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Scope

The purpose of this manual is to provide a complete and comprehensive guide as to how the
Optimus Call Center for LG-Nortel product works, its configuration and settings, and explain the

product's features.

Optimus Call Center is a Call Center software designed to work closely and integrate with LG-
Nortel PBXs. Many of Optimus' features depend on correct configuration of the PBX, and this
should be done in compliance with the LGN PBX configuration guide (see Appendix A of this

manual).

The manual describes all features available in the software, and explains the main concept of a Call
Center — calls, queues and agents. For a short guide on configuring a simple call center once

Optimus has been installed, please refer to Appendix B — the Optimus QuickStart Guide.

This Optimus System Manual refers to Optimus version 0.20 and no other prior or later versions.

For other versions please refer to the correct System Manual.

Clarification: All male-oriented references in this document are intended for both male and female

readers and users.
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Concepts and Abbreviations

e Optimus Server: The PC server where Optimus Call Center is installed, using Microsoft
Windows 2000/2003 Server OS software.

e TAPI: Telephony API (Application Programming Interface): telephony protocol supplied
by Microsoft as part of the Windows OS and used by PBX vendors for application access.

e TSP/ TAPI Server: TAPI Service Provider: The software developed by the PBX vendor
using the TAPI protocol, to enable application access to the PBX. For Optimus, the LGN
TSP is installed on the Optimus Server.

e Optimus Main Device (OMD): Optimus uses a smart LG-Nortel extension to handle
waiting calls. This extension should be an LDP-30 telephone device, and DSS units are
added as needed for call center with more than one PRI (or E1) interfaces.

¢ Smart Extension: An extension of the PBX supporting a smart, digital phone set. A smart
extension has many features available through the PBX, which a regular extension does not.

¢ Regular Extension: An extension of the PBX supporting a regular, analog phone set. A
regular extension usually supports only simple telephony functions, not unlike a traditional
home telephone.

e DSS: An extension of a smart telephone set, providing more buttons and allowing the set to
handle more calls simultaneously.

e TN: A unique, physical identification of an extension in the PBX.

e CLAN: Customer LAN. The main local network of the customer.

e PLAN: PBX LAN. A network segment where the LGN PBX and the Optimus Server are
located. See Optimus Architecture diagram (Appendix A) for more details.

e PBX: Private Branch Exchange.

e IP Address: TCP/IP network protocol assigns a unique IP (Internet Protocol) address for
each computer or device (such as the PBX).

e IP Port Number: TCP/IP network protocol uses different port numbers for different types
of communications. For example, the HTTP protocol used for web browsing uses TCP/IP
port 80, the SMTP protocol for email transfer uses port 25, and so forth.

e DNIS: Dialed Number Identification Service, provided for each call and designates the

number that was dialed in order to reach the call's destination.
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e CLID/ ANI: Caller ID, provided for each call and identifies the caller's number (unless the
number is blocked purposefully).

e ATTACHDATA: Any additional data (besides DNIS and CLID) attached to the call. For
example: Customer ID as entered by the caller using the phone's buttons.

e SPIN: Screen Pop-up Integration. An Aspire product used for tight and closer integration,
used mainly for Client/Server software.

e ODBC: Open Data Base Connectivity — a MS-Windows standard for database access and

connections. Supported by most commercial database software.
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1. Configuration

The manual follows the menus of the Optimus web management tool, available on any PC
connected to the Optimus Server. All directions in the manual ("Go to Configuration, Optimus
Main Parameters") refer to the web management tool's menus.

Open Microsoft Internet Explorer and type the following URL in the address bar:

http://[OPTIMUS SERVER MACHINE NAME]/Optimus/index.htm

Where [OPTIMUS_SERVER_MACHINE_NAME] is the machine name or IP address where the

Optimus is installed.

In the login screen the username is admin and the password is /234. This is the default

user installed with the Optimus — Do not Change it.
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Optimus Main Parameters

Go to Configuration, Optimus Main Parameters

1.1.1. Internal CLID Number of Digits

The maximal number of digits an internal extension of the PBX can have and be identified by.

1.1.2. Default Optimus GUI Language
Default system language for the user interface. Please note that it is possible to define different
languages for specific agents (see agent configuration) but the default system language will always

be used in the Login Screen and in other instances where agent-specific languages is not applicable.

To add another language use the Optimus Multi Language application, installed on the Optimus
Server. Any changes made using this tool reflect immediately in the GUI (although some changes
require the users to log out from the Optimus Management System and re-login in order for them to

take effect).

1.1.3. System Mode
This value determines the trace level of the server. Available options are:
e Production — Only critical errors are logged. This is the default setting to be used
usually.
e Debug — Both critical errors and some system messages are logged. To be used by
product’s vendor request only.
e Full Debug — Critical errors and all the messages are logged. To be used by product’s

vendor request only.

Optimus log files include:
e C:\windows\system32\optimus.log
e C:\windows\system32\resources.log
¢ C:\windows\system32\optimusbackup.log

e C:\windows\system32\optimuswatchdog.log
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e C:\optimus\optimusweb.log
e C:optimusWS\optimusWS.log

e (C:\optimus.txt

1.1.4. Optimus Server CLAN IP Address
The IP Address of the Optimus server in the customer's LAN. This value should be set during
Optimus installation, and should not be confused with the IP Address in the PBX LAN.

Changes made to this value require Optimus services restart.

1.1.5. Optimus Server CLAN IP Port Number

Optimus' GUI and various services use this IP port number to communicate with the Optimus
server. If a Firewall or IP filtering software are located between the Optimus server and the agents'
PCs, this port should be opened in the Firewall.

Changes made to this value require Optimus services restart.

1.1.6. LG-Nortel PBX Model

The customers' LG-Nortel PBX model (e.g. LDK 100, LDK 300, iPECS). Default value for PBXs
not specified in the combo box is LDK100.

1.1.7. Optimus Client Architecture
This value affects the agent toolbar work method. Available options are:
e LAN (Local Area Network) — When the agents logs in Optimus assigns them
automatically to the extension set in the Agent Extensions according to the PC address
(Host Address or IP Address) they log in from.
e Terminal Server — When the agents log in they are also prompted to specify an extension
number for the phone set they are using.

Changes made to this value require Optimus services restart.
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1.1.8. Available History (months)
The number of months Optimus keeps historical data for. Any data older than the selected value is

deleted from the database.
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1.2. Routing

Go to Configuration, Routing

1.2.1. Main System Default Number
The Main System Default Number is where calls are routed in several cases:
e  When no agents are logged into Optimus.
e When faulty routing rules cause infinite loops.
e In other cases where Optimus does not have information as to where the call should be

routed.

1.2.2. Agent Select Algorithm
When Optimus has to choose an available agent to route the call to (if more than one are
available), it will use one of several algorithms to choose that agent. The available
options are:

e Most Recently Used (MRU) — The agent who last held an ACD call.

e Least Recently Used (LRU) — The agent who is idle for the longest time.

e Random
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1.3. Real Time

Go to Configuration, Real Time

1.3.1. Supervisor Real Time Update Interval (seconds)
This value determines the frequency in which the information displayed on the real time screens

will be refreshed.

1.3.2. Real Time Cumulative Interval (minutes)
Each field in the real time views has a defined data type of Cumulative or State.

e Cumulative - The statistics are accumulated over a specified period of time (for example,
the number of calls answered during an interval). This value determines the length of the
period of time.

e State - The value depends on the instantaneous state of the system (for example, the state

of an agent at a given time or the number of waiting calls right now).
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1.4. Screen Pop-up

Go to Configuration, Screen Pop-up

1.4.1. URL to Pop-up

Optimus usually pops up a browser screen with a specified URL, including several call parameters.
In this method and using MS-Windows and browser features, Optimus can pop up web-based
software, open miscellaneous files (text files, office documents and so forth) and even execute other

applications.

By changing this value Optimus can integrate with any other application and can pop up not only
the Optimus built-in screen but any other screen. The URL can contain any of the available System
Parameters (CLID — Caller Identification, DNIS — Dialed Number Identification Service and
ATTACHDATA)

Another method for screen pop up integration is available and applicable only for C/S (Client /
Server) software using an ACTIVEX component. For more information see Aspires' SPIN

documentation.

1.4.2. Parameters to Pop-up
As stated in the previous section, information regarding the call can be transferred during screen

pop-up to the "popped" application. Use this tool to specify which parameters will be transferred.
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1.5. Agent Toolbar Configuration

Go to Configuration, Agent Toolbar Configuration

1.5.1. Enable Real Time Viewing for Agent
Check this box to enable your Optimus agents to observe real time information in their agent
toolbars. Agents will be able to view only real time information relevant to the queues they are part

of.

1.5.2. Enable Screen Pop-up

Check this box to enable screen pop-ups.

1.5.3. Change Status to "Force not Ready" when Agent Doesn't Answer Calls

Optimus will transfer calls to agents as long as their status is set to "Ready". If the agent fails to
answer the call, although they are available and ready, Optimus can change the agent's status
automatically to "Force not Ready", thus informing the supervisor of this event. Enabling this

feature is done using this checkbox.

Calls returning from an agent to the queue in this event are listed as returned calls in the real time

displays and historical reports, thus distinguishing them from the regular offered calls.

1.5.4. Perform Automatic Log Off When Browser Screen Closes

Check this box if you wish Optimus to automatically log off agents closing their agent toolbar.

1.5.5. Agent Toolbar IP Port Number
The port number which is used by the agent toolbar to interact (send and receive agent state

information and real time data) with the Optimus server.

1.5.6. Agent Toolbar Update Interval (seconds)

Refresh rate of the agent real time data, in seconds.
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1.6. Break Types
Go to Configuration, Break Types

When agents set their status to Not Ready they must also select an Activity or Break Type — The
reason they are not ready. Optimus arrives with a built-in list of activities (such as Break, Wrap Up,
Training, etc.) but any other activity or break type can be added. This feature is most useful for
creating different types of breaks or for recording Backoffice and paperwork activities as part of the

agent's call center job.

1.6.1. Description

Description of the activity, to be displayed in the agent toolbar and historical reports.
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2. PBX & Devices

2.1. Optimus Main Devices
Go to PBX & Devices, Optimus Main Devices

Optimus uses a smart LG-Nortel extension to handle waiting calls. This extension (hereinafter:
Optimus Main Device or OMD) should be an LDP-30 telephone device, and DSS units are added as

needed for call center with more than one PRI (or E1) interfaces. Define this extension here.

2.1.1. Extension TN
The Id of the OMD extension as displayed in the TAPI server.

2.1.2. Extension Number
The extension number - this is the OMD's DNIS (Dialed Number Identification Service) — the

number that if dialed from an external source will reach the OMD.

