration details: see a8 Configuring edundant PBXonfigurations

4.3.14. SV9500 configuration for IP -Centrex

B supports ICentex feature of SV9500F 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 SV95@hablethis feature and let the
BCTdetectit at the synchronization.

ASYDLSYS1INDEX 818Bit 5 must be 1  Dial Plan to support IP Centrex Functioisadétyabled

ASYDLSYS1INDEX 871Bit5 mustbe 1 [P Centrex for OAd enabled
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Note ¢ Upgrading BClwithout IP Centrexand afterwards synchronizinge PBX while IP Centrex is
already enabled in the PBX will move all users to ##**##. Information likemaiteand greetings
may not be accessible anymore as they are stored in a folder structurdimgcthe original

extension number, however it is not deleted and still present

4.3.15. Open number scheme

Supported for SV9500 networks, not 8¥8500 networks.
Not supported for any other mixed networks e.g. SV9300/SV9500 networks.
Number conversion to ented numbers for call setup should be activatede8.1.11Dialing Rules

4.4. UNIVERGE SV810(5V9100 /AspireX /AspireUX configuration

This chapter gxains how to set up the PBX type UNIVERGE SMB191000 AspireXAspireUXand
SV910drAPKor BCT. The main configuratidems concern operators, voiogil and the Contact
Center.

Make sure that you have the followiRBXlicenses available in the PBX:

9 Lcense code 0123: OAI Activatignpt requiredfor SV9100TAPI)
9 License cod@112: 3 party CTI Clientr¢quired forSV9106TAPI only)
1 License code 5111: IP Terminal {SLA/3rd Party); required if IVR is used.

It is possible to configurim the BCTSystem SettingéConnectiontab) and/or License Managefi(e >
Load New License Strimgenu optior) where to dtain the BCT licenses, if they reside in the . PBX
The License Manager (re)loads the lienautomatically at least once a dap that when licenses in
the PBX are upgraded, BCT will automatically use them.

The PBX is programmed with PC Pro using Easidtpes. The starting point is a PBX with default
settings. When the PBX is programmed according this chapte€dh&guration Wizardan be used
to configure BCT.
For the PC Pro SV8100 GE and the PC Pro Aggip@UXwithout Easy Edit pages the
programming should be done with Program Commands in System $&84.00 and SV9100 hawve
different version of PCPro and Easy Elite most extended vei@n is shown as figure.
1. Set the Push flag mode for OAI with terminal programming:
Program 9903-26 to 1 (PSH ON).
2. Set Retrieve Line After Transfer to Not Holding:
Program 2602-04 to 0 / Not Active. The default value of the AspifespireUXs not correct.

3. To prevent analogue trunk lockgudusy tone detection should be used:

Enabledetectionin program 1402-09, 1402-12 and 1402-18
Program 8@04-06 and 8604-08 for tone 2 (busy tone for trunkd 4 (150 ms).
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4.4.1. Connection to a PBX

The folbwing figure shows the preferred network configuration. The IP addresses shown will be used
in the configuration description.

SvV8100/5v9100 .
Business
ConneCT Server
Voip
16216895210 Management
B SIP Signaling
192.168.35.211 192 168 35 34
SIP Voice Router
192.168.35.1
VoIP lan

Figure4-13 PBX connection to the BCT Server

In this example, the PBX is equippeith a CCPU in slot 1 and a 128 channel VolP 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 synchronizafiaR) OAl
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
marnual, 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 etite tones 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 navigat&palications, BCT
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BCT IP Settings, BCT BASIC IP Settings

Secify a valid IPLA IP address, mgtand IPLA Subnet Mask to allow the SIP signaling arat OAI
TAPI.

EasyEdit 1 x
Search | qQ
IPL IP Address 152.168.35.210
IPL Subnet Mask 256255255 0
Default Gateway 152 168.35.1
Subnet Mask 255.255.255.0
NAPT Router I[P Address 0000
3.711 Maximum Audio Frame Size I0ms
; 3rd Party Server 2181
Frosramming Leve (o 1l CTI Mode Mode 2:6CT
C&M Server an10
..... = BCT A
----- [=] BCT IP Settings
o

...[C] BCT IPL Blade Setup
----- BCT Settings
----- BCT CQueues
----- BCT Resilience Made
----- BCT Mobile Extension W

Expand Al Collapse All

&, EasyEdit f:i System Data

Figure4-14BCT Basic IP Settings

Important: Set G.7.11 Maximum Audio Frame Size the same agtiline Setting payload (default

30 msel.
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 CTIServer / 8 Party Server 8181
20-23-09 CTI Mode Mode 2:BCT(SV9100TAPI)
10-26-05 (SV8100) Mode 1 (SV8100)
10-20-11 O&M Server 8010

Note: CTI Mode will be automatically set to 2 for SVITIB®FI.
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BCT IP Setting8CT IPLA Blade Setup

Assign IRxddresses to your DSP resources

Wizards B ox
Search | | Q =
001 VOIPDE DSF IP Address  152.168.35.211
001 Video RTP Port 20020
001 Video RTCP Port 20021
001 RTP Port 10020
001 RTCF Port 10021
Programming Level ’? Sl
..... B BCT =
; E| BCT IP Settings
i--[ BCT Basic IP Settings
MERECT IPL Blade Setup
BCT Settings
BCT Queues
: BCT Resilience Mode
[ BCT Mohile Extension W
Expand All Collapse Al
# EasyEdit | () System Data
Figure4-15BCT 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 addressiithiwthe PBX require a reboot.
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BCT Settings, BCT General Settings
DSFTAYS GKS G(GNM¥zy1l | 00Saa O2RS® ¢KS UC2NOSR AyidSN
It is possible to Enable Transfer to Busy Extension for Camp On busy functionality. Note that this is a

system wide optionFor Camp On via BCT for standard SIP and IPDe@3;%0should be set via
Terminal programming3oth settings require SV8100 R4hagher.

Apply Group box Col chooser Expand all Contract all ECT General Settin * Help

Search qQ
i Trunk Acces... 0
Individual Tru...
Forced Interc... Signal
Transferto B... ,7
Programming Level ’:
.-[E BCT o
----- BCT IP Settings
----- & BCT Settings
Ol ECT General Settings

i BCT MNumbering Plan

-] BCT SIP Settings =
-] BCT COS Settings

----- BCT Queues

----- BCT Resilience Mode

----- BCT Mobile Extension hd

[ Epand Al | [ collapse Al

#M Wizards | @ System Data

Figure4-16 BCT Settings, BCT General Settings

Program Commang ltem Setting

11-01-01 Ox Digit 1

11-01-01 Ox 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)
99-0351 CampOn for st.SIP and IPDect 1 (via Terminal programming) (R4 and u
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BCT Numbering Plan

Use this page to define which numbers can be dialda 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, includingrtual extensios forQueuepositions, Pilot Groups fdRouting

Points and SIP Extensions fé¥Plines. 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
Queués pilot number.

PEE s | apply | Group box Col chooser Expand all Contractall | BCT Mumbering Plz = Help
Search qQ, || 1st Dial Digt stand 2nd .. Dial Digt Ls... Type Networking ID -
i 8 a8 0 Mot used 0
| 8 89 D Mot used ]
] 20 ] Mot used ]
i 8 8 0 Mot used 0
] 8 0 Mot used 0
] G 1 Exension ]
Programming Level ’? - e 0 Not used 0
] 52 ] Mot used ]
..... B BCT ~ 3 93 0 Not used 0
----- BCT IP Settings 9 94 0 Mot used 0
----- [5] BCT Settings 9 95 0 Mot used 0
i BCT General Settings 9 96 0 Mot used 0
O 9 97 0 Not used 0
[ BCT SIP Settings E g 98 0 Mot used 0 ‘: ‘
BCT COS Settings 9 o9 0 Mat used 0 3
----- BCT Queuss 9 90 0 Not used 0 .
----- BCT Resilience Mode 9 5 0 Mot Lsed 0
----- BCT Mobile Extension - g o 0 Not used 0
| Expand Al | [ Collapse Al 0 15 1 Trunk 0
1] 1] ] Mot used ]
N Wizards | @ System Data 0 0z 0 Mot used 0 =
Figure4-17 BCT Numbering Plan
Program Command ltem Setting
11-01-01 9x Digit 1
11-01-01 9x Type Extension
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BCT SlIBettingsand BCT SIP Profile DTEttings

Use this page to define some options in preparation for creating the SIP Extensions that will be used
asVMPIlines, if applicable.

g Mode = Off

1 SIP Peer to Peer = Off
I PeertoPeer=0n
1 RTP Forwardin
T DT700 Peer toder = On
1
1
1
1
T RTP Filter = On
f— 7 x

Search Q

Programming Level

l?

5070
5060
3600
Enabled

Redgistrar/Proxy Port

SIP Trunk Port

Sending Invite Message Expiry Time
RTP Fitter

- [=1 BCT A
i--[E BCT IP Settings

[ BCT Settings

[J BCT General Settings

[ BCT Numbering Plan

B

[ BCT SIP Profile DTMF Settings
BCT COS Settings

BCT Queues

: BCT Resiience Mode

[0 BCT Mabile Extension v

Expand All Collapse Al

N EasyEdit @ System Data

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

EasyEdit r x

Search Q

Programming Level

[o & &

B BCT A
-~[E BCT IP Settings
BCT Settings

-] BCT General Settings
[J BCT Mumbering Plan

-] BCT SIP Settings

O

-[ BCT COS Settings

BCT Queues

BCT Resilience Mode

BCT Mobile Extension v

Expand Al Collapse All

% EasyEdit | (P System Data

Figure4-18 BCT SIP Settingsid BCT SIP Profile DTMF Settings

The 1026 commands areonly for the SV8100.

Profile: 1

SIP Exension DTMF Relay Mode RFC2833
SIP Extension DTMF Payload Number 101

SV9100: use 16550 to set peer to peer mode, use-84-01/02 to set DTMF faactive profile.

Program Command| Iltem 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 SIPTrunk 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 BCTQueuss. Put your etensions into the relevat COS.

M Apply Group box Col chooser Expand all Contract all BCT COS Per Mode = Help
Search Q, || Station Exension Name Made 1 Made 2 Mode3 .«
Fort CoS CoS Cs
i 003 202 EXT 202 1 1 1
004 203 EXT 203 1 1 1
005 204 EXT 204 1 1 1
006 205 EXT 205 1 1 1
= 007 206 EXT 206 1 1 1
003 207 EXT 207 1 1 1
Programming Level ’? 009 208 EXT 208 1 1 1
010 209 EXT 209 1 1 1
----- B BT - 011 210 EXT 210 1 1 ]
[ BCT IP Setiings 012 1 EXT 211 1 1 1
BCT Seftings 013 212 EXT212 1 1 1
[ BCT General Settings 014 213 EXT 213 1 1 1
[ BCT Numbering Flan F 015 214 EXT 214 1 1 1
[ BCT SIP Settings 016 215 EXT 215 1 1 1
[E] BCT COS Settings 017 216 EXT 216 1 1 1
O 3 018 217 EXT 217 1 1 1
-[] BCT COS Settings 019 218 EXT 218 1 1 1
“[¥] BCT Timer Class of Service 020 219 EXT 219 1 1 1
- [ BCT Queuss b | 021 230 EXT 270 1 1 1
[ BCT Resiience Mode 022 771 EXT 221 1 1 1
- [ BCT Mabile Extension - 023 1 1 1
| BpandAl | [ Colapse s ||| 024 s EXT 223 1 1 L
025 224 EXT 224 1 1 1 i
% Wizards J @ system Data 1 o m—— _"| ) ) ) 3
Figure4-19BCT 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 sagainst the relevant COS

1 Call Queuing = OFF
1 Automatic Offhook Signaling = OFF
1 Bargein Initiate = ON
i Bargein Receive = ON
1 DND activation type while ringing = ON
T Automatic Orhook Transfer = OFF
EasyEdit o x
Search a ] (173 03 04
Might Mode Switching Manual I_ I_ l_ I_
Call Queuing I_ I_ l_ I_
Automatic Off-hook Signaling I~ I~ ~ I~
Barge-n Initiating In? IT |7 I?
Barge4in Receiving F x2 & ¥
DND activation type while inging |u_f IT IF IT
Programming Level ’? = Automatic Onhook Transfer I_ I_ l_ I_
O BCT -
- [*] BCT IP Settings
E| BCT Settings
[ BCT General Settings
-~ BCT Numbering Plan
-~ BCT SIP Settings
-~ BCT SIP Profile DTMF Settings
~[E] BCT COS Settings
-[] BCT COS Per Mode
BCT Timer Class of Service
- [¥] BCT Queues
- [*#] BCT Resilience Mode
- [#] BCT Mobile Extension -
Expand All Collapse All
#M, EasyEdit @ System Data < G
Figure4-20BCT COS Settings
Program Command ltem Setting
20-09-07 Call Queuing Off
20-13-06 Automatic Offhook Signaling Off
201315 Bargein Initiating On
201316 Bargein Receive On
20-09-13 DND activation type while ringing On
20-11-11 Automatic Orhook Transfer Off

BCT requireQueues andvVMPIlines to handle calls for the Operator, Contact Center and Voicemail.

For Operator calls and IMBss Contact Center calls department groups are used that consist of

Virtual extensios as group members. The group pilot is useRasting Point

For Voicemail calls and Contact Center IVR calls a departmeng igrased that consists of SIMMP
lines as group members. The group pilot is used as the Voicemail access number.

Note: For Contact Center only systems, there should lbeast 1Routing Pointonfigured in
Supervisor Dashboard, for parking a call during transferring the call to an agent.
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Finally two department groug will be used in case of Syst&mllbackvhen the BCT server is down
or cannot be reached. The department group for Syskaitbackor the operator consigtof the
operator extensions as group members. The department group for Sy=sadbackfor the Conact
Center consist ahe agentextensions as group members.

BCT Settings, BCT COS Settings, BCT Tia®r

Hold Recall time for BCT extensions has to be set 0.

The Normal (Nowmxclusive) Hold Recall and Exclusive Hold Recall Timers should be disabled for BCT

users.

BCTExtensions should be placed in a Timer Class fe2g2@nd the recall for that timer class
disabled (0 entered) for Neexclusive Hold Recall (item 11), Exclusive Hold Recall (item 12).

EasyEdit 3 x
Search | | a ~l 0 02 03 04
<all: Ol O <l Ol D oas P
Call Coverage Delay Interval Time (Vitual Extension Key) 10 10 10 10
Callback/Trunk Queuing Cancel Time 64800 64800 64800 64800
DDl Ring Mo Answer Time 20 20 20 20
Delayed Call Forward Time 10 10 10 10
DIL/Incoming Ring Group Mo Answer Time 0 0 0 0
Programming Level g E DISA Extemal Paging Time 30 30 30 30
= - DISA Intemal Paging Time 30 30 30 30
Disconnect after Re-transfer to Incoming Ring Group 60 60 60 60
----- & BCT ~ Exclusive Hold Recall Callback Time 0 30 30 30
""" BCT IP Settings Exclusive Hold Recall Time 0 30 30 30
BCT Settings _ b Hotline Time Start Time 5 5 5 5
g gg ﬁe“iﬁ"_ Se*grgs Intercom Inter-digits Time 10 10 10 10
O BT SIUPmS:ﬂnhg an Mobile Extention answer time 3 3 3 3
" ) BT SIP Profio DTME Setings Mobile Extention callback time 15 15 15 15
.. BCT COS Settings . MNon-exclusive Hold Recall Callback Time 30 30 30 30
.[] BCT COS Per Mode Non-exclusive Recall Time 50 50 50 50
[ BCT COS Settings Page Announcement Duration 1200 1200 1200 1200
=] BCT Timer Class of Service Park Hold Time 90 90 90 90
i..[d BCT Timer Class for Trur Ring Mo Answer Alam Time 60 60 60 60
[ BCT Timer Class for Exte Transfer Recall Time 0 0 0 0
B ECT Timer COS Trunk Inter-digits Time 10 10 10 10
----- BCT Gueues Trunk Queuing Callback Duration Time 15 15 15 15
BCT Resilience Mode Trunk to Trunk Long Conversation Disconnect 15 15 15 15
----- BCT Mobile Extension v Trunk to Trunk Long Conversation Waming Tone Time 0 0 0 0
< > VRS/DISA No Answer Time (Disconnect/Incoming Ring ... 10 10 10 10
Expand All Collapse Al
™, EasyEdit @ System Data < >

Figure4-21 BCT Settings, BCT COS Settings, BCT Timer COS

Program Command ltem

Setting

20-29-01 Timer Class for extensions 1 for used Modes and BCT extensions
20-31-11 Nonexclusive Hold Recall Tim| O (do not recall) for timer 1
20-31-12 Exclusive Hol®ecall Time 0 (do not recall) for timer 1
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BCT Queue Positions astMPLines

Usethis page when configuring SUPLines. The number of group members defines the maximum
Queuesize. For example: (withMMPlines):

Group Name | Group Number| Group Pilot (Voicemail access Group Members

VMaccess 6 222 231-234

1 ExtensiorF a valid Extension number.

1 Name= a meaningful name to denote what the extension is

1 IP Duplication Allowednode =enabled to make more than one phone on the same IP
address possiblgSV8100: IP Duplication Allowed Group = Groupl)

1 Signaling Type DP(to reduce the system resource usage

Terminal Type= Specialto allow DTMF tones to be received after the initial call is setup)

1 Department Group= the number of the department group the extension is a member of.

E ]

ESESYEd‘t 2 Station Edension | Name IP duplication = Signaling T T Depatment Eeerta
earch qQ Port allow mode | Type Group Made
al: O o<l O <l Ol 2 ol Ol Loal PO O
ucy 17 Calela  ULnsauie uimr NI~ ITIOIE LY | VT LIS diLer U 11l Gall 15 SELUp I i
021 220 EXT 220 Disable DTMF MNormal - Ignore DTMF tones after the initial call is setup 1 Cn
022 22 EXT 221 Disable DTMF Normal - Ignore DTMF tones after the inttial call is setup 1 On
023 EXT 222 Disable DTMF Mormal - Ignore DTMF tones after the initial call is setup 1 Cn
024 223 EXT 223  Disable DTMF Normal - Ignore DTMF tones after the inttial call is setup 1 On
. 025 224 EXT 224 Disable DTMF Mormal - Ignore DTMF tones after the initial call is setup 1 Cn
ageng kel =l Bl 026 225 EXT225 Disable DTMF  Normal - Ignors DTMF tones sfter the infial callis sstup 1 On
027 226 EXT 226 Disable DTMF Mormal - Ignore DTMF tones after the initial call is setup 1 Cn
O BCT a 028 27 EXT 227 Disable DTMF Normal - Ignore DTMF tones after the inttial call is setup 1 On
BCT IP Settings 029 228 EXT 228 Disable DTMF MNormal - Ignore DTMF tones after the initial call is setup 1 Cn
- [#] BCT Settings 030 229 EXT 225 Disable DTMF  Nomal - Ignore DTMF tones after the initial call is sstup 1 On
-2 BCT Queues 031 230 EXT 230 Disable DTMF MNormal - Ignore DTMF tones after the initial call is setup 1 Cn
| 032 3 EXT 231 Enable DpP Special - Receive DTMF tones after the initial call iz setup & On
[ BCT Gueue Positions using Vitual Extensions 033 232 EXT 232 Enable DP Special - Receive DTMF tones after the initial call is setup 6 Cn
[ BCT GQueue Routing Points 034 233 EXT 233 Enable DpP Special - Receive DTMF tones after the initial call is setup 6 On
[ BCT WM Access 035 24 EXT 234 Enable DP Special - Receive DTMF tones after the initial call is sstup 6 On
[ BCT Announcemerts 036 235 EXT 235 Disable DTMF  Normal - Ignore DTMF tones after the inttial callis setup 1 On
CT Resiience Mode 037 236 EXT 236 Disable DTMF  Momal - lgnore DTMF tones afterthe intial callis sstup 1 On
) BCT Mobile Edension 038 237 EXT 237 Disable DTMF Nommal - Ignore DTMF tones after the initial call is setup 1 On
[ UCE 0 039 238 EXT238 Disable DTMF  Normal - Ignore DTMF tones after the intial callis setup 1 On
Expand Al Collapse Al 040 233 EXT 235 Disable DTMF Nommal - Ignore DTMF tones after the inttial call is setup 1 On
041 EXT 240 Disable DTMF Normal - Ignore DTMF tones after the inttial call is setup 1 On
&% EasyEdit @ System Data 042 EXT 241 Disable DTMF Nommal - Ignore DTMF tones after the inttial call is setup 1 On

Figure4-22 BCT Queue pasons andVMPLines
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 requiredMPlines belong to the IP Duplication Group
3.Reduce resource usage with program0BE01 on Signaling Type DP é¥Plines

4.Department group properties are programmed together with the ®@G@dueRouting Point
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When no Easy Edit: Make the unregistered SIP line238JVisible vidProgrammingUnregistered

andIP Phone List...

Program Command ltem Setting
11-07-01 Department Group 6| Pilot 222
16-02-01 Extension 23234 Department Group 6
15-03-01 Extension 23234 Signaling Type DP

15-03-03 Extension 23234

Terminal Type

Special; Receive DTMF tones
after the initial call is setup

15-05-18 Extension 23234

IP Duplication Allowetlode

Enable

11-02

Remove from extension list

Note: When 1503-03 is not possible with PC Pro, use teahprogramming.

SV9100 specific:

15-05-50 Peer to Peer Mode: Disable for all VMP lireasd SIP extensions
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BCT Queuing Positions Using Virtual Extensions

Use this page when configuringrtual extensiorQueuePositions. The number of Group Members
defines the MaximunQueueSize.

Virtual QueuePositions are used by BCT 4.1 and later.

For example:

Group Name | Group Group Pilot Group Members
(queue name) Number | (routing points) | (queue positions)

Internal 2 9 52905299
External 3 295 52805289
Park 4 294 52705279
Fallback 5 293 52605269

1 Extension= a valid Extension number to be&aieuePosition
1 Name= a meaningful name to denote what the extension is
1 Department Group= the number of the department grolijRouting Pointhe extension is a

member of.
Wizards A Apply Group box Col chooser Expand all Contractall | BCT Queue Positio = Help
Search I Q|| itual Wirtual Mame Department | |
Estension Extension Group
;I i} 5260 Fallbackn 5
[k} 5261 Fallback1 5
02 5262 Fallbackz 5
013 5263 Fallback3 5
j 014 5264 Fallback4 5
. 015 5265 Fallbacks 5
IR e [=] 016 5286 Falbscks 5
o7 5267 Fallback? 5
R 2| me 5260 Falhacks 5
.-[& BCT IP Settings 013 5263 Fallback3 )
- [#] BCT Settings 020 5270 Parkd 4
-[2] BCT Oueues 021 5271 Park1 4
“ [ BCT Dueue Postions and VA Lines 022 5272 Park2 4
SABEECT (ueue Po: g Virtual Extensions: 023 5273 Park3 4
[ BCT Queue Routing Points 024 5274 Park4 4
- [] BCT WM Access 025 5275 Parks 4
[ BCT Announcements 026 5276 Parkb 4
E| BCT F\esili?nce Mot?le 027 5277 Park? 4
[ BECT Might Service Mame 028 5278 ParkB 1
[ BCT Trunk.Mode Asswgr?ment 029 5279 Parkg 4
BCT Incoming Call Routing a0 ] [ — 3
BCT Function keys fic] 5281 Esternall 3
{ -[#] BCT Mabile Extension |_,ILI 13 5387 Etemnal? 3
033 5283 Externald 3
Expand &ll Collapze Al 034 F284 Esternald 3
4| 4| 035 5285 Externals 3
% Wizards | @ System Data 036 5286 Externals 3 LI
Figure4-23BCT Queue Positions Using Virtual Extensions
Program Command Item Setting
11-04-01 Port 001- 049 Virtual Extension 5260-5299
15-01-01 ICM Ext 52905299 Name InternalO¢ Internal9
15-01-01 ICM Ext 52805289 Name ExternalOc External9
15-01-01 ICM Ext 52705279 Name ParkOg Park9
15-01-01 ICM Ext 52605269 Name Fallback@ Fallback9
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16-02-01 ICM Ext 52905299 Department Group 2
16-02-01 ICM Ext 52805289 Department Group 3
16-02-01 ICM Ext 52705279 Department Group 4
16-02-01 ICM Ext 52605269 Department Group 5

BCT also supports the use of I&Bs Contact Centdétouting Poird, the configuration of which
follows the same rules as the othBiouting Poirg, where by the positions are created\astual
extensiors and added as members to a pilot group.

An example of \Rss Contact Centétouting Poirg (not in PCPro screen figurgs

Group Name | Group Group Pilot Group Members
(queue name) Number | (routing points) (queue positions)
Services 8 240 53005309
Sales 9 241 53105319
Support 10 242 53205329

In this table, threeRouting Poirg are created for the IVRss Contact Center: service, sales and
support. This way the Contact Center can distinguish between incomlisgaod the agent can
answer the phone appropriately.

Note: When the BCT system ne@algny Starter Lins it is not necessary to creatdRauting Poinfor
each of the starter lines separatdlyote that the number of pilots is limited); creat&mtual
extensiorfor eachStarter Lineandassignpermanent immediate forwarding y SI OK ® @&
singleRouting Poinflarge enough to hold lot of queue positions

(Use 2409-01/02/03/06 to assign the forwarding relations).

Program Command ltem 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 & Calling Cycle Circular Routing
10

16-01-04 Department Group 8 Hunting Mode Circular
10

16-01-07 Department Group 8 Call Recall Restriction Enabled (Nowecall)
10

16-01-09 Department Group § Call No Answer Time 0

10

11-04-01 Port 050- 079 Virtual Extension 5300- 5329
16-02-01 ICM Ext 53005309 Department Group 8

16-02-01 ICM Ext 53105319 Department Group 9

16-02-01 ICM Ext 53205329 Department Group 10
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Note: To use the&system CabPark functionality for operator@lso called Pickup Park)separate set

95

of Routing points need to be configured. Exigygtem CabPPark position requires a separate
Routing point.

The configuration of the Routing points folletlie same rules as the Rimg 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 saemouting points by BCand can be

used for System Cd&thrk For BCT configuration for System Call Parl8s&0Create System
CallPark configuration




BCT Queue Routing Points

Use this page to define the group pilots for tQeieuepositions, the IVR group (voicemail access) and
the Systentallbaclgroups. FoQueues 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

M Call No Answer Time =0

= =4 —a —a A

Wizards AL Apply Group box Col chooser Expand all Contract all BCT Queue Routin = Help
Search I & || Depa. | Pilat | Name Calling Cycle Hunting Made Call Recall Restri... | Call Mo Answer Time |«
Giraowy
;I D‘Ip Priority Fouting  Stop at last member [non-oop) | Disabled [Recall 15
0z 3 Intemal Circular Routing  Circular Enabled (Mon-recall] 0
03 295  Ewternal  Circular Rowting  Circular Enabled (Mon-recall] 0
04 294 Park Circular Routing  Circular Enabled (Mon-recall] 0
;I 05 293 Fallback  Circular Routing  Circular Enabled [Mon-recall] O
06 222 WMaccess Cicular Routing  Circular Enabled [Mon-recall] O
Frogramming Level ,? o7 Priority Rowting — Stop at last member [nandloop) | Disabled [(Recall) 15
08 Priority Routing — Stop at last member (handoop) | Disabled [Recal) 15
[ BCT ;I 09 Priority Fouting  Stop at last member [nondloop) | Disabled [Recall 15
BCT IP Settings 10 Priority Flouting  Stop at last member [honloop) | Disabled [Recall 15
BCT Settings 11 297 SysFBcc  Priority Rodting  Circular Disabled [Recal) 15
-] BCT Queues 12 238 SpsFBope  Priority Routing  Circular Disabled (Recal) 15
[ BCT Queue Positions and YR Lines 13 Friority Routing  Stop at last member [nonoop]  Disabled [Recal] 158
[] BCT Queue Positions using VWirual Extensions 14 PFricrity Routing  Stop at last member [nonoop)]  Disabled [Recal] 15
[BEECT Qusue Fouting Points 15 Friority Routing  Stop at last member [nonoop)  Disabled [Recal] 15
[ BCT WM Access 16 Priority Rowting — Stop at last member (nandloop) | Disabled (Recall) 15
[ BCT Announcements 17 Priority Fouting  Stop at last member [hondloop) | Disabled [Recall 15
BLT Resiience Mode 18 Priority Fouting  Stop at last member [non-oop) | Disabled [Recall 15
- [+] BCT Mobile Extersion LI 19 Pricrity Routing  Stop at last member [nondoop)  Disabled (Recal] 15
Expand &l Collapse All 20 Pricrity Fouting — Stop at last member (non-oop) | Disabled (Recal) 15
4' 4' 21 Priority Routing  Stop at last member [nondoop)  Disabled [Recal] 15
P System Data 22 Priority Routing  Stop at last member [nonoop)  Disabled [Recal] 158 LI
Figure4-24BCT 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 26 | Calling Cycle Circular Routing
16-01-04 Department Group 26 | Hunting Mode Circular
16-01-07 Department Group 26 | Call Recall Restriction Enabled (Nowecall)
16-01-09 Department Group 26 | 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,
phonebased login, and Prompt recording. Th&&egual extensios are hominated within BCT to

define ther roles. In contrast, the Voiogail access should be the group pilot of the IVR group and

not one of theVirtual extensios.

Call Forward All Calls set to point to the IVR Pilot Group (voicemail access) for both trunk and
intercom calls

Wizards AL Apply Group box Cal chooser Expand all Contract all BCT WM Access = Help
Search I— Q|| Virtual Wirtual Hame Call Forward Type | CO Call Forward .. | Intercom Call Forward... ;I
E stension Estension
:I 004 243 AgentLogin - Call Forward All Calls | 222 222 J
ans 244 PromptRec  Call Farward All Call: 222 222

006 Mo Call Fonward
oav Mo Call Fonward
LI oog Mo Call Foneard
003 Mo Call Foneard
Programming Level ’? 00 5260 FalbackD Mo Call Foward
011 5261 Fallbackl Mo Call Forward
[ BCT | mz G262 Fallback?  MaCall Farward
: ECT IP Settings 013 5263 Fallback3 Mo Cal Forward
BCT Settings 014 5264 Fallbackd Mo Cal Forward
[ BCT Queues ms 5265 FalbackS Mo Call Forward
i...[d BCT Queus Postions and 0 5266 Fallbackt Mo Call Forward
[ BCT Queue Positions usin om7 R267 Falback?  MoCal Forward
Routing Point o1e 5268 Fallback® Mo Cal Forward
4 5263 Fallbackd Mo Call Forward
020 5270 Park Mo Call Fonward
; BCT Resilience Mode 021 5271 Park1 Mo Call Forward
~- [ BCT Mobile Extension _l;l 022 5272 Park2 No Cal Forward
I | L4 023 5273 Park3 Mo Call Forward
Expand Al | Callapse Al | 024 5274 Park4 Mo Call Foneard

025 5275 Parks Mo Call Foneard =

S8, Wizards | @ system Data 4« ot = n S |L|_I

Figure4-25BCT VM Access

Note: BCT Announcements are not used by the standard BCT.
When theConfiguration Wizaris used a/irtual extensiorf 2 NJ a [ 232y £ 3 bt NP YLIG NX
G! 3SYGDNRdalld Aa NBI dzA

Program Command Item Setting

11-04-01 Port 001 005 Virtual Extension 243244

15-01-01 ICM Extension 243 Name AgentLogin

15-01-01 ICM Extension 244 Name PromptRec

24-09-01 ICM Extension 24®44 | Call Forward Type Call Forward All Calls
24-09-02 ICM Extension 24®44 | CO Call Forward 222

Destination for Both Ring,
All Calls and No Answer
24-09-03 ICM Extension 24@44 | Intercom Call Forward 222
Destination for Both Ring,
All Calls and No Answer

AspireXAspireUX check chapter.4.7Presencesetting to external destination(Aspire XAspireUX
only)if program 2406 or program 2409 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 Fallbac@ueueof the operator. This table defines what extension to call when a
number is received over a trunBesidenormal extensionsalso Contact Center access, external
operator Queueand 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 DDAtealel is

used with a Starting Address 1 and Ending Address 200.

To define DDI fail actions for calls to Busy, Not Answering and DND extees&nysextension in the
DDl translation Table should be changed to the following settings:

1 Transfer OperatioMode = Busy/No Answer
1 Transfer Target 2 205 @ standdor type Department group05 stands for Department
group number, which is theallBaclkQueug

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 numberé& X X €

DDI Name = useful name.g.Fallback)
Target 1 = (not filled in)

TransferOperation Mode = Busy/No Answer
1 Transfer Target 2 = 205

= =4 -4 A

Wizards MRS | spply | Group box Col chooser Expand all Contractall | BCTDDIRoutingT: = Help
Search I 3, || DDl Tranglation | Received Mumber | DD Mame | Target 1 | Transfer Operation Mode | Transfer Target 2 ﬂ
T able Entry
ﬂ ana1 an Busy/MNo Answer 205
ooz o1 201 Buzp/Mo Ansver 205
Qoo3 0z 202 Buzsy/Mo Answer 205
aoon4 03 203 Buzp/Mo Ansver 205
j 005 04 204 Busp/Mo Answer 208
. Qo0e 05 205 Buzp/Mo Ansveer 205
i L= 5] oao7 06 206 BusyMNodnswer 205
aoona a7 207 Busp/Mo Ansver 205
..... =N ;I ooos 02 208 Bugp/Mo Anawer 208
_____ ECT IF Settings ooia 03 209 Buzp/Mo Answer 205
_____ BCT Settings o1 10 210 Busp/Mo Anevwer 208
..... BCT Queuss ama2 1 21 Busp/Mo Answer 205
..... [ BLCT Resilience Made 0013 12 212 BuzpMo Answer 205
. BCT Might Service Mame aola 13 213 Busp/Mo Answer 208
[ BCT Trunk Mode Assignment aoa 14 214 Buzp/Mo Ansver 205
[E] BCT Incaming Call Fouting e 15 215 Busp/Mo Answer 208
-1 BCT DDI Table Area Setup amy 16 216 Busy/No Answer 205
-[ BCT DD Table Area Tanget ooig 17 217 Busy/Mo Answer 205
SBEECT DD Routing Table ikl 18 214 Busp/Ma Answer 205
. »~[] BCT DO Fall Dver IRG 0020 19 219 Busy/Na Answer 205
[ BCT Function keys 002t 20 220 BuspMo Answer 205
""" BLT Mabils Extension hd | 21 1 BusyMo Answer 205
Expand All | Collapse &l ||| 0023 Na Transfer 0
00z4 23 223 Buzp/Mo Ansver 205 =
S5 Wizards | @ System Data < | _>|J
Figure4-26 BCT DDI Routing Table
Program Command Item Setting

22-11-04 Entry 1-99

Transfer Operation Mode

BusyNo Answer

22-11-05 Entry 1 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 cannotéached the PBX should go to Systérallback External
calls to the opeaitor (also unsuccessful external calls to Busy/NoAnswer extensions) and to the
contact Center should be rerouted to Systé&allbaclgroup for operatorand Contact Center. To
program Systenkallbackhe Resilience mode of the PBX is used.

When a Systerfallbacloccurs then the resgnce mode can be activated with a Function Key (FK).

A DDl trunk selects a different table area in Resilience mode. The DDI routing table selects the system
Fallbaclgroup with real extensions as group members.

E.g. the operator extensions and agent extensions can be assigned to the correct department group

for Systenfallback

Group Name | Group Number Group Pilot Group Members
SysFBcc 11 297 210211
SysFBope 12 298 200

Use Night Mode 4 <Rest> as BCT sys$talivack

Wizards WS | Lpply | Group box Col chooser Expand all Contract all | BCT Might Service I = Help
search | G, || Night Made ‘ Might Mode | Mame ‘
Service Group
IS |y Mods 1
o tMode 2 <Mights
m Mode 3 <Mid-night>
m tode 4 <Rest:
LI m Mode 5 <Dap>
. o Mode B <MightZ>
Frogramming Level I? il Made 7 <Midnight2>
m tode 8 <Rest?>
- BCT |
“n[E BCT IP Settings
BCT Settings
-[#] BCT Queues
- [2] BCT Resiience Made
BB ECT Might Service Mame
[ BET Trunk Mode Assignment
-~[3 BCT Incoming Call Routing
. [ BCT DD Table Area Setup
- BCT DDl Table Area Target
- [] BCT DDI Routing T able
. -[1 BCT DDI Fall Over IRG
‘- [Z] BCT Function kevs
- [#] BCT keys 01-12
- [#] BCT keys 13-24
- [#] BCT keys 25-36 b
[ BCT keys 37-48 hd|
Expand Al | Colapse Al |
@ System Data
Figure4-27 BCT Night Service Name
Program Command ltem Setting
12-07-01 Night Mode
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Your trunk should be programmed in Mode 4 too

Wizards bRl | ipply | Group box Col chooser Expand all Contractall | BCT Trumk Made A: = Help
search | Q|| Trunk ‘ Trunk Name | Maode 1 ‘ Mode 2 ‘ Mode 3 | Moded =
S | PRI-1 DID DID DID DID
002 PRI-2 DiD DI DD DD
003 PRI-3 DID DID DID DID
004 PRil-4 DID DID DID DID
Jad || e PRI-5 DiD DI DD DD
_ 00s PRI-E DID DID DID DID
Programming Level [a| 007 PRI-7 DID DID DD DD
00g PRI-B DID DID DID DID
--[=] BCT =] nog FRI9 DI DD ][n} DD
BCT IP Settings 010 PRI-10 DID DID DID DID
BCT Settings (iR PRI-11 DID DID DID DID
BCT Queuss 012 PRI-12 DiD DI DD DD
[ BCT Resiiencs Mods 013 PRI-13 DID DID DID DID
‘[ BCT Might Service Mame 04 FRI-14 (]} n]]u] ol ]l
BEECT Trurk arment 015 PRI-15 DID DID DID DID
=] BLCT Incoming Call Routing 016 FRI-1E (][0 [a1[n] [B]]] DID
----- [ BCT DDI Table Area Setup 7 PRI17 DiD DID DID DID
----- [1 BCT DD Table Area Target e PRI-18 DID oD [][s] DD
""" [ BCT DD Reuting Table 0139 FRI19 oD DI DID i
. L1 BCT DDIFall Over IRG 020 PRI-20 DID DID oID DD
+~ I BET Function keys 021 PRI-21 DID DID DID DID
gg t:ﬁz ?;;i 022 PRI-22 DID DID DD DID
BT keye 25,8 | | 023 PRI-23 DID DID DID DID
BET keps 3748 r 024 PRI-24 DID DID DID DID
025 PRI-25 DID DID DID DID
EvpandAll | Colapseall ||| 028 PRI-26 DID DID DID DID
027 PRI-27 DID DID DID DID -
&% Wizards | (@ System Data 4| | _pl_l
Figure4-28 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

Wizards w4 R Apply Group box Col chooser Expand all Contract all | BCT DDITable Area = Help
Search I || DD Tranglation | 1st Area Tt Area 2nd Area 2nd Area
Table Area Starting Addrezz | Ending Addresz | Starting Addiess | Ending Address
Ao 1 200 0 0
0z 2M 400 a a
03 4m 500 a a
Al CEER - 0
LI 1] am 1000 a a
. 13 1001 1200 a a
Programming Lewel I? =l 07 1201 1400 0 0
1] 1401 1800 a a
_____ = BCT ;I 1] 1601 1800 a a
BCT IF Settings 10 1a0 2000 a a
BCT Settings 11 0 a a a
BCT Oueues 12 0 o o o
-[E] BCT Resilience Made 13 0 0 0 0
[ BCT Might Service Mame 14 0 i ] n
[ BCT Trunk Mode Assignment 15 0 i} 0 i}
[E] BCT Incoming Call Routing 16 0 i} 0 i}
-~ BCT DO Table Area Setup 17 0 0 0 0
[ BCT DD Table Area Target 18 0 ] 0 ]
~[J BCT DO Routing Table 19 0 a0 0 a0
~[] BCT DDI Fall Qver IRG 20 0 0 0 0
BCT Funchion keys
[ BCT keps 01412
= BCT keps 13-24
4] BET keps 25-36 s
& BCT keys 37-48 d
Expand Al | Collapse Al |
% Wizards | @ System Data
Figure4-29 BCT DDI Table Area Setup
Program Command Item Setting

22-10-01

DDI Translation Table Area Setu
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Select for every used trunk group table area 4 in Night Mode 4.

Wizards v 3 X
Search I Q

[

Programming Lewvel -
- BCT =]

BCT IP Settings

BCT Settings

BCT Glueues

[E] BCT Resiience Mode

[ BCT Might Service Name

[ BCT Trunk Mode dssignment
[=] BCT Incoming Call Routing

----- [ BCT DDI Routing T able
[ [ BCT DD Fall Over IRG
“[E] BCT Function keys
BCT keys 0112

-~ [*] BCT keys 13-24 -
- [*] BCT keys 25-36
..... BCT keys 37-43 ﬂ

Expand A1 | Collapse 4l |

Apply
Trurk,
Group

Group box Col chooser Expand all Contract all
| rfode 1 Mode 2 ‘ tode 3

BCT DOI Table Area -

‘ Mode 4

Help
Mode 5

S wizards ] @ System Data

Figure4-30 BCT DDI Table Area Target

0o
ooz
0oz
004
005
0og
0oy
0oa
0o
mo
o1
mz2
m3
o4
s
e
my
e
3
020
021
nzz
023
024
025
026
027
|

R R U U I U U U O I U S U O A S
R O O U U I Y U o O O O U S U o o S
R U R U U U U Y O S I U S U R A I S

B S R S O O N N A A A A A A A A A A S

R U R U U U U Y O S I U S U R A I S

Program Command| Item

Setting

22-1301 Mode 4

4

103




In a default PBX the Translation Table Entry-@&0 can be programmed in the same way as for

Normal Mode 1 (table entry 06200), but now the SystefRallbacKor operators is selected instead
of the BCT fallbacRueue The digits received for the external opera@ueueshould have the pilot

of the depatment group Systenfrallbackor operators (e.g. 298) as Target 1.

For DDI failvacant numbers Translation table entry 800 should be filled inwithX ¢ I a wSOSA @
number and the pilot of the department group Systé&wllbackor operators (e.g. 298) as Target 1.

Wizards MR | Apply | Group box Col chooser Expand all Contractall | BCTDDIRouting T = Help
Search I || OOl Translation | Received Mumber | OO Mame | Target 1 | Transfer Operation Mode | Transfer Target 2 ;I
T able Entry
;I 0BT 200 BuzpMo Anawer 22
0s02 o 2m Busp/Mo Answer 212
0603 0z 202 Buzp/Mo Answer a i
0604 03 203 Busp/Mo Answer 212
j 0605 04 204 Busp/Mo Answer 212
0B06 05 205 Buzp/Mo Answer a i
Frogramming Level ]? 0607 & 206 Busy/No Answer 212
0&08 o7 207 Buzsy/Mo Answer 212
o BCT _I 0603 02 208 Busp/Mo Answer 212 -
[ ECT IF Setiings 0610 09 209 Busp/Mo Angwer 212
@ BCT Settingsg 0611 10 210 Buzsy/Mo Answer 212
[F] BCT Queues 0E12 1 21 Buzp/Mo Answer 212
-[E] BCT Resilience Mode 0613 12 Al Buzp/Mo Answer a i
[ BCT Night Service Name 0E14 13 213 Busp/Mo Angwer 212
[ BCT Trunk Mode Assignment 0E15 14 214 BuzpMo Answer 212
3 BLT Incaming Call Raotim 0E16 15 215 BuspMo Answer M2
= g 3
[ [ BCT DD Table &rea Setup 0E17 16 218 Busp Mo Angwer 212
----- [J BCT DD T able Area Targst 0618 17 217 Buzsy/Mo Answer 212
----- [BEECT DD Fouting Table 019 18 218 Busp/Mo Answer 212
P [J BCT DD Fall Over IRG 0520 19 219 Buzp/Ma Answer Mz
“E] BCT Function keys 0621 20 220 Busy/No Answer 212
""" BT keys 0112 0522 21 221 BuspNo Answer 212
""" BET keps 13:24 || ose3 No Transfer 0
""" gg :393 g?ig 0824 23 223 BuspMNodnswer 72
..... ez 37-
025 24 224 Busy/Mo A 212
[ BET Mabile Extension = sy RO NS
0626 25 225 Busp/Mo Answer 212
Expand All Collapze &l 0E27 26 226 Buzp/Mo Answer 212
P P
0628 27 227 Buzsy/Mo Answer 212 -
5 Wizards | @ System Data « o | e T _rlJ
Figure4-31 BCT DDI Routing Table
Program Command ltem Setting
22-11-04 Entry 60Q 699 Transfer Operation Mode | Busy No Answer
22-11-05 Entry 6006 699 Transfer Target 2 212
22-11-01 Entry 800 Received Number Q@
22-11-02 Entry 800 Target 1 298
22-11-03 Entry 800 DDI Name SysFBope

When Resilience mode is active calls to the exteqhatueand external DDI fail calls are routed to
Department group 12, which contains the extension of the operators.

For Systenrallbackor Contact Center the digits received for Contact Center access should have the
SystemFallbackor Contat 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 thismanualthe Systentallbacks 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 15psessed Normal Mode is activated.

Apply | Group box Col chooser Expand all Contract all | BCT key 15 ~ Help
Search I 3, || Station E stenzion Function |AddilionaID... ‘ W ame ‘ ﬂ
Port
;I oo 200 09 - Might Ma... 1 Marmal Mode
p 002 2m 00 - Mane
003 202 00 - Mane
004 203 00 - Mone
;I 005 204 00 - Mone
. 006 205 00 - Mone
Praograrmming Level l? 07 206 00 - None
0og 207 00 - Mone
“-[2] BLCT Function keys :I 003 208 00 - Neone
H BCT keys 01-12 010 209 00 - Mane
[=] BLT keys 13-24 o1 210 00 - Mane
[ BCT kew 13 | 02 m 00 - Nare
[ BET kep 14 013 212 00 - Mone
B BCT key 15 014 213 00 - Mone
-1 BCT kew 16 =l ms 214 00- Mone
016 215 00 - Mane
Expand &l |  Collapse 41l | s e 0 o
i \Wizards @ System Data E::g 31: EE E::: LI
Figure4-32BCT 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 1{ Function 09 ¢ Night Mode Switching
15-07-01 Extension 200 FK 1| Additional Data 1
15-07-01 Extension 200 FK 1{ Function 09 ¢ Night Mode Switching
15-07-01 Extension 200 FK 1| Additional Data 4
When BCT key 16 is pressBgsilience Mode is activated.
Apply | Group box Col chooser Expand all Contractall | BCT key 16 = Help
Search I 3, || Station Extenzian Function ‘ﬁ-\dditionaID... ‘ Hame ‘ ﬂ
Port
;I oo 200 09 - Might Mo... 4 Resilience
ooz 20 00 - Mone
003 202 00 - Mone
004 203 00 - Mone
;I 005 204 00 - Mone
0og 205 ao-M
Programming Lewvel ’? 7 206 - NZE:
oos 207 00 - Mone
w[=] BCT Function keys -] (e 208 00 - None
ECT kE_l,JS -1z 010 209 00-Maone
[ BCT keys 13-24 o1 210 00-Mone
i-[ BCT kep 13 (= 012 mnm 00 - Mone
- BCT key 14 maz 212 00 - Mone
- BCT key 15 014 213 00 - Mone
- BLCT key 16 ;l 015 214 00 - Mone
016 215 00-Mone
Espand 4l | Collapse &l | s B o0 e
% Wizards 8 System Data 212 31; 22 E::E ;I

Figure4-33BCT Key 16
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4.4.4. Mobile extension s etup for BCT Mobile Client
The PBX part of theCT Mobile Cliersiolution (see chapte8.1.13BCT Mobile Clientplicationfor

the Mobile Phone Configuration) is the Mobile Exdiem. With the Mobile Extension defined, a

Mobile Phone can act as a local extension of the SVSM3100

Using PC Pro, open the wizard tab and naviga#epolications, BCT.

Define Mobile Extensions as done for 250 and 251 in the pictures belowp@eialsote on
0St280Y

&Connection Confirmatich

Wizards W | spoly | Group box Col chooser Expand all Contractall | BCT Mobile Extensi = Help
Search l— @, || Station Extension | Mame | Mobile Extension | Connection Canfirmation Trunk Access Code Department | Pricrity | |
Fort Speed Dial Target Gioup Oirdler

;I 043 248 EXT 248 0 Confirmation iz required on all ines Use normal trunk, access code as per PRG11-09-01 1 43
050 243 EXT 243 0 Confirmation is required on all ines — Use normal trunk access code as per PRG11-09-01 1 50 -

051 250 EXT 250 50 Confirmation iz required oh all lines  Use normal trunk access code as per PRG11-08-01 1 a1

LI 052 251 EXT 251 51 Confirmation iz requited on all ines Use normal trunk access code as per PRG11-09-01 1 h2

053 252 EXT 252 0 Confirmation iz requited on all ines  Use normal trunk access code as per PRG11-09-01 1 %)

Programming Level ’? 054 253 EXT 253 0 Confirmation iz requited on all ines  Use normal trunk access code as per PRG11-09-01 1 54

055 254 EXT 254 0 Confirmation iz requited on all ines  Use normal trunk access code as per PRG11-09-01 1 55

056 255 EXT 255 0 Confirmation is requited on all ines  Use normal trunk access code a5 per PRG11-09-01 1 56

;I a7 256 EXT 256 0 Confirmation iz requited on all ines  Use normal trunk, access code as per PRG11-08-01 1 a7

BCT IP Settings 058 257 EXT 257 0 Confirmation iz required on all ines Use normal trunk, access code as per PRG11-09-01 1 =]

BCT Settings 059 258 EXT 258 0 Confirmation is requied on allines  Use nomal trunk access code as per PRG11-08-07 1 ]

BCT Queues J 080 259 EXT 258 O Confirmation iz required oh all lines  Use normal trunk access code as per PRG11-08-01 1 EO

BT Resiience Mode 0&1 260 EXT 260 0 Corfirmation is required on all ines — Use normal trunk access code as per PRG11-09-01 1 1

BCT Mol g2 261 EXT261 0 Confirmation iz requited on all ines  Use normal trunk access code as per PRG11-09-01 1 E2

: ! 063 262 EXT 262 0 Confirmation iz requited on all ines  Use normal trunk access code as per PRG11-09-01 1 B3

[ BCT Speed Dial Allocation LI 064 263 EXT 263 0 Confirmation iz requited on all ines  Use normal trunk access code as per PRG11-09-01 1 64

Expand 4l Collapse Al 065 264 EXT 264 0 Confirmation is required on all ines Use normal trunk, access code as per PRG11-09-01 1 53]

066 265 EXT 265 0 Confirmation iz requited on all ines  Use normal trunk, access code as per PRG11-08-01 1 BE
% Wizards | @ System Data 0E7 266 EXT 268 O Confirmation is required on all ines  Use normal trunk. access code as per PRG11-09-01 1 B7 LI

Figure4-34 BCT Mobile Extension Setup

Wearss - x]

Search I

qQ
El

]

Pragramming Level

o B &l

[ BCT

+] BCT IP Setftings

BCT Settings

BCT Queues

BCT Resilience Mode

=] BCT Mabils Extensian

[0 BCT Mobile E xtension Setup.

1. ;I

ErpandAll | Collapss Al |

|

%, Wizards @ System Data

Apply Group box Col chooser Expand all Contract all ECT Speed Dial Alli = Help
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When no Easy Edit is available: Make the Mobile Extension line85250isible vidrogramming
Unregistered Phones aridobile Extension List...

Program Command ltem Setting

15-22-01 Extension 250 Speed Dial Target 50

15-22-02 Extension 250 Connection Confirmation | Confirmation is required on all lineg
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 Extensior251 Speed Dial Target 51

15-22-02 Extension 251 Connection Confirmation | Confirmation is required on all lineg
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 Confirmatiosetting you can specify if a user has to press an additional
O2Yy FANXNIFGAZ2Y WFQ G2 OOSLI Iy AyO2YAy3a O ffd
party is connected to the voicemail when call setup vieBi& Mobile Clieffails or is ignored
by the calling user.

Example:If Alice calls Bethany via tiBCT Mobile Clienthen BCT/SV8108V9100will first call Alice
and when Alice accepts the incoming call BCT/SV8¥3A00will call Bethany and connect
both parties.

Howeverg KSy | f A0S R2SayQi FyagSNI 6KS AyO02YAy3d C
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.

¢2 LINBGSyid GKIF G . Sdcé&naiybdin Bes&kindsdddall Sognario$ youcdm &
configurethd 2 Yy SOUA2Y [/ 2y FANXNIFGA2Y (2 &/ 2y FANNYIE GA:
1 £t A0SQa a20AfS 9EGSyarzys ''tA0S Kla G2 02y 7TA
BCT/SV8108Vv9100will call the other party.

In the particular scenario above tie2 A OSY I Af &da2adSYy gAff ySOSN I
02y y SOl S Roicénaildox A OSQa
2 KSy GKS [/ 2yySOlGAz2y [/ 2yFANNIGAZY aSidAy3a Aa a
KIS (2 AF & I O O S atjrobleryis canyaze as legcibe® | f f =
above.

Si
F
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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 111-65), do not return to idle automatically.

Donot use the general Disconnect Supervision ON (progra®2i®), because this will initiate a
new call (give dial tone) after disconnect fmn-headsetuser. For Agents (without headset) this will
indicate ending the After Call Work period.

To program eturn 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 (prograds)20

2. Enable Supplementary Service Disconnect Supervision Enhancement (progt& 3o
the used class of service.

Note: When incoming calls are answered via the headphone key on the terminal it is advised to
disable 2013-43 in the specific service class. The consequence is that a disconnected call always
should be followed by (manual) Beging the headphone key on the terminal to go to idle condition.
Reason: When 203-43 is enabled and an incoming call is answered via the headphone key on the
terminalandafterwardsthe call is disconnectebly the calling partyACW will end due to eery

short (but unhearableyliattone spike on the terminaRBXimitation).

When the call was answered via the Speakey or with the BCT desktop client the spike will not
occuron disconnectiorand ACW will be starteals normal

4.4.6. Multi -line

Multi-line answer (Hold VE) is only supporfed SV8100/SV91000FSV9106r APl Multiline answer
is not supported. Multline pickup (Release VE) is supported for both PBX types.

1. For SV8100/SV9100: Program@B01 (VE Option when Answering Vhcoming)
Hold VEafter incoming call answerear Release VE after incoming call answered

2. For SV910d API: Program 204-01 (VE Option when Answering VE Incoming) :
Release VE after incoming call answered

3. DefineVirtual extensios, to be used as Lines the PBX with command 14.

4. Define the Lines on the terminals with commandd@5Mmaking a relation betweeNE and
button and use*03 - Virtual ExtensioKey agunction).

BCT System Settingsnly SV8100/SV9100)
1. Check Enable Multi Line in Connection Tab for the(B&XPBX page)

2. Check Enable Multi Lirvehen editingAdvanced User Settings Company Directorfor the
users using Multi Line.

3. Synchronize BCT.

BCT Cliengonly SV8100/SV9100)

Now when starting a BCT clieanh additionalLinesview shows thdlist of linesprogrammed in the
PBX. Linearedisplayed in thesame order as the buttonshichare used on the terminal.
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For SV9100API CAReys programmed with 287 (value *08) wilalso be shown in the additional
Linesview (when multi line is enabled)

To customizéJser settings for Lines, enter the configuratipage and select the Lines tab.

4.4.7. Presence setting to external destination s (AspireX /AspireUX only)

The defalt way of the AspireddspireUXo setcall forward to an external destination is using the
speed dial functionality. The speed dial is not compliant with a&i@&dialing rules.

To use presence setting to external destinations the AspiepireUXmust be programmed to set
call forwards tcexternaldestinationsdirectly:

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 systen option in PRG201-11 and 15 is Type A, use program@Ato program Call forwards.
When system option in PRG20-11 and 15 is Type B, use program®4to program Call forwards.

4.4.8. 1P DECT

IP-Dect Terminals are registered as SIP or DT&i®0inal.

To make BCT automatically detect the correeDHt Terminal type do the following for every IP
Dect terminal:
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Program function key 16 with "*08 Virtual Extension Key" and own DNR as data.

4.4.9. SV9100-TAPI

1
1

Trunk line keys shall not be programmed®hi700/800900 telephone sets

CAPkeys may be programmaezh DT700/80(000 telephone setsNote that CAKeys and
LineKeys are only supported when the Opiza Mode of the TAPI (Bparty CTI driver)s in
Multi Line Mode (default).

The number plan used for incoming trunk caleuld preferablype uniform in length

(e.g. foracalled party number received on ISDN <atede><ddiprefix>xxxx, number length
is 4 for all received numberthe example<areacode><ddiprefix>yymaynot be recognized
correctly)

To prevent bargen on a conference command AB-32 shall be set true

WhenusingduaNRA y 3> A0 A& LINBFSNNIo6fS (G2 RAAalOE
announcements, command 410-10 (or general@10n M0 & K2dz R 0SS &Si

When dualring is used to provide forking (two terminals belonging to the same user) it is
advised to relate the two terminals also in B&&e Twinning number B.5.1Extension
Configuration (Company Directory)

Program 2€11-11 (Automatic Ohook Transfer) : Unchecked (mandatory)

S
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1 When STESIP terminals are used by BCT clients, prografbi (peerto-peer) :

Unchecked (mandatory)

Second call fobID/DISA/DIL/E&M (command-B3-01) is supported (not default). A second
external call to a busy extension will be shown as waiting call in the BCT Thermurrent
call is only visible in the Mulline tab when the waiting call is answered.

When BCTeeds to work in caperation 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 ofid?lapplicationsonly supportversion3.0,

BCT needs taat with TAPI version 3.0 as well.

To have BCT operate with TAPI version 3.0, add the following to the registry:
[HKEY_LOCAL_MACHBEFTWARENhIlipd Stsapi ModuleTapl InitialTapiVersion] (32 bit
OS)or [HKEY_LOCAL_MACHBBEFTWAR®ow6432Nod&Philipd Ssapi Modulé Tapl
InitialTapiVersion{64 bit OS)

Add the value as a DWORD and give it value 30.