2.1.3. Description
The OMD's description.
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Information contained herein will not be published, will not be duplicated, and no use, either full or partial will be made thereof for
any purpose without the appropriate approval

Page 15 of 131



spire

r 4 - ADVANCED SOLUTIONS

2.2. Incoming Calls DNISs
Go to PBX & Devices, Incoming Calls DNISs

Each incoming call to the PBX reaches it due to dialing a specific number — this is the call's DNIS,
the number dialed in order to reach the PBX. All incoming calls DNISs handled by Optimus should

be configured in this section.

2.2.1. Dialed Number
The DNIS

2.2.2. DNIS Description
A place to enter a description for this DNIS

2.2.3. Agent Greeting
When using Optimus' built-in pop-up screen, it is possible to assign a different greeting for any

incoming DNIS.
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2.3. Agent Workstations
Go to PBX & Devices, Agent Workstations

A workstation is a combination of a phone set and a computer where an agent can log in to Optimus
and receive ACD calls. Optimus supports agent roaming to all extensions connected to your LG-

Nortel PBX.

2.3.1. Extension TN
The Id of the extension as displayed in the TAPI server.

2.3.2. Extensions Number

The extension number — the number dialed in order to reach this extension.

2.3.3. Computer Name
The unique ID of the PC used by the agent in this extension. Optimus supports both Host Name
and IP Address working methods.

2.3.4. Description

A free text which describes the workstation
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3. Users & Agents

Go to Users & Agents
All Optimus users (Agents, Supervisors and Administrators) are listed here.

3.1. Username

Mandatory. A username is unique throughout the system and is up to 10 characters.

3.2. Password
Mandatory. Up to 10 characters

3.3. User Type
Mandatory. Available user types are Administrator, Supervisor and Agent:
e Administrator: can change and define Optimus configuration and settings, as well as all
features available to the Supervisor and Agent-type users.
e Supervisor: can use Optimus' extensive real-time monitoring and historical reporting
module, as well as all features available to the Agent-type user.
e Agent: can log into Optimus and receive call center calls. Can also use the agent toolbar

feature.

3.4. Given Name

The given name of the user

3.5. Surname

The surname of the user

3.6. Comment

A free text to describe the user
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4. Queues & Rules
4.1. Queues

Go to Queues & Rules, Queues

A queue is where waiting calls wait for an agent to become available and handle them. During
waiting time in the queue, callers hear the waiting music from the PBX. Calls can overflow from
one queue to another queue. Click on the Attribute Groups icon to assign Agent Groups (see below)

to handle this queue.

4.1.1. Queue Name

The name of the queue

4.1.2. Is Default

Optimus uses a default queue for calls that do not fall under any known routing rule, or for calls that
are trying to return (overflow) to a queue where they have already waited. In this checkbox, choose
if this queue is Optimus' default queue. In one-queue configurations, the only queue is naturally also

the default queue.

4.1.3. Wrap Up Time (seconds)
When an agent finishes an ACD call, Wrap-up Time is the number of seconds to wait before
transferring another ACD call to this agent. This time is usually used to complete documentation of

the call in the CRM.

4.1.4. Available Groups
A list of all the Agent Groups defined in Optimus. Assign an Agent Group to handle this queue by
choosing the group and moving it from the left-hand side of the screen to the right-hand side

(Queue's Groups).
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4.1.5. Queue’s Groups

In order to assign agents to handle a queue, administrators actually assign Agent Groups to the
queue. An Agent Group is a collection of agents defined in Optimus (an unlimited number of
groups is possible). When assigning an agent group to a queue, all the agents in that group are

automatically available to handle calls for that queue.
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4.2. Agent Groups
Go to Queues & Rules, Agent Groups

An Agent Group is a collection of agents, that for all purposes function as a single group. By using
agent groups, supervisors can assign a whole group of agents to handle calls from a queue with a
single action. An agent can be a member of an unlimited number of groups, and an unlimited
number of agent groups are possible in Optimus. Click on the Aftribute Queues icon to assign
queues to this agent group, and on the Attribute Agents icon to assign agents to be part of this Agent

Group.

4.2.1. Group Name

The name of the group

4.2.2. Available Queues
A list of all the queues defined in Optimus. Assign a queue to this agent group by choosing the

queue and moving it from the left-hand side of the screen to the right-hand side (Group's Queues).

4.2.3. Group’s Queues
All the queues this agent group is currently handling.

4.2.4. Available Agents
A list of all the agents defined in Optimus. Assign an agent to this agent group by choosing the
agent and moving it from the left-hand side of the screen to the right-hand side (Group's Agents).

4.2.5. Group’s Agents

All the agents that are members of this agent group
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4.3. Routing Rules

Optimus routes calls to queues (and, eventually, to agents) according to several possible types of
routing rules:

e Database Rule: Optimus uses available information of the call (such as DNIS, CLID
and information entered by the caller such as customer id or order number) to access
external databases and receive queue and priority information from these databases.

e DNIS Rule: All calls that are incoming to a specific DNIS.

e CLID Rule: Calls from certain callers, according to their caller ID.

e DNIS/ CLID Rule: A cross-checking of the DNIS and CLID rules.

For each incoming call, Optimus will look for a routing rule fitting that call. Once Optimus has
found such a rule, the call will be routed. Since it is possible to define more than one rule that will
fit a certain call (for example — a general DNIS rule and in addition a rule referring to a certain
caller calling the same DNIS, assigning that caller higher priority), Optimus will look for fitting
routing rules in this order:

e Database Rule

e DNIS/CLID Rule

e CLID Rule

e DNIS Rule

The routing rule decides not only the queue the call will be routed to, but also the priority this call
receives in the queue (and in Optimus). Call priority can cause a call to bypass other calls already in
the queue (if the call was assigned a higher priority, for example a VIP customer) or to wait longer

than usual (a low priority call).
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4.3.1. Route by Database Rules

Go to Queues & Rules, Routing Rules, Route by Database Rules

Database routing rules are used to handle calls according to external information, which exists in
databases of other software systems in the customers' organization, such as CRM software. For
example, it is possible to route VIP callers to one queue, and other callers to another. Determining
which caller is a VIP caller (according to their CLID) is of course not part of Optimus, but of the
CRM database.

A database routing rule is a combination of DNIS and a Database connection. The call routing of
every incoming call to the specified DNIS is determined based on the external database. Optimus
executes a stored procedure or an SQL query on the customer database which returns the queue and

the priority of the call.

It is important to understand, that in order to minimize database hits and load, a database routing
rule is DNIS-dependant. i.e., only calls incoming to a certain DNIS will be querying the database. It

is of course possible to define database rules for all DNISs.

In any case of a failure to access the database or to receive the expected response, Optimus will

disregard the database routing rule and will move on to the next rule in the list.

4.3.1.1. Incoming Call DNIS
The DNIS the call came into. This DNIS must first be defined in Incoming Calls DNISs.

4.3.1.2. SQL Query Description
The SQL query to be performed in this routing rule. The query is defined in the Database

Connections section.
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4.3.2. Route by DNIS + CLID Rules
Go to Queues & Rules, Routing Rules, Route by DNIS + CLID Rules

A DNIS + CLID Rule is based on a combination of a specific DNIS and a specific CLID. An
incoming call must match both DNIS and CLID to be routed according to this rule.

The Route by DNIS + CLID Rule is mainly used to create priorities for certain callers, but only for
certain queues. For example, a caller might be assigned normal priority in the Customer Service

queue, but a higher priority in the Sales queue.

4.3.2.1. Incoming Call DNIS
The DNIS the call came into. This DNIS must first be defined in Incoming Calls DNISs.

4.3.2.2. CLID

Caller Identification of the call

4.3.2.3. Queue

The queue this rule routes calls to.

4.3.2.4. Priority
The priority the call receives. The priority range is from 1 to 9 (where 1 is the highest and 9 is the

lowest).
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4.3.3. Route by CLID Rules
Go to Queues & Rules, Routing Rules, Route by CLID Rules

A Route by CLID Rule is a routing rule based on a specific CLID. Only incoming calls from the

defined CLID (i.e., one specific caller) are routed according to this rule, regardless of the DNIS.

Use the Route by CLID Rules to assign certain callers to certain agents, or to assign certain

priorities to callers in the general queue.

4.3.3.1. CLID

Caller Identification of the call

4.3.3.2. Queue

The queue this rule routes calls to.

4.3.3.3. Priority
The priority the call receives. The priority range is from 1 to 9 (where 1 is the highest and 9 is the

lowest).
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4.3.4. Route by DNIS Rules
Go to Queues & Rules, Routing Rules, Route by DNIS Rules

A Route by DNIS Rule is a routing rule based on a specific DNIS. Only calls incoming to this
specific DNIS are routed according to this rule, regardless of the CLID.

Use the Route by DNIS rules to create different queues and agent groups to handle calls to different

numbers, without the need for menus.

434.1. Incoming Call DNIS
The DNIS the call came into. This DNIS must first be defined in Incoming Calls DNISs.

4.34.2. Queue

The queue this rule routes calls to

4.34.3. Priority
The priority the call receives. The priority range is from 1 to 9 (where 1 is the highest and 9 is the

lowest).
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4.4. Queue Overflow Rules
Go to Queues & Rules, Queue Overflow Rules.

Optimus supports the overflowing of waiting calls from one queue to the other. There are three
types of overflow rules:

e Number of Waiting Calls: For example, if there are already 10 calls waiting in the queue
(and the call to be overflowed is to be the 11“‘) you can overflow the next call to a
different queue.

e Waiting Time: For example, if a call is waiting for 30 seconds in the queue you can
overflow this call to a different queue. This rule will overflow the call regardless of its
position in the queue.

e No Logged-in Agents in the Queue: A possible situation is when all agents supposed to
be handling a specific view have logged out of Optimus (or are on break). In this evens,
this overflow rule determines to which queue the call will overflow. If no such rule is

defined for a queue, the call is overflowed to the default queue.

A call that was overflowed to a queue will be presented in that queue as an inflowed call, thus

distinguishing it from regular offered calls (that arrived at that queue as a result of a routing rule).

4.4.1. Overflow from Queue

The queue the call overflows from.

4.4.2. Destination

The queue the call overflows to.
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4.4.3. Overflow Reason
Optimus supports three types of overflow rules:
e Number of Waiting Calls — The number of calls waiting in the queue before the call to
be overflowed.
e Waiting Time — The exact period of time, in seconds, that the call is waiting for so far,
regardless of the call's position in the queue.
e No Logged-in Agents in the Queue — If for some reason there are no logged-in agents

that are assigned to handle that queue.