4.5.1S3000 / SIP@Net configuration

This chapter explains how to set up the PBX type iSBSIR@ Netor BCT

In general where iS3000 is mentioned, &8B @Net is applicable. However, different terminal types
will be used.

Please refer to th&Release Notet® check the PBX compatibility.

4.5.1. Script and examples

You can use the script @CTproduct DVD (PBX Scripts folder) as a basis for projecting a sinadal
iIS3000 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), hardwddeeases etc. tthe ones you require.

4.5.2. Configuration overview

4.5.2.1. Operator configuration

The following example shows Operafouting Poirg for BCT:

PBX

External Fallback queue

Access 800x ) No Console
@ Assistance queue operators
Park queue BCT server

CFnight
External queue BCT operator
Customer’s _‘
298 200 s
Operator Fallbackgrp NPy
CPU TMP/Polycom NIC
terminal

Figure4-36 Operator Routing Points for iIS3000 and BCT
External Access Numbers External Queue

Three empty ACIgroups (type=38)r@ defined as External Access Numbers. These DNRs have call
forwarding on night activated to the Exterm@leue You can distinguish betweerganeral

O2YLI yé& 5bw FyYyRZ F2NJ SEIYLX SE | OdsbéimgySNDa KSt |
called/what service is required.

BCTserverdown situation

RoutingPoint groups are in nigkgervice by default, and are switched into esgrvice 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. Al BQTieu&t K| @S aOFtt FT2NBIF NRAy3I 2y
G. fsdrverR2 ¢y & A-gradm. i tig gfdup, all extension DNRs that should handle these calls,

are members. Typicalthese members are the same as the BCT Operators.
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Fallback Queue

The fallbaclQueueis made using the Main Common Night Extension (MCNE). The MGiNé&dis c
automatically by iIS3000 when there are no iS3000 operators in the system. All external calls that fail
(for example busy, neaxistent number or not answered) are passed to MCNE. In this scenario the
FallbaclkRouting Poingroup is assigned as MCNE.

Assistance (Internal) Queue

¢CKS YpQ Ay (KS R Srh, dzbally ehdddadtBe@iperayoBBugldas eemire
projected being a normal internal DNR. This DNR is assigned to theduiihhg Point

Park Queue

No special requirement except it iRmuting Poingroup.

4.5.3. Boundaries, options and licenses

BCT requires specific values boundaries and options, given in this section.

Use theDIMDATcommand to read the values. If necessary, correct them; do a retrieve, make
changes, restore the projecting files into the system angngect the system. The Second Line
Maintenance Manal describes how to do this.

Boundaries

BOUND 231 Max. number of ACD groups (should be equal to or larger than the number
Routing Poirg, for example 4)

BOUND 276 Max. number of CSTA link per unit. BCT needs one link for the CTI server
one for CSTA Test Tool if desired). Check the corresponding CSTA license

BOUND277 Max. number of CSTA monitored local BSP. This value must reflect the nu
of DNRs that should be monitored in BCT. Note #ldDNRs are retrieved fron
the PBX, not only the voideNRs.

C2NXdz I F2NJwTtT I' olff SEGSyarzya

BOUND 29 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 contrc

blocks. Set this to at least 3 times thduaof BOUND 277. In addition, add th
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 poss
and adapt boundry 279.

BOUND 328 Max. number of CSTA IO registrations. Same as boundary 277.
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BOUND 330

BOUND 324

BOUND 325

Options
LOSYSOP 040

LOSYSOP 088

LOSYSOP 091

LOSYSOP 116

LOSYSOP 117

LOSYSOP 119

LOSYSOP 121

LOSYSOP 123

LOSYSOP 160

LOSYSOP 161

LOSYSOP 175

LOSYSOP 177

LOSYSOP 196

LOSYSOP 206
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Max. number of CSTA call IDs per unit (always 4096).
Max. number of sockets per unit.

Max. number of sockets per task (CPU3000, CPUdQIgD.

Closed number scheme in netwartustbea , 9 { € ®

Prevent alert from emptys®us must besb h ¢ ©

Unique Dynamic¥NLine Numbelydza i 6S &, 9{ ¢ 6KSY
ACD diversion chainingf t 2SR Ydzad o6S da, 9{ ¢ d
loaSyld asAGOKAYy3a 2F frald !'/5 YSYo
Unique line numberiny dza G 0SS &, 9{ ¢ @
t+9 ! OGA@®S Ydzad 0SS a,9{¢od

Now it is possible to start the PVE service using OM comi8asdRV.C

STSRVC:<IP- SERVICE>[,<UNIT>];

where Parameter HSERVICE is 0, meaning PVE service.

0S «a,

t+9 aK2NI - a[ Ydzad 9{ ¢ o
Twinning in combination CSTA allowed. Timisst be "YES" in case twinning is

used.

Multiple Ring group in combination with CSTA allowed must be true when
multiple ring groups are used.

Send cause for CSTA incoming calls must be "YES".

Check traffic classwhenS i RA OSNBAZ2Y 0@
diversion via CSTA should be independend of traffic classes.

I {¢! Y

[ {¢! 1dzi2YFGAO !t SNIAY3I DSYSNF GAz2

CSTA via MuHinit disablednust be "Yes". Required faorrect functioning of
DECT Mobility.



LOSYSOP 222 Extended filenamdormat for voicerecording, required for SIP@Net call
recording.

Licensing

The following PBX licenses are required for BCT to work correctly:

1 003 ACD Agent License (Optional)
1 034 CSTRBC APPL. license.

A BCT CTI connection requires one license. The-GSTPool requires another.
9 040 CSTA PBC SEAT license.

Limits he 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:;

3.9yFo6ftS CIOAfAGE da! RREmpyecSAgéntan®peitér) o n o F2 NJ |
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-B&28s requires the latest firmware (date: 8
8-2005, v.4.03).

To upgade, 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 viaiGi€tface. Alsoc§ 01 UG KI G 2LIJGA2Yy «a
Lb¢9Ow/ haé A& SylrofSR 6hbo Ay GKS G233¢tS tAai
intercom-calls only.

6. Other extensiorrelated facilities

To use facilities like follome (for presence), Call Waiting, and AutoRam you must assign
the appropriate facility to the extension and download the appropriate prefix to the terminal.

For example to use folloime, assign the FolloWe facility by using command

ASFACM:7,<DNR>;

then assign the extension to a download menuusing command

CHMDNR:<menu>,<DNR?>
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Program the function key in this menu and the prefixes to activate and cancel Fokoly 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 prevenfARB being initiated for Operators and Agents, assign FCMs49.
ASFACM:49<DNR>;

Note: To preventCOB being initiated for Operators and Agents, remove COB. Use
CHCOBD:<DIR>,0;

7. Userdefined BSPTs

BCT retrieves all DNRs from the PBX (vialiRk)Ebut only the BSPTs that have a known voice
profile are stored in the database for monitoring. Therefore no wafined BSPTs should be
created and assigned to DNRs that aredufse 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.Véinv&e.exe.config'"

f Open theConfiguration Manager Yy R &4 St SO0 G KS \RdYERRlesdzNI G A2y 1
(x86)Common FiledNEGServicest . - / 2y FA I dzNF G A2y { SNIBAOS P2 Ay{ S
9 Locate the key: 1S3000.ProjectedVoiceBSPT
T ¢KS @I t deShave thesameYalue as configured for PBX boundary 282.
By setting this value, BCT will also accept DNRs with this custom voice BSPT.
9 Press Save to store the value.

Note: To preventCOB being initiated for Operators and Agents, remove COB. Use
CHCOBREDNR>,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 séfe 4.5.3Boundaries, options and licenses

2. Define a (bothway) Twinning relation between 2 extensions.
Example for extensions ExtA and ExtB:

CRTWIN:<ExtA DNR>,<ExtB DNR>; /I From ExtA to ExtB:
CRTWIN:<ExtB DNR>,<ExtA DNR>; /I From Ext B to ExtA:

Note that you must also define this in B&e Twinning number in8.5.1Extension
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 ar@o active operators in an iIS3089stem to which a BCT Operatoc@nected:
1 Deactivate all iIS3000perators
1 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, neDI calls seeking assistance go to MCN

Note: Pay attention tolraffic Classefor 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. wSY20S WhpQ FTNRBY ydzYoSNI LI |y
. & RSTI df @iaedahe 8alfis pUtitthe bgerator4Queue Remove this by using:
MAKENU:0,9;

3. Ensure all BCT operators use a set that has-aoswer and can halte a headset (for
instance a TMfeerminal Ergoline D+325/340 or a Polycom set)

These terminals are capable of advanced call manipulation via CSTA interface.
4. Create alQueues (groups) by using:

CRGRPA:<QUEUBDNR>,<TYPE>;

Use type 59 for the speciRlouting PoinGroup, and use another type for thallbaclkgroup
used for the BGEerverdown situation, for example 15 (depending the needs for distributing
callsg hunting, fixed, cycle or multiring).

If you only want one DBdointand no flexibR 1 @ F2 NJ Ydzf GALX S 55EQaX (K¢
DNR can be the DDI. In this casigure4-36 Operator Routing Points for iS3000 and BBdnges
in such way that the multiple DEploints can be removed.

For type 15 group, add all DNRs you want to assign t&#tibaclgroup 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 6nnod
Enter Busy Threshold [<rRACD - THRESHOLD>]: same as above
Enter Pause  tone [<ANN - PAUSE TONE>]: MOH for PARK - Q, others
using internal ring tone
Note:¢ K§Fyd Ydal KI @S Ywyr K&y vgyQd8BeREE Qeia (KS 6
the amount of external calls it can hold. This value can be the same Guralks, but typically
i KS a9 E i -®deYds biggér.l Thefdepéh of the exterr@lieuemust be at least the

amount of trunk lines available for incoming calls.
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From SIP@Net version 862.00.0 &atdr LJ- NI YSGSNJ wyyQ OFly KI @S @I ¢
the maximum is specified lsystem boundar$66 MaxNumberOfCallsOnRoutingGrowjth

default 97 Setting this maximum value higher than the default is only allowed for SIP@Net

server.

5. Assign fallback
For all groups except theallback | & & AC2WId /NERIAfy 3 2y bAIKGE (2 (K
group.
CHCALF:5, <QUEUE- DNR>,<OP_FALLBACK QUEUE>;
If the BCT Server loses its connection to the PBX, the group is automatically put senigte
and all calls are routed to theallbaclgroup.

6. Assign facility for correctly filled in CTI events
Assign facility 47 (overrule CLIR) féRaluting Poingroups:

ASFACM:47,<DNR>;

4.5.5.3. Call routing

Operator Assistance

{AYyOS (KS WPpQ KI & o0 S plghantdviev@dup sdated usinglthis BumpetzY 6 S NJ
it is now added to the numbeplan analysis as internal number.

ASBLCK:0,9,1,1,10;

Fallback for external calls

Assign the FallbackRueueas 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 iIS3000 network, when all BCarators are absent or if a specific BCT servefl@K s

out of service, the assistance of calls can be rerouted to an alternative PBX within the iS3000

YSUg2N]l @ ¢KAA A& R2yS 0@ dza AR6@INgPoirtlh Hoth Cagebliad NR A y :
iIS3000 handles the rerouted calls as the SIP@Net opetateuediversion functionality.

Check the General and D@gtions for the trunks that operator assistance is used for the different
failures. Use the OMommands: DIROUT, CHRTCI and CHRTCG.

DDI points for external queue

This only applies if yoequire flexible multiple DDI points.

Create via CHDNRC: hardware less extension to be used for General Access Number(s). In the

example inFigure4-36 Operator Routing Points for iS3000 and RA@idse are: 8000, 8001 and 8002
For all these DNRs, assign call forwarding on Not Reachable to the Efgeens

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 C@Bieue(lf transfer fails because of no COB or full COB, theddioh returns
an error, and the BCT Operator receives an error popup).

It is not mand#ory to assign thestart COB entitlediacility to all BCT Operator DNRs:

ASFACM:36,<operator DNR>;
When an operator is logged in the BCT client, COB can be started without FACM 36 when a busy
destination is met.

It is possible to (re)assign a shast long CORueueto any DNR. In the default projecting a short
COBQueuecan hold 5 calls and long can hold 10 calls. (Boundary numbers 216 and 217).

To check and modify CdBueuss, 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 DBloute
In addition to regular settings for correct operator msance, BCT Operator requires the following
DDI and tone options for incoming (DDI) calls:

1 GENTONE (via CHRTCG)

¢KS WwWiz2yS GellS F2NJ/h. ITFTOGSNIIyasgSNR Ydzad o
1 TONEANDDDIOPTS (via CHRTCI)

Route all DDfail actions(option T up to X) to the Operator / Assistance (9)

RecCall

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 #uation is actually unwanted, since the BCT Operator performs this actidvisyieer own
GSNXYAYLFEf® | NBIdzZA F NI wS/ Fff 32Sa&8 RANBWUst &8 (2 (K

Different scenarios:

1 RecCall from a party put on HOLD and not retrieved after-tine
1 RecCall from a party that has been put into the PARIKueand not picked up after timeut.
f wS/Fff FNRY | LI NLe& GKFEG A& GNIF yaousSNNBR 0 dzi

By default on iS3000 this functionality is disabled, and should redisaled.

Break in

The BCT operator can breakinto a busy party. To make this work you must assign Brettkthe
5bwQ{ 2F Fff ./ ¢ 2LISNI¥iI2NRAD

It is not mandatory to ssign the Break in entitled facility to all BCT Operator DNRs:
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ASFACM:2,<operator DNR  >;
When an operator is logged 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 caéle chapted.5.12 CallRecordingon how to configure this

System CalPark(also called Pickup Park)

To use the System CRlrk functionality for operators a separate set of Routing points neée to
configured Every System C#lark position reques a separate Routing point.

Ceate an ACD grouypsing type 59:

CRGRPA:<QUEUBNR>,59;

When prompted, ge 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

C2NJ aLISOATAOLI (i A 24/5.52F0giind Pp@rater 8&itingPodd I NJ LIK

Finally assign overrule Clf#Rility for the created &£D groups.

ASFACM:47,<ACD group DNR>;

The ACD groups will now be seen as routing points ByaB@ can be used for System @altk For
BCT configuration for System Call Park&8€eL0Create SysterallPark configuration

4.5.5.4. BCT Operator in PBX networks

BCT can be used as central operator in an iS3000 networlsup@arts bothclosed numbering plan
and open numbering plart should be possible to call all desirnumbers from any iS3000 in the
network, e.g. operatoQueuss, extensions of clients and trunk access codes. This means that
numbers that do not rade 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 iIS3000
where the number reside#\lthough BCT physically accesses only one iS80@e operdor

routing points and th&/MPlines theiS3000 networkogicallybehaves as a single PBX.

Every iS3000 network node requires its own cluster identity. Assign the cluster identity by the OM
command:

CHCLID: [[<RCLUSTER -1D>] [,<ASSISTANCE - POINT>[,<LOCAL - OPERATORMARK>]]];

CLUSTEM is the unigue 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 fxx and 2xxx, the CLUSIIBRannot be 1 or 2.

ASSISTANEOINT defines where operator assistance should be gités should be the cluster ID
of the iIS3000 where the routing points of BCT operator are defined.

119



LOCAIOPERATORARK should be set to No toute operator calls to other iS3000 Nodes.

BCT Server i
L
DPNSS

> ) 42 /2
ORELL O

DNR 1xxx DNR 2xxx DNR 6xxx

B1 B2

1S3000

iS3000

Figure4-37 Multi-iS3000 environment

In node A, create:

1 Routing Poird for allQueues (internal, external, fallback, park), as described in section
4.5.5.2Program Operator Routing Point

& Inthe OM command CHCLID ID the Assistant point shoulieb&ame as the cluster ID itself.

9 {SG 2LWiA2Y mtn AhLISNI (02N |jdzSdzS RAGSNBAZ2Y | f

In the nodes B:

T Inthe OM command CHCLID ID the Assistant point should the cluster ID of node A.
1 setoptonmTn GhLISNF G§2NJ IjdzSdzZS RAGSNERAZ2Y | ff28SRE

On the DPNSS route between the iS3000 nodes change the General Route options:

1 a! aaraidl yOS NBIdANBRE 0602LIA2y vo G2 m I, Sa

f aCt SEAGES 2LISNI G2NJ I aaraidlyOdS | gLrAflofSé o2
{SS KS A fooFadiity Impldf SIEHF G A2y YI yddath & GROISLIAFNI & 5t |
I YR KS A{onnn XbXlira@an] 9o NRHNAGHARF ARSOKINDBG S NISdi 6 :
information.

Note:SoOF t £ SR 4YAESR Y2RS8é 0 Y| pohbeadrset up By CTI) ighiotf £ GA |
supported.
Note: CTl based Bredk and CamOn. dzd & | NB y 20 adzlJl2 NI SR F2NJ & LINJ

When BCTs installed, all used PBXre defined in the Connectivity tab and synchronized. See
section8.1.5Connection to PB#r information on the Connectivity ta
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B4 System Settings

=3 1/10/2011 || 572075
L"E"rlcfc' 192.168.12.202 éi‘l:ss:ﬂz 13{52‘:32{& 100% Completed None Synchronize

53000

Berlin 192.168.12.206 (12:56:58 0% Not Synchronized |None Synchronize

PM

Figure4-38 System Settings MukiS3000 connectivity

4.5.5.5. BCT operator in mixed network

In a mixed network the iS3000 will be the Home PBX-@BXhe Home PBX contains all the
operatorQueuss, IVRiines, Voicemail number and access narshBCT only sees the horRBX as if
it were a stanealone PBXThe other PBXin the network (the Remote PEX should rote calls to
operatorQueues and access numbers to the iIS3000 Home-R B4 CCIS

Note: If PBXB has an operator phone connected, another (second) ®@aeue must be created on
PBXB.Make sure that in this Pat®@ueue no prompts are played.

Note: If CCIS is used on RBXiS3000), then option 183 "CCIS Number Presentation Restriction"
must be On.

BCT

Server
PBX-A cCIS PBX-B
. 2000IPS/
153000 V8300
Number range Number range
2xX 43X

Figure4-39 Mixed iIS3000 environment with SV8308Vv9300
In theiS3000, PBX A, create:

1 Routing Poirg for allQueuss (internal, external, fallback, park)

1 IVR groufs)and access numbers, as described in sectiérb.2Program Operator Routing
Point
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In the SV830V9300 PBXB:

1 Create aVirtual extensionThis extension will be uséd handle unsuccessful calls (B3l

actions).

Only project the DDI fail actions for DID destination Unassigned numbers and DID destination

DND numbers to thi¥irtual extension

11 > 520>4099

5100 >01 > CCC
5101 >01>CCC
5102 >01>CCC
5103 >01>CCC
5104 > 01 > CCC
5106 > 01 > 4099
5107 >01 > CCC
5108 > 01 > CCC
5110 > 01 > 4099

Create Vitual extension to handle DDI fail actions
No Answer, DDI calls: no action.

No Answer, tieline calls: no action.

No Answer, station calls: raxtion.

Busy, DDI calls: no action.

Busy, tieline calls: no action.

Unassigned Number. DDI calls: forward to 4099
Unassigned Number. tieline calls: no action
Unassigned Nundy. station calls: no action

DND, forward to 4099

Set Forwardingpll from thisVirtual extensiorto the operator fallbackQueuein the iIS3000
E600>4099>2,9@93=0perator fallbacueuein iIS3000)

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
6524>01>0
6525>01>1
E604>extension>8
E605>extension>8

78 > 010> 2.93

Split forward 'off' for internal calls;

Split forward 'on' for C.O. calls (DDI);

Split forward 'off' for tieline calls;

Go to normal forwardindor the extension;

Go to destination of block 0 for Busy/No Answer of C.O.
calls (DDI) for extensions;

Set forwarding for block 0 to operator fallbaGkieue

Note: When BCTs installed, all used PBXre defined in the Connectivity tab and synchronized. See
section8.1.5Connection to PBi&r information on the Connectivity tab.

The following picture shosvSV850FV9500environment:

BCT

Server 3

PBX-A ccis PBX-B

SVr000/

, 24001PX
ieao00 SV8500

Number range Number range
2xXX 4xxx
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Figure4-40 Mixed iS3000 environment with SV8508V9500

Take care that routing from the SV838%9500to 1S3000 is possible. Program the configuration of
the above picture:

In theiS3000, PBX A:

T

createRouting Poirg for allQueuses (internal, external, fallback, park) IVR group and access
numbers, as described in sectidrb.5.2Program Operator Routing Point

create hardwardess DNRs. This DNR will be used to handle unsuccessful cafai{DDI
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 SV850(3V9500 PBXB:

1
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Define DDI fail actions:

Program the numbera 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 thdonitored number2502 (the fallbackueuein the 1S3000)

ACFS_T TN=1, TELN=297, press Get, selecbrddioi 2y ¢ ., t 9 I W/ [ ff C2NFHI
/| FftfaQd CAftf Ay FT2NJ/ C5 Hpnu GKSy LINBaa {Si

Program the fail actions to be forwarded to 297

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

!/ Chb ¢blI'mMX / C 52yQi ! ya6SNE /CLIT¢9[bX ! DbT
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.



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.
Figure4-41 Group Configuratioshows an example of a configuration. Based on this example, this

chapter explains how to setup the system.

PBX
Customer’s BCT server
Service IVR
240 Gr
R 231

241730 | | 233 | vMP
Suppor / 234
242

CPU NIC

[ 1] [ 1

Figure4-41 Group Configuration

The following items are important:

1
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BCT takes care of the routing 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.

BCTtakes care of queuing.
Calls are queued in BCT and NOT in the PBX. However, for each call that is inQohe&CT
one VMP line between BCT and tH&XPis occupied.

BCT plays announcements.
Only the announcements of the BCT are used.

BCT receives extension status information via the CTI connection.



1 As VMP line between BCT and the PBX a Voice Media Port (VMP) is used. In iS3000 the VMP
is implemented by 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 LogoStarter Lingcanonly be used withVVRconfiguration
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 LogdBtarter Linethe agents need to dial a special number for changing their status.
Figure4-42 Agent login/Logout, Ready/Not Ready switchéigws the structure for agent
login/logout and switching ready or not ready.

PBX
BCT server
. IVR
Login p
243 — 231
Prompt \] 232
Rec. 230 233 VMP
" et / 234
CPU NIC
[ 1

Figure4-42 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
hardwareless DNR with a Call Forwarding on Not Reachable to the IVR Group. Via ttaup/&hg

A 2 4 A 9~ 7

+at fAYS G2 ./¢ Aa aStSOGSR® LG A& Fftaz2 LRAaaAof

When Night to the IVR group.

For creating the Agent Logon starter line within BCT8s2&Phonebased agents
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If your system is a busy system, it can be useful to use a dedicktBdie. 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 assignédy’ G KS & { G NIBSNSuperiRRashBard. Ay G KS

4.5.6.2.2. Agent status switching using access prefixes

Phone based agents use prefixes to logon anafbgEntering 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 onexception.

In case ofallback no Computer Based Agents are available any more. In that case the agents
configured for theé=allbaclgroup(s) must login and switch themselves ready by entering status
information.

¢KS 4! /5 &aSNIBSNI RALFE SRé CHSDEchninBrd. Ydzai 685 RSTFAY!

CHCSDD:<TREE>,<NUMBER>,<TRFC><<SERVER_AND_ACTION_CODE>,[,[<PW_NMB_LENGTH>]
[.<ADD_INFO_NBR_LENGTH>][;

f TREEF 5SadAyldAz2y GNBS ané OAYAGALIEfO | YRK2N &

1 NUMBERTNhe prefix that agents or supervisor dials for a certain action. Theseerms
aK2dZ R 6S aSlaeé¢ G2 NBYSYOSNE F2NJ SEFYLX S

1 TRFCThe required traffic class, most of the time the traffic class for agents are low.

T SERVER_AND_ACTION_C@eEer and action codes are used by two types ofiegupdns.
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:

0 1=Agentlogout;

0 2=Agent not ready;

0 3=Agent ready;

0 4=Agent login and ready;

0 5=Enering transaction code

1 PWNBRLENGTHNo password number length must be entered

1 ADDINFONBRLENGTHThis 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
ydzYo SNJ dfFomé (2 A RSy i A6HGts)inksBbe eneegafter theK S | ISy
dF omé ayipledih€ADBINFONBRLENGTH.

Table4-2 Number of digits per actioaxplains the number AADDINFONBRLENGTHigits
per action.

The numberofdig i@ dzaSR F2NJ 6KS ay2i NBFRe& NBlFazyé
number of digits that are used during the creation of these items. For more information see
BCT Administrator Guidghaptera b 2 & wSIF R& wSlF a2y aé

126



ACTION COL ACTION CODE DESCRIPTION NUMBER OF DIGIT

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)

Table4-2 Number of digits per action
Already created prefixes can be displayed with the OM comnid@EDD

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, 8&e10Manually create &8CTuserthe Agent by Phone
parts. Be aware that the PIN length configured within the switch must be the same nte of

the PIN configured within BCT.

In case the required agent status is logged a PIN is requested to identify the agent. For
information on how to configure a phone based agent with PIN in BCB.8e€0Manually create a
BCTuserc 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 BET Supervis®ashbard. The information in théial Codecolumn

references the chosen Additional Info digits. After installation, a number of default NRRs are

available in the chosen d¢en 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 chépgri wS | R@
wS | & B BGréAdministrator Guide

In case the required age 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 dat8ltsEe via
Superviso Dashbard. 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 exampleghe 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 cltaptér f f in8@TLIS & ¢
Administrator Guide

Note: A code is always terminated with a # !

4.5.6.4. PBX configuration for Voicemail

To use the integrated BCT voicemail systemffiewing 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 hardwaless DNR with a Call Forwarding on Not Reachable to the IVR
Group.

3. Specify this DNR as Messagebox ssd2N\R in thBCT Supervis®ashbaurd.

4.5.6.5. Configuring the BCT Lines in the PBX

Note: In the following program example is assumed th&tadibackscenario is used as described in
chapter4.5.6.6PBX Configuration with Fall Back Scenaiiben nd~allbackis 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 comm&@BRD.3Example:

ASBRDS:15,2,39,B001,255,1;

2. Define the signaling group in which the CODEC assignment and Payload are specified. Use
OM commandCHIPPD

Example:

CHIPPD:b001,4,0; (4 means codec specification)
CHIPPD:b001,5,30; (5 means payload)

We recommend using G711/30ms, system wide. &6 UsingVMPlines for IVRHowever, if

the customer already uses G729, and wants topkieeyou 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 commaBHTIN$&wust 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:2 KSy dzaAy 3 { Lt Zionbrh@man) dad BeMdkeddollogdthd SR ektension
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 DISER you can check if logon is required.

Note: For connecting SIP phones and lines, an ISG board is required. For more information please
NEBFSNI G2 GKS &{ Lt/ deaNmzyy|SaNJ F9yyrRa AYESISINY &l 2a € ¢ ©

After creating the SIP extensions execute theofelhg procedure to configure the extensions as

VMP lines for BCT:

1. Assign Facility Class Mark 32 (post dialingeatthSIP extension used for VMP line. Example:
ASFACM:32,231&8&234;

Note: NEVER assign FCM 33 (VoiceMail Server) to the Lines! If you dsdi@Mtto 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). UsOM commandSFACMExample:

ASFACM:51,231&&234;

4. Put the VMP lines that are used for customer calls into a hunting group in the PBX. Use OM
CommandCRGRP#ith group propertyl7. Example:

CRGRPA:230,17;

231,0,0;

232,0,1;

233,0,2;

234,0,3;

5. If you needmore than one access number (more than one service requested), create dummy
5bwa oy2 KINRgINE |aa20AFrGSR0 gA0GK aOFftf T2
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 aB@alk 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 Baatonfigurations 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 gent 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 ecaltbavill 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 secti®6.7Configure 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 performedaayomatic day/night switching via a routing

group and not (manually) by a supervisor extension.

1. Create for all required starters a hardwaess extension or Non Member ACD groups (group
prop. 45). These extensions/groups are forwarded to a routing grgrqup prop. 59!).

2./ 2y FAId2NE aOFft F2NBINRAYI 2y 20SN) Ft26¢ G2
3. /2y FAIdNB aOlff F2NBFNRAYy3I 2y yAIKGE G2 GKS

LY yY2NXYIFf 2LISNI A2y GKS OFrfta NB KFIYyRftSR Ay (f
When the BCT servés down or cannot be reached, the grouting group will switch automatically to
YAIKG FyR GKS OFrffa gAatf oS aSyd G2 GkKS F3ISyid !
moment BCT is operational again, calls will be sent to the IVR group agasecBer4.5.6.8

Configure Automatic Fall Baftk a detailed configuration description.

The following notes are important fenanualfall back as well as f@utomatic 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 aetied, agents who are ready in BCT will also receive calls
when the fall back mode is activated.

There is n&ynchronizatiomwhen the fall back modis 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 viB@ieSuperviso

Dashbard 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 dovand calls are answered via Fall Back group, there is no possibility to define
acC2ftft2g dzZLJ ! OGA2yaé¢ 2NI a/lff ¢eLISé¢ RSTAYA(GA?Z2

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 depict&iure4-43BCT PBX configuration with
Fall Back

The followng note is very important and should be communicated clearly to the group supervisor
and group agents:

IMPORTANTWhen BCT goes down, the supervisor must activate the Fall Back scenario manually by
dialing the Day/Night prefix from the Supervisor extenglwere 210). The moment BCT is
operational again the supervisor must switch the ACD group to night again.

PBX

Service (240) —
Sales (241)
Support(242) —

CFWN

Customer’s

v BCT server
IVR

Grp

231
\ 232

230 | | 233 | vmP
/| 234

CPU NIC

Figure4-43BCT 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 com@BR&RPASee sectiod.5.6.4
PBX configuration for Voicem#&al more information.

Creating an ACD Group for Agents

Note: Do not create a group with a group property that allows any type of calymck
Do not use any type of dirston 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 eample, 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. Thecommand 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 BSRD>is the extension of the agent.

TheSwitch allow/init-statusindicates 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.

Rankis the wigue number in the ACD group.

Example:

210,1,0;
211,11,
212,1,2;

¢KS 3INRdzL) GKI G &82dz KIS ONBIGSR A&

| Y
A6A0G0KSR GLINBaSyié¢ Ay GKS INRdLI®P ¢ KA

2 UuAoOl
Aa (K

dzii
a

» O

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 AGIonfiguration use the command:

CHACDD:<GROUMB®NR>;

If you want to assign more extensions to the group, use command:

ASGRPM:<GROUBNR>,<Member BSP- ID>,[<SWITCH - ALL>],<RANK>;
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Assigning Call Forwarding When Night

After you have created the IVR huntinggrduy R G KS | 3Sy G !/ 5 DNRdzZJAZ &2
C2NBIFNRAY3I 2KSYy bAIKGE FNRY GKS F3aSyd '/ 5 3INERdz
CHCALF.

Example:

CHCALF:5,297,230;
Creating prefixes for Fallback

The prefixes for agent switching must be perfornied G K a! / 5 ASNIISNJ RAI f SR¢
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>][;

f TREE 5SadAyldAz2y GNBSquignmé OAYAGAFEfO | yYRK2NI G

1 NUMBERThe prefix that agents or supervisor dials for a certain action. These numbers
aK2dzZ R 0S8 aSraeé¢ (2 NBYSYOSNE F¥2N SEFYLX S a

1 TRFCThe required traffic class, most of the time the traffic class for eyare low.

1 SERVER_AND_ACTION_C@BEver 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 requiredhaxtde:

0 1=Agentlogout;

0 2=Agent not ready;

0 3=Agent ready;

0 4=Agent login and ready.

1T PWNBRLENGTHNo password number length must be entered.

1 ADDINFONBRLENGTM ¢ KS ydzYoSNJ 2F RAIAGAEA dzaSR F2NJ i
08 LIS¢ &Kz dzf Rbenofdipi@ Kat ar& uSed Wiuding the creation of these items.

This parameter defines the number of digits that must be entered for the above mentioned

I QGAaz2yad a Ly SEFYLESY |y 13Syd t23Ay Aa O
agenttheagentPIN@ RA3IAGA0 Ydzad o0S SyYyGiSNBR TSN (K
INFONBRLENGTH is@.

¢KS ydzyoSNJ 2F RAIAGAE TFT2NAdigesS al I3Syd 23 2y

CKS ydzYoSNI 2F RAIAGA F2NJ al 3Syd R2IONBBEARY & ¢
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
02 SYGdSNJI aOFftf GeLS AYyF2NNIGA2YED

Note: When the prefixes are only used in fall back mode and no pheserl agents are used in
0KS /2ydl Othbrf SYASBKE ORYHEE Oy 0S AIYy2NBRO

Already created prefixes can be displayed with the OM comnd@EDD

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

Table4-3 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 sedti®.4PBX configuration for
Voicemail

2. Configure an agent ACD group as describecr@ating an ACD Group for Agents

3. Create agent switch prefixes as describe@ipating prefixes for Fallbackhere is no need
G2 ONBIGS GKS 4!'/5 DNRdzZLJ RIFed LINBTAEE FyR (K
manual fall back.

4. Create a routing group as described in sectidn 7.2Creating a routing group

For an automatic fall back it is important that the maximQ@ueueon the Routing Points set to

TSNP ¢KAAa gAff GNAIISNI GKS aOFff F2NBIFNRAYT
Y2RS® {2 fSI @S (KS daodzae (i KNBf@auK@&LeRE100%tRsidi KS d
a non member group so the default relati@ieuesize will be zero).

5. 1aaA3dy aOFff FT2NBEFNRAY.I 2y 20SNFt26¢ (G2 G(KS

6. ! a

ax

Ay GO0Fff F2NBINRAYI 6KSYy yAIKGE (2 GKS

Note: Do not forget to configure Routing Pointn BCT. The configur&buting Poinwill trigger
the day and night status of thRouting Point

7. For every starter that isequired in theCall Flowcreate hardware less extensions or non
YSYOSNI !/ 5 3INRdzLJA O03ANRdzZL) LINPLID npO® he2y FA Idz
NRdziAy3 3INRdzL) F2NJ 6KS KIFINRgINB tSaa SEGSyan
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 iIS3000 PBX for ad®acCenter without IVR.

45.7.1. General

You can configure a BCT server without IVR. In that case the calls are queued in the PBX. The callers
are queued orRouting Poirg until a free agent is found. In that case the number of availbl®

lines is no longer the maximum number of caller that can be queued. When BCRaigé®y Poirg
AYyaidSIR 2F L+ztw F2NXPaz8dzA 8 andso® OlItftSR Iy alLzw

! O2Y FAIAdzNF GA2Y 6AGK2dzi L+tw OFyQi dzaS GKS LINEYI
A6AGOKE | yy2dyOSYSyida OFy o0-&AdBOKRE {2/ yRys2ONew Sk
be used for a welcome message, night announcement,Cameliestatus information and not fo€all
Flowinformation (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 theQueue The routing group is calledRouting Poinin the BCT Supervis®ashbaurd.

It is possible that more than one routing group is required (mldtiguage Contact Center, VIP
treatments etc.), in that case create as many routing groups adetedJse thd8CT Superviso
Dashbard application to select the correct routing group for the corr&tarter Line

Create of one or more ACD routing groups. Start creating the group with the comORG&RPAThe
following parameters should be entered.

1 GroupDNR Identifies the ACD group. In tlBCT Supervis®ashbard application this is called
aRouting Point

1 Group property Enter Group property 59 followed by a semicolon. The system will prompt for
additional information.

1 ACD group threshold priorityAccept the default, threshold priority carm larranged when more
than one router is used.

1 Full threshold Maximum number of nosthreshold and threshold priority calls that can be stored
in the ACBQueue

The ACD Routing group contains no members and therefore the Full threshold for ACD Routing
groupsmustbe 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 vafiireehthan 97.

1 Busy threshold Maximum number of threshold priority calls that can be stored in the ACD
Queue Also enter a fixed value, see Full threkl.

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 relativQueuefor the busy and full threshold for a routing group. This results
in a routing group where no calls can be queued.

The number of availabl®ueueplaces shold be at least the same as the maxim@ueuesize
that is configured in the Router and the number of callers that can be queued according the
granted licenses.

Forced absent timeAccept the default, the forced not ready time is arratigs the router.

After call work time Accept the default, the after call work time is arranged on the router.

Call in queue timeCalls will be diverted or dropped when the call in queue time has expired.

Make sure that the selected call in queue time oias 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 Algorithrik  { St a GKS 2LISNI GA2Yy Y2RS F2N GKS
two possibilities Absolute and Weighted.

In combination with BCT based on Mgss, onhAbsoluteis supported.
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Note: Be aware that on&kouting Pointn combination to several starters (one or more Non
member groups forwarded to one routing group) will result in incorrect announcements. The
iIS3000 announcements will play announceménitshe Routing PoinQueueand not
related © the Starter Lingouter relation. In case of more routers and correct iIS3000
announcements per router, more than oReuting Pointust be created.
1 Queue priority of the group Select the default value, priority can be arranged in@adl Flow

Notes:
- These settings can be changed with the CHACDD command.
-¢ KS RSTFldzZA G &/ h.-CQRiz828282S & ® LIS & NX & Vdr{COB NH NP dzL.
vdzSdzS¢ aKz2dzZ R 0-COBOKS ¢zSSRo MR/ [ 2¢y@ 5A&LX L&
j dz§dzS GeLsSé¢ gAGK 5L/ h.5d
- 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_ess)Starter Lingyou can define that the caller to the Contact Center is not connected

before a free agent is available. When no free agents areadlaithe 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 theCHRTQlommand and check in the paramefEBONEANDDDFOPTION$at 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) Routingonty CRIN® I NRAyYy 3 2y 3
bAIKG aSNIIAOS Faldadgrou)dLXt A OF 6t S odG2 |

Call Forwarding must be configured with t6eICALEommand. Displaying Cabiwarding
information is possible with thBICALIEommand. The following parameters should be entered:

1 Call forwarding type number between 0 and 9.
1 ORIGBSRID: The groups DNR.
1 DESINUMBERthe destination for this call forwarding.

The followingypes of call forwarding are applicable for ACD groups:

1 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.

1 Call Forwarding on Empty group (CFWE)
When a call isouted 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.

91 Call Forwarding on group Overflow (CFWQ)
When a call isouted to an ACD group and all the members of this group are busy and the
COBQueueis full, the call will be forwarded to the specified extension.
Cal forwarding type for CFWO is 4.
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1 Call Forwarding on group Night service (CFWN)
2 KSY | 3ANRdzL) Aad agAGOKSR G2 ayA3aKid Y2RSE
specified ACD group.
Call forwarding type for CFWN is 5.

Note: An ACD group uses the long or short @DBuelength. The option SYSOP 046 'dynamic group
COB with intrusion allowance' is ignored.
4.5.7.5. Announcements

There are three types of iS3000 announcements:

9 Station call first announcement that is given when a customer dials the ACD group
extension.

1 Night Announcementannouncement that is given when the group is in night and the call is
diverted to a CFWN destirian.

1 Queue Announcement (or delay messagaQueueannouncement is given when there is
no free agent available to accept the call and the call is gdén a CORueue

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 reasoseB&T is down or
cannot be reachedall calls will be lost. Therefore it is strongly recommended to configure a Fall Back
scenario. Tare are a number of Fall Back options possible.

CreatingAutomatic Fall Back

When BCT uses routing groups, automatic fall back can be configured.

When the Contact Center is running in normal modhe, touting groups are in Day status. Calls are
accepted irthe Queueand BCT routes the calls to agents.

When theBCTserver is down or cannot be reachady more, the routinggroups automatically

i K

switchto 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 Cantemust always be in
day mode And the ACD group extension should not be annodnicahe callers of the Contact
Center.

Notes:
- When BCT is operational, the status of the agentsgnehronizedavith the PBX. When BCT
switches over to th&allbackconfiguration 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 nuayt bésync 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.
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-When BCT is down and calls are angdevia Fall Back group, there is NO possibility to define

GC2ftt2¢ dzJ ! OlA2yacs

2NJ a/ | ff

¢&LIS¢

RSTAVAGA2

- 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 ACPBall Back Group

An ACD fall back group is a normal ACD group.
Create the group with the commar@RGRPA he following parameters should be used:

1 GroupDNR Identifies the ACD group. This extension is used as destination for call
forwarding when night durig the fall back period.

1 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.

1 ACD group threshold priority:

Accept the default. This is only applicable if a second ACD group is used as destination in a

call forwarding.

9 Full threshold Maximum number of notthreshold and threshold priority calls that can be

stored in the ACQueue

1 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 showtdjbe to theQueue
size that is used in the router settings.

1 Forced absent timeWhen a call is not answered within this time, the agent will be &dc
absent and will not receive ACD calls any more.
Use the same duration as used in the router.

1 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 noute
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Call in queue timeCalls 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.

Queue Position Algorithrif

{Sda

Pause tone Defines the type of paudene sent to the caller between announcements.

CallManager MIS logical device ACD: Not applicable for BCT.

0KS 2LISNIGA2Y Y2RS F2NJ (K¢

are two possibilities Absolute and Weighted.

Concerning th&®ueuePosition Algorithm, two types of announcement are important, Static Delay

Message (SDM) and Dynamic Delay Massage (DDM).
If absoluteis selectedPDM is related to th€ueueposition.

In the following example, three DDM messages are defined.

Queue position

Played announcement

1 DDM1 &, 2dz I NB (GKS
2 DDM2 G ¢KSNB A& 2y
3 DDM3 G ¢ KSNB | NB ¢

Whenweighted (also called relative) is selected the following formula is applicable.

{7 Queue position -1
DDM= | |
| Number of present
) agents

Full
theshold

Max.

‘] X dynamic delay

Number of ™,
| 41

announcements /

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 ..... presengants
- 4 - 3 - 2 1
1 - DDM1 |- DDM1|- DDM1|- DDM1
2 - DDM1 |- DDM1|- DDM1|- DDM2
3 - DDM1|- DDM1|- DDM2 -
4 - DDM2 |- DDM2|- DDM3 -
5 - DDM2 |- DDMS3 -
6 - DDM2 |- DDM3 -
More than 6 - DDM3 -
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Table4-4 Queue position- Announcement table

1 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 mentiogd information is entered, the system will ask for specific agent
information.

1 Member BSHD: DNR of the agent.

1 Switch allow/init-status. There are 4 switch allow/in#tate possibilities:
Switch allow/init-state: ONot allowed to switch status. Initial state: logged in and present.
Switch allow/init-state: 1Allowed to switch status. Initial state: logged in and present.
Switch allow/init-state: 2Allowed to switch status. Initial state: logged in and absent.
Switchallow/init -state: 3Allowed to switch status. Initial state: logged out and absent.

The initstate 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, agentshateable to switch status during the
fall back period. Recommended is switch allow/stdtus 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 numberagients 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 allov&iritl G dz& m F2NJ |y dzYo
extensions that ee used more frequently than other agent seats, and that the remaining

I 3SyiQa SEGSyarzya oAt f-stausS 3 DisBolaibidl fRat gallels K & 6 A
are waiting a long time due to rerouting on forced not ready.

This is only a problem focieen 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.

1 Rank Unigue number used for cyclic hunting.

Enter for each agent that is working in tB®ntact Center an extension and a rank. The rank
is a unigue number within an ACD group. When all agents are entered, end the command
with return. At this moment the ACD group is created.

Note:¢ KS RSTFI dzf G &/ h.-CORiz828287S & & LIGNRIA Y i {KKSB NA{ K 2 |
vdzSdzS¢ aK2dzZ R 0-COBOKSE zSSRo iR/ ] 2¢9@ 5AaLld &
j dzSdzS GeLSé¢ gAGK 5L/ h. 50
4.5.7.7. Assigning call forwarding when night

After you have created one or more routing groups and the fsibackgroups, you must sefp a
G/ FfEf C2NBFNRAY3I 2KSY bAIKGE FNRBY (GKS NRdziAy 3 °
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Use OM command CHCAEKkample:
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 thenteal so it will point to theBCT
server as server applicatioRlease refertothex { Lt Aqg/ dkd{io2nYnSINJ 9y IAYSSNJI al y
iIS3000 Documentation GROM]for more information.

To allow an application to be run from the microbrowser:

1. Open the sipcfg 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/sampleafie

5. Change mb.idleDisplay.refresh to the period in seconds between refreshes of the idle display
aAONRBONRgaSNRa O2yidaSyido

For example:
mb.idleDisplay.refresh=10

6. Change mb.main.home to the URL used for microbrowser home page.

For example:

mb.main.home=nhttp://<ServerName>/HtmIDirectory/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 taustthe 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 termirie@ a4 S NOK (G KS RANBOG 2 NB
5ANBOG2NEE | YR \IGdtpybwivBrooRI2dda/[R RANS @G 2/NE ¢ ©

When open theConfiguration Manageand select the configuration file
& Alivetpubwwwroot\HTML Directoyg S6 @02y FA 3 FTAE S¢ F2NJ GKAA |
configure the result page for a search query by means of changing the value of the keys.

Keys description:

1 maximumDatalnPage: maximummber of entries shown in one page. Default value: 4
1 showPhoneState: show 'Phone State' icon for each entry. Diefalue: False
T showDetails: show 'Details' icon for each entry. Default valuge

2 KSEK@ot K2y S{ (I (1 SHHz8§& OKS yAEdSiRYg HaOud dhanged also:

1 Open the file DataAccesdl.donfig with NotepadDefault location: GProgram Files
(x86) Common FiladNECGServices directory.

Note: When the system was upgraded the location path\iBi©@gram Files
(x86) Common Fila®hilipadServices.
1 CAYR GKS 1S& GaRANBOG2NE daSNBAOSHPLINBEaASYyOS
1 Save the file.
1 Reboot the server.

The used language on the Polycom directory browser is the same BEsystem language.

4.5.9.1S3000 configuration for Mob ile Clients

A mobile extension is ldlobile phoneor other external phone that can act as a local extension in the
iIS3000. When th#lobile smart phone which is related to tmeobile extension is capable of

browsing to the BCT server, it can login with BT Mobile Cliergipplication and useeveraBCT
functionslike Directory Accessand Presence Management

In iIS3000 the mobile extensionN®bility AccessWith 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. 'aaAdy + ta aKSE{FT gAGK GeLS mtT a+xANIdzZ t a!
ASSHLF: <SHELF>, <Shelf - type>; with Shelf - type = 17 for Virtual MA shelf

2. Assign a PM@oard 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. AssignaPCGi 2 NR 2 F ri(idalL0S aoly o042t-ANREé Ay (GKS ySgft e
command:

ASBRDS:<SHELF>,<BOARD>,38,0201,255,1;
4. Setthe PM@oard and PCT lamds 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 DestNumber consisting of the TAC and tleéephone 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 kmaw BCT

CAzNI KSNJ AYF2NXI GA2Y OFy 0SS ¥F2dzyRciliier 9 B b haySKE ¥ «
chapterél 2¢6 G2 t NRINIY {a! é¢d

Note: With MAit is possible to activate/deactivate the local DNR on the remote/local terminals.
BecausdBCTcannot recognize the (eeactivation of the local DNR this feature not supported.
Instead, only Fixed SMA is supported where a System Engineer activates the MA. After
activation a PBXynchronizatioim BCTis 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 Lsesntrol the softphone via BCT
Desktop Clieninterface the Bria softphone and extensions need to be configured.

The Briaversion 5can get its configuration settings from a Login server. This Login server is a PHP
sener that contains a login scripthat the Bria phoneetrieves during startup.
After configuring the PHP serverlogin script should be created to configure the Bria.

An example for the login.php script:

<?php

I

I

if ($_SERVER['REQUEST_METHOD'] == 'POST") {
$user =$_POST['Username];

$display_name = $ POST['Username';
$passwd = $_POST['PasswordT;
} else {

$user =$_GET['UsernameT;
$display_name = $_GET['Username?,
$passwd = $_GET['Password'];

}

$domain = "172.16.67.11";

$response =

"[Data]

Success=1

[Settings]

proxies:proxyO:display_name= \ "$displa y_name\ "
proxies:proxy0:username= \ "$user \"
proxies:proxyO:password= \ "$passwd \ "
proxies:proxy0O:authorization_username= \ "$user \"
proxies:proxy0:domain= \ "$domain \"
proxies:proxy0:account_name= \ "BCTPhone\ "
proxies:proxyQ:register= \ "L
proxies:proxy0:enabled= V"L
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proxies:proxyO:enabled_features= (AN
proxies:proxy0:use_sip_call_info_to_force_offhook =
system:remote_control:enable_talk = V"L
system:remote_control:enable_hold = \ "Lt

proxies:proxy0:send_sip_keep_alive_messages= \"0\"

proxies:proxyO:firewall _traversal_mode= \"0O\"

proxies:proxy0:subscribe_to_message_waiting= V"o

proxies:proxy0:enable_features= \"03\ "
codecs:g71la:enabled= VLA
codecs:g711u:enabled= V"L
codecs:g722:enabled= \"0\"
codecs:g729:enabled= \"0\"
codecs:h263:enabled= \ "L
codecs:h263 1998:enabled= \"o\"
codecs:h264 unified:enabled= \"o\"
codecs:silk_nb:enabled= A
codecs:silk_swb:enabled= V"o
codecs:silk_wb:enabled= A
codecs:speex:enabled= A
codecs:speex_fec:enabled= A
codecs:.gsm:enabled= \"0\"
codecs:speex_wb:enabled= V"o
codecs:speex_wb_fec:enabled= \"o\"
codecs:vp8:enabled= AW

codecs:amr - wb:enabled= \"0\"
codecs:opus:enabled= \"0\"
rtp:inactivity:timer_enabled= \"0\"

print $response;
2>

When theBria softphone is started thelnoginshauld be entered:
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OO

Welcome to Bria 5!
Please select a profile from the menu below
to complete the sign in.

o=

Enter configuration server details e

http://<php server=/provisioning/flogin.php

<extension number:>

Cancel

Figure4-44 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 enhancedtfanality, the terminal type of the Bria
extensions should be overruled with type Polycom/DTRA@00DTI0Q

To configurehis, use the following procedure:
1. Open the Company directory tab of the BCT System Settings.
2. Select Extension searching and seamttlie Bria extension and open it with Edit

3. Find the fieldManual Terminal Typand select Polycom/DT70T800DT900from the
drop-down list

4. PressApplyto confirm the changes.

4.5.11. Configuration for redundant SIP@Net system

In a redundant SIP@Net systénere are one or more active SIP@Net servers and one or more
standbySIP@Net servers. BCT must be connected to an active SIP@Net server.

BCT supports failover to an acti8& @Neserver when the connected server fails or becomes
standby.
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BCT supports #hfollowing redundant SIP@Net configurations:

1 SIP@Net Dual Server LAN.
To the outside world this configuration acts as a single SIP@Net server.
There is 0 need for failover by BCT.

1 SIP@Net Dual Server WAN.
There are two Master servers in the SIP@Net igométion, one is active and the other one
is standby.
When the PBX swaps the actiserverand the standby serveBCT follows with a failover to
the new active server.

1 SIP@Net Server Cluster.
There is one Master server and one or more Slave serveng i8I @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 B@T failbackto the Master server.

Switching e&5IP@Net serveo active or standbwvill neverbe initiated from the BCT application. The
SIP@Net system determines whigrvers are active, BCT follows by connecting to an active server.

Alarms are generateduring automatic failover or when a failover faildther significant events are
logged as system status events, 4de2.1.2System Status

To configure a redundant SIP@Net system in BCRB.8€mnfiguring edundant PBXonfigurations

4.5.12. Call Recording

4.5.12.1. User-initiated Call Recording

./ ¢ 2LISNIG2NAZ F3Sy
SYydAidt SRQ (G2 (GKS 5b
ASFACM:0,<DNR>;

9YLX 2
tt /

& T

Note: this is only required for call recordirinitiated by the BCT user using his Desktop Client.

4.5.12.2. PBX Configuration for SIP@NetCall Recording
In a SIP@Net system that suppadtie ¥ S | (cddiNdordingd & { L tyBwh8eil to Execute the
following commandso configure properly call recordinny SIP@Net

1. Call recording settings can bhangedwvhen installing (or repairing) the settings fibie
SIP@Neinediaserver. On one of the settingsages you can specify the location to stoe!
recordings. Be sure directody (i NUzO( dzNB A a aSd G2 WFtl Qo

2. System optior222 (extended filenamdormat for voicerecording) must be set to true.
(Seed.5.3Boundaries, options and licenges

3. AssigrFacility87 (Voice Recording)r Facility @ (Voice RecordinGonditbnal) for extensions
that you want to use recordindASFACM:87,<exinr>;or ASFACM:94,<exnr>;
It is also pogble to assigrFacility 9 (Voice RecordinGonditbnal) ona Routing point to
createrecordingduring routed calls tagent extensions

4. Define in PBX Configuration the Call Recording Locatio8($ésConnection to PBX
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4.6. BCT onUNIVERGE 3C

4.6.1. Introduction

Chapterd.6 BCT otUNIVERGE 3erves as a stepy-step guide, which will show you how to install

and configure BCT in a UNIVERGE 3C environmenth&bteris designed to walk the reader

through the installation and configuration from beginning to end in sequential order. It isgiyro
advised to follow thighapterA y 2 NRSNJ ' yR y20 GalAL) I KSIFIR¢ | a
to be completed before other steps are start€chapter24 Appendices M BCTONUNIVERGE 3C
CONFIGURATION DETAé#ssribes a number of UNIVERGE 3C configuration details.

Throughout this guie, the diagrams shown #h6.1.40perator onfigurationand4.6.1.5Call Center
configurationwill be used as examples during tbenfigurationprocess. Please note that these
diagrams are only example configurations and do not show every possible configuration which can
be setin 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 Chapter2 SYSTEM REQUIREMENTS

Additionally, this guide assumes that:

1 Active Directory is installed and is ng.

1 SQL Server (if it is to be used) is installed and workimtatabase instance needs to be
created for BCT use before BCT is installed. See séclibatabase Installatian

1 The UNIVERGE 3C is installed and is working (stat&tation calling, statiofo-trunk
calling, trunkto-station calling, etc.).

1 The computer on which BCT will be installed has a woRjpegrating System (with current
service packs and updates) which is supported according tB@eBoundary Specification
document.

1 The computer on wich BCT will be installed has been joined to the same Domain as the
UNIVERGE 3C server.

1 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

1
2
3
4
o)
6

BCT System
Design

Active Directory
Configuration

SIP Line
Configurator

UNIVERGE 3C
Configuration

BCT
Installation

BCT
Configuration

See 4.6.1.3BCT System Design

Before you begin, define what needs to be
setup for your BCT systeifihis will include
station numbers, server IP addresses, call
flowcharts, etc.

See 4.6.2 Active Directory

Create the CTluser account in Active Directory.
This acount is used by BCT for a variety of
functions.

See 4.6.3UNIVERGE 3C SifelConfigurator

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 4.6.4UNIVERGE 3Bnfiguration

Modify UNVERGE 3C system settings. Add and
modify stations, extensions, and users for use
with BCT.

See 4.6.5Business ConiiETinstallation

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.



4.6.1.2. Terminology used

User/Agent:

Extension/Starter:

g
2 = P
c B
® O [] =]
= o 3
£y £ 5 58
Ca =Za <5
| Station Extension
UNIVERGE 3C term: | "/ <— (Address) &—| User
. | Routing
BCTterm: . Starter Agent
Point

Simple Definitiorg The person using the terminal and/or client to answer
and initiate calls.

Terminologyg This person is called a User in the UNIVERGE 3C and an Agent
in BCT.

DescriptioncAn Active Directory User account is imported into UNIVERGE 3C
and attached to one or more Extensions.

Simple Definitiorg The number thatd dialed to reach a party or destination.

Terminologyg In the UNIVERGE 3C this number is called an Extension or
Address. In BCiTis called a Starter. However, it should be noted that while
all Starters are Extensions, not all Extensions are Starters.

Descriptiong One or more extensions are attached to a Station. Extensions
take numbers from the Numbering Plan.

Station/Routing Point: Simple Definitiorg That which is receiving or initiating calls (terminal, soft

Messagebox:

User centric:

Address centric:

phone, virtual number, or monitored nunei).

Terminology 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.

Descriptiong The Station contais 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 piosis are available (maximum

200).

InthischapteE (G KS G SNY danStiesdms Biogagé Y S
G+2A0SYIAf &

More than 1 extension may be assigned to the user.

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 andiBr&rwill 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 neealtacate during the
installation as well as showing what licenses are required.

Note: For UNIVERGE 3C and multiple BCT servers, seg.al8d.1PBXbased License

Numbering Plan Required Licenses
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Station Extension BCT 3¢D
CTlUser None Uniquée? 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
SystemCall . . .
Perk Unique Same as Sta None 1 Station License
. 1 Operator License per | 1 Usef) + 1 Station Licens
Operators Unique Same as Sta P . b
Operator (Dynamit) per Operator
1 Operator + 1 Superviso .
| | P pet 1 Usef? + 1 Station
Supervisord Unique Same as Sta License per Supervisor .
. License per operator
(Dynamic)
Contact Center
None (onlyl Station
Pilot Unique Same as Sta None Licenseon the routing
point required)
None (only 1 Station
Agent Log . . (only .
on® None Unique None License on the routing
point required)
None (only 1 Station
Messagebox . . (only .
None Unique None License on the routing
Access . .
point required)
None (only 1 Station
Prompt . . (only .
. None Unique None License on the routing
Recording . .
point required)
1 Agent or 1 Phone Onl .
. gen y 1 Usef” + 1 Station
Agents Unique Same as Sta] AgentLicense per Agent )
. License per Agent
(Dynamic)
1 Operatorand/or Agent+
| | PETaorandior A9 1 Usef + 1 Station
Supervisord Unique Same as Sta] 1 Supervisor License per .
. . License per operator
Supervisor (Dynamic)
VMP/IVR
Hunt Pilot None Unique None None
1 VMP Licese per Line (to
Line& Unique Same as Sta P ( 1 Station License per Ling

a maximum of 20p

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 Extensioassociated with the CTluser 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 o @perators 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 Pho@nly Agents (meanintpey do not use the BCT Client) for logging into
BCT. If Phor@®nly 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 eyde: if there are 20 callers listening to music on
K2f R mp fAaGSyAy3a (2 | 1[dzSdzS LINRBYLI o6aidKI y
messagebox, then you will need 38 VMP lines.