4.4.4. Parameter
The parameter depends on the overflow reason:
e If the overflow reason is Number of waiting Calls then the Parameter is how many calls can
wait in the queue before the next call overflows.
e If the overflow reason is Waiting Time then the Parameter is how many seconds a call can
wait in the queue before it overflows.
e If the overflow reason is No Logged-in Agents in the Queue the Parameter is not relevant

and is set to zero.

4.4.5. Overflow with Priority
The priority the call receives. A call’s priority can be changed when it overflows. It can be
increased or decreased according to business rules. The priority range is from 1 to 9 (where 1 is the

highest and 9 is the lowest).
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4.5. Database Connections

Go to Queues & Rules, Database Connections

Database connections are defined in order to provide integration between Optimus and external
databases. This sort of integration is most useful when defining routing rules (see below) that
depend on information not available to Optimus, but which resides in external databases such as the

customers' CRM.

Database connections are configured using Microsoft's ODBC standard, and defining appropriate

SQL queries. To define the SQL query click the SQL icon.

4.5.1. ODBC Connection String
The connection string to the database as defined in the MS-Windows ODBC settings. Contents of

this field are displayed as asterisks since they contain user and password information.

4.5.2. Description
This is the description for this specific database connection and query. It is recommended to enter a

plain-language description

4.5.3. Routing Information Request
It is possible to execute two general types of queries with the database: A Stored Procedure or a
simple SQL Query. In each case, the SQL code for the information request should be provided by

the entity responsible for the external database and entered in these fields, respectively.

4.5.4. Call Parameters
Mostly, the query results depend on the call's information. For example, Optimus requests the CRM
database to assign priority to the call according to the call's CLID. This priority can be the result of

the calling customer's status as a VIP customer.
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5. Real Time

Real time displays provide actual, current information regarding the state of agents, queues, calls

and the entire call center.

Optimus enables efficient call center management using these real time displays and helps
supervisors to evaluate the minute-to-minute activities in the call center. In a small call center, a

single agent on break might constitute even 20% of the call center's work force, a significant part.

Real time displays can be used either as part of the Optimus management GUI in the supervisor or
manager's PC. Some of the Optimus real time displays are designed to be shown on larger screen

such as wall-mounted plasma and LCD displays.

Real time information displayed can be either immediate — such as the amount of calls waiting in
the queue right now, or accumulated for a certain period of time. The first type of information is
called state information. Accumulated information will be accumulated for the period of time

specified in the real time section of the configuration menu.

Real Time displays are refreshed in set intervals, specified in the real time section of the

configuration menu.
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5.1. Agents

Go to Real Time, Agents

The agent is the main resource of the call center. As such, efficient and appropriate management of

agent activities is crucial to the smooth functioning of the call center. Use the agent real time

displays to monitor the individual agent activities and apply call center current needs and status to

agent decisions.

5.1.1. Current Agent State

e Parameters: Agent Group. Choose to either display a specific Agent Group or Groups, or all

agents. Select several groups by using the mouse and the CTRL key.

e Displayed Fields:

o Agent Name

o Extension — The extension where the agent is currently logged in.

o Agent Status — The following statuses are possible for an Optimus agent:

Status Explanation

Ready Waiting Agent is available to accept calls and is waiting for another
call

On Call Agent is currently engaged in a phone call

Not Ready Agent is not ready (on break or other activity). Optimus
will not route calls to the agent, but the time is still counted
as logged in time. This status is usually accompanied by a
break type

System Not Ready The agent was on Ready Waiting status and Optimus

routed a call to him. For no reason, the agent failed to
accept the call. Once the elapsed time frame for this event
expired (defined in the PBX, see LGN PBX Configuration
Guide) the call will be returned to the queue and designated
as a returning call. Optimus will change the agent's status

to System Not Ready to notify the supervisor of the agent's
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behavior.
Logged Out Agent is not logged into Optimus
Wrap Up Time Agent has just finished a phone call and is on the pre-

defined wrap up time period

Supervisor Logged Out The agent has been logged out of Optimus by the

supervisor, using the Agent Control Screen

Supervisor Ready Waiting | Agent is available to accept calls and is waiting for another
call. The agent has been set to this status by the supervisor

using the Agent Control Screen

Supervisor Not Ready Agent is not ready (on break or other activity). Optimus
will not route calls to the agent, but the time is still counted
as logged in time. The agent has been set to this status by

the supervisor using the Agent Control Screen

Pending Logged In The agent has logged into Optimus but the log-in process
has not yet been completed by the Optimus server. Usually

this status cannot last more than a few seconds.

Pending Ready Waiting The agent has logged into Optimus and requested to by put
on Ready status, but the log-in process has not yet been
completed by the Optimus server. Usually this status

cannot last more than a few seconds.

Pending Not Ready The agent is currently on a call but would like to take a
break as soon as the call ends. Optimus allows the agent to
place himself in this status, and so will not route any more

calls to the agent once the call has ended.

Pending Logged Out The agent is currently on a call but would like to log out of
Optimus as soon as the call ends. Optimus allows the agent
to place himself in this status, and so will not route any
more calls to the agent and log him out once the call has

ended.

Pending Supervisor The agent is currently on a call but the supervisor has
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Logged Out

logged him out of Optimus. Optimus allows the supervisor
to place the agent in this status, and so will not route any
more calls to the agent and log him out once the call has

ended.

Pending Supervisor Not

Ready

The agent is currently on a call but the supervisor has set
his status to Not Ready. Optimus allows the supervisor to
place the agent in this status, and so will not route any

more calls to the agent once the call has ended.

Pending Remove

The agent is currently on call, but using the system GUI the
extension or workstation where the agent is logged in has
been removed from Optimus. Once the call ends, Optimus

will disregard this workstation.

o Time — The period of the time the agent has been in the status displayed. Every time

the agent's status changes, the time counter resets.

5.1.2. Agent State — Overhead Snapshot

The Agent Overhead Snapshot display enables the call center management to "build" a physical

display of the call center, according to the way the agents are seated. Choose the agent's name from

the pull-down list and observe each agent's state through the large icons.

5.1.3. Agent State — Overhead Snapshot by Extension

The Agent Overhead Snapshot display enables the call center management to "build" a physical

display of the call center, according to the way the agents are seated. Choose the extension from the

pull-down list and observe each agent's state through the large icons.
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5.2. Queues

Go to Real Time, Queues

5.2.1. Queue Statistics
e Parameters: Queue. Choose to either display a specific queue or queues, or all queues. Select
several queues by using the mouse and the CTRL key.

e Displayed Fields:

Field Headline Field Type Field Information
Queue
Max Wait Time Accumulated | The maximal time a waiting call has waited in the

queue before being answered.

AVG Wait Time Accumulated | The average waiting time for calls in the queue.
Waiting Calls State The number of calls currently waiting in the queue.
Offered Calls Accumulated | The number of calls offered to the queue, i.e. the calls

that were routed to the queue as a result of a routing
rule. Please note that calls that were overflowed into

this queue are not counted in this field. (see inflowed

calls)
Answered Calls Accumulated | The number of calls answered in the queue
Inflowed Calls Accumulated | The number of calls that were overflowed to the

queue, for all overflow reasons.

Abandoned Calls Accumulated | The number of calls that were abandoned by the

caller while waiting in the queue.

Overflowed Calls Accumulated | The number of calls that were overflowed to other
queues according to overflow rules, for all overflow

reasons.

Transferred to Default | Accumulated | The number of calls that were automatically
transferred by Optimus to the systems' default queue.
Please note that calls transferred to the default queue

are not a usual event and might point to a problem: a
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queue unattended by agents, a wrongly set routing
rule, or other problems, and this information should

be checked.
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5.3. Devices

Go to Real Time, Devices

5.3.1. Optimus Main Devices
Displays all the Optimus Main Devices, the extensions used by Optimus to hold calls
Displayed Fields:

e Description: The OMD's description.
e Extension TN
e Extension Number

e Status - The following statuses are possible for an Optimus device:

Status Explanation

IDLE The device is idle and not handling any calls at the moment
ON_CALL The device is on call

NOT_ACTIVE A TAPI error was received during the line initialization

procedure with the PBX. Check the device definitions in

the PBX. If the problem persists, contact support.

TAPI_ERROR A TAPI error was received during work of the device. This
can be the result of numerous events, including LAN
problems or LGN TSP failure. If the problem persists,

contact support.
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5.3.2. Agent Workstations
Displays all the Agent Workstations defined in Optimus.
Displayed Fields:

e Description: The workstation's description.
e Extension TN

e Extension Number

e Computer Name

e Status - The following statuses are possible for an Optimus workstation:

Status Explanation

IDLE The workstation is idle and not handling any calls at the
moment

ON_CALL The workstation is on call

NOT_ACTIVE A TAPI error was received during the line initialization

procedure with the PBX. Check the device definitions in
the PBX. If the problem persists, contact support.

TAPI_ERROR A TAPI error was received during work of the device. This
can be the result of numerous events, including LAN
problems or LGN TSP failure. If the problem persists,

contact support.
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5.4. Agent Control Screen

Go to Real Time, Agent Control Screen

The Agent Control Screen allows a supervisor or an manager to remotely perform the following
actions on an agent:

e Login

e Logout

e Set an agent’s state to Ready

e Set an agent’s state to Not Ready

e Reset an agent’s state to Ready Idle

Use the agent control screen to control agents that are not at their seat or in a situation when you

wish to override the agent's status choice.

This feature is most useful in the PC-free mode, where agents do not use personal computers and

thus the supervisor is responsible for login/logout actions.
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6. Reports
Historical and statistical reports are the main tool used by the call center manager to analyze the call
center activity. Optimus provides several aspects of reports, enabling the manager to analyze agent

activities, queue call allocation, and the call center's general performance.

All Optimus reports are displayed via the web browser, thus enabling the manager to view the

reports everywhere. With a single click of a mouse on icon, reports are displayed

using MS-EXCEL.

6.1. Agents

Go to Reports, Agents

6.1.1. Agent Performance
e Parameters:

e From/To Date

e From/To Hour

e Agents - Choose to either display a specific agent or agents, or all agents. Select several
agents by using the mouse and the CTRL key.

e Report Type — By choosing different time intervals in the report type parameter, it is
possible to compare the agent's performance over similar periods of time.

e Displayed Fields:

Field Headline Field Information

Agent Name

Logged In Time The accumulated amount of time the agent has been logged into
Optimus.

Answered ACD Calls | The amount of calls answered by the agent that were assigned to the

agent by Optimus, via routing rules and queue management.
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Answered Non-ACD | The amount of calls answered by the agent that were not assigned to

Calls the agent by Optimus, but dialed directly into the agent's extension.