Note 7:The User license for Operator, Agent or Supervisor is only redgfuiney 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 Basi8ervice None None 1 BCT License per System | None
Additional 1 Language License per
None None . -g g P None
Languages additional Language
Other Operator/Contact Center Licenses
1 Auto Attendant License
Auto Attendant None None None
per System
i 1 Call Recording License pg
CallRecording None None ¢ P None
System
Customer . .
e 1 Cust. ID Routing License
Identification None None None
. per System
Routing
Outbound 1 Outbound Services Liceng
. None None None
Services per System
. . 1 Skill Based Routing Licen
Skill Based Routin None None None
per System
i 1 .R Li
Supervisor None None Sup. Reports License per None
Reports System
Voicemail Onl ) . 1 User License + 1 Statiol
y Unique Same as Sta. | 1 VM License per user .
User License per user
1 Soft Wallboard License pg
Soft Wallboards None None Wallboard (to a maximum | None
of 64)
Post Call Survey None None 1 Survey License per Syste| None
Other Integration Licenses
dp 1 Application | i
3 fe\rty_ None None . pplication Integration None
Applications License per System
MicrosoftOutlook 1 Calendar Integration
None None . None
Calendar License per System
1 VM to Email Integration
Voicemail to Emai None None . ¢ None
License per System
EMEA Only Licenses (Not used for North America)
. . 1 User License + 1 Statiol
Employee Unique Same as Sta. | 1 Employee License per us¢ .
License per user
1 Hard Wallboard License
Hard Wallboard None None None
per Wallboard
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4.6.1.4. Operator c onfiguration

3C

Extension Station
9 9

4950 — 4950

4951 — 4951

4952 — 4952

SIP Line
Configurator

Figure4-45 Operator Configuration
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4.6.1.5. Call Center configuration

3C
Extension  Station
4040 4954

4954

4954

4044 4954

4043

4954

SIP Line l

Configurator 1043 4044 4954 4040

(Routing Paint)
Starterline:
call center entry

(Agent Routing Access)
Sorry
Clock closed
Starterllne
Message
Office Closed End Call
Office Hours
v 8:00-18:00
Starterline:

Prompt
recording Automated
Connects to attendant
Vv VMP Group
Starterline: / 2
Agentlogon
Sales Serwce Admin
Night
No Agent Extension
transfer

A ¢ -~ < sy
gen
Group AG AG 4101

VMP
Media Ports

3C
Extension  Station
4900 4900

4901—— 2901
SIP Line
Configurator 4902 —— 4902 8503
4903—— 4903
4002
4900
Round Robin 4901 4 i
it 4953 —< 1007 4003 ‘ a013 ) MUE-Group
4903 u
‘ 4006

Figure4-46 Call Center Configuration
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4.6.2. Active Directory

Active Directory Sphericall BusinessConnecT

ACTlusemlccount is mandatorto be createdfor 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
domahin 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 s&éppendix N6 ¢ Active Directory
synchronization

4.6.2.1. How to create a CTluser account

Note:in this example the user "CTluser" 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: CTluser will be a member of the Domain Users only.

1. Login on a domain controll@f your domain, with an account that is a member of the
G52YFAY ! RYAyaé 3IANERdzLIP

2. Go toStart > All Programs > Administrative toadsd click theActive Directory Users and
Computerssnapin.

Rightclick the Organizational Unit or AD container (example;3phere container) where you want
to add the CTluser account and selNetv and thenUser.
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= MMC Console - [Console Root\Active Directory Users and Computers [AD-SERVER.necnllab.com]\necnllab.com

i@ File Acton View Favorites Window Help
e |2mliO0RDc=HEAa5Ta%
~| Console Root Name | Type | Des
;‘; Active Directory Domains and Trusts ?_, Alfred Bester User
mx} Active Directory Sites and Services [AD-SERVE 3\ Catherine Sakai User
SR Active Directory Users and Computers [AD-SEF | R pavid Corwin User
i s:VEd Quleriesl !,, Elizabeth Lochley User
C :oen.n-(. o2 , : !) Jeffery Sindair User
=i Pastlis R'ght'C“Ck 2, John Sheridon User
- Compf.lhers 3, Lise Hampton User
2] Domain Controllers R | orilo Moy e
=) ForeignSecurityPgirfcipals ‘i’
Managed Sepvice Accounts & Lou Welch User
= 3\ Lyta Alexander User
S Users Delegate Control ', Marcus Cole User
:% Active Director Move. 34, Michael Garibaldi User
£, DNS Find... 2, Morgan Clark User
DHCP A User
Event Viewer (1 Aohied User
% Active Director: T H e User
View » T User
: InetOrgPerson
New Window from Here : User
msImaging-PSPs Usar
New Taskpad View... MSMQ Queue Alias
7 :hg:::zahonal Unit
beis
i Shared Folder
Refresh T

3. IntheNew Objectc Userwindow, enter the following and then clid¢kext,

First name:
Initials:

Last name:
Fullname:

User logon name:
down menu

Leave blank
Leave blank
9Y G SNJ G/ ¢ L dza SNE

Leave default, this will be filled in automatically

9y G SNJ &/ ¢L dza SNE

YR OK22aS$

User logon name (pr&Vindows 2000)1ieave default, this will be filled in automatically

New Object - User

3. Createin: phoenix.local/Sphericall

x|

&. Createin:  phoenix.local /Sphericall

New Object - User

x|

First name: I Initials: I Password: Iouuuu
Last name: ICTIuser Confimn passwond: Iooooooooo
Full name: ICTIuser

User logon name:

™ User must change password at next logan

¥ User cannot change password

ICTIuser I@Phoenix.local j [¥ Password never expires
User logon name (pre-Windows 2000): [~ Account is disabled
|Ph0enix\ |CTIuser
< Back Next > Cancel | <Back Next > Cancel |

Note: The domainphoenixlocalcom is just an example, in your case it will be a different name.

i K

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" checkboxegkNext.
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4. Review your settings and press Finish.

4.6.3. UNIVERGE 3C SIPihe Configurator

Active Directory

Sphericall

¢KS da!bL+9wD9 o/ {Lt [A
by BCT. It cabe found on the Business Conne@stall

GKSY @2dz LX I OS AG Ay &2
wSa2dz2NDSaé¢ | yR NMHzy GKS

BusinessConnecT
YS /2y FAITdzNI G62NE Aa | 0
ation DVDwhich should automatically start
dzNJ 5+5 RNA @S { St SO0 al/
G{ LFRARSN2YFABAZNA Y SNIDS ¥

Note: If DVD does not autom@aglly start it can be started manually via StgrtRun and

entering <DVD Drives&autorun.exe

Note:, 2dz Ydzad KI @S 20l ¢

FRYAYAAGNI 62N NARIKGA G2

Note: TheUNIVERGE 3C SIP Line Configucatoibefound in folde¢ \Business ConneCT-Re

sourcesConfiguration Suppovf L t
DVD drive)

[ Ay S

/ 2 YT A 3 dzNHrivelldttdr of goairk SNBE 5

UNIVERGE 3C 5IP Line Configurator

— Canfiguration / Setting — Registration Results

SIP Settings (server):
Hosthame or

192.168.1.
|P-address [*): L
|P-port; 5060

Secured Connection [TLS) T

¥When vou use hostname, then also
uze hostname when configuring BCT.
[and wisa-versa whan using IP-address]

5IF Line Configuration Settings:

Start Stationddddress/DMNA:
[&g: 1000]

Amount of consecutive stations:
(eg: 100, which makes rangs 1000-1033)

Open Mumbering Flan ||

Zone |d;
‘ Create/Register 51F-ines. .

| |

bort B egistrations. ..

| Finished [exit)
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1. UNIVERGE 3C SIP Settings:

|P-address:

IP-port:

Enter theHostname oiP address of the UNIVERGE 3C Server
Note: when'Hostname" is used, then also use "Hostname" for

configuring BCTOtherwise use Haddress in both cases.

Enter the IP port used by SIP (default is 5060)

2. SIP Line Configuration Settings:

Start Station/AddressDNR:

Amount of consequent stations

Open Numbering Plan:

Zone |d:

which is to beassigned

Plan enabled

Enter the first statior{address / DNR)umber in the range

Enter the total number of stations to be created
Check whetUNIVERGEC server has Open Numbering

Enter the Zone Ifinteger valueCtiUser has zone rights
on. (Only for Open Numbering Plan)

3. Click theCreate/Register SHRnes...button.

TheRegistration Resultsvindow should display a message similar ta lkample which shows
Station 4%4 being created on a UNIVERGE 3C Server located at 192.168.1.4;

START Registration. ..

(check/ wai 't

Regi ster
END Sent Regi
Register Rsp: OK >49

54

. (wait

540 < $1i4 9544 992.168.1.4:5060>
strations. .

for

4. Repeat steps 2 & 3 until all required stations have been created.

for

OK/ FAl L6s( max 32

5. Click theFinished (exi} button to close the UNIVERGE 3C SIP Line Configurator.

4.6.3.1. Example Assignment (Open Numbering Plan not enabled)

OK/ FAI Lbs)

S

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 whiobtdrighlighted are created manually in
UNIVERGE 380 for e.g. the VMP lines, start station would 4900 with consequent amount 4.
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UNIVERGE 3C UNIVERGE 3C
Extension| Station | Used For Extension| Station | Used For
9 9 Internal Access 5 4040 Call Center Pilot

4950 4950 | External Access § 4043 Agent Logon
o 4951 4951 Park = 4044 4954 Prompt Recording
< 49%0 49%0 Pickup Park (also O 4954 Messagebox
g calledSystentall
o Park)

4961 PickupParkpos. 1

4962 Pickup Park pos. 2

etc. etc.

4952 4952 Fallback
s UNIVERGE 3C
> | Extension| Station | Used For



49® 49® VMP Line
490 490 VMP Line
49@ 49@ VMP Line
498 498 VMP Line
4900
4901 | Round Robin
4953 49@ Group
498
First Second Third Fourth
Assignment Assignment Assignment Assignment
Start DNR: 9 4950 4900 4953
Amount2 ¥ 5bwQay1 3 4 1

Note: VMP Lines, Operator Numbers (internal, external, failover, ggdtemcall park), and Contact
Center Numbers (pilots, agent logon, messagebox access, prompt recarifliati)register at
the sameUNIVERGEC UCM serversBCT is connected tbhey canot be distributed over a
multi UNIVERGE 3C server system.

Once the stations have been created, they should appear in the UNINER&Einistrator as
shown below:

General  Station:  MNumber Plan Trunks  Conference Bridges  Users

Zone Al Zones w~ Sort By | Hub Mumber w Filker | Mo Filter w

H-EE Hub 271: dectd103 MALC[4103@mainatfice. phoenix.local] -
[ Hub 272 dectd104 MALC[4104é@mainoffice. phoenix local]
-3 Hub 273 dectd100 MAC[4100@mainoffice. phoenix. local]
¥ Hub 274 dectd105 MAC[41059@mainotfice. phoeniz. local]
[ Hub 275: dectd106 MAC[4106@mainoffice. phoenix. local]

T Hub 276: dectdd0l MAC[4401 @mainotfice. phoenix local]
B Hub 2945 9 MAC[3Es : i

Created by the
UNIVERGE 3C SIP
Line Configurator

=-E3 Hub 2950 - Hub 2369
T Hub 2950 4954 MALC[4954@sphericalld. phoenix.local]
[ Hub 2951: 4960 MAC[4960@sphericalld. phoerix local]
E¥® Hub 2952 4961 MAC[4961 @ sphernicalld. phosnix. local]
[[3® Hub 2953 4362 MAC[4962@sphericalld. phoenix. local]
EET—“ Hub 2354: 4363 MAC[43E3Ephericalld. phoenix.local]
[ Hub 2955: 4964 MAC[4964@sphericalld. phoenix. local]
E}T—" Hub 2556 45365 MAC[45365@:phericalld. phoenix local]
EET—" Hub 2357 4368 MAC[43E6EE sphericalld. phoenix.local]
; : MAC[49E 7@ zphericalld. phoenix local

i El"-1- |:||'||:|Er'|
alld. |:||'||:|E=r'|
zphericalld. phoenix.

————UNIVERGE 3C Address
Station Number w

For Help, press F1
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4.6.3.2. Example Assignment (Open Numbering Plan enabled)

Suppose CtiUser has zonerightsinzorfe2 YLD éy 86 A G K T 2y S ARIKBY (i SISNI oI
Connection to PB&Zone selectiodhow to retrieve thevalue of thezone id).

In the UNIVERGE 3C SIP Line ConfiglzatoO K S O] (G KS OKSO1062E ahLISyYy bdzy
G tdzS 1 AYy a®%2yS LR{O®

All stations crated with theUNIVERGE 3C SIP Line Configuvatioget a suffix to discriminate

0SG6SSy T2ySad ¢KS Hdd RYBLIRBHER A& Ay F2N¥ 27F
So in this example e.g. the stations created for the VMP lines will be@9Qtil 4903(7) etc.

The chart baw 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 highlightedtacerosgaually in

UNIVERGE 3C. So for e.g. the VMP lines, start station would 4900 with consequent amount 4.

UNIVERGE 3C UNIVERGE 3C
Extension| Station | Used For Extension| Station | Used For
9 9 Internal Access [ 4040 CallCenter Pilot
4950 4950 External Access é 4043 Agent Logon
= 4951 4951 Park = 4044 4954 Prompt Recording
IS 4960 4960 Pickup Park (also O 4954 Messagebox
g calledSystem Call
o Park)
4961 Pickup Park pos. 1
4962 Pickup Park pos. 2
etc. etc.
4952 4952 | Fallback
UNIVERGE 3C
Extension| Station | Used For
4900 4900 | VMP Line
< 4901 4901 | VMP Line
— 4902 4902 | VMP Line
% 4903 4903 | VMP Line
> 4900
4901 Round Robin
4953 4902 Group
4903
First Second Third Fourth
Assignment Assignment Assignment Assignment
Start DNR: 9 4950 4900 4953
l'Y2dzyd 2F 5bwnay 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.dideddintributed over a
multi UNIVERGE 3C server system.
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Once the stations have been created, thvejl appear in the UNIVERGE 3C Administrator

¢2 0SS otS (G2 dzasS (KS adKEEA2PRAGRIKKSES (RYSI RS
propertiesandd St SO0 4 £ 2 Y WIRY & &h6vén baloiv:f f

General Stations  Number Plan  Trunks Conference Bridges Users

Zone | Company-A w SortBy | Hub Mumber w Filter | Mo Filter -

=9 Hub 889 - Hub 1027
-0 Hub 961 - Hub 381
[#-{_ Hub 982 - Hub 1001
G- Hub 1002 - Hub 1021

V@172, 16.130.70]

il : i Created by the
FEHub 1024: 4902 MAC[4902-{7)@172, 16,130, 70]

UNIVERGE 3C SIP
Line Configurator

ExlHub 1025: 4903 MAC[4903-(7)@172. 16.130.70]
Hub 1026: 4950 MAC[4950-(7)@172. 16.130,70]
Hub 1027: 4951 MAC[4951-(7)@172.16.130.70]

T ——UNIVERGE 3C Address
Station Number (including suffix)
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4.6.4. UNIVERGE 3Configuration

Active Directory Sphericall BusinessConnecT

4.6.4.1. Preconditions

[ 23 AyG2 GKS !'bL+x9wD9 o/ {SNBSNI gA0K GKS a{wzol/
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 Fi@mitherstart
menu or from the desktop.

2. Inthe General tab, double click theganization name to access tiSgstem properties
window.

3. Go to the "System Initialization Settings" tab and clickAld button.

4. Double click the selected lineandsckRi2 6y (G KS fAad F2NJ a¢NIyafFsSN
disabled. See the following figure.

System Properties X

General Call Behawior Call Recording Call Logger Database Media Server Security IP Phones
Media Streams I System Initialization Settings I Qo5 SIP IM Server ac SMP Alert Recipients

Name Walue
Dizabled v
Dizabled
E habled

5. Go to the tab "Media Streams". Set the "DTMF digit payload type (RFC2833)" to 101, and
then clickOK See the following figure.
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Systermn Properties

General Call Behavior Call Recording Call Logger Databasze Media Server Security IP Phones

System Intizlization Settings QoS SIP IMServer ~ 3CSMP  Alert Recipients

Standard Codec Lists
Standard lists detemmine the order of preference when the system selects a CODEC for a call.

MName Audio - Videa Add
G722 H264 Remove

Low bandwidth Prefemed PCMA H262
SV Prefemed PCMU Raise
WAN Prefemed telephone-event
~70 ] Lower
DTMF digit payload type (RFCZ2833) 101 -
Off
Codec Ovemide Lists 101

Ovemide lists are filters to limit choices from the endpoirt’s CODEC capabilties.

MName Audio ‘ Video Add
PCMA H263 Remove
WideBand Ovemide PCHMLU
telephone-event

Mew List Remove List

NEC MG Media Stream Encoding

Encoding for NEC MG PCM {G.711) media streams adaw w
Changing the encoding will require the NEC VGs to be rebooted.

Call Admission Control

Audio Budget Unit 5 110
[ Enable Call Admission Control . bpz)

By

Video Budget Unit (kbps)  =2UU

Cancel Apply Help

>
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4.6.4.3. Class d Service

Createthreenew Classs of Servicéor use wth BCT Agent/Operatorsers,Routing Pointeind VMP
lines

1. Start the UNIVERGE 3C Administrator on the UNIVERGE 3C Manager PC, either from the start
menu or from the desktop.

2. Inthe General tab,xand the Organization Namgaght click Class of Service Profiles and
selectAdd. The Properties folew Class of Service Profigndow will open.

General IStations Mumber Plan  Trunks Conference Bridges  Users

—--% System
+ﬁ Address Groups
4 Administrative Profiles

_ Right-Click
(g Announcements

-] B] Call Tracing /

+ﬁ Clags of Service Profiles

+ﬂ Collaboration Services

3. Enter the following information then clicBK

Name: BCT perators&agents
Max Calls: 1 Call
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Properties for Class of Service Profile: BCToperators&agents

Gereral Stations Users Media Servers  Client Info Filter

Name EIZ:TG eratorsdagents Max Calls | 1 cal =
Features Allowed Defautt
Initiating Calls [ Irtercom Receive (®) None
Initiating Outside Calls  [] On Demand Recording () System Default
[+] Outside Forwarding [] Playback Recordings VM Default
Call Waiting [ Auto-Record Indication
DID Caller Id Federated Presence
[Jcal Waiting Caller Id
Manitor Call Details
[Jtonference Cortrol
[Jvideo
Authorization Expiry Duration (Users only)
Duration: ICI {0-8) Hours
Permission List
Add
Mumber Type Permission
Remove

Cancel Fpply Help




1. Add a second new Class of Servidhwie following information and then clicRK

Name: BCTQueue Profile
Max Calls: 48 Calls
Properties for Class of Service Profile: BCT Queue Profile x
General  Stations Users  Media Servers  Client Info Fitter
Name EIZ:T Gueue Profile Max Calls || 43 Calls ~
Features Allowed Defautt
Initiating Calls [ Intercom Receive (®) None
Initisting Outside Calls [] On Demand Recording () System Defautt
QOutside Forwarding ] Playback Recordings WM Default
Call Watting [ Auto-Record Indication
DID Caller 1d Federated Presence
] call Watting Caller 1d
Monitar Call Details
] Conference Control
[ video
Authorization Expiry Duration {Users anly)
Duration: I:l (0-8) Hours
Pemission List
Add
MNumber Type Permission
Remove
Corca | [0 ] [ i
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2. Add a third new Class of Service with the following information and then@Hkck

Name: BCTVMP Lines
Max Calls: 1 Call

Properties for Class of Service Profiles BCT VMP Lines *

General  Stations Users  Media Servers  Client Info Fiter

Name | Mazx Calls | { g "
Features Allowed Defautt

Initiating Calls [ Intercom Recsive (®) None

Inttiating Outside Calls [ ]On Demand Recording () System Default

Outside Forwarding [ ] Playback Recordings VM Defautt

Call Waiting [ Auto-Record Indication

DID Caller Id [ Federated Presence

[ call Waiting Caller Id
Moritar Call Details
[] Conference Control
[Jvideo

Authorization Expiry Duration (Users only)
Duration: ICI (0-8) Hours

Pemigsion List

MNumber Type Permission

Cancel Apply Help

4.6.4.4. Music On Hold
T UNIVERGE 3C MOH is given when a call is put obyhaldserand another outgoing call is

made(consultation)

No MOH (but ringone) 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 rauiene and routerconfiguration

indicates that MOH is tbe provided. BCT MOH is given from a VMP line.

When configured, calls can be routamldn agenfrom a VMP linesee8.4.3How to disable
"Route Calls Fd6 w2 dzii A yIrRhisita3eA\UNIVERGE 3C MOH will be applied (possibly
after BCT MOH has been provided).

In case you want to switch dfNIVERGE 3C MfbBlllow thesesteps:
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1. Start the UNIVERGE B@ministrator on the UNIVERGE 3C Manager PC, either from the start

menu or from the desktop.

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 "EnablerS-or Music
On Hold" in the UNIVERGE 3C MOH box andaifickee the following figure:



Media Server Properties d

General Services lser Rights Call Recording

Address
Address | Description Schedule ... ‘ Numb... ‘ Use Pors
% Media Server Barge-Monitor Add... Mot Applica... 10 1 1-10 256
@E' Media Server Recording Address Mot Applica... 5 1 | 16-20 256
< >
Add
MOH

Enable Server For Music on Hold

Mobility

[+] System Defautt Number of Mobility Channels 22
Group Paging

System Default Enable Server For Group Paging

e | || b

3. Inthe 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 MChlieBrzox is unchecked.
ClickOKto confirm.
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Media Server MOH *

Servers] Zones

Zones

Name MOH Enabled Uze Defautt MOH File
MNEC-Development ... W |

Browse

Cancel Foply Help

4.6.4.5. Configure Operator Stations

In our exampletiere are sevemumbers associated with the BCT Operdsme4.6.1.40perator
configuration);

Number used by Internal Parties: 9
Number used by Extern#larties: 4950
Number used to Park calls: 4951
Number used by Syste@allPark 4960 ~ 962

(also called Pickup Park)
Number used by Failed calls: 4952

Note: Numbers associated with th@perator cannotegister 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. Go2 (KS a{iGrdAz2ya¢ Gro FyR 221 T2NJ G6KS n Ko

3C SIP Line Configurateeé the example in Part Thje®oubleClick on the HUB for station
a e
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Properties for Station 9 *
General Securty Metwork User Rights  Address Mapping  Settings

Line Name Ig I

AA Directory [Intemal

Zone INEC—Development (The Netherdand ~ I Extension i)

Pickup Group None ~ In Service

Telephomy Area Default Area : +31 030 685 ~ | [] Auto Trace

Emergency Group "

Defauit CoS Profile | BCT Queue Profil ~|

Localization MNetherands (Methedands) ~

Numbers
Number Type Description ‘ I Add Bdension I
Add SIP Address
Remove
Properties
ls Chwrer Make Primary
0K Cancel Apply Help
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3. IntheProperties for Statiorwindow, choose the General tab and enter the following;

Line Name:

Zone:

Pickup Group:
Telephony Area:
Emergency Group:
Default CoS Profile:

Localization:

Optionalg Enter a descriptive nam@ dzO K9 | & &
Choose the zone from the pudbwn menu

[ S @S RSTFrdA G ab2ySé

Leave default or choose a new ofiem the pulkdown menu
Leave blank

/| K2 2 aQueue Prafilé  F NB Y -dawk ®enlJdzf f
(see4.6.4.3Class bService

Select your location o6l @S RISSF{ KA NI lay R &

6bSiKSNI

4. Now you must assign extension numbers to stations. Tigagxtensions first clickdd
extensionandin the Select Extensiowindow clickNew ExtensionNow theProperties for
new extensionwindow opens.



Select Extension X Properties for New Extension *

Search ok General Forwarding Address Groups  Call Recording
I Find
Caneed Number |5 I Hurt Order | Single Line ~
First Name ‘ | Last Name |Intema|| |
- 1000 - 1001
@ o] Help

-] 4000- 4338
8 5000 - 6699 [i] Mllow Transfers from Auto Attendant Type | & Personal ~ |

1499 Alow AA Directory Lookup by last name Zone

Search/Display in Client

NEC-Development (The Nethedar

User

MName: ‘ Add Remove Properties

Waiibox |

Woice Mail Attendart - Personal

‘ Add Remave

Queuing

[ Enable Queuing Announcement

Stations

Station | Fio... | Do Mot Disturn e
Remove
Properties
Up
Down

Cancel Reply Help

5. 9y GSN) SEGSyarry (HSoBdMadNI FASE R ¢KS CANAG
Then clickOK

6. ,2dz GKSY NBGdzNYy G2 GKS b{ St S@Gi TONRGIYS yiiaKAS2 yi K\ a4

OKtwice.
Select Extension x Properties for Station @ X
Search General  Securty Network lser Rights  Address Mapping  Settings
| fund Line Name |5. |
Cancel
AA Directony Intemal
3 10001001 o frtema
D 4000 - 4333 =L Zone MNEC-Developmert {The Methedand ~ | Extension 5
(23 6000 - 539
Ba 9.3 Mew Extenzion Pickup Group MNone w In Service
Q 9 Interna
Telephory Area Default Area : +31 030 689 ~ | [ At Trace
Emergency Group w
Default CoS Profile | BCT Queue Profile v
Localization Netherands (Netherands) ~
Numbers
Number Type Description Add Bxtension
GE Extension  Intemnal Add SIP Address
Remove
Properties
s Owner Make Primary
Cancel Aoply Help

7. Repeat steps 2 6 for stations 4950,951,4952and 4960 ~ 462

Note: For SystentallPark (also calledickup Park) the first numb@t960) is used as statioand the
related extension range (49614962) are used as positions to park individual callsised
stations (4960, 4961 and 4962) shouldstations with extensions assigned to theror BCT
configuration for System Call Park €e8.10Create Syster@allPark configuration
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o
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8. Ly (GUKS a{iGlGA2ya¢ (1o @&2dz Oty &4SS (Kl
in the next figure:

Gereral | Stations |Number Plan  Trunks  Corference Bridges  Users

Zone | Al Zones w Sort By | Hub Mumber w Filter | Ma Filker e

-8 Hub 260 4334 MAC[4334E192.168.12.81) ~
+-[F Hub 267: 4032 MAC4032@192.168.12.81]
+- T8 Hub 268 4033 MAC[4033E192.168.12.81)
+E? Hub 263: dectd101 MAC[4101 @mainoffice. phoenix. local]
+E? Hub 270: dectd102 MAC[41 02(@mainoffice. phoenix. local]
+E? Hub 271: dect4103 MAC[4103E@mainoffice. phoenix. local]
+E? Hub 272: dectd104 MAC[41 0d(@mainoffice. phoenix. local]
+E? Hub 273: dect4100 MAC[4100Emainoffice. phoenix. local]
+E? Hub 274: dectd105 MAC[41 05(E@mainoffice. phoenix. local]
+E? Hub 275: dectd106 MALC[4106Emainoffice. phoenix. local]
+E? Hub 276: dectd401 MAC[4401 @rmainoffice. phoenix. local]
- Hub 2945 9 MAC[3@sphericalld. phoenix local]

9 : Internal
[ B: 4550 M4
@ 4950 : External
-[REE Hub 2347 4351 MALC[4951@sphericalld. phoenix.local]
@ 4951 : Park

phericalld. phoenix. local]

=3 Hub 2950 - Hub 2953

+E? Hub 2950: 43954 MAC[4954@Esphericalld. phoenix local]
+E? Hub 2951: 4360 MALC[4960(@sphericalld. phoenis local]
+E? Hub 2352 4361 MAC[4961 &sphenicalld. phoenis. local]
+E? Hub 2953 4962 MALC[4962(@sphericalld. phoenis local]
+E? Hub 2354 4363 MaC[4963Esphenicalld. phoenis. local]
+E? Hub 2955 4364 MALC[4964(@zphericalld. phoenis local]
+E? Hub 2956; 4365 MaC[4965Ephenicalld, phoenis. local]
+E? Hub 2957 4966 MALC[496E@sphericalld. phoenis local]
+E? Hub 2958: 4367 MAC[4967@sphenicalld. phoenix. local]
+E? Hub 2953 WMP1 MAC[4300¢@sphericalld. phoenis local]
+E? Hub 2960: WMP2 MACT4301 @sphericalld. phoenix. local]
+E? Hub 2961: WMP3 MAC[4902¢@sphericalld. phoenis local]

+E? Hub 2962 WMP4 MAC[4303Esphericalld. phoenix. local)
T Lk 9987 WhADE hAACTA ANA R nharie sl nhosnis el

For Help, press F1

9. To configure operatorbeing able tchande external calls that encounter a busy, not
answering , do not disturb or neexistingcondition seeAppendix NL ¢ Configure Operator
Fallback forfailedexternalcalls

10. To configureoperatorsbeing able to brealn into a conversatiorsee Appendix M ¢
Operator Breakn

11.Byusingthé t 34 2F &aSNWAOS G./ ¢ vdzSdzS t NPFAE Seé |
single routing point. If more calls need to be queued ona routing point then you need to add
thely S aSGdAy3 a{dGlGA2y alE /Fffa hOSNNARSE¢ P

0KS NRdziAy3 LRAyGX 32 G2 Glo {SGdAy3aaszs LINBa
h@SNNARS: FTNRBY (KS RNRLIR2gYy f Aidunvalug BCTRENOS A
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
voiceprompts (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 increasecnease 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 MDagigher from the start
menu or from the desktop.

2. D2 G2 GKS a{dFrdAz2ya¢ Glro FyR 221 F2NJ 0KS n
3C SIP Line Configuratseé the example in Part Thje®oubledick on the HUB for station
angaod

Properties for Station VMP1 >

General  Securty MNetwore User Rights  Address Mapping  Settings

Line Mame IVI’\"IF‘1| ||
AA Directory |
Zone I MEC-Development (The Methedand I Extension 500
Pickup Group None b In Service
Telephony Area Default Area : +31 030 689 ~| [ Auto Trace
Emergency Group ~
Defaut CoS Profile | BCT VMP Lines -
Localization Metherdands (Methedands) w

Numbers

Mumber Type Description I Add Exension I

Add SIP Address

ls Onmer Malke Primary

Cancel Aoply Help

3. IntheProperties for Stationwindow, choose the General tab and enter the following;

Line Name: Optionalg Enter a descriptive name such@st ald

Zone: Choose the zone from the ptdbwn menu

Pickup Group: [ SIS RSTFldzZ G ab2yS¢

Telephony Area: Leavedefault or choose a new one from the pdibwn menu

Emergency Group: Leave blank
Default CoS Profile: / K 2 2BCH/MB Lines ¥ NP Y -dawk ®enlJdzf f
Localization: Select your location o6l @S RIEFI KA NiX lay Ra o6 b S KSNI
4. Now you must assign extension numbers to stations. To assign extensions firdddlick
extensionandin the Select Extensiowindow clickNew ExtensionNow theProperties for
new extensionwindow opens.
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Select Extension s Properties for New Extension s

Search General Forwarding Address Groups  Call Recording

(I Fie
Cancel
& 1 100 - 100t Frthame [ ] sthome [ ]

{3 4000 - 4393 L
) 6000 6639 Allow Transfers from Auto Attendan Type G Ferora »

S =]

Number I48DD I Hurt Order | Single Line ~

Allow AA Directory Lookup by last name Zone

NEC-Development (The Netherdar ~
Eeamhl’Dlspla}v in Client

User

Name ‘ Add Remaove Properties

Mailbox ‘

Woice Mail Attendant - Personal

‘ Add Remove

Queving

] Enable Gueving Announcemert

Stations

Station | Prio.. | Do Not Disturb Add Station
Remove
Propeties
Up
Down

Cancel Aeoly Help

5. 9y (SN SEGSYSaAEYAYdES MD iz PEROFAB{ Bl NOKK 5 A & LI

6. Select the Call Recording tab and uncheck both Recording Options. Thé&dkclick

Properties for Bxtension 4900 : *

General Forwarding Address Groups

Recording Options
D]NIOW Others to Record Your Calls

DNJoRecord Your Calls

z A N

7. Youthenreturntothe "Select Extén® Y h SAYR2 6 ® { eSS FINRPSE HiKySa A 24
clickOKtwice.

Select Extension > Properties for Station VMP1 X
Search General  Securty Metworc User Rights Address Mapping  Settings
4300 i
Find Lie Name [ l
Cancel
AA Directory I
4200 A el
- 4900 - 4398 = Zone NEC-Development Bx
pmert (The MNethedand ~ ension
[=-E£3) 4900 - 4315
I : Mew Extension Pickup Group None ~ In Senvice
-
jg Telephony Area | Defauit Area - <31 030 683 “| [ Ao Trace
%g Emergency Group -
gg Default CoS Profile | BCT VNP Lines v
jﬁ Localization Netherands {Metherdands) ~
-6
o
-G
o
jg Numbers
- .
iE Number | Type Description Add Extension
i w £ as00 Extension Add SIF Address
Remove
Properties
Is Crwnier Make Primary
G [ [
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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, 6 for stations 4901, 4902, and 420

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 memBegto 4903 The RR
group will beome extension 953.

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 Admingsttablbar.

& 2C Administrator - Primary UCM (SPHERICALL4) Role: 3C Administrator Software licensed by MEC-Philips (The Metherlands) - [m| X
File View Tools Help
N
& (& Al ml®
Add Extension sience Bridoges  Users
Add Conference Address
Zones w | Tree Type | Stations Tree ~
Add Tie Line Number
Add Outside Service
Add SIP Address
Add Media Server Address
Add Mobile Address ¥

Add Group Paging Address
Add Directed Pickup Address

Add Line

For Help, press F1

11. Now theProperties for new extensionvindow appeas.

LY GKS bdzYoSNJI FASEtRE SYyUSN) dancdppoé @

Ly GKS 1 dzyid hNRSNI FAStR aStSOd aw2dzyR w20Ay D
' yOKSO1l GKS OKSO1062E F2NJ a{SI NOKk5A&aLIX Ll & Ay |/
The First and Last Name fields are optional.
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o
=]
3

General Forwarding Address Groups  Call Recording

Number | 4353 1 Hunt Order | Round Robin Group -
First Mame |\|"I'U'IP Group | Last Mame | | [
Allow Transfers from Auto Attendant Type | E Personal w |
] Allow AA Directory Look last
o rectory Lookup by [zst name Zone NEC-Development (The Methedar ~
DSearchf*Displaﬂ,r in Client
User
MName | Add Remave Properties
Mailbox |
Woice Mail Atendant - Personal
| Add Remove
Queuing
(] Enable Gueing Announcement
Stations
Station | Pria... ‘ Do Mot Disturb | | Add Station I
Remove
Froperties
Up
Down
QK Cancel Apply Help

12. Click theAdd sttion button. Inthe Select Stationwindow lect stations 4900 up to 4380
from the list (you can use the shift key to make a multiple selection) and click OK. The
stations are now listed in thBroperties for new extensionvindow:

Select Station X
3 | [Fne
Canicel
Zone Al Zones ~
B Hub 2955 4964 MAC[4964@sphericalld. phoenis locall — ~ Help

BEE Hub 2956: 4965 MAC[4965@sphericalld. phoerix local]
B Hub 2957: 4366 MAC[4966@sphericalld. phoenix local]
BEE Hub 2958 4967 MAC[4967@sphericalld. phoerix local]

S Hu

=

EZE Hub 2968 VMP10 MAC[4909@sphericalld. phoeis.local]
B Hub 2963 WMP11 MAC[4310@sphericalld. phosnix. local]
{23 Hub 2970 - Hub 2993
{23 Hub 2934 - Hub 3001

T Hub 2964: YMPE MAC[4905@sphericalld. phoeniz local]
-0 Hub 2965 YMP? MAC[4306@sphericalld. phosnix local]

T Hub 2966 YMPS MAC[4907@sphericalld. phoeniz local]
T Hub 2967 YMPI MAC[4908@sphericald. phosnix local]

Properties for Extension 4953 :, VMP Group X

General  Forwarding  Address Groups  Call Recording

- ot Fond b .

[ Allow Transfers from Auto Attendant Type € Feroral -
] Allow A& Directory Look last
o irectory Lockup by last name Zone NEC-Development (The Netherar ~
[ Search/Display in Client

User

Name | Add Remove Propeties

Mailbox ‘

Voice Mail Attendart - Personal

| Add Remove

Queuing

[ Enable Queving Announcement

Stations
Station | Fio__ | Do Not Diturb | | [AEser]
By o O Remove
_Bvwez 0 O .
Bvmpz 0 O Properties
Bymrs 0 O o

Down

s || o ||

13. Select the Call Recording tab and uncheck both Recording Options. Thé&Kclick
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Properties for Extension 4300 : bt

General Forwarding  Address Groups | Call Recording

Recording Options
D}ﬁ.llow Others to Record Your Calls

DAL((D Recond Your Calls

14.Ly GKS a{GlFrGA2yaé¢ Glo @&2dz Oy &SSs
in the next figure:

.’ 3C Administrator - Primary UCM (SPHERICALLS) Role: 3C Administrator Software licensed by MEC-Philips (The Netherlands)

File View Tools Help

6| & | [P v ml ®
+-XE 2 M

General Stations  Mumber Plan  Trunks Conference Bridges  Users

Zone | Al Zones w~ SortBy | Hub Number A Filter | Mo Filker w

-] Hub 244 - Hub 2948

=13 Hub 2950 - Hub 2969

E;T—" Hub 2950: 4354 MAC[4354(@:phericalld. phoenis local]
[ Hub 2951; 4960 MALC[4960Esphericalld. phoenix. lacal]
[ Hub 2952 4861 MAC[49R1 @sphericalld. phoenix local]
[ Hub 2953 4962 MAC[4962@sphericalld. phoerix, lacal]
[[3® Hub 2954: 4853 MAC[49R3Esphericalld. phoenix local]
[ Hub 2955; 4964 MAC[4964@sphericalld. phoerix. local]
[ Hub 2956 4965 MAC[49RGEsphericalld. phoenix local]
¥ Hub 2957 4966 MAC[4966(@sphericalld. phoenix. local]
t-[3 Hub 2958: 4367 MAC[4967 @sphericalld. phosnis local]
BE}T—’ ub 2 YWRPT MACA900E:phericalld. phoehix. o

4 4900 - \
- 4953, YMP Group

=B Hub 2960 ¥MP2 MAC[4901 Esphenicalld. phoenis. local]

- 4901

ﬁ 4953 WP Group

E-LFE Hub 2961: WMP3 MALC[4902@sphericalld. phasnix. local]

ol 4902

- 4953, YMP Group

T Hub 2962 WMP4 MAC[4903Esphericalld. phoenix local]

ﬁ 4303 :

ﬁ 4953 WMP Group /
T Hub 2963 ¥MPS MAC[4904=sphericalld. phoenix.local]

T Hub 2964 WMPE MAC[4905@Esphericalld. phoenix local]

F Hub 2965: WMP7 MAC[43906@sphericalld. phoenis. local]

T Hub 2966: WMPE MAC[4907 @sphericalld. phoenix local]

[ Hub 2967 WP MAC[4308@sphericald. phoenix local]

T Hub 2968: YMP10 MAC[4903Esphernicalld. phoenix local]

E;T-" Hub 2969 whP11 MACT491 0Esphericalld. phoenix. local]

g

=

For Help, press F1
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4.6.4.7. Configure Contact Center Stations

In our examplehtere ae four numbers associated with the BCT Contact Céres4.6.1.5Call

Centerconfiguration);
Agent Routing (Pilot Number): 4040
Agent Loga (for phone based agents): 4043
Prompt Recording: 4044
BCT Voicemil (Messagebox): 4954

These four numbers will all lstached to the same Station984), which was created by the

UNIVERGE 3C SIP Line Configurator.

Note: Numbers associated with the Contact Center canegister on multi UNIVERGE 3C UCM
servers, they must register at the same UNIVERGE 3C UCM serveEisasd@ected 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 3ithiistrator toolbar.

.) 3C Administrater - Primary UCM (SPHERICALLY) Role: 3C Administrator Software licensed by MEC-Philips (The Metherlands) - O *
File View Tools Help
~
&5 | A wl®
+ -
Add Extension srence Bridges  Users
Add Conference Address
L Zones ~ | Tree Type | Stations Tree ~
Add Tie Line Mumber
Add Outside Service
Add SIP Address
Add Media Server Address
Add Mobile Address 3
Add Group Paging Address
Add Directed Pickup Address
Add Line
For Help, press F1
3. Now theProperties for new extensionvindow appeaéd @ LYy 0KS

The First and Last Name fields are optional. Then©kck
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Properties for Extension 4934 : | BCTstarters *

General Forwarding Address Groups  Call Recording

Number |-1354 I Hurt Order | Single Line ~
First Name |BCT5tarters | Last Mame | |
[ Allow Transfers from Auto Attendart Type | ¥ Personal v |
] Allow AA Directory Look last
o irectory Lookup by last name Zone MNEC-Development (The Nethedar
Search/Display in Client
Uzer
Name | Add Remove Properties
Maibox |

Voice Mail Attendant - Personal

| Add Remove
Queuing
[(] Enable Gueving Announcement
Stations
Station ‘ Prio... ‘ Do Mot Disturb Add Station
Remove
Properties
Up
Down
QK Cancel Apply Help

4, wSLISIF G adGSL¥ w |y R4 o2& DNBUAR &4 SEGSyarzya a

5. D2 (2 GKS a{ (! fdrihe holcreatédifod nuinbéds4 ividca Was added by
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the UNIVERGE 3C SIP Line Configuisgertbie example in Part Thje®oubleClick on the
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GeneraINumber Plan  Trunks Conference Bridges  Users

Zone | All Zones ~ Sort By | Hub Number ~ Filter | No Filter ~
+D Hub 5 - Hub 45 Properties for Station 4954 K
+D Hub 48 - Hub 78
:8 :EE ;g E:‘; 'Iggtl General Securty Metwork User Rights  Address Mapping  Settings
40 Hub 121 - Hub 140 Line Name |4554 |I
#-0 Hub 141 - Hub 171
+-{] Hub 172 - Hub 196 AA Directory [ BCTstarters
-2 Hub 197 - Hub 243
{:I Hub 244 - Hub 2948 Zone I NEC-Development (The Nethedand vI Extension |55'54
=143 Hub 2950 - Hub 2953 )
+ - Hub 2950 4954 MAC[4954@sphericalld. phoenix lozal] Fickup Group Nane ¥ In Service
#-[F Hub 2351: 4360 MAC[4960@sphericalld. phoerix local]
-l Telephony Are : ~
T Hub 2952: 4951 MAC[4951 @sphericalé phoerix locall clephony frez [ ] Ol Auto Trace
I Hub 2953: 49652 MAC[4962@sphericalld. phoeriz local] Emergency Group -
T Hub 2954: 4953 MAC[4963@sphericalld. phoerix local]
T Hub 2955 4964 MAC[4964@sphericalld. phoenix local] Default CoS Profile I BCT Queue Profile w I
- T Hub 2956: 4965 MAC[4965@Esphericalld. phoenix local]
*:' - Hub 2357: 4966 MAC[4386@E@sphericalld. phoenix local] Localization Netherlands (Netheriands) il

-3 Hub 2958: 4367 MAC[49672:phericalld. phosnix local]
F Hub 2353 WMP1 MAC[4900@sphericalld. phoenix lozal]
F Hub 2960: WMP2 MAC[4901 @sphericalld. phoenix. local]

[ Hub 2961: WMP3 MAC[4902@sphericalld phoenis lncal]

[ZE Hub 2962 WMP4 MAC[4903@sphericalld. phoenix.local] Mumbers

#-[F Hub 2363 WMPS MAC[4304@sphericalld. phoenis. local]

[ Hub 2964: YMPG MALC[4305@sphericalld. phoenix. local]

. [F Hub 2965: WMP? MAC[4906@sphernicalld. phoenix. local] Add SIP Address

- Hub 2966 \MPE MAC[4907 @sphericalld. phoenix local]

[ Hub 2967: WMPI MAC[4903@sphericalld. phoenis. local]

+-LF Hub 2368 WMP10 MAC[4909@sphericalld. phoenix. local] E—

3 [ Hub 2963 YMP11 MAC[431 0Esphericalld. phoenis. local]

-0 Hub 2970 - Hub 2933

-2 Hub 2934 - Hub 3001

Add Exdension

Number Type Description

0K Cancel Apply Help

For Help, press F1

6. Inthe Properties for Station window, choose ther@ral tab and enter the following;

Line Name: Optionalg Enter a descriptive nam@ dzOK éa2 dan dp n
Zone: Choose the zone from the pudbwn menu

Pickup Group: [ SI &S RSTlLdzZ G ab2ySé

Telephony Area: Leave default or choose a new one from fhdl-down menu

Emergency Group: Leave blank
Default CoS Profile: / K 2 2 & Queue Prafilé T NP Y -dawi SenlJtieintsection 4.3)

Localization: Selectyour locdion2 NJ £ S OBSREENIHzZE fR& 0O bSiKSNI
7. Now you must assign extension numbéam steps 2 and 3 to this station. Cliskd
Extension
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[+ 4900 - 4915
-0 4922 BCTWMlaccess
-9 4350 - 4967

: External

: Park

: Fallback

L WMP Group

LEr:

1 SecPark
: SecFallback

Select Extension *
Sauch
[4040 Find
Cancel
G- 40NN - 47 T
-0 4020- 4033 =2
Ba 4040 - 4049
Q 0 Mew Extension
ding
4045 : DurationT estStarter
4048 : Group4048
4049 : Group4049
[ 4158
Select Extension *
Sauch
4354 Fir
Cancel
-~ 4800
=-£ 4900- 4338 RER

Mew Extension

Properties for Station 4954 *
General  Securty Metwore  User Rights  Address Mapping  Settings
Line Name |4554 |
AA Directory |. ECTstarters
Zone NEC-Development {The Netherand | Extension |Z§54
Pickup Group More e In Service
Telephony Area Default Area : +31 030 685 ~ | [ Aute Trace
Emergency Group -
Defautt CoS Profile | BCT Queue Profile ~
Localization Netherands (Netherands) b
Numbers
Number | Type Description A Add Exension
Q 4042 Extension Support Starter Add SIP Address
Q 4043 Extension AgentLogon
E 4044 Extension Prompt Recording
€ 4954 Exension . BCTstarters Remove
v
4 > Properties
| Iz Owner Make Primary
Primary
G | [ o ||

8. Inthe Select Extensiomwindow flect extensiong040, 4043 4044 and4954from the list

(you can use the Ctrl key to make a multiple selection) and click OK. The extensions are now
listed in theProperties for new statiorwindow; click OK

Note: Extension 854 should be iBoldtype. If it is not, click9b4 once to highlight it, and then

Ot A O]

9. Ly G4KS
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iKS

dal 1S

a{idrdArz2yac¢
shown in the next figure:

t NA Yl NE €
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82dz Ol y thestion, & §

odzit 2y @
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General Stations  Mumber Plan  Trunks Conference Bridges  Users

Zone | Al Zones w Sort By | Hub Mumber w Filter Mo Filker w

#-] Hub5 - Hub 45 .
+-7] Hub 48 - Hub 78

+#{Z1 Hub 79 - Hub 98

+-{] Hub 99 - Hub 120

+-Z70 Hub 121 - Hub 140

+-Z Hub 141 - Hub 171

#-{ Hub 172 - Hub 195

+-{1 Hub 1597 - Hub 243

+-{Z7] Hub 244 - Hub 2948

=13 Hub 2950 - Hub 2963

ST Hub 2050: 4954 MAC[4954@sphericalld. phoeni Iocal]
----- f7 4954 :  BCTstarters

----- 4040 SalesStarter

----- € 4047 : SupportStarter

----- 4042 : SupportStarter

----- 7 4043 : Agentlogon

----- 4044 : FromptRecarding

----- € 4045 : DurationT estStarter

----- ;45922 BCTVMlaccess

-[F Hub 2951 4960 MAC[4960@sphericalld. phoenix. local]
-BFE Hub 2952 4961 MALC[4961@sphericalld. phosnix local]
-3 Hub 2953 4962 MAL[4962(=sphericalld. phoenix. local]
Hub 2354: 4363 MAC[4363@sphericald. phasnis.local]
5® Hub 25955 4964 MAC[4364=:phericalld. phoenix. local]
- Hub 2956 4965 MAC[4985Esphericalld. phoenis local]
B3 Hub 2957: 4965 MAC[4955Esphericalld. phoeris. local]
T Hub 2958 4957 MAC[4957Esphericalld. phoeris. local]
S Hub 2353 WMP1 MAC[4900@sphenicalld. phoenix local]
S Hub 2960: WMP2 MAC[4901@sphenicalld. phoenix local]
- Hub 2961: ¥MP3 MAC[4902@sphericalld. phoenix. local]
-2 Hub 2362 WMP4 MAC[4303@sphericalld. phoerix local]
-F Hub 2363 WMP5 MAC[4304Esphericalld. phoenix local]

S Hub 2964: WMPE MAC[4905@sphenicalld. phoenix local]
LT ik J0RR WD T A ACTAQNE R s rbharie 2l mbceiiv o sl N

T R e O O e O e B e B e e O e W B
= =
3

For Help, press F1

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 orfrom the desktop.

2. { St SOG GKS
608 LDy &t &

G b dzY o S-dlidk grizhe Otdid¢ Servitd aocess Buhlazo f S
a
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General  Stations] MNumber Plan §Trunks  Conference Bridges  Users

Show | Al w | Zone Al Zones w | Tree Type  Stationz Tree w

Ba o-0 Properties for Qutside Service 0: PSTN Access X
H e Q 0:PSTM Access

-3 1000 - 1333
-0 2100 2299

- 4000 - 4338 Number " ” -
[#-{Z0] 6000 - 6633 |D | Hunt Order Single Line

General  Address Groups  Call Recording

. Single Line
L 790782 Tyee Tk Grow
Cl g5- 68 Name |PSTN Access |
D 3-3 Search/Display in Client Zone NEC-Developmert {The Netherar ~
Trurks
Dlescription Priority Add
Remove

Trunk Properties

Up

Cancel Apply Help

3. {80 GKS I1dzydi hNRSNI (2 a{Ay3aftS [AySé¢ GKSy Of

4.6.4.9. Configure CTluser

¢ KS dzASNJ &/ ¢ Ldza SNE ¢ | (Seed®REctiva [SirBctoRy, Yiow!it Diishb@ &idesl A NB O i
toUNIVERD9 o/ @ b2GS GKIFG &/ ¢LdzZaSNE NBIjdzANBa I+ 5dzvy
called so can be any number and does not have to be a valid dialable number. For this example,
amnnné gAfft 0S dzaASR®

Caution:When Open Numbering Plan is enabled, each 3608%SRa |y W2 ¢y2@8.4.868/ ¢ L dza S
Configuring Open Numbering P)an

1. Start the UNIVERGE 3C Administrator on the UNIVERK&3Ger 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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.’ 3C Administrator - Primary UCM (SPHERICALLE) Rele 3C Administrator Software licensed by NEC-Philips (The Netherlands)

File View Tools Help

- ] x

& | w2

F X EB@E T ¢ EHy BMF RS B R

Add Extension srence Bridges  Users
Add Conference Address

o Zanes ~ | Tree Type | Stations Tree ~
Add Tie Line Number

Add Qutside Service

Add SIP Address

Add Media Server Address

Add Maobile Address >
Add Group Paging Address

Add Directed Pickup Address

Add Line

For Help, press F1

3. Now theProperties br new extensiond A Y R2 ¢ | LILISIF NBR® LY

then clickOK

Properties for Extension 1000 : CTluser

General | Address Groups  Call Recording

Search,/Display in Client

User

Name | Add Remave

Mailbax |

Woice Mail Attendant - Personal

Number  [1000 | Hunt Order | Single Line ~

First Name | | Last Name || |
Allow Transfers from Auto Attendant Type | € Personal w |
Allow AS Directory Lookup by last name Fone

NEC-Development {The Nethedar -

| Add Remove
Queuing
[ Enable Gueuing Announcement
Stations
Station | Prio... | Do Not Disturb
0K Cancel Apply

Froperties

Add Station
Remove
Froperties

Up

Down

Help

4. ¢2 T RR &/ ¢LdzaSNE (2 ! bL+9wD9 o/ 3 32
down arrow, right from the + icon on the UNIVERGE 3C Administrator toolbar.

+rXE @R Sy BM T YD BB
Add User Flan  Trunks CUnlerEnceBlidges

Zone | Al Zones ~ Filter | Unfiltered ~ User | Al | Maibox | Al
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5.

Inthe Browse ADg A Yy R
R

2 &
gl 4 ONBIGSRD { &t

s S

ELJ VR

SOl

Browse AD

Domain |PHOEMIA e

X

----- Chrizty Zhu

----- Cindy Charlton
----- Clarence Ray
----- Cloe Garcia
----- Colan Hadijizh
----- Criz Tab

----- Criztina R ai

----- CTluser?

----- Curtiz Lu

----- [an Steverzon
----- [Daniel Johnzon
----- [David Denzon
----- Deanna Munoz

Cancel Find

=

6.

GKS 1
a/ ¢ L dza SNE

In the tab Addressess of éProperties for Usewindow, clickAdd Address

Properties for User CTluser [PHOEMEOCTluser]

Genemll Addresses  |lser Rights Details User Groups Options Forwarding
User Addresses
MNumber Type Description Prefered A...  Device Na... Offering aC SMP
Address Properties Remave

Add 3C SMP

Station Properties

oK

Deauthorze Devices

Apply

Help




7. IntheSelect Extensiod A Y R2 6> &

S

f SOOKamnnné GKSy Of A0}

Select Extension

Search

| Fird

Ela 1000 - 70
R 1000 : CTluser

-2 3107 - 31555555054
-] 4000 - 4393

- B000 - BEI3

@3 9-9

X
Cancel
Help

Mew Extension

Mew kobile

8. Inthe tab Gneral of theProperties for Usewindow, set the following options:

Use AD Name "nchecked
User Centric= Checked
Web Services Rights Checked

Other options should remain default. Cligkply.

Properties for User CTluser [PHOENEOCTluser]

dresses User Rights Details User Groups Options  Forwarding

Collaboration Meeting Host [ Licensed Mailbox User
User Authentication (Voice Mail, Phone Access)

Class of Service Profile
Profile Defautt Profile ~

'eb Services Rights

First Name | | Phonetic First Name |
Last Name |CTIuser | Phonetic Last Name |
Maibox | |
@Jse AD Mame Licensed User

ser Centric

New Profile

Help
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9. { St SOG GKS alhseSiowAdninBtikativa Right$ sefesbRole 3C Administrator.

Properties for User CTluser [PHOENEN CTluser] >

General MdressesDetails User Groups  Options  Forwarding

Administrative Rights
Zones

Name Add

Role 3C Administrator) | w

None R
Al dones Remove
System Manager
Cperations Manager
User Manager
Reports Manager
Line Access Rights

Type Mame ‘ Privile... | Monitor Method | Paging Add

Remave

10.{ St SO0 GK

w»
-
Q¢
w»
p
(@
=
>
L
ey
[N
Q)¢
o~
[N
(@]}
©
>
O
—
puf
puji
<,
Py

Properties for User CTluser [PHOENIACTluser] x

General Mdresses Details User Groups Options  Forwarding

Administrative Rights
Zones

Role  [3C Administrator v] | Name Add

Al Zones Remove

Line Access Rights

Type Name | Privile... | Manitor Method | Paging | Il Add I Address Group

T Station
Media Server
Trunk

User Group

I Zone I

11. In the Select Zonavindow, choose theZonds)in whichBCT resides and cliG
Select in BCT which zor@wouldin the company andh the external directory.

Select Zone *

Marme I ak. I

#B NEC-Development [The Netherlands)

Cancel

Help

7

12.{ S GKS %2yS at NAGOKI S3S¢ (2 acdAté¢ GKSy OfA
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Properties for User CTluser [PHOENEX\CTluser] X
General Addresses Details User Groups Options  Forwarding
Administrative Rights
Zones
Role  |3C Administrator v| | Name Add
All Zones Remaove
Line Access Rights
Type ‘ Name | Privile... | Monitor Method | Paging Add
Zone NEC-Develop... w Jl'u'lulticast Remove
Auto Recording Playback Rights
Type Mame Add
Remove
Cancel Apply Help

4.6.4.10. Configure BCT users

The following steps must be applieddaay User which will be a BCT Operator or BCT Agent.

188

1. Start the UNIVERGE 3C Administrator on the UNIVERGE 3C Manager PC, either from the start
menu or from the desktop.

2. D2 G2 G4KS

G ! & Solidk ¢he usér  openyth®ropettierdof Sewindow. Set

the following and then clicRpply;

User Centric:

Preferred:

Class of Service Profile:

Optional: either Address Centric or User Centric can be uB&ll (

6.0 and higher

A User can be assiated with multiple addresses, but one number

Ydzald 0SS aSd Fa GKS at NETSNNBRé I RI
Set toBCT Operators & Ageritlsers (which was created 4n6.4.3

Class bService



Properties for User Morgan, Beth [PHOEMIX\ Userd001] >
General  Addresses  User Rights Detalls  User Groups  Options  Forwarding
First Name |Be‘th | Phonetic: First Name | |
Last Name |I'u'|orgar1 | Phonetic Last Mame | |
Mailbax |user-11|}|]'| Bucslab local |
lse AD Name Licensed User ser Centic Optional
[] Collaborstion Meeting Host [] Licensed Mailbox: User
User Authentication (Voice Mail, Phone Access)
Password \,l'enfy SRR RRRRRRRRN
Class of Service Profile
Profile BCToperatorséagents e Mew Profile
| Web Services Right
EnieEs s ) Leave thiz password blank ta let
Paszword Werify Web Services authenticate by using
thiz uzer'z AD pazzword,
[ | G | [ [
Properties for User Morgan, Beth [PHOENL UserdD01] *
Genersl Addresses  User Rights Details  UserGroups Options  Forwarding
User Addresses
MNumber Type Description Prefermed A...  Device Na... Cfferng 3C SMP
€ 40m Bdension  Morgan DT... DT700 beth
ﬂ 4151 Extension sSMP4151, .. O SMP beth O
3.D2 G2 (K& &' a5AdllandsddctiSiaton. i 6@ / £ A O]
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Properties for User Morgan, Beth [PHOENIX\User4001] x
Gerneral Addresses Details  User Groups Options  Forwarding
Administrative Rights
Zones
Role |None v| Name Add
Remove
Line Access Rights
Type Name | Privile.. | Manitor Method | Paging | I Add Address Group
e Station I
Media Server
Trunk
User Group
Zone
Auto Recording Playback Rights
Type Name Add
Address 0:PSTN Access
Remove
0K Cancel Apphy Help

4. In the Select Statiorwindow, select the Hub for this user and cli@ék

Select Station >
Search ok
4001 [ R
Cancel
Zone Al Zones w

™ Help

5. {80 Gt NAQOAtSISE (2 aOHA ¢ F2NI GKS {dlFiA2yod
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Properties for User Morgan, Beth [PHOENIX\Userd001]

General Addresses Details  User Groups Options  Forwarding

Administrative Rights

Zones

Rale |Nu:|ne

™ | MName

Line Access Rights

Type Mame
Station dt4001

Full
b amitar

_Eu'ﬂ;j’!on'rtor Method | Paging
Full [~ | Wnicast

Auto Recording Flayback Rights

Type Name
Address

0:P5TN Access

Cancel

Add

Remove

Add

Remove

Ppply Help

Repeat steps 2 through 5 for all Users who will be BCT Operators or BCT Agents.