Answered Calls Talk | The accumulated amount of time the agent has spent on phone calls,

Time of both the ACD and Non-ACD types.

Percentage (%) The percentage of time spent on phone calls out of the time logged

into Optimus

Dialed Calls The amount of dialed calls by the agent

Dialed Calls Talk The accumulated amount of time the agent has spent on phone calls
Time that they initiated (Dialed Calls)

Not Ready Time The accumulated amount of time the agent has spent on "Not Ready"

status, from various reasons

Percentage (%) The percentage of time spent on "Not Ready" status out of the time

logged into Optimus

6.1.2. Dialed Calls
The report displays all dialed calls by an agent.
e Parameters:
e From/To Date
e From/To Hour
e Agents - Choose to either display a specific agent or agents, or all agents. Select several
agents by using the mouse and the CTRL key.

e Displayed Fields:

Field Headline Field Information

Date The exact timestamp when the call was initiated
Agent The agent that dialed the call

Dialed Number The number that was dialed

Call Duration The length of the call
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6.1.3. Internal Dialed Calls
The report displays internal dialed calls by an agent, i.e. calls that were dialed to other extensions in
the PBX.
e Parameters:
e From/To Date
e From/To Hour
e Agents - Choose to either display a specific agent or agents, or all agents. Select several
agents by using the mouse and the CTRL key.
e Displayed Fields:

Field Headline Field Information

Date The exact timestamp when the call was initiated
Agent The agent that dialed the call

Dialed Number The number that was dialed

Call Duration The length of the call

6.1.4. External Dialed Calls
The report displays external dialed calls by an agent, i.e. calls that were dialed to numbers outside
the company and PBX.
e Parameters:

e From/To Date

e From/To Hour

e Agents - Choose to either display a specific agent or agents, or all agents. Select several

agents by using the mouse and the CTRL key.

e Displayed Fields:

Field Headline Field Information

Date The exact timestamp when the call was initiated
Agent The agent that dialed the call

Dialed Number The number that was dialed

Call Duration The length of the call
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6.1.5. Agent State
e Parameters:
e From/To Date
e From/To Hour
e Agents - Choose to either display a specific agent or agents, or all agents. Select several
agents by using the mouse and the CTRL key.
e Report Type — By choosing different time intervals in the report type parameter, it is
possible to compare the agent's performance over similar periods of time.

e Displayed Fields:

Field Headline Field Information

Agent Name

Logged In Time The accumulated amount of time the agent has been logged into
Optimus.

Time in status "Ready" | The accumulated amount of time the agent has been in "Ready" status.

Time in status "Not The accumulated amount of time the agent has been in "Not Ready"

Ready" status.

Time in Break Types | The accumulated amount of time the agent has been in each of the
break types defined in Optimus. For each break type a different

column in the report will be automatically created.
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6.2. Queues

Go to Reports, Queues

6.2.1. Queue Statistics - Summarized
e Parameters:

e From/To Date

e From/To Hour

e Queues - Choose to either display a specific queue or queues, or all queues. Select
several queues by using the mouse and the CTRL key.

e Report Type — By choosing different time intervals in the report type parameter, it is
possible to compare the agent's performance over similar periods of time.

e Displayed Fields:

Field Headline Field Information
Queue
Offered Calls The amount of calls routed to this queue by Optimus, as a result of

routing rules. Please note that this number does not include calls that

were overflowed into this queue (see inflowed calls)

Inflowed Calls The amount of calls routed to this queue by Optimus, as a result of

overflow rules, for various reasons.

Answered Calls The amount of calls that were answered by agents handling this queue.

Abandoned Calls The amount of calls that were abandoned, i.e. hung up by the caller,

while waiting in this queue.

Overflowed Calls The amount of calls that were overflowed to other queues, for various

reasons.
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6.2.2. Queue Statistics - Detailed

e Parameters:

e From / To Date

e From/To Hour

e Queues - Choose to either display a specific queue or queues, or all queues. Select

several queues by using the mouse and the CTRL key.

e Report Type — By choosing different time intervals in the report type parameter, it is

possible to compare the agent's performance over similar periods of time.

e Displayed Fields:

Field Headline Field Information

Queue

Offered Calls The amount of calls routed to this queue by Optimus, as a result of
routing rules. Please note that this number does not include calls that
were overflowed into this queue (see inflowed calls)

Inflowed Calls The amount of calls routed to this queue by Optimus, as a result of

overflow rules, for various reasons.

Answered Calls

The amount of calls that were answered by agents handling this queue.

Percentage (%)

The percentage of calls answered out of calls offered and inflowed.

Abandoned Calls

The amount of calls that were abandoned, i.e. hung up by the caller,

while waiting in this queue.

Percentage (%)

The percentage of calls abandoned out of calls offered and inflowed.

Overflowed Calls

(Queue Position)

The amount of calls that were overflowed to other queues because of

the queue position rule.

Percentage (%)

The percentage of calls overflowed due to queue position rule out of

calls offered and inflowed.

Overflowed Calls
(Waiting Time)

The amount of calls that were overflowed to other queues because of

the waiting time rule.

Percentage (%)

The percentage of calls overflowed due to waiting time rule out of

calls offered and inflowed.

Overflowed Calls (No

The amount of calls that were overflowed to other queues because of
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Agents in Queue)

the no agents in queue rule.

Percentage (%)

The percentage of calls overflowed due to no agents in queue rule out

of calls offered and inflowed.

6.2.3. Abandoned Calls by Thresholds

e Parameters:

e From / To Date

e From/To Hour

¢ Queues - Choose to either display a specific queue or queues, or all queues. Select

several queues by using the mouse and the CTRL key.

e Report Type — By choosing different time intervals in the report type parameter, it is

possible to compare the agent's performance over similar periods of time.

e Displayed Fields:

Field Headline Field Information

Queue

0-20 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 0 and 20 seconds.

21-40 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 21 and 40 seconds.

41-60 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 41 and 60 seconds.

61-80 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 61 and 80 seconds.

81-100 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 81 and 100 seconds.

101-120 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 101 and 120 seconds.

121 and above The amount of calls abandoned while waiting in the queue, and the
waiting time was more than 121 seconds.
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6.2.4. Abandoned Calls by Thresholds - Detailed

e Parameters:

e From / To Date

e From/To Hour

e Queues - Choose to either display a specific queue or queues, or all queues. Select

several queues by using the mouse and the CTRL key.

e Report Type — By choosing different time intervals in the report type parameter, it is

possible to compare the agent's performance over similar periods of time.

e Displayed Fields:

Field Headline Field Information

Queue

0-4 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 0 and 4 seconds.

5-8 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 5 and 8 seconds.

9-12 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 9 and 12 seconds.

13-16 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 13 and 16 seconds.

17-20 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 17 and 20 seconds.

21-30 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 21 and 30 seconds.

31-40 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 31 and 40 seconds.

41-50 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 41 and 50 seconds.

51-60 The amount of calls abandoned while waiting in the queue, and the
waiting time was between 51 and 60 seconds.

61-80 The amount of calls abandoned while waiting in the queue, and the
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waiting time was between 61 and 80 seconds.

81-100 The amount of calls abandoned while waiting in the queue, and the

waiting time was between 81 and 100 seconds.

101-120 The amount of calls abandoned while waiting in the queue, and the

waiting time was between 101 and 120 seconds.

121-150 The amount of calls abandoned while waiting in the queue, and the

waiting time was between 121 and 150 seconds.

151-180 The amount of calls abandoned while waiting in the queue, and the

waiting time was between 151 and 180 seconds.

181-240 The amount of calls abandoned while waiting in the queue, and the

waiting time was between 181 and 240 seconds.

241-300 The amount of calls abandoned while waiting in the queue, and the

waiting time was between 241 and 300 seconds.

301 and above The amount of calls abandoned while waiting in the queue, and the

waiting time was more than 301 seconds.

6.2.5. Answered Calls by Thresholds
e Parameters:

e From/To Date

e From/To Hour

¢ Queues - Choose to either display a specific queue or queues, or all queues. Select
several queues by using the mouse and the CTRL key.

e Report Type — By choosing different time intervals in the report type parameter, it is
possible to compare the agent's performance over similar periods of time.

e Displayed Fields:

Field Headline Field Information
Queue
0-20 The amount of calls answered in the queue, and the waiting time was

between 0 and 20 seconds.

21-40 The amount of calls answered in the queue, and the waiting time was
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between 21 and 40 seconds.

41-60 The amount of calls answered in the queue, and the waiting time was

between 41 and 60 seconds.

61-80 The amount of calls answered in the queue, and the waiting time was

between 61 and 80 seconds.

81-100 The amount of calls answered in the queue, and the waiting time was

between 81 and 100 seconds.

101-120 The amount of calls answered in the queue, and the waiting time was

between 101 and 120 seconds.

121 and above The amount of calls answered in the queue, and the waiting time was

more than 121 seconds.

6.2.6. Answered Calls by Thresholds - Detailed
e Parameters:

e From/To Date

e From/To Hour

¢ Queues - Choose to either display a specific queue or queues, or all queues. Select
several queues by using the mouse and the CTRL key.

e Report Type — By choosing different time intervals in the report type parameter, it is
possible to compare the agent's performance over similar periods of time.

e Displayed Fields:

Field Headline Field Information
Queue
0-4 The amount of calls answered in the queue, and the waiting time was

between 0 and 4 seconds.

5-8 The amount of calls answered in the queue, and the waiting time was

between 5 and 8 seconds.

9-12 The amount of calls answered in the queue, and the waiting time was

between 9 and 12 seconds.

13-16 The amount of calls answered in the queue, and the waiting time was
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between 13 and 16 seconds.

17-20 The amount of calls answered in the queue, and the waiting time was

between 17 and 20 seconds.

21-30 The amount of calls answered in the queue, and the waiting time was

between 21 and 30 seconds.

31-40 The amount of calls answered in the queue, and the waiting time was

between 31 and 40 seconds.

41-50 The amount of calls answered in the queue, and the waiting time was

between 41 and 50 seconds.

51-60 The amount of calls answered in the queue, and the waiting time was

between 51 and 60 seconds.

61-80 The amount of calls answered in the queue, and the waiting time was

between 61 and 80 seconds.

81-100 The amount of calls answered in the queue, and the waiting time was

between 81 and 100 seconds.

101-120 The amount of calls answered in the queue, and the waiting time was

between 101 and 120 seconds.

121-150 The amount of calls answered in the queue, and the waiting time was

between 121 and 150 seconds.

151-180 The amount of calls answered in the queue, and the waiting time was

between 151 and 180 seconds.