To configure Precense status and Instant Mgasg between BCT Operator / BCT Agents and

Univerge 3C UC Clients gggpendix N3 ¢ 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
5SAONRLIIAZ2Y &l NI aremaikiigéharacters dre nbtonside@d by
BCT Only then BCT will recognise that it is a DECT phone.

1 3Syi

4.6.4.12. Configuring Outbound Caller ID
When Outbound Caller Id is configured (8€T Supervis®ashbard) depending on th&€aller Id

digits to be sent also cdiguration in the UNIVERGE 3C system is needed:

191

1. When the Outbound Caller ID (last X digits) are already part of the internal numbegDplan

2.

Mapping) no special configuration is needed

When the Outbound Caller ID (last X digits) are not part ofrttegnal number plan, add a

| I yF

dummy address in number plan using UNIVERGE 3C Administrator on the UNIVERGE 3C

Manager PC.



3. When the Outbound Caller ID should contain more digits than the internal number plan (e.qg.
0800 1234 5678):

Start the UNIVERGE 3C Adstiaitor 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 newMapping list (e.g. BCT CID List):
Add a new mapping in the list:
i. Addresstype: Extension
ii. Number: The required nhumber (e.g. 080012345678)

iii. Extension/Rule: a dummy address outside ¢xéstinginternal 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 RawfiMapping of the trunk involved

Using the dummy address (e.g. 5000) in BE&T Supervis®ashbard for Outbound
Caller ID completes the configuration.

4.6.4.13. Configuring Open Numbering Plan

When Open Numbering Plan is enabled (see UNIVERGE®M Install & Management Manugls
users, addresses and stations are divided over several zones.

Each user, its rated addresses and stations shall be assigned to the same zone.

C2NJ 2y S 2 NJ Y 2 NBtheir swh gbae, fér edstiNdon A seFara CtiUser shall be
configured having zone rights on that specific zdag.as shown in the next table:

BCTA BCTB BCTC

Zone: Compan CtiuserA with zone
rights on ComparsA

Zone: Companid CtiuserBwith zone
rights on Compan{

Zone: Compang¢ CtiuserC with zone
rights on Compang
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4.6.5. Business ConneCTinstallation and configuration

Active Directory Sphericall BusinessConnecT

See chapte6 SERVER PREREQUISITES INSTAlfbARKDMIation of prerequisites
and chapter6.1 Database Installatiofor installation of the database.

See chapte?r BCTSERVER PRODUCT INSTAIN 5t i@stallation of the BCT Server.

See chapteB.1.1Using the Configuration Wizafdr the configuration of BCT.
The following notes appi

1. PBX Configuratiowindow:

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
Srver
Webservice Port: 443
PBX Requires Authentic.: Must be cheked!
2. User AuthenticatiowWindow:
Domain Name (AD): Enter the Domain from Active Directory
User Name: 9y SN W/ ¢ L dza62NHEbw to Orbi:la CBURer A Y
accoun)
Password: Enter the password for CTluser

3. Synchronization with PBXndow:
If the synchronization fails, make sure that Windolirewall has been disabled on the BCT
and UNIVERGE 3C systems.
4. License Configuratiomindow:
(For North America
(For all other countri@s
5. Media Settingsvindow:
PBX VolP 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/sRTRheck this when you want the SIP connection and media t
be secured so it cannot be monitored.
TLS is used for connection and sRTP is used for the media.
Also see8.1.6.8Media (via Supervisor)

t . - €
t . - €

w Uy
Uy
O« O«
O« Ox¢
Uy

G &f[ A
G &f[ A

Q¢ QX

{ yaNest Ay
{ yaNest Ay
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6. Operator Configuratiomwindow:
In our example:

B5 Business ConneCT Configuration Wizard x|

Operator Configuration
Define Operator Settings

r— Operator Configuration

Internal IS vl Router Mame IDperator Fouter

External 4350 v

Park 4951 ~

Fallback 4952 - Might Estersian I 3507 hd l

< Back I Mest » I LCancel

7. Agent Routing Configuratiewindow:
In our example:
Agent Routing Access DNR  4040(Pilot of Catact Center)
Agent Routing Exception DNR:8507 (Night BEbension)

Agent Logon DNR: 4043(For phone based ags)

Prompt Recording DNR: 4044

Assign Routing Point: The Station that the above Extensions are attached.
8. Dialing Rulesvindow:

Country Code: {Si 2 wmMQ FT2N | o{ ®! @

Area Code: Fill in the threedigit Area Code used where BCT is installed.

Outside access code(shhe first code is used by BCT used for outside access.

BSBusiness ConneCT Configuration Wizard

General Configuration
Dialing Rules

— Dialing Rules

Country Code |31
Area Code |35

Outside Access Codels) ID

b axirurn Internal Mumber Length |4

W Mumker Conversion is applied to entered numbers for call setup

Advanced tuning of Dialing Rulez can be done later on in the Buzsiness ConneCT
Syztem Settings.

< Back | Mext > I LCancel




4.6.5.1. Configure users

Select in Edit BX (Connectivity tab) Ae(s) for azoneselection of users ithe company directory.
See8.5.5Company Directory (Userpifigurationand8.5.10Manually create 8CTuserfor
configuration of users.

P2 system Settings

Q Basic Editing ' Advanced Editing

Turns off synchronization with Active Directory for this user and allows you

Override user profile .
L to edit the user

Last Mame Baker

Bethany

Language English {United States) -

Profile Privacy

Company Privacy

Spherel-1het#1 |=

2307 - Tie Mobility
31356891234 - P3THN Mobility

additional Extensions
Additional Extension 4157

Figure 44-47 Company Directory Edit 3C User
The following notes apply to the System Settibiger editscreen:

Note: most fields are readnly, as they are imported from 3C and cannot be edited by default in BCT.

1. ProfileSettings section
tKAa aSOlAz2y Aa y20 GAaroftS o6& RSTrdzZ (=
Configuration page.

fi KS ah@SNNARS dZASNEAWIRSAO&E RKBOIDSEIAEKS

fields are read only.

For Address€Y G NA O dzaSNE (GKS dah@SNNR RIBwfidds® bd LINR T A €

mofified.

2. Primary User Info section
The user may be "User CentrjaVhich implies that more than 1 extension may be assigned
to the user. The additional extension will then\asible in a separate field (reawmhly). 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:
Voicemail:

Operator:
Agent:

Phone Based Agent: Thisisch®@ | SR o6& R
' 3s

Not used with UNIVERGE 3C

b2 dzaSR 6A0GK ! bL+9wD9 o/ o0./¢ @2
UNIVERGE 3C Voicemail)

Check if the user will be a BCT Operator

Check if the user will be a Contact Center Agent (using BCT desktop

client)

I dzt G AF a&! ASyGé¢ Aa

ff

ST
wA (i K 2 dzi y i AT GKS dzaSNJ gA

4.6.5.2. Edit Dialing Rules

See8.1.11Dialing Rulefor configuration of Dialing Rules.

The following notes apply to th@onfigure Dialing Rulescreen:

1. Itis necessary to makemaodification to the Dialing Rules so that long distance calls will

complete.
2. ' yOKSO] abszoSNJ/QYQSN\EGSM\EAEZNJ_\DIMEBWQ'& z8§
3. Test the dialing rule by enteringanumider I £ £ { S dzl) blegy 6 SNE | YR f

B2 system Settings

Area Name
Country Code
Area Code

Carrier Code

Maximum Internal Number Length

Outside Access Code(s)

Number Conversion is applied to entered numbers for call setup.

Dial Out Normalized

Call Setup Number

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:

1 Monitoring - The supervising party wants to listen to a conversation at thpesrised party.

1 Barge- The supervising party wants to listen to and talk (take Joar& conversation at the
supervisedarty. This type of supervision is also available from a BCT operator making a call
to a busy destination.

Note that this carhave 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 moredsgcservers, BC3S usually
connected to the primary server. BE€Upports 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 failfeis. Other significant events are
logged as system status events, 4de2.1.2System Status

To configure a redundant 3C system in B¥8€8.6 Configuring edundant PBXonfigurations

Operator/Agent Teriniiials Terminals Operator/Agent

Figure4-48 Redundant 3C System overview
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5.1. Wallboards (optional)

Wallboards are used to displayatistical contact centeinformation. The wallboards are intended to
be positioned where agents can see thdBCT supports various types of wallboards; 2 dedicated
hardwarebased ledmatrix wallboard types and one generic softwdrased wallboard solution.

Thetwo typesof suppoted hardware wallboards areMessageMaker 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 poradrogal Area
Network. TheBCTServer and Wallboard must have an IP address from the same subnet.

There are 4 types available:
1 MessageMaker 2 line 16 character wallboard. (Part Number: A15911 UD1).
1 MessageMaker 2 line 21 character wallboard. (Part NumbES9A6 UD1).
1 MessageMaker 4 line 16 character wallboard. (Part Number: A15917 UD1).
1 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

Figure5-1 Wallboard configuratioshows 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.

Dip Switches

Port 1
Port O
Power —\\‘\

oo —

]

I

—=——> . Networkcable
— o -

pATEE TN LB ns —=

Wallboard top view

Figure5-1 Wallboard configuration
1. / 2yySOG GKS adp LAY 5 G2 wwnp FRFELIGSNE (2
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this connection you need a stréignetwork 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 selectediahen
plug in the power, the wallboard will startselftest. 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 wibards, refer tahe BCT Administrator GuidedBCT 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 describddbie5-1 DIP Switches for IP_connection

Switch |Explanation

Always off

Always off

Always off

Always off

Always off

Ol | | W] N| P

On for default IP address an¢ Off to use the IP address and port
port number number from EPROM

7 On for updatingePROM with | Off to protect EPROM
new values

8 On for normal operation Off to select IP communications mod

Table5-1 DIP Switches for IP connection

Execute the following steps to configure the IP addresshentallboard:

1. Set the DIP switches to sep 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 t@n. 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 ofb select the IP configuration mode.
5. Power up the wallboard

6. Change the IP addregsf 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 thessbhre,
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.Bi0et
Do not use 192.168.3.200, thagldress is used by the wallboard.

7. Reboot the computerAfter 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 installationyou will be asked if you would like to launch the program, select
Yesand clickFinish

The next time you need to use the IP configuration program, s&leet > Programs >
ConfiglPW > ConfiglPW

The following window will appear:

= messagemaker IPWallboard Configuration Utility o 7 =10 x|

File Commands Help

|PW allboard Configuration ~PC Configuration
Communication |P Address i 192.168.3.205 Communication Type v TCPAP
Communication Port Number ‘ 3500 PC - IP Address 1192.168.3.199
Programmed |P Address ‘ unknown B el s G Al
Programmed Port Number | unknown Socketis Closed by | unknown
Message Log Function Keys |

Use the following function keys or
items from the command menu to
configure the |PW allboard

- Program Socket Close
F2 - Send Text to IPWallboard
F3 - Get Sign Information
F4 -TestLEDs
F5 - Clear LEDs
F6 - Get Sign IP Address
F7 - Get Sign Port Number
F8 - Get Sign MAC Address
F9 - Program Sign IP Address

Clear I

Figure5-2 IP config main window

The software is now installed.
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9. Set up the wallboard connection

As you can see Higure5-2 IP config main windowthere 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).

SelectSetupfrom theFileY Sy dzd 9y G4 SNJ G KS @I f d&SK ¢ MmdpH dPmcy ®o ®H
At this moment you should be able to communicate with the wallboard.

SelectProgram Socket Clogeom the Commandsamenu. The result should be as shown in
Figureb-3 Wallboard message windo@lickOKto continue.

Message sent OK reply received

Reply / Response:

server

Figure5-3 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 windowZontinue 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 isised on your computer. (d&Vindows Sytem32drivers etc\services). If the
number isnot 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 idifl possible to use the fixed default one.

SelectProgram SignIP Addre$om the Commandsmenu or press F9. The following window
appears:

Program Wallboard IP Address F

Please enter new IP address

NewWalboard IPAddress  [192 o [168 o |1 o [30

[Please note the new IP Address will NOT take effect until the Wallboard is reset)

0K Cancel |

Figure5-4 New IP address window

Enter the correct IP address.
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Theda@adiSY oAttt NBGAZNY |y 2dzilldzi ¢AyR2g 0(GKFG &K
gAUK GKS YSaal3dasS atw23 SNNBNEX GKS | OGAz2Yy FI A
In this switch is set to off the EPROM is in the protected m¥de.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 comnuate with theBCT Supervis®ashbard. This socket
must be controlled by th&CT Supervis®ashbard (Client).

{ St SO0 dat NPANI Y { 20‘1 S /1 t23aS8¢ TFiNRe¥2IB dSig dCdz;/C)(]
main window

alkN) &/ tASyd [t 2 FHurepb23ef|SEcliet Closd Siatusvidnlaivy A Y

Set Socket Close Status [l

Fetching last programmed Socket Close Status, please
|

Select whether the tcp/ip socket is closed
by the Server (IPWallboard)
or the Client

Socket [IPW allboard)

Program eeprom CancelButton

Hgure 5-5 Set Socket Close Status window
{ St SOG Gt NPAINIY SSLINRYE¢ (G2 a02NB GKS O2NNBOI
12. Set the DIP switches to the normal operation mode

Power down the wallboard.
Set DIP switch ®toff and switch 7 to off.
Power up the wallboard.

The wallboard performs selftest. During theselttest 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 belotigs $abnet 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 addressS&elect
from the Filemenu.

Enter the IP address that you entered in step 5 and €€k

SelectProgram Socket Clodeom the Commandsnenu. The result should be as showrFigure
5-3 Wallboard message windawlickOKto continue.
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Send some information to the wallboard (F2). Chéekresult.
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 th&8CT Administrator GuidendBCT 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 sétBad@0
(which is the default).

DIL SWITCH
NUMBER BAUD
RATE
5 6
On On 9600
Off On 4800
On Off 2400
Off Off 1200-
default

Table5-2 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

Table5-3 DIL Switches Test Mode

1 Normal mode. After testing the wallboard, set the switches to this setting for normal
operation.

9 Stripe test. This setting generates a streanmaifving stripes after power up. This is used to
test if the power supply and the display driver circuits are working correctly.

9 Full screen. This setting puts all LEDs on simultaneously after power up.
WARNINGDO NOT USE THIS MODE FOR MORE THAN 30 SECONDS

1 Information Screen. This setting is used to show the following product data after power up:

V: The EPROM version humber (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 setti@2 means 1200, 24 means 2400 etc.).

5.1.2. DataDisplay wallboard

The DataDisplay wallboard is connected to B@&Tcomputer 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 bllowing diagrams show how to connect wallboards in series or in parallel.

Wall Display 1 Wall Display N
GND GND
IN ouT IN ouUT
000 000
SESES) SESES
/\ 7
® 5
Business ConneCT Wall Display port
COM port

Figure5-6 Connecting wallboards in series

Wall Display 1 Wall Display N
GND GND
QUT IN ouUT
e ]
6% 000 000
o/ | RXD SESES) SESES)
T Vi S/
o
ool -GND [\ /
® 5 Wall Display port

Business ConneCT
COM port

Figure5-7 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 DataDisplayvallboard

Ensure that the wallboards are disconnected from the mains during the installation.

1. Mount the wallboards in the required positions. It may be rs=sagy 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 havemore wallboards then you need to install connector boxes. Sgare5-8 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 theFaddistbox(es).

FDS15T

GND
OUT]

© o
%]

CENTRE
SLEEVE

TIP

3%

AN
4

B

&

To Business ConneCT COM port

Figure5-8 Example of Faddist Box Connection

TIP—
CENTRE—
SLEEVE —

2. Link the connector boxes together, semure5-8 Example of Faddist Box Connection
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If you have 1 wallboard, connect it directly to tB€Tcomputer.
If you have more than 1 wallboard, connect the first connector box tBiG&

computer.

Thewallboardswere delivered withaddress switchesviore recently this has been
replaced by alipswitch

With Address switches
Set the address switches of the 'Network Module' on the wallboards to a value
01...09 (sedrigure5-9 Address Settings on wallbogrd he first wallboard uses
address 01. Ensure that the Network Module is fitted centrally in its socket.




The BCF¥oftwarebased wallboard solution only requires a standard windows PC with a monitor
attached to it andMlicrosoft PowerPoint installed. For a complete description on the required
instalation stepsplease refer tdSoftWallboard
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Maost

significant "]
address bit
(always ‘07

Least

significanc
address bit

(1.9

<)
A0

e
3

Power
Connector

Figure5-9 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 Ooff | Off 24
On Off On 25
On On Off 26

sent to the wallboard.

5.1.3. Software wallboard

Connect the transformer of each wallboard in turn and plug it in to the mains suimy.
wallboard gives a confirmation beep and a message may be shown. The message can be the
message sent bBCTor the manufacturers test message or the last messagehhatbeen
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This chapter describes how to install the BCT Server prerequisites software. fiveeesdd stored on
one DVD. When starting BCT Server installatioB&€i& DVD Main Menall the required
prerequisites software is checked and when missing it will be installed automatically.

This includeg.g. Microsoft Visual C++ Runtime avitrosoft .NET Framework

WARNINGBCTcannotbe 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
SQ 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 alreadigas aSQL Servateployed you can cosider using tts SQlServer forBCT In
thatOF aS> @2dz R2y Qi ySSR G2 Ayadltft GKS {v] &aSNI°
SQL server software on another PC thanBlaElserver.

Non-EnglishSQL Servarersions are supported. Whaé8(T is installed, it automatically uses the
language of the SQL databa¥®u cannot change the SQL Server LanguageB(it#ras been
installed.

BCT supports secure connections to remote SQL server using TLS 1.2 protocol (even on servers with
TLS 1.0 and 1 protocols disabled). Please refer LS 1.2 support for Microsoft SQL Serier

additional information, e.g. how to determine whether your curteersion 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 databagastallation selects "Simple Reeoy" 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. tHawee aware
that regular backup is required to prevent possible loss of data.

Installing SQIServer 206 Express Editiowia BCT Installer

Preconditions:

1. Supported for next 64it operating system versions of Windows Server 2012 (R2), Windows
Server 2016Windows Server 201®indows 8.1 and Windows 10.

2. For Windows Server 2012 R2 it is required to have Windows Update KB2919355 installed.
Steps:

1. Insert theBCTproduct DVD. ThBCT DVD Main Menwindow appears. If not, double click
D\ Autorun.exe(where D is thalrive letter of your DVD drive).

2. Lyadlrtt 0KS NBIdzZANBR LINBNBljdzAaArisSa o0asSsS Wt N
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3. { St SO érveWq6 Exprdss Editian
4. SelectW5 S F I dzfl@iL y{avi[l yHOIS Q 2 NBLWHAIGMSFROS( v [ H ~
5. 9y GSNJ 0KS LI adaég2NR F2N walQ RYAYAAUNF G2NJ |

Installing SQL Server Management Studio

Starting from SQL Server 2016 H@L Server Management Studga stanealone install outside of

the SQILServer releaserhis tool is used for maintenance actions (e.g. view content of tables).

Starting from BCT 8.10.x this install is not available anymotkeoBVDIt is recommended to

download the latest version frontttps://msdn.microsoft.com/enus/library/mt238290.aspx

The SQL Server Management Studio is free (no SQL server license required anymore) and is updated

on a regular basis.

If usingSQL Server 26 Express Editionnote thefollowing:
1 Forgeneral SQL ServerA Y A (i | (BERBbandadly SiScifiatdn

1 SQL Server 26 Express Edition does not support scheduled backups (SQL agent is not
included in this edition). For scheduled backups, we recommend a freeware database backup

toollikea { v [ . I O dehw.bgipdkuahdfi.éom)o

Installing SQL ServéBtandard orExpressdition) manually
If manually installingeQL ServdStandard oExpress Editigrbe aware othe following:

T SQL Servey Service(s) must be configured to run under Local System Account.
{StSOG NIWVYR{BNPR2sa ! dzZiKSYyiGAOlFIiA2y a2RSQ ¢

1
T 9yFofS GKS LINR(G202t4a We¢/tkLtQ FYR Wbl YSR tA
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This section describes how to install tRETserver software. Installation of thBCTdesktopclient
and theBCT Contact Centeri€it software is described i QLIENT INSTALLATION AND
CONFIGURATION

Preconditions

1.

Choose Setup Language

Forthe BCT serveensurethe poweroptionsare configuredn such a way that the PC never
goes into standby mode.

Make surehe PBX hathe requiredsoftwareversion. (The Release Noties BCTspecifies
the required version.)

Check the system requirementsrfBCTServer.

Check the IP address and subnet mask of the PBX. The address must be reachable from your
BCTServer. Ping the IP address from yB@Tserver.

Enable the Windows Firewall.

In case BCT is connectedddlVERGE 3@dd the server to the domaiof which the
UNIVERGE 3@érver is a member server as well

Insert theBCTproduct DVD. ThBCT DVD Main Memwindow appearslf not, double click
DAautorun.exe (where D is the drive letter of your DVD drive).

Selectand clickiBusiness ConneGE& S NE @
You are asked first to select a language.

Figure7-1 Language Selection window

Select the language and click O

The Requirements Setup Wizard checks that the server meets the configuregiainements.
Here is arexample:
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% Requirements Setup Wizard -

System Configuration Check —
Checking the system for installation requirements. [1
Action Status Message

v 4 Computer Role Requiremant Success
 Windows Cperating System Reguirement Success
v System Memoary Reguirement Success
/0 Foeed P Address Reguirement Waming The Business ConneCT ser...
/¥ Computer Domain Membership Waming This computer is not memb...
' SGL Server Requirement Success

Requirements Statistics

& Total 0 Fai
Report
@ Slccess 4 Success 2 Waming
[] Automatically reboot as needed < Back | Next = | | Cancel |

Figure7-2 System Configuration Checkiidow

3. Install any missing components. You can leaeevitizard open while you do this.
To recheck an item, right click on the item and selRetevaluate

4. When all items are successful, clidéxt.

¢KS aLyadl f-windowNiBpdsslj Tdek \aiZard énhacks for required software and installs
anymissing items.

s Requirements Setup Wizard -
Install Prerequisites —
Installs software components required prior to installing
the product. [1
Action Status Message ~
+/ Data Exscution Prevertion (DEP) Requirement  Success
" Microsoft Windows Installer 3 Success
" Sentinel Dongle Driver Requirement Success
\f Microsoft Cffice Access Database Engine Success
-f Microsoft .MET Framework 4.5.2 Success =
/" Microsoft Visual C++ 2008 SP1 Redistributable...  Success
/" Micrasoft Visual C++ 2012 Rurtime (cBd) Success
=) Microsoft Visual C++ 2013 Rurtime {x64) Updating. ..
Microsoft Visual C++ 2013 Runtime (86) Pending
Microsoft System CLR Types for Microseft S3...  Pending
Microsoft Report Viewer 2012 Rurtime Pending
115 Feature Reguirement Pending A
Installation Progress
Progress Information 7 of 13
| -
[w] Automatically reboot as needed < Back Mext 3

Figure7-3 Install Prerequisites window

If the Data Execution Prevention requirement is not met, you will get a dialog box where you

Ydza G aSft SO0 dac¢dzNy 2yLISEINITEAN] ISHR SHYINIBX O3S A yR2 G
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When all items are successful, clid&xt
If the Security Alert Driver Installation dialog box appears, cliths

5. ¢KS a{ St SO0lSR hwiddotv g8hgws lthy ifistalldioh prdgr2sg.¢
When finished, clicklext.
If the Security Alert Driver Installation dialog box appears, clitds

6. When asked to restart the system, cliRestart Now Wait until the PC is restarted and the
installation continues

7

g2 @

KS Lyadl tt{ KadhdoRappears.] NR

7. ¢KS 2SSt O02YS

il Business ConneCT Server - InstallShield Wizard

Welcome to the InstallShield Wizard for
Business ConneCT Server

The InstallShield (R) Wizard will install Business ConneCT Server
on your computer, To continue, dick Mext,

Business ConneCT uses third-party open source software
subject to the GNU General Public License (version 3), GNU
Lesser General Public License (version 2 and 3) or Dual License
{Open3sL [ SSLeay). For more information please refer to the
Business ConneCT Installation Guide.

WARNING: This program is protected by copyright law.
© 2015 NEC MNederland B.V. Al rights are reserved.

Figure7-4 InstallShield Welcome window
ClickNext.

8. ¢KS a{Sildzld LYF2NXI(A2YEé G6AYR2¢ | LILISI NR O

j%l Business ConneCT Server - InstallShield Wizard

Setup Information
Verify the information and dick Install to start the installation

=

Business ConneCT Server

Server Mame:
Database Name:
Installation Folder:
Data Files Folder:
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WIN-ASOSHQENONG

United

C:\Program Files (x86)WWEC),
C:\NEC'\Data Files),

Which SQL server do you want to use?

SOL Server name: |{Iocal)
Login: |sa
Password: ||
Advanced...
Installshield
< Back Cancel




Figure7-5 Setup Information Window

Enter the Database location, username sa and password. When all is OKstditkContinue
with step14 The "Installing" window appears.

If you wish to change the server napibe name of the BCT SQL databasistallation folders
click Advanced.

9. The"Server name" window appears.

i Business ConneCT Server - InstallShield Wizard -

Server Name C—

Please specify full computer name or IP address L I

Business ConneCT Server

Server Name WIN-AS0SHQEMOMNG

MCOTE:

When this computer is part of a domain use fully qualified domain name (FQDM). For example,
given a server with a local hostname 'mybctsry' and a parent domain name 'mydomain. com’,
the fully qualified domain name is ‘'mybctsrv.mydomain.com'. When the computer is part of a
workgroup use the computer name.

Installshield

| < Back || Mext = 1 | Cancel

Figure7-6 Server Name window

Enter the server name and cliblext.

10. The "Destiation Folders" window appears.

i Business ConneCT Server - InstallShield Wizard -

Destination Folders
Click Mext to install to these folders, dick Change to install to a different folder,

ay

Install Business ConneCT Server Program Files to:

-"/ C:\Program Files (x8a)\NEC) Change...

4 Install Business ConneCT Server Data Files to:
_,) C:\MEC\Data Files),

Change...

Installshield

| < Back || MNext = | | Cancel

Figure7-7 Destnation Folders window

Choose théestination Folderand clickNext
- Default path for executable file€\ Program Filegx86) NEC
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- Default path for data filesCA\NECGData Files
ClickNext

11. The "Databasénformation’ window appears.

ﬁl Business ConneCT Server - InstallShield Wizard b4
Database Information o —
Get database server information k I
SCL server name: =0
Recovery model: Simple Recovery w
Database name: |United
Authentication: SQL Server Authentication
Login: |sa
Password: ||
Installshield
g ==

Figure7-8 Database Location window

Enter theDatabase locationusernamesaand password

Optionally change the name of the BCT SQL datadnagelickNext

¢CKS dalé¢ dzaSNI Aa 2yfe diBGSdperdtiazi&SOQBIogBCFI | € € | G A 2
Servicesis created on the SQL server.

12.Thed { v[ [/ NBRSYGAlIt /2y FAIAdzNI A2y ¢ 6AYR26 | LILX

i Business ConneCT Server - InstallShield Wizard -

SQL Credential Configuration e —

Configure Business ConneCT full access SQL account. L I

This required account has full access to the United database and is used internally by
Business ConneCT processes. It owns the database and is necessary for basic operation.

SGL Login [BcT-Services
Password || LTI |
Confirm Password || seene |

|:| Auto generate password

InstallShield

< Back || Mext = | | Cancel

213



SQL Credential Configuration

Configure Business ConneCT full access SQL account. E.l

This required account has full access to the United database and is used internally by
Business ConneCT processes, It owns the database and is necessary for basic operation.

S0L Login [pcT-Services

Passwofd || SRR RBRORRRERS

Confirm Password || ssssssssssEnes

Installshield

Enter either a manual password (inclusive confirmation) or select checkbaxitimmatically
generate a password for the BCT SQL account andNgidk\When password and confirmed
password does not match next message is shown.

The passwords you typed do not match. Ensure that the password and
confirmation match exactly.

13.¢ KS dawS | R&indde appesirsi G I £ f €

Ready to Install the Program

The wizard is ready to begin installation. [.1

Click Install to begin the installation.

If you want to review or change any of your installation settings, dick Back. Click Cancel to
exit the wizard,

InstallShield

Figure7-9 Ready to Install window

You can go back to the previous steps if required.
When all is OK, clidhkstall.
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14. The "Installing” window appears.

= Business ConneCT Server - InstallShield Wizard =
Installing Business Conne(T Server " —

The program features you selected are being installed. k I

Please wait while the InstallShield Wizard installs Business ConneCT Server.
This may take several minutes,

Status:
Copying new files

File: UDP.Communication. dll

Installshield
< Back Mext =

Figure7-10 Installing window
15.2 KSy GKS AyaidltftraArAz2y Aa

153 Business ConneCT Server - InstallShield Wizard -

InstallShield Wizard Completed

The Installshield Wizard has successfully installed Business
ConneCT Server. Click Finish to exit the wizard.

Start the Business ConneCT Server "Configuration
Wizard" after setup has finalized (recommended)

Cancel

Figure7-11Installation completed window

T A Y Adirfd@vRappeaisk S

Mark the Start the cConfguration Wizard after setup has finalized¢heck box and clidkinish
The check box does not appear during upgrading of an exBigystem.

Note: Finalizing the installatiomaytake a while, be patient with the system.
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16. When asked to restart,

& Business ConneCT Server Installer Inl =l

changes made ko Business ConneCT Server to take
effect, Click Yes to restart now or Mo if vou plan to
restart later,

'E ‘fou must restart your system for the configuration
L]

clickYes When the PC is restarted ti@nfiguration Wizaraill start.

Note: During an installation, services relatedB&Tare stopped. When othmepplications are still
running on the server, they might have dependencies t@@&ervices. ThBCTinstall is not
able to stop a service that has a dependency to other/unknown services. When the installation
remains a long time astopping servicesyou 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 th&Vindows Fiewall after installingBCT make sure you run the Security
Configurator to set the specific firewall pestceptionsand then reboot the server. Sgd.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). Se8.1.2Security settings

Note: When you experience problems during installation and suppoeguired please include the
aShdzLd £t 23 FALS y{ SRRSNYIABRYESHXRREKYSAEQ 20 0
C\Program Files (x86ommon FilaNEG{ S dzLJ [ 23 CAf SaQ

7.1. Uninstall ing BCT

The application and all the supporting modules can be uninstalle8taia > 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 undeD\Busines€onneCT Resourd&cumentation
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8.1. Generic configuration

8.1.1. Using the Configuration Wizard

Use theConfiguration Wizartb configureBCTfor astand-alone PBXan operator and/oContact
Center configurationFor more complex configurationse theBCTSystem Settingand theBCT
Superviso Dashbard.

If you need to modify the configuration, you can use @anfiguration Wizardgain to modify the

desired items. However, when the configuration is twmplex or too many changes have been

made, theConfiguration Wizaravill not start. You will get thevarningy Sa a+ 3S aLy O2 Y LI { A
Configuration Det® (i SIRthatcase, se theBCTSystem Settingsr the BCT Supervis®ashbard

to make changes.

Note: for UNIVERGE 3C sersgstemshaving Open Numbering Plan enabled, @enfiguration
Wizardcannot be used tinitially create the PBX, udeCTSystem Settingmstead. khweverwhen
the PBX is synchronizéat the first time, theConfiguration Wizardan be used afterwards to
configure VMP lines, Routing Points, operator agdrd routers etc.

Note: All possible steps of tHeonfiguration Wizardre described here. In your case, the
Configuration Wizaravill skip some steps, depding on the type of PBX that you have.

1. Start theConfiguration WizardEither select the option at the end of the install program, or
go to Start/Progam Fles (x86YBusiness ConneCT/To@lsd selectConfiguration Wizard

2. After a prepare dialoghe welcome screen of th€onfiguration Wizardppears.

P& Business ConneCT Configuration Wizard |
.

Welcome to the Business
ConneCT Configuration Wizard

Thiz wizard will guide you through the steps required for

_\\_% configuration of Buginess ConneCT for a single PEX.

= -1
-

Click Mest to proceed or Cancel to exit.

< Back | L s

Figure8-1 Configuration Wzard welcome screen

Cancel |
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If you already used th€onfiguration Wizardyou will get the following screen:

% Business ConneCT Configuration Wizard 1Ol x|

Configure  Help

| Y
Overview

General Configuration

+ Diefault Language = Englizh [United Kingdom] - English [United Kingdom)
PBX Configuration

+ PB Hame = PBx-bdmsterdam

+ FEX Type = {53000

+ FEX Host Mame = 19216812204

« PB Unit Murnber = 2

+ Cluster |d for Current PEX =

Yoicemail Configuration

+ Voicemail Access DA = 2022

Yoice Media Processing [YMFP] Drivers Installed
* Channel #1 = 203

+ Channel #2 = 2032

+ Channel #3 = 2033

+ Channel #4 = 203

Operator Configuration
+ Router Mame

Operator Router
+ |nternal Queue ]

« Extemnal Queue = 2095

+ Park Queue = 2094

+ Falback Queue = 2093

+ Might Extension = 2300

Agent Routing Configuration

+ Agent Router Mame = Sales

« Agent Routing Access DNR = 2040

« Agent Fouting Exception DNR = 2310

+ Agent Logon DME = 2043

+ Frompt Recording DMR = 2044

« After Callwoark. Time = 10

« Forced Mat Feady Time = 20

* Max, Queus Time = 30

+ [ueue Length = 100

+ Dynamic Queue Meszages = Falze

« WeekDay Start = (0800

* WeekDay End = 1800

« WeekendDay Start = 0300

« WeekendDay End = 1700 —
Media Settings

« PB=olP Server IP Addres: = 153216312205
+ MIC Connected to PEX = 1921681265

Businessz ConnelT Client/5erver settings
+ Bage-port =

Nialinn Bulaz =l

| | S\gcreenshoks2 " |4 Business ConneCT Co...

Figure8-2 Configuration overview screen

Inthat case you must sele@onfiguration Wizarérom the Configure menu, to get the welcome
screen.

ClickNextin the Welcome screen.
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General Configuration
Select the Default Language

— Default Language

Language :

E nglish [United Eingdaorn] - Endlish [United Kingdom) fad

The default language relates o the default application language az well az the default lahguage
for systern and application prormpts.

< Back | Hext » I LCancel

Figure8-3 Select Default Language screen
Select the required language for the application and prompts and ek

4, ¢ KS TFTANRG (oA avihdowdsppéarsh 3 dzNJ

General Configuration
Single PBX Configuration

— PBX

FE* Mame IPBX-ﬂmsterdam

PEX Type [1S3000 =l

IF Adddiess / Host Mame [152.168.12.204

< Back | Mesxt » I Cancel

Figure8-4 PBX Configuration screen

Note thatsome fields may or may not be shown, or may be presented in a separate window,
dependingon the PBX type.

Enter the requirednformation:
1 Enter thePBX NamendPBX Type

9 Enter the IP address / Host name
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PBX: IP address/Host name of thEeBX
SVv8500SV9500 LAN2 (ACT) IP address

iIS3000 CPU3000, CRI000or CIE board
SVv810/SVv9100 VolIP board

SV9100TAPI Voip board

SV8300SV9300 VolP board

UNIVERGE 3C UNIVERGE 3@stem

ForUNIVERGE 30me additional fields are required:

1 Port Number port that is used folUNIVERGE 3@&b servicesee2.4.1Port usage

(UNIVERGE T port).

Domain Namethe fully specified domain name is required to connect to Active
Directory.

Username the usershould be the CTlus&D user accountreated as described in
sections

4.6.2.1How to create a CTluser accowamd4.6.4.9Configure CTluser

Note: For thePBX types SV818V9100and UNIVERGE 3te license is based on usihg PBX

as license server. In that situation the checkmark "Use as license server" in the Single PBX
Configuration seen must be set.

5. Depending on the type of PBX, some of the following fields are disabled:

1 Requires Authenticationyou may need to select this box before you can use the

Username and Password fields.

Passwordthis is the password that is used by the RB¥r administrator. The default
SV81005Vv9100suserl with password 111The default forAspireXAspireUXis USER1
with password 1111Note that user name is case sensitive.

Advanced If the PBX has not yet been synchronized successfullpdiancedbutton is
enabled. If you Click on it, the Advanced PBX Settings window is displayed:

55 Advanced PBX Settings @

PBX Cluster Settings

| Support Open Number Scheme

Cluster |d for Cument PEX:

! \ This configuration is not reversible! Please check the manuals first.

oK || Cancel
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Figure8-5 Advanced PBX Settings

By default Open timber 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 CurdénoiPB a
cluster that supports Closed Number Scheme (leave Cligfer Current PBX empty).

Clck onOK
ClickNext.

6. ¢ KS a{ &y OKNR Yy windowi dpgeyrs and ti€knfiguratiod Wizardtarts
synchronizing

General Configuration
Synchranization with PEX

— PB Synchronization

Synchronization with PB> iz in progress. The configuration process will
be continued after the spnchronization process completed successfully. 'E
L

Frogress

< Back | Hext s I LCancel

Figure8-6 PBX Synchronization in progress screen

Wait until this is completed. Be patier$ynchronizatiomight take some time. When
Synchronizatiofis completed successfully, clidlext

7. The license window appears.

x
General Configuration
Configuration of Licences

Please select a license.

{* License File

Select a license file:

l Browse...
" LMC Server

IP Address / Host Name [localhost Port Number  |49300
" Free Trial

Get acquainted with a fullyfunctional version for 8 maximum period of 90 days. Select this
option if you dont have a license file, or when you want to try features for which you dont
have a license. You can always enter a license file later.

<gack |[ Met> | cancel
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Figure8-7 Configuration of licenses screen

If you use the LMC to obtain licenses, selddC Serverand fill in thelP Address / Host Name
The default port number has been filled in already.

ClickNext.

Note: For the PBX types SV81819100and UNIVERGE 30S) the license is based on using the
PBX as license servhr that situationthe checkmark "Usesdicense server" in tHeBX
Configuration screen must be set.

8. The license activation window appears (only in case of Japanese Domestic licénse file

E&Business ConneCT Configuration Wizard x|

General Configuration
License Activation

Activation State
’7 NOT ACTIVATED ‘

— Bindingz and Activation

Bind License ta NIC: || j

'KepCode'file for activation: Get File... |

Request the Activation Key:  http: /v, boom. nec. co.jp./glad

Enter the Activation Key: | Activate... |

To skip the activation, press the ‘Activatebutton with empty activation key field. You are required
to activate the license within the grace-penod. Mot doing zo will reduce system functionality.

< Back | et > I Cancel

Figure8-8 License Activation Screen

Note:LG A& LlaaAroftsS (G2 LkRaldLRyS (GKS |Bd@rxh@l GA2Yy 3
I OG0 A @I (SAY2LyU &Y S eyR! QNS §KSP W Nextdhdbtandzll e G KS W
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 ConneCAaToolg

Execute next steps:
a) Select the Natork Card (NIC) to which the license will be bound to.

Note: Removing or changing the NIC afterwards wiladévate the license. In that
case the license has to be activated again within 30 days.
by DSU (KS -l KEYCODE RH,Which is required to retrieve thactivation Keyin
the next step. The KeyCodite contains information about your license file and the
selected NIC.
c) Visit theJapanese License Ceniaternet 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
F2NI NBUNARSGAYI GKS ! OUAQDE GA24le. YSED |, 2dz GAf
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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
WY S & file iR BiSother PC and take over the Activation Key.
d) Enter the Activation Key, &5 LINE & SI)/ (SR 2y UKS AyESMIPSH LI :
Ac'EivatipnAKeﬁ § y R LNIB/éte't—butlorfi.Fon case of vaI[d activatioq, the,activation o
aulos 2y 042 2F LI 3IAS gAff OKIy3aAS 02 INBSY

ClickNext

9. If required for your PBX typd, K S & { LISOA I f awinddwia@pdeBsR b dzY 6 S NE
Please refer to the relevant PBX chapter for more information.

Select the number and clidkext.

10.¢ KS a a S Bwitdowt agpiidisa

E5 Business ConneCT Configuration Wizard x|

General Configuration
Agsign Media Ports for Voice Media Processing - YMP

— Media Ports
Available - | Assigned | Channel |
2033 2031 o
2034 2032 02
2035 ®
2036 >
2037
2038
2039
2040 =
2041
2042 il

Media Ports must be defined in a PEX extension-group.

<Back || Met> Cancel

Figure8-9 AssignMedia Ports forVMP screen

If you have defined the Media Port&/MP lines correctly in the department or UCS group in the
PBX (see chapter 4cx depends on which PBX type you use),Gloafiguration Wizardetects
automatically which extensions are suitable / available as MedisPort

Select the availabl®edia Portsandpress >' to assigrthem as VMP lineThechannel number is
assigned incrementally by ti@onfiguration Wizard

ClickNext

11. If WIP is selected during installation, the following windappears:
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BS Business ConneCT Configuration Wizard x|

General Configuration
Media Settings

— Connection

PEH WalP Server IP Address : G3.12.20
NIC Connected to PBX: | 152.168.12.65 =l

Interface description :  |Intel[R] PRO/1000 EB Metwork Connection with 1/0 ;I
Acceleration LI
S|P &uthentication Password © I ““““““““ 1

< Back | Mesxt » I LCancel

Figure8-10 VMP Media Settinggpage

Enter:

1 the IP address of the VoIP caaglicable folSV81005V9100Q AspireXAspireUX
9 the IP address of the BCT sergaguplicable folSV83005V9300 SV85005V9500.
Note that this is the IP address on the BCT server side, which is connected via the network to
the PBX VOIP card.
1 the SIRServenP addresgapplicable foiS3000)
For SIP@Net, the Secure Media (TLS+sRTP) option saletied.
1 the UNIVERGE Ee&rver addresdJNIVERGE 3C
For UNIVERGE 3C, the Secure Media (TLS+sRTP) option can be selected.
1 You can enter a password for secured SIP authentication on all VMiRd¥R

¢ KS a L yigl$idtrellFCoafdiess useditierface to the PDServerto the SIPServeror to
the UNIVERGE Bystem

When you return to theConfiguration WizardclickNext

12. ¢ KS mail RFSF A 3 deNdod Appedrs.



EZBusiness ConneCT Configuration Wizard |

Yoicemail Configuration
Aszzign Voicemail Access DMR

Yaicemai
|7 Yaoicemail Access DMNA IM 'l

< Back | Mest > I LCancel

Figure8-11 Assign Voicemail access DNR screen

The Voicemail Access DNR has been defined in the PBX (see chapieddpads on which
PBX type you use).

Select thecorrectvoicemail access numbdrom the drop down lisand clickiNext.

13.¢ KS & h LISNI { 2 Nindo® gppears.dzNJ G A 2 v €

Operator Configuration

Define Operatar Settings

— Operator Configuration

Intermal m Router Name W
External Im

Park. lm
Fallback Im Might Extension Im

< Back | Mest » I LCancel

Figure8-12 Define Operator Settings screen

If you have defined the DNRs associated to the Qpeigueues, and Night Extension correctly in
the PBX (see chapter 4% depends on which PBX type you use),Gloafiguration Wizard
detects automatically whicBNRs are suitable / available.

Select theQueuenumbers.
Enter the operatoRouter Name

Select the operatoNight Extension
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ClickNext.

14. ¢ KS a! ASy G w2dziAy Windowappeard. / 2y FAIdzNT GA2Y €

ESBusiness ConneCT Configuration Wizard x|

Agent Routing Configuration
Agent Routing Access Configuration

—Agent Routing Access Configuration

Agent Routing Access DMNR lm
Agent Routing E xception DNR m
Agent Logon DMNA lm

Prarmpt Recording DNE A

Asgsign Routing Point ISeIect vI

< Back | Mest » I Cancel

Figure8-13 Agent Routing Access Configuration screen

The DNRs have been defined in the PBX (see chaptex4lgpends on which PBX type you use).
Select the Agent Routing Access DNR.

Select the Agent Routing Exception DNR.

Select theAgent Logon DNR

Select thePrompt Recording DNR.

Assign Routing PoinfAssigning 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.

ClickNext.

A ¥ LA 7

15. If theBCTContactCenterLJr NIi A & dza S&&E S NIK/S 2 yi Wildbwzhpeir® 2 v £
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BBusiness ConneCT Configuration Wizard x|

Agent Routing Configuration
Agent Router Configuration

—Agent Router Configuration

— Agent Router

Agent Router Mame IS aleg

BQueue Length [&] 100 After Call'ork Time [2] |1D
Maz. Queue Time |3D Faorced Not Ready Time [s] |2EI

r Dpnamic Queue Messages

—Agent Routing Clock
Wieek Days ™ AlDapEvent  Stan [0500 = End [18.00 =

‘WeekendDays | AlDayEvent  Stat [pgoo =1 End [17.00 =2

¢ Back | Hext = I LCancel

Figure8-14 Agent Router Configuration screen

Select the following:

1 Agent Router Name (plus QueueTime, QueuelLength, ForcedNotReadyTime, ACWTime);
1 Agent RoutingClock Times (week days + weekend days);
1 Agent Routing Exception Destination.

ClickNext.

Note: The Base port number is by default 51870 and doesn't need to be changed unless another
applicatbn is using the same portnumber (8&.6.8Media Ports Configuratior)

16. ¢ KS &5 A | fvikdgvBappeasf S & ¢

EEBusiness ConneCT Configuration Wizard

General Configuration
Dialing Rules

— Dialing Rulez

Country Code |31
Area Code |35

DOutzide Access Codelz) |U

kazimum Internal Mumber Length |4

[¥ Mumber Conwersion is applied to entered numbers for call setup

Advanced tuning of Dialing Rules can be done later on in the Business ConneCT
Syztem Settings.

< Back | Mest > I LCancel

Figure8-15 Dialing Rules window

227



228

For more information se&8 Appendix H: DIALING RULES AND NUMBER CONVERSION

The dialing rules define in whichea (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 cgpecifyadditional areas, se8.1.11Dialing Rulesf

needed.

Here you define th®efault Area.
1 Country Code see note below

1 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 goty.

T Outside access code(s). The first code is used by BCT used for aotsde
Note: You can specify a (comma separated list). Any other codes can be used by the PBX.

1 Maximum internal number length

T Option "Number conversion is applied éotered numbers for call setup”
This applies only to telephone numbers entered manually by a user te makll
(default = activated).

Note: If this option is deactivated, then the user must enter dialable numbers, so
include outside access code and atede, if required. Deactivating this option
may be required if there is (substantial) overlap between internal numbers and
local numbers.

ClickNext
Note: Trunk access codes: For a number of PBX types, numbers over the trunk lines must be

prefixed with araccess code to get correct phone number information18622Trunk
Line access codeshetherthis is the case for your PBX.

Note: When you have entered thgountry Codgthe national numbeiplan 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 RET Boundary Specification
Whenyour country is not in this listnly basic conversions are done, like removing non
dialable digits and adding national and international prefixes. To ensure correct number
conversionplease contact the support desk.

17. The Finalize Configuration window appeatrs.



Finalize Configuration
Save configuration settings and start up the system

MEC UCSRuntime Service

v {Gtart the service [service s cunenty stopped]

[¥ Change service startup ype to ‘Butomatic’

Select Mext button to effectively zave the configuration (into the database| and [re)start the
MEC UCSRuntime Service service.

% Back | Mexst > I LCancel

Figure8-16 Finalize Configuration window

Mark the check boxes and clislext.

18.¢ KS a{&4iSY -WindowNfipdars. Whén thisdedeady, clioixt

System Startup Status
Business ConnaCT systern startup status state

Pleaze wait while the Bugineszs Suite Configuration ‘wizard starts up the Business
ConneCT system. This may take several minutes.

Status

Syztem is healthy.

< Back | Mest » I LCancel

Figure8-17 System Startup status screen
19. ¢ KS 4G9y R 2F |/ 2ywihdoddpNdard.A 2y 2 AT | NRéE
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End of Business ConneCT
Configuration Wizard

The Businesgz ConneCT Configuration ‘Wizard hag successfully
completed the configuration.

v iBdd Uzers [Launch Business Connel] Syatemn Settinas

Click Finizh to exit the Buginess ConnelT Configuration ‘wizard.

< Back | Finish I LCancel

Figure8-18 Successfully completed screen

al N] GKS d! BReuadDRectdrngBrgwsaléheck box if you want to start
importing users.

ClickFinish

The data you entered is imported into tlBCTdatabase and then theconfiguration overview is
presented.See Figure8-2 Configuration overview screen

8.1.2. Security settings

Network security

AfterinstallingBCE &2 dz Ydzad &S0 GKS &ASNIWISNI aSOdzNAGe L2t A
BCTincludes the Operating System Security Configurator tool. If required, use this tool to &@ble
related programs and services in comdgion with the Windows Firewal

See sections about Windows Firewall Configuration below.

In case a8 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'8party firewall. Se®.1.2.43rd Party Firewall enfiguration

Note: Programs like Backup tools or Virusscanners (scanning process, but also virusscan updates) can
be so intensive, that the reéime handling of BC@annotbe guaranteed. So it is advised to
perform these actions in low traffic hours.

Public access to BCT tweages

When a customer wants some BCT functionatitipe 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
accessiblérom the internet. To protect againsinautholizedaccess see chapt@2 Appendix I

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 ApplicatidriRéfierences
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8.1.2.1. Windows Firewall configuration - Remote SQL Server a&cess

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

9 SOQL Server is installed odedicated remote server PC or when

1 SQL Server is installed and running on BCT server and access is regBicad by
Contact Center @nt.

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 nameckjnsianc
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 firéwa

To configure the SQL Server to listen on a specific pase procedure below:

Preconditions
1. Make sure that the computers are registered in the same domain.
Actions

1. In SQL Servé&onfiguration ManagerexpandSQL Server Networkonfiguration and then
click on the server instance you want to configure.

2. Inthe right pane, doublelick TCP/IP
3. IntheTCP/IP Propertiedialog box, click th&P Addressesab.

4. Inthe TCP Porbox of thelPAllsection, type an available port numbenrfexample 49172
(should be in range from 49152 through 65535, Btp://www.iana.org).

5. ClickOKto close the dialog box, and cli€Kto the warning that the service must be
restarted.

6. Inthe left pane, clicQL SerweServices

7. Inthe right pane, rightlick the instance of SQL Server, and then Be$tart 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.ghttp://msdn.microsoft.com/erus/library/ms345343(v=sql.105spx)

- 2dz aK2dzZ R SylFofS GKS LINRPG202fta We/tklLtQ | yR

5

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 parshé8Id be opened in the firewall.
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8.1.2.2. Windows Firewall configuration - Server

Actions

1. Open the Security Configurator via: St&®rtogramsBusiness ConnetTools Security
Configurator

2. After starting the Security Configurator, the Windows Firewall tab shows:

Security Configurator x|

Windows Firewall | Iderrt'rt'_.rl

In case the firewall is enabled, applications which depend on incoming
network connections will be blocked. K you experience problems with some
applications tick the applications below and press apply.

Windows Firewall state:
On
Programs and Services:

CTI Service -
DAP Cortroller (PDS)
DECT Access Service
FrontEnd Service

Remote Call Cortrol Service
Remoting Service
Reporting Service

SIP-PDS Proxy Service
SGLServer

UCC Proxy Service

UCS Licensing Interface b
UCS Runtime Manager

UCS Runtime Service

WMP Service hd

Fraperties | Select All |

Waming: blocking certain programs or services might cause difficulties
during process.

oK I Cancel Apply

Figure8-19 BCTrelated programs and services that are affected by Windows Firewall

3. Set all check boxes for ti&CTrelated programs and services to enable them. If no Windows

Firewall is present it will sloon the top of the screen, the list will lggayedout, no action
iS necessary.

Note: The "ldentity" tab is not used for BCT.

8.1.2.3. Windows Firewall ¢ onfiguration - Client

The following ports should be open in the firewall (added to exception list) for pdi@st behavior.
Please configure this prior to install of client (to prevent Windows Firewall security alerts).

A UDPc Pats 51871..5187%or higher)

Refer to2.4.1Port usagdor more details on port numbers.
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8.1.

2.4, 3rd Party Firewall ¢ onfiguration

In a third party firewall you need to configure which executables and / or ports you need to include
in the Firewall exclusn list.In the following listEXE" indiates an executable and "TCP" indicates a
port. (The paths relate to a édit operating system)

1.

2.

10.

11.

12.

13.

14.

15.

16.

17.

18.

CTI Service

EXE = Program File$x86) Common FileaNECTSAPI Servicgophocti.exe

DAP Controller (PDS)

EXE €\Program File$x86) Common FilaNECVMP pds.exe

DECT Access Service

EXE = Program File$x86) Common FilaNECGServicesAccessService.WinService.exe
FrontEnd Service

EXE = Program Filegx86) CommonFile§ NECGServices-rontEnd.WinService.exe
Remoting Service

EXE = Program Filegx86) Common FiladNECGServicesRemotingService.WinService.exe
SIPPDS Proxy Service

EXE = Program Filegx86) Common FileNECVMR SipPdsProxy.exe

SQL Server

TCP-4433(note 1)

Remote Call Control Service

EXE = Program Filegx86)\NECRemote Call Cont’rdRCC.exe

Reporting Service

EXE = Program File$x86) Common FiladNECServicesReporting.Service.WinService.exe
Supervisor Dashboard

EXE = Program File$86) NEGUCSModule\SupervisorSupervisor.exe

UCS Licensing Interface

EXE = Program File$x86) NECUCSModule\LM2UCH.M2UCS.exe

UCS Runtime Manager

EXE = Program Filex86) NECUCSModule\ ServekUCSRTM.exe

UCS Runtime Service

EXE = Program File$x86) NECUCSModule\ ServekxUCSRuntime.WinService.exe
VMP Service

EXE = Program Filegx86) Common FilaNECVMR VmpService.WinService.exe
Wallboard API

EXE = Program Filegx86) NECUCSModule\WallboardServicdPhilipsWB_APl.exe
Wallboard Manager

EXE €\Program Filegx86) NECUCSModule\WallboardServicdhilipsWBManager.exe
Wallboard Service

EXE = Program File$x86) NECUCSModule\WallboardServicdhilipsWBService.exe
World Wide Web HTTP

TCP=80 (note 1)

Note: Refer t02.4.1Port usagdor more details on port numbers.
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8.1.3. Activate BCTlicenses

The actions to takéo activate BCT licenses depend on the type of License mechanism you use. Each

type is described in a separate subchapteor BCT dongle based licensing please refaptendix R
¢ Dongle Usage (Asian Market Only)

When configured correctly it should display as shown in next two example screenshots below.
The figure orthe right-side is when the License Managerasfigured for using LMC.

23 License Manager = -
File Edit View Help
= Licensed Applications
Business ConneCT| Computers Hosting Application: Fiee Instance Licenses:
Haost Name IP Address
o1 . D:’ 3
158CT-AM 72171520 3 License Manager = 2
File Edit View Help
Licenses Expie
Licensed Applications
neve

Equipment Licenses Functionality Liceres

Equiptert Model Used  Free | | Progranming Interfsce

Agant 0 500 "Q‘Edm‘ U:::“”"

ec

Operst 0 0

o et Chat

upervisor 0 5

Phons Based Agent 0 5 ‘L’:';“" 7;_ w

jon Diver -

Auddiional Language o u on e Use LMC to manage your licenses
M Por % 0 vieb Calback

Ewglopes " 4% hitp://pc0B3 unicomn local/LMC/
Voicemai Only User a 450

Soft Walbosd 0 2

Essential Emplopes 2 £

‘Agent - Emal Routing [on/off) on

dentifcation Rouing fon/elf]  on

Agent - Skilbased Routing forvolf] on

Supervisor Full Reporting [on/olf]  on

Auto Aendant / VR ow/ell)  on

Employes-Outiock Cal Irk. [orvelf] on

Employee VM to Emal Int lon/cfl] on

Walboard (onvolf] on

Ready Ready

8.1.3.1. Japanese Domestic License (License File + Activation)

Preconditions:

1. Make sure he License file is available on BCT Seman start loading and activating the
license via the License Manager

Start viaStartmenu >Programs > Business ConneCT > License Manager

£3 License Manager '?"El
Edit View Help

Load New License... Ctr+N

Unload Service License String osting Application: ) Free Instance Licenses:

Save License String As... IP Address

Save Fingerprint As...

Exit Licenses Expie:

Equipment Licenzes: Functionalty Licenses:

Equipment Model Used Free

Load and activate a new license string
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Load the License string (File > Load New License).cEuteNew Licens&indow will appear:

Select thdicensefile and clickOpen

Instead of the License Manager, you can use@bafiguratbn Wizard onifst installation (See
8.1.1 Using the Configuration Wizaxd

To retrieve the license file (and the Activation Key), please visit your product page at the
Japanese License Center websitehdtp://www.bcom.nec.co.jp/slarequires logn).

2. Aninternet connection is available (either via the BCT Server or another PC/laptop) to visit

the Japanese License Center webditin(//www.bcom.nec.co.jp/sld during the Activation
phase.

It is not required tlat BCT Server should have website access.

3. The user account information for above website is available

Steps:
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1. Start the License Manager \&art-Menu > Programs > Business ConneCT > Tools > License
Manager.

2. Load the license file via the Fileenu.


http://www.bcom.nec.co.jp/sla
http://www.bcom.nec.co.jp/sla












































































































































































































































































































































































































































































































































































































































































































































































































































