181-240 The amount of calls answered in the queue, and the waiting time was

between 181 and 240 seconds.

241-300 The amount of calls answered in the queue, and the waiting time was

between 241 and 300 seconds.

301 and above The amount of calls answered in the queue, and the waiting time was

more than 301 seconds.
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6.2.7. Queues TSF
e Parameters:

e From/To Date

e From/To Hour

e Queues - Choose to either display a specific queue or queues, or all queues. Select
several queues by using the mouse and the CTRL key.

e Report Type — By choosing different time intervals in the report type parameter, it is
possible to compare the agent's performance over similar periods of time.

e Displayed Fields:

Field Headline Field Information
Queue
Offered Calls The amount of calls routed to this queue by Optimus, as a result of

routing rules. Please note that this number does not include calls that

were overflowed into this queue (see inflowed calls)

Inflowed Calls The amount of calls routed to this queue by Optimus, as a result of

overflow rules, for various reasons.

Answered Calls in less | The amount of calls that were answered by agents handling this queue,

than 30 seconds after a waiting time of less than 30 seconds.

Answered Calls in The amount of calls that were answered by agents handling this queue,

more than 30 seconds | after a waiting time of more than 30 seconds.

TSF — Telephone The amount of calls answered in less than the preset service factor.
Service Factor The exact formula is (for a specific queue): (Answered in less than 30
seconds / (offered + inflowed — Abandoned in less than 30 seconds)) *

100

For a total Call Center TSF the same formula applies without the

inflowed calls parameter.
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6.2.8. Answered Calls
e Parameters:
e From/To Date
e From/To Hour
e Queues - Choose to either display a specific queue or queues, or all queues. Select
several queues by using the mouse and the CTRL key.

e Displayed Fields:

Field Headline Field Information

Date The exact date and time of the call.

DNIS The DNIS the call came into the call center through.

Queue The queue the call was answered from.

Agent The name of the agent answering the call.

CLID Caller ID of this call. (a blank value means an unidentified call)
Call Duration The length of the call.

6.2.9. Abandoned Calls
e Parameters:
e From/To Date
e From/To Hour
¢ Queues - Choose to either display a specific queue or queues, or all queues. Select
several queues by using the mouse and the CTRL key.

e Displayed Fields:

Field Headline Field Information

Date The exact date and time of the call.

DNIS The DNIS the call came into the call center through.

Queue The queue the call was answered from.

CLID Caller ID of this call. (a blank value means an unidentified call)
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6.2.10. Overflowed Calls
e Parameters:
e From/To Date
e From/To Hour
e Queues - Choose to either display a specific queue or queues, or all queues. Select
several queues by using the mouse and the CTRL key.

e Displayed Fields:

Field Headline Field Information

From Queue The queue the calls overflowed from .

Destination The queue the calls overflowed to.

Overflow Reason The reason the calls overflowed, according to overflow rules.
Overflowed Calls The amount of overflowed calls.
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6.3. Calls
Go to Reports, Calls

6.3.1. Incoming Calls
This report provides a complete list of all calls incoming into Optimus.
e Parameters:
e From/To Date
e From/To Hour

e Displayed Fields:

Field Headline Field Information

Date The exact date and time of the call.

DNIS The DNIS the call came into the call center through.

CLID Caller ID of this call. (a blank value means an unidentified call)

6.3.2. Calls Routed to Default Number
This report provides a complete list of all calls that Optimus routed to its default number. These
calls generally indicate a problem that should be addressed, such as missing routing rules to cover
all eventualities.
e Parameters:
e From/To Date
e From/To Hour

e Displayed Fields:

Field Headline Field Information

Date The exact date and time of the call.

DNIS The DNIS the call came into the call center through.

CLID Caller ID of this call. (a blank value means an unidentified call)
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Appendix a
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Scope

This guide provides instructions regarding the configuration of the LG-Nortel various PBXs to
work with Optimus Call Center. The guide refers to the following models:

e LDKI100/ipLDK100

e LDK300/ipLDK300

e iPECS

Please note that Optimus works closely with the LGN PBXs, and failure to follow any of the

following steps might cause Optimus not to perform properly.

This guide refers to Optimus version 0.20 and no other prior or later versions. For other versions

please refer to the correct System Manual.

Clarification: All male-oriented references in this document are intended for both male and female

readers and users.
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LDK100 Configuration

System Configuration

1.

®© N kW

Set the IP address to an address of the same class as the IP address of the Optimus server
(PGM108/2).

Set the Transfer Recall time to a reasonable value (PGM180/7 = 10). It determines the
number of seconds that the call is waiting for the agent to answer before returning to the
Optimus. Recommended value is between 10 to 20 seconds.

Set the System Hold Recall Time to 280 seconds (PGM180/6 = 280).

Set the Exclusive Hold Recall Time to 280 seconds (PGM180/4 = 280).

Set the I Hold Recall Time to 280 seconds (PGM180/5 = 280).

Set DID Convert Type to 2 (PGM143/4 = 2).

Disable Internal Paging and External Paging (PGM111/8 = Off).

Set a Night Service (Optional). For an Optimus backup, program all external lines (PRI)
on Night Mode ringing directly at the agents' extensions.

Enable the CLI on all the lines (PGM143/1).

Optimus Main Device Configuration

1.

AN O i

At least one LKD/LDP terminal (Optimus Main Device) with 30 buttons per
every PRI

Each terminal should be programmed with all Loop Buttons.

Set the Auto Hold feature to On (PGM112/2 = On)

Set the DID Wait to on in all the LKD/LDP terminals (PGM114/17 = on).

Set the Preset CFW Timer to 12 seconds (PGM181/12 = 12)

Set the Call FWD Preset to an extension or a group (used as an Optimus

backup when Optimus is down) (PGM121).
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Agent’s Extensions Configuration
1. Disable the DND feature in all the Agent’s Extensions (PGM111/3 = Off)
2. Disable internal voice mails in all the Agent’s Extensions.

3. Set the DID Wait to on in all the Agent’s Extensions (PGM114/17 = On)
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LDK300 Configuration

System Configuration
1. Set the IP address to an address of the same class as the IP address of the Optimus server
(PGM108/2).

2. Set the Transfer Recall time to a reasonable value (PGM180/7 = 10). It determines the
number of seconds that the call is waiting for the agent to answer before returning to
the Optimus. Recommended value is between 10 to 20 seconds.

Set the System Hold Recall Time to 280 seconds (PGM180/6 = 280).
Set the Exclusive Hold Recall Time to 280 seconds (PGM180/4 = 280).
Set the I Hold Recall Time to 280 seconds (PGM180/5 = 280).

Set DID Convert Type to 2 (PGM143/4 = 2).

Disable Internal Paging and External Paging (PGM111/8 = Off).

® N kW

Set a Night Service (Optional). For an Optimus backup, program all external lines (PRI)
on Night Mode ringing directly at the agents' extensions.

9. Enable the CLI on all the lines (PGM143/1).

Optimus Main Device Configuration

At least one LKD/LDP terminal (Optimus Main Device) with 30 buttons per every PRI
Each terminal should be programmed with all Loop Buttons.

Set the Auto Hold feature to On (PGM112/2 = On)

Set the DID Wait to on in all the LKD/LDP terminals (PGM114/17 = on).

Set the Preset CFW Timer to 12 seconds (PGM181/12 = 12)

AL e

Set the Call FWD Preset to an extension or a group (used as an Optimus backup when

Optimus is down) (PGM121).
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Agent’s Extensions Configuration
1. Disable the DND feature in all the Agent’s Extensions (PGM111/3 = Off)
2. Disable internal voice mails in all the Agent’s Extensions.

3. Set the DID Wait to on in all the Agent’s Extensions (PGM114/17 = on).

This document is the property of Aspire Advanced Solutions and all the rights are reserved to Aspire Advanced Solutions.
Information contained herein will not be published, will not be duplicated, and no use, either full or partial will be made thereof for
any purpose without the appropriate approval

Page 61 of 131



spire

r 4 - ADVANCED SOLUTIONS

iPECS Configuration

System Configuration

1.

®© N kW

Set the IP address to an address of the same class as the IP address of the Optimus server
(PGM108/2).

Set the Transfer Recall time to a reasonable value (PGM180/7 = 10). It determines the
number of seconds that the call is waiting for the agent to answer before returning to the
Optimus. Recommended value is between 10 to 20 seconds.

Set the System Hold Recall Time to 580 seconds (PGM180/6 = 580).

Set the Exclusive Hold Recall Time to 580 seconds (PGM180/4 = 580).

Set the I Hold Recall Time to 580 seconds (PGM180/5 = 580).

Set DID Convert Type to 2 (PGM143/4 = 2).

Disable Internal Paging and External Paging (PGM111/8 = Off).

Set a Night Service (Optional). For an Optimus backup, program all external lines (PRI)
on Night Mode ringing directly at the agents' extensions.

Enable the CLI on all the lines (PGM143/1).

Optimus Main Device Configuration

1.

AN O i

At least one LKD/LDP terminal (Optimus Main Device) with 30 buttons per
every PRI

Each terminal should be programmed with all Loop Buttons.

Set the Auto Hold feature to On (PGM111~113/19 = On)

Set the DID Wait to on in all the LKD/LDP terminals (PGM111~113/43 = on).
Set the Preset CFW Timer to 12 seconds (PGM181/12 = 12)

Set the Call FWD Preset to an extension or a group (used as an Optimus

backup when Optimus is down) (PGM121).
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Agent’s Extensions Configuration

1. Disable the DND feature in all the Agent’s Extensions (PGM111~113/3
Off)

2. Disable internal voice mails in all the Agent’s Extensions.

3. Set the DID Wait to on in all the Agent’s Extensions (PGM111~113/43

on).
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How to configure a Hot Desk Attribute (Dummy) reuzso)

This section describes how to configure a Hot Desk Attribute (also known as Dummy station). A

Hot Desk Attribute (HDA) can be used for receiving calls from a voice mail.

LDK 100 Configuration Details

A

PGM112 - Select station range.

PGM112/23 = On.

PGM250/1 = Select the amount of HDA.

Copy from PGM250/2 the extension/port range.

PGM227 — enter the access code (password) for each extension according to the port

number.

LDK 300 Configuration Details

A

PGM112 — Select station range.

PGM112/23 = On.

PGM250/1 = Select the amount of HDA.

Copy from PGM250/2 the extension/port range.

PGM227 — enter the access code (password) for each extension according to the port

number.

iPECS Configuration Details

A e

PGM111~113 — Select station range.

PGM111~113/30 = On.

PGM250/1 = Select the amount of HDA.

Copy from PGM250/2 the extension/port range.

PGM?227 — enter the access code (password) for each extension according to the port

number.
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Using VMIB for Group/DNIS Announcement

This section describes how to configure the VMIB to play different announcement
according to the DNIS or the group of the call.
1. Using the ATT record an announcement for each DNIS (using system prompt 001-070).
2. Program a Hot Desk Attribute PGM250 (section How to configure a Hot Desk
Attribute).
3. Build a circular group (PGM190).
a. The member of the circular group is one of the HDA programmed in section 2
(PGM250/2).
4. Station Group Attribute Assign (PGM191):
Set VMIB Announce 1 Timer = 1.
b. Set VMIB Announce 1 Location = XX (XX = System Prompt configured in
section 1).
c. Set Overflow Destination to Optimus Main Device.
d. Set Overflow Timer to the desired value (Recommended value is 2).
5. Flexible DID Table (PGM231):
a. Set the Day Destination to the HAD programmed in section 2 for the matching
Index (where Index is the DNIS).
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Appendix b
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Scope

The purpose of this guide is to provide a quick reference for basic configuration for the Optimus
Call Center system from Aspire. The guide includes nine basic yet imperative steps for basic system

configuration.

Once all the steps are completed, users should have a basic, functional call center including one
DNIS, one queue and one agent group. Also, following these steps should provide users with the
basic knowledge for system configuration. A complete reference for all Optimus features is

available in the Optimus System Manual.

This Optimus System Manual refers to Optimus version 0.20 and no other prior or later versions.

For other versions please refer to the correct System Manual.

Clarification: All male-oriented references in this document are intended for both male and female

readers and users.
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Step 1 — Optimus Activation

Once installation is complete, you can activate Optimus using a dongle or an activation code

provided by your local dealer.

Dongle Activation Method
1. When using a Dongle activation method, simply plug the dongle to a USB Host
Controller. Open the Optimus License Details application (Start /Programs /Aspire-as

/Optimus /Optimus License Details) and check that the license information is correct.

@ Optimus License Details

Main

Lizenze Information

I |2
&gent Estensions: |3EI
Crayz To Expire: |EI
b ajor Wersion: |1

Lizenze Status

HASP: STATUS_ 0K

In this scenario, skip to "Optimus Maintenance", Page 6.
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Activation Code (based on MAC Address) Activation Method
1. When using an activation code, open the Optimus License Details application (Start
/Programs /Aspire-as /Optimus /Optimus License Details). From the Main menu,

choose Enter License Key.

ptimus License Details

Mac Address: E
Agent Extenzions: |D
Days Ta Expire: |EI
b ajor Wergian: |EI

Licenze Status

Licenze key: Mot Activated

2. Inthe Enter License Key screen enter the activation code and press the Ok button.

¥ Enter Licence Key

License Key

| Cancel |

3. Check that the license information is correct.

| @ Optimus License Details |Z||§|E|

Main

License Information

Mac Address: P0:19.01:2C:C5:D1
Agent Estengionz: |20

Drays To Expire: |F|egistered

M ajor Yersion: |2

Licenze Status

Licenze Kew Activated
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Optimus Maintenance
When Optimus is activated, start Optimus service (or restart it if it was already

started) from the Optimus Maintenance application (Start /Programs /Aspire-as

/Optimus /Optimus Maintenance).

a Optimus Maintenance

lLines ] Infnrmatinn]

Dptimuz Engine

Status Stopped Stop Service | Start Service |

Dptimus " atchDiog
Status Stopped Stop Service | Start Service |

Dptimus Backup

Status Fiunning Stop Service | Start Service |

Starting Optimus service
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Configuring Optimus

The following steps are done in the Optimus Management System which is accessible via Microsoft
Internet Explorer from any computer connected to the Optimus server.

Open Microsoft Internet Explorer and type the following URL in the address bar:

http://[OPTIMUS _SERVER MACHINE NAME]/Optimus/index.htm

where [OPTIMUS_SERVER_MACHINE_NAME] is the machine name or IP address where the

Optimus is installed.

In the login screen the username is admin and the password is /234. This is the default user

installed with the Optimus — Do not Change it.

2 Aspire Advanced Solutions Optimus Management System - Microsoft Internet Explorer =181 x|

File Edit Wew Favorites Tools Help |
d=Back - = - (3 4t | Qisearch [GFavorites EMedia (4 | By-S w-E8

Address I@http:,f,l’demoZDDS,l’optimus,l’Index.htm j @Go Links **
W O IVIUS

User Name Iadmin

Password

I

R

HOME ABOUTUS CONTACT PRIVACY CREDITS

Copyright € 2006 Aspire Advanced Solutions, Inc. All rights ar

@ Done ’_ ’_ ’_ @) Trusted sites

This document is the property of Aspire Advanced Solutions and all the rights are reserved to Aspire Advanced Solutions.
Information contained herein will not be published, will not be duplicated, and no use, either full or partial will be made thereof for
any purpose without the appropriate approval

Page 72 of 131



spire

& -~ ADVANCED SOLUTIONS

Step 2 — Main System Default Number

The Main System Default Number is where calls will be routed in several cases:

e No agents are logged into the system

e Faulty routing rules cause infinite loops

e Other cases where the system does not have information as to where the call should be

routed.

Aspire recommends setting this number to the extension number of the Call Center's shift
manager — who would be able to understand why the call was routed to them and act
accordingly to remedy the situation. It is highly recommended that this extension is not used as
an agent's extension.
To set the default transfer number, go to Configuration/ Routing and set the Main System
Default Number.

Click on the Save icon when finished.

@ Opkimus
TR e
@ Optimus Main Parameters Quing
@ Routing hain Systermn Default Mumber |120
@ Real Time
@ Sereen Pop-up Agent Select Algarithm ILRU j
@ Agent Toolbar Configuration
@ Ereak Types n ﬁ
&3] PE & Devices ! !

Users & Agents
Queues & Rules
Real Time
Reports

Agent Toolbar

|

ryial
[ g B g

Step 2
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Step 3 — Optimus Main Devices

Optimus relies on a single smart PBX station (per PRI connection) to handle waiting calls.
To add new device, go to PBX & Devices/ Optimus Main Devices.
The fields are:
Extension TN
Choose an extension from the available list (DKT Station).
Extension Number
Type the extension number - this is the station's DNIS (Dialed Number Identification
Service).
Description
Type a free text which describes the extension.

Click on the Save icon when finished.

Optimus Main Devices

@ Optimus
+ @ Configuration . Extension .o .
G Extension TN Number Description Edit Delete

IE: f’n'zto'“r;f:g”caéﬁs[’;;g‘? STATION 700 (DKT) 700 Main Device for incomng calls [ ]
@ Agents Workstations j E

@ Users & Agents

@ Queues &Rules 1

@ Real Time

@ Reports

@ Agent Toaolbar

Step 3
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Step 4 — Incoming Calls DNISs

Optimus supports an unlimited number of incoming numbers from which calls can be handled

(DNIS).

One station can receive calls from several DNISs. Suppose you have 2 DNISs: the first is

XXXX101 and the second is XXXX102. Inside the PBX you can configure a station to receive
both DNISs calls. Therefore you should add both 101 and 102 as a DNIS.

These numbers (101 & 102) allows you later to set a different Optimus queue for each DNIS.

You can configure incoming calls to 101 to go to Queue Sales and 102 to go to Queue Support.

To add an Incoming Calls DNIS, go to PBX & Devices/ Incoming Calls DNISs.

The fields are:
Dialed Number

Type the extension number - this is the DNIS (Dialed Number Identification Service)

received for this extension

DNIS Description

Type a free text which describes the extension.

Agent Greeting

Type a free text which will be displayed in the pop up screen.

Click on the Save icon when finished.

@ Optimus

@ Configuration

-] @ PEX & Devices

Eﬂ Optimus Main Devices

@ Incoming Calls DMISs
@ Agents WorkStations
@ Users & Agents
@ Queues & Rules
@ Real Time
@ Reports
@ Agent Toolbar

Step 4

Incoming Calls DNISs

Dialed Number DHNIS Description Agent Greeting Edit Delete
101 03-3993101 Sales Departrnent [ ]
102 03-9999102 Support Department [ ]
| [P
1
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Step 5 — Agent Workstations

An extension is a combination of a phone set and a computer where an agent can log in to
Optimus and receive ACD calls. Optimus supports agent roaming to all extensions connected to
your LG PBX.
To add an extension, go to PBX & Devices/ Agent WorkStations.
The fields are:
Extension TN
Choose an extension from the available list.
Extension Number
Type the extension number - this is the station's DNIS (Dialed Number Identification
Service).
Computer Name
The host name (or IP address in case you use fixed addresses in your network) of the
computer being used in this work station
Description
Type a free text which describes the work station.

Click on the Save icon when finished.

Agents WorkStations

]

phirmus
Configuration Extension

Y — Extension TH Number Computer Name Description Edit Delete

@ Optimus Main Devices . -
R - STATION 122 (SLT) 122 boazsZk Eioaz's PC E=
@ Agents Workstations j E

Users & Agents
Queues & Rules 1
Real Time
Reports
Agent: Toolbar

SEEEE [T TES

Step 5
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Step 6 — Users & Agents

Optimus arrives with one pre-configured Administrator type user. In order for calls to be
handled by agents, at least one user must be added of Agent type user.
To add a new user, go to Users & Agents and click the Add icon.
The fields are:
Username
A username is unique throughout the system and is up to 10 characters. Mandatory field.
Password
Up to 10 characters. Mandatory field.
User Type
Available user types are Administrator, Supervisor and Agent. Mandatory field.
Given Name
The first name of the user.
Surname
The surname of the user.
Comments
Free text to describe the user.

Click on the Save icon when finished.

@ Ophimus

@ Configuration

@ FPEX & Devices Users & Agents

@ Users & Agents

@ CQueues & Rules Usernatme I._Iohn

@ Real Time

@ Reports Passward I1hHht

@ Agent Toolbar
Corfirm Passwaord I1hHht
User Type |Agent j
Given Mame |.J0hn
Surname |d|:|e
Comrments |NewAgent

Step 6
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Step 7 — Queues

A queue is a logical object in the Optimus system where a call is while there is no available

agent to answer it. For example: Sales queue or Help Desk queue.

To add a new queue, go to Queues & Rules/ Queues and click on the Add icon.

The fields are:

Queue Name

The name of the queue.

Wrap Up Time (Seconds)

When an agent finishes an ACD call, Wrap up Time is the number of seconds to wait before

transferring another ACD call to this agent.

Is Default

If this queue is the default queue of the system or not (Check Box). By default, if only one

queue is defined then it is the default queue.

Click on the Save icon when finished.

Optimus
@ Configuration
@ PE¥ & Devices
— @ Users & Agents
@ Queues & Rules
@ Queues
@ Agent Groups
@ Routing Rules

[+

@ Real Time
@ Reports
@ Agent Toolbar

B
[

Step 7

@ Jueue Overflow Rules
@ Database Connections

Queues

Queues

Queue Name ISaIes
Wrap Up Time |3
(Seconds)
s Default v
Awailable Groups Queue's Groups
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Step 8 — Groups

A Group contains one or more queues. An agent is assigned to one or more groups, which
means that he can answer a call which is waiting in any of the queues in the groups he is
assigned to.

In this step do the following:

1. Add a group and Attribute the queue you added in step 7 to this group.

2. Go back to the main Group screen and click on the Users icon and Assign the users you
created on step 6 to this group. Any user added to this group can answer calls routed to
any of the queues assigned to this group.

To add a new group, go to Queues & Rules/ Agent Groups, and click on the Add icon.
Group Name: The name of the group.

Click on the Save icon when finished.

Agent Groups
Marme Support Group
All Queues Group's Queues
Sales Help Desk
Help Desk WP
Step 8.1
» P
®«
Marme Support Group
All Groups Group's agents
Administrator System Doe John
5 arik
s litan
s naday » Step 8.2
5 tom
sh asher &«
waalani ido
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Step 9 — Routing Rules

A routing rule determines to which queue the call will be routed to. A routing rule can be based
on one of the following combinations:
1. Customer's Database rules
2. DNIS & CLID
3. CLID
4. DNIS
In this step we will configure a routing rule based on a DNIS.
To add a new routing rule, go to Queues & Rules/ Routing Rules/ Route by DNIS Rules.
The fields are:
Incoming Call DNIS
The DNIS of this rule. Select a DNIS configured in step 4.
Route to Queue
The queue that a call to this DNIS will be routed to. Select a queue configured in step 7.
Route with Priority
The priority given to a call in this queue. The highest priority is 1.

Click on the Save icon when finished.

@ Optimus
Configuration Incoming Call DNIS Route to Queue Priority Edit Delete
FEX & Devices

a

‘ -

B Users & Agents 3 Help Desk 9 [ %]
a

Queues & Rules a0z Help Desk WIP 1 [ =]
@ Queues >
@ Agent Groups 303 Sales. 5 E

@ Routing Rules 117 j |system j |1 j H

EI Route by Database Rules

B
B

T

E

o

@ Route by DNIS + CLID Rules 1
@ Route by CLID Rules
@ Route by DMNIS Rules
@ Queue Overflow Rules
@ Database Connections
t| @ Real Time
+] @ Reports
'— @ Agent Toolbar

T

Step 9
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Summary

If you followed all the steps than Optimus is now ready to receive ACD calls and route it to agents.
Let's review all the steps:
1. Activate Optimus.
Define the default transfer number. It is used only on extreme situations.
Add an Optimus Main Device. This is the station that physically holds all the calls.
Add an Incoming Call DNIS (Dialed Number Identification Service).

A

Add Agents Workstations. Workstation is a combination of a phone set and a computer
where an agent can log in to Optimus and receive ACD calls.

Add a user of type Agent.

Add a queue to receive the incoming ACD calls.

Add a group and assign the queue to this group.

© ® =2

Add a routing rule to route a call to the DNIS added in step 4 to a queue added in step 7.

In order to complete the test, log in with the user added in step 6 in the extension added in step 5.
Open the agent toolbar (go to Agent, Toolbar), click the Login button and than click the Ready
button. Dial a call to the DNIS added in step 4 (an outside call, not a direct inside call). Optimus
will then answer the call and place it on the queue added in step 7. Since the agent is on Ready
status, Optimus will route the call to this agent. If you dial another call to this DNIS while the agent
is still on the call, the new call will be placed on hold in the queue, waiting for the agent to finish

his current call before transferring the new call to the agent.

This document is the property of Aspire Advanced Solutions and all the rights are reserved to Aspire Advanced Solutions.
Information contained herein will not be published, will not be duplicated, and no use, either full or partial will be made thereof for
any purpose without the appropriate approval

Page 81 of 131



spire

r 4 - ADVANCED SOLUTIONS

Appendix ¢
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Aspire Advanced Software Solutions &
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Scope

This installation guide provides documentation for the system requirements and installation

instructions for Optimus Call Center and LG-Nortel TSP.

This Optimus System Manual refers to Optimus version 0.20 and no other prior or later versions.

For other versions please refer to the correct System Manual.

Clarification: All male-oriented references in this document are intended for both male and female

readers and users.
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Software Prerequisites

1. Microsoft Windows 2000 Server or Microsoft Windows 2003 Server.

2. 1IS 6.0 and up.
Go to Start, Settings, Control Panel, Add/Remove Programs, Add/Remove Windows
Components check that Internet Information Services (IIS) is checked in Windows 2000

Server, or Application Server in Windows 2003 Server.

W=

Currently installed programs: Sort I:ﬂ:.f:l Marne ;I

g+ e e 1 =

ﬁ! windows 2000 Hotfix - KE&35732

= windows 2000 Hatfix - KEEZ7001
ﬁ! windows 2000 Hotfix - KES39645
ﬁ! Windows 2000 Hotfix - KE840315

e Click here for support information,

Programs

Tao chanage this program or remose it Fram

wour computer, click Change/Remove, Change/Remove |

i windows 2000 HotFix - KEG41672

ﬁ! windows 2000 Hotfix - KES41673 J
ﬁ! windows 2000 Hotfix - KEG42526
ﬁ! windows 2000 Hotfix - KEG42773 j
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In Windows 2000 Server:

Fjg Add/Remove Programs

. Currently installed programs: Sork I:n';.-':l Marmne
YWindows Components Wizard

Windows Components
You can add ar remove compaonents of Windows 2000,

To add ar remove a component, click the checkbos A shaded box means that only
part of the compaonent will be inztalled. To zee what'z included in a component, chck

Detailz.

LComponents:

.-'-‘-.u:u:essu:uries and Utilities 121 MEB ﬂ
[ [BA Certificate Services 1.4 ME

E0 Indexing Service 0.0 KB
Y8 Intemet Information Services [115) 216 ME

R 2R LI

Dezcrption: 115 zervices [Wweb and FTP support] along with support for FrontPage,
tranzactionz, A5Fz, databasze connections, and receiving of posts.

Total dizk space required: 0.0 kB Details |
Space available on digk: J011.3 KB —
¢ Back I Hewut » I Cancel |
x

To add ar remove a compaonent, click the check box. & shaded box means that only part
of the component will be ingtalled. To zee what's included in a component, click Details.

W 2=t ananement and boniborinn Took:

Subcomponents of [ntemet [nformation Services [115];

™ 9 Common File

Ia D' ocurmentation 35 HME
O &D File Transfer Protocol [FTP] Server 0.1 MB
Q‘? FrontPage 2000 Server Estensiong 41 4B
'}ﬁ] Internet Infarmation Services Snap-n 1.3ME
Ia Internet Services Manager [HTRL] 0.7 B
] @ NMTP Service 41me vl

Deszcrption:  Required 115 program filez. These files are required by many of the
componentz, but should not be installed independently.

Total dizk space required: 0.0 B Dietails, |
Space available on digk: 30106 MB
s I Cancel |
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Internet Information Services (115} X|

To add or remove a component, click the check box. & shaded box means that only part
aof the component will be installed. To see what's included in a component, click Details.

Subcompanents of Intemet [nfarmation Services [I1S];

Q'? FrontPage 2000 Server Extenzions 41 ME ;I
'}ﬁ] Internet Infarmation Services Snap-n 1.3ME
Ia Internet Services kanager [HT kL] 0.7 tB
[ 9 NNTP Service 41ME
|08 SMTP Service FOMBE
é Wwoorld YWide ‘web Server 1.9 ME

Dezcrption:  Required [1S program hles. Thesze files are required by many of the
companentz, but should not be ingtalled independently.

Total disk space reguired: 0.0 ME Details |
Space available on dizk; 3M 0.6 MB

(] I Cancel |

In Windows 2003 Server:

Windows Components Wizard

Windows Components
You can add or remove components of Windows,

To add or remove a component, click the checkbos, & shaded box means that only
part of the camponent will be inztalled. To zee what's included in a companent, click
Details.

Components:

.-’-'-.u:u:essu:uries and Utilities 43ME =
[ <7 Active Directary Services
M 5 Application Server
[ [EA Certificate Services 1.4 MB
1 L2, Distribusted File Sustem 77 iR ;I

Descrption:  Includes ASP.MET. Internet [nformation Services [115], and the
Application Server Conzole.

Total disk. space reguired: 31 ME Distai
Space available on disk: 56639 ME $|

¢ Back I MHest > I Cancel | Help |
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Windows Components Wizard

Windows Components
You can add or remove components of Windows,

To add or remove a component, click the checkbos, & shaded box means that only
part of the camponent will be inztalled. To zee what's included in a companent, click

Detailz.

LComponents:
.-’-'-.u:u:essu:uries and Ltilities 43 MB
O <> Active Directony Services
§ Application Server

[ [EA Certificate Services 1.4 MB
1 L2, Distribusted File Sustem 77MR T
Dnnnr:nl:nn- lemhidma ACD RICT lembmrmmb Limbmrra =bimes Cerimmn (ST —m A b

Application Server x|

To add ar remove a component, click the check box. 4 shaded box means that only part
of the component will be inztalled. To zee what's included in a component, click Details.

P

@ Enable network COM+ access 0oke

[ @ Enable network, DTC access N.0mB

% Intermet [nfarmation Services [115] Z6.9 B

[ = Message Queding E.5ME o

Descrption:  Microsaft Management Consale Snap-in for the Application Server
adminigtrative interface.

Total dizk space required: 31 MB Dietails |
Space available on dizgk; ZABR3. 2 MEB
k. I Cancel |

3. Microsoft Internet Explorer 5.1 and up in all the client machines.
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Optimus Installation

Before installing Optimus, please make sure you have a properly configured LG-Nortel PBX.
For configuration instructions, please see the LDK configuration guide for Optimus.

Insert the Optimus CD into your CD / DVD drive. Installation should start up automatically. If
the Autorun feature is disabled in your computer, please select the Setup.EXE file from the CD
and double-click it.

The installation program will check for Microsoft .Net Framework 1.1 presence on your

computer. If it is not installed, setup will install it automatically:

i Microsoft .NET Framework 1.1 Setup -10] x|
.- g || License Agreement
M |Crﬂ50ﬁ - & coprr of this license is available for printing at
bittp:ifzo microsoft corafielink P LinkId=12283 )
e SUFPLEMENTAL END TTSEE
[ | LICENSE AGEEEMENT FOE.
AT R C=CTET SO ETWARTE ll

| have read, understood and agree to the termsz of the
End Uzer Licenze Agreement and 2o zignify by clicking
" agree" and proceeding o use this product,

nat agree

Inztall Cancel |

Select "Install"

i Microsoft .NET Framework 1.1 Sek o ] S

Ingtallation of Microzoft MET Framewark 1.7 iz complete.
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When .Net installation is complete select "OK".

{7 Aspire Dptimus - InstallShield Wizard X|

A._.

OPTIMUS

Irstallshield

= Back

Cancel |

Select "Next".
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{7 Aspire Dptimus - InstallShield Wizard X|

Welcome to the InstallShield Wizard for
Aspire Optimus

The InstallShield{R) Wizard will install Aspire Optimus on wour
computer, To continue, click Mext.

WARMIMNG: This program is praotecked by copyright law and
inkernational kreaties,

Cancel |

< Back

Select "Next".
X

i Aspire Dptimus - InstallShield Wizard

License Agreement

Please read the Following license agreement carefully,

ASPIEE LICENGE AGEEEMENT i’

BY CLICKIMNG THE I AGEEE BEUTTOIN OF INSTALLING OF.

UsIG THE

ASPIRE SOFTWARE OR PRODUCT, YOU CONSENT O

BEHALF OF YOURSELF

AMND THE EMNITTY YOTU BEEPEESENT TiO BE BOUND BY, AWD
BECONME A

PARTY TO, THIS AGREEMENT AS THE "LICENSEE" IF YOU DO =

¥ I accept the berms in the license agreement; Print |

£~ Idonot accept the kerms in the license agreement

Installshield

< Back I Mext = I Cancel |

Select "I accept..." and then select "Next".
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i'-.%‘ Aspire Optimus - Installshield Wizard x|

Customer Information

Please enter wour information.

ser Mame:

IF'.u:Iministratu:ur

Organization:

I.ﬁ.spire Advanced Solutions

Install this application For:
% Anyone who uses this computer (all users)

™ only for me (Ruvik Azar)

Installshield

< Back I Mext = I Cancel |

Make sure the application is installed for anyone who uses this computer (all

users) and select "Next".

i'-;‘ Aspire Optimus - InstallShield Wizard

Destination Folder

Click. Mext ko install to this Folder, ar click Change ko install to & different Folder,

G Install Aspire Opkimus o
Z:\Program FilesAspire 439 Change. .. |

Irstallshield

< Back

Cancel |
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Select "Next".

{7 Aspire Dptimus - InstallShield Wizard

Setup Type

Choose the setup bype that besk suits your needs,

Please select a setup bype.

Al program Features will be installed. (Requires the most disk
Space. )

(& Custom
ﬁ Choose which program Features you want installed and where they

will be installed, Recommended For advanced users,

Irstallshield

< Back I Blext = I Cancel

Select a typical installation and then select "Next".
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i'-.%‘ Aspire Optimus - Installshield Wizard x|

Ready to Install the Program

The wizard is readw to begin installation.

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

Current Settings:

Setup Type:
Typical
Destination Folder:
Z:\Program FilesiAspire 450

IUser Infarmation:
Mame: Administraktaor

Company: Aspire Advanced Solutions

Installshield

< Back

Select "Install".

{7 Aspire Dptimus - InstallShield Wizard X|

Installshield Wizard Completed

The InstallShield Wizard has successfully installed Aspire
Cptimus, Click Finish bo exit the wizard,

Cancel |

= Back

When installation is complete, select "Finish"
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User browser configuration

The following configuration must be applied to all client PCs.
In Internet Explorer, open the Internet Options from the Tools menu.

3} Aspire Advanced Solutions Optimus Management Syste

File Edit ‘iew Favorites Help
: r Mail and Mews 3
@Back i x,_r'l \ﬂ Synchronize. ..
Windows Update

Address Elhttp:,l',l'lncalhnst,l’npti_ 3

i - Windows Messenger

Show Related Links

Interne

Under the Security folder, select Trusted Sites and click the Sites button.
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Internet Options

General| Security |F'riva|:_l,l' Content | Connections | Programs || Advanced |

Select a '‘Web content zone to zpecify it secuity settings.

® © 0 o

| nternet Local intranet Restricted
zites

Trusted sites

Thiz zone containg 'Web sites that pou
brugt niot to damage your computer or ===
data.

Security level for thiz zone

Custom

Cuzton zettings.
- To change the zettingz, click Custom Lewvel,
- To uze the recommended zettingz, click Default Level.

[ Custom Lewel. .. ] [ Default Level ]

[ ak. H Cancel ] Apply

Add the computer name where the Optimus server has been installed, for example:

http://OptimusServer, select Add and then OK.
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Trusted sites

¥ou can add and remove Web sites From this zone, All Web sites
in this zone will use the zone's security settings,

&dd this Web site ko the zone:

Weh sites;

http:/ flocalbost
http: f{Q-2P

Require server verification (hktps:) For all sikes in this zone

[ 04 ] [ Cancel

Under the Security folder, select Trusted Sites and click the Custom Level button.
Select Prompt or Enable for Download unsigned ActiveX controls and for Download unsigned

ActiveX controls.
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Security Settings

Settings:

) Disable
(%) Enable
{:} Prampk
@ Activey controls and plug-ins
@ Dowwnload sigried Activel contrals
) Disable
(%) Enable
{j' Promok

|3

g Dowwnload unsigned Ackives u:u:untru:ulE)
() Disable

) Enable
'@' Prampk

<

@ Initialize: and scripk Ackiver controls not marked as safe 3
A aooLlo

Reset custom setkings

Reset ba: |Low
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LGN TSP Installation

1. According to LG-Nortel installation manual, you need to install:
a. TAPI Lock Key
b. LANU on MPB (Only for LDK100)
2. Setup
a. Select system type
b. Select 3" Party Connection
c. Select LAN Mode
d. Enter MPB IP address

LG TSP Setup

Select System Type. Service Mode, Connection Method

LG System
& | DK-50/1004300/300E " LDE-Mexer/828/20

 LIK-200

— Service Mode

& 3rd Party Connection " 1gt Party Connection/RSG

— Connection Method
" COM 1 " CoMz

i+ LAN
IP Address : 1921685717

IstallShield

¢ Back | Mest » I Cancel

3. TSP Check
Right click on My Computer, click on Manage, Services and Application,
Telephony, Telephony Service Provider for LG-Nortel System. In the right window

you will see al the lines configured in the PBX.
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_ioix
|J Action  Wiew H | o= |||@ |
Tree I Lire: Marne: | Users | Status
Q Computer Management (Local) QSTATION 100 (DKT) Lior Zilbe,..  In service
-l Swstem Tools QSTATION 700 {DET) bioazs In service
.. storage QSTATION 701 (DKT) liorz In service
-8 Services and Applications = staTioN 103 (DKT) In service
El---@ll_?llephuny %STATION 104 {DKT) In service
{7 Unimodem S Service Provider STATION 105 (DKT In service
l:l TAPI Eernel-Mode Service Provider QSTQTION 106 ELINP?:_LIG. . In setvice
{1 NDIS Proxy TAPI Service Provider =) SraTION 107 (DKT) Iserice
{:I Microsaft Mulkicast Conference TAPT Service Pravid QSTATION 103 (DKT) Iserice
{2 Microsoft H,323 TAPI Service Provider QSTATION 109 (DKT) hoazs In service
b | Tglephnn‘f Ser_vice Provider For LG-Nu:urt.eI S';.fste_m QSTATION 110 (UNPLUG. .. In service
i :....lﬁ!rzﬂ;rfis;[;tﬂ::;n;zwsﬁm) Remote Service Provider QSTATION 111 (LNPLUG... In service
g QSTATION 112 (5LT) In service
----- WitT Caontrol i
) QSTATION 113 (9LT) In service
% Services i
w3 Indexing Service QSTATION 114 (5LT) In service
EEI---% Internet Information Services QSTMION 115 {5LT) In service
QSTATION 116 (9LT) In service
QSTATION 117 (9LT) In service
QSTATION 115 (9LT) In service
QSTATION 119 (9LT) In service
QSTATION 120 (5LT) In service
QSTATION 121 (9LT) In service
lgST.ﬁ.TIQr‘\\l 122 (9LT) In service
QST#\TION 123 (9LT) In service
1] | »]4 | *
| |

4. Phone and Modems Configuration

Go to Start, Settings, Control Panel, Phone and Modems and configure the following

properties:
e Country / region

e Areacode

e To access an outside line for local calls, dial

e To access an outside line for long-distance calls, dial
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Phone And Modem Options d |

Dialing Rules | Mndemsl .ﬁ.dvancedl

@} The list below dizplays the locations vou have specified. Select the
i location from which you are dialing.

Locations:

Location | Area Code |

O}y Location 03

MNew... Edit... [elete

()4 I Canicel Amply
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General | Area Code Bules I Calling Card I

@ Location narme; IM_'r' Location

Specify the location fram which pou will be dialing.

Cauntr/regian: Area code:
IJnited States of America j |21 2
— Dialing rulez

When dialing from this location, uze the following miles;

To access an outzide line for local calls, dial;
To accesz an outzide line for long-distance callz, dial: - |3

[ Ta dizable call waiting, dial:

J1

Dial using: ™ Tone " Pulze

()4 I Canicel Apply
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Final Tests

1. In the Optimus Server, please check that the following files In the Optimus Server,
check that the following files were given full permissions for Internet Guest Account
and for Users:
a. Optimus.mdb
b. OptimusLogger.mdb
Open the folder C:\Program Files\Aspire AS\Optimus\Web Server, Right-Click the folder
and select Properties:

Marne

| Documentation

[ b Sery

C)web ser,  Open

I wWindows Explare
Search. ..

7-Zip 3
Make fvailable OFfline
Sican For Yiruses. ..

Send To k

Cuk
Copy
Paste

Create Shortout
Delete
R.ename

Propetties

Under the Security tab click the Add button and add the following groups
o [Internet Guest Account (<KMACHINE_NAME>\IUSR_<MACHINE_NAME>).
o Users (<MACHINE_NAME>\Users).

This document is the property of Aspire Advanced Solutions and all the rights are reserved to Aspire Advanced Solutions.
Information contained herein will not be published, will not be duplicated, and no use, either full or partial will be made thereof for
any purpose without the appropriate approval

Page 104 of 131



l4spire

ADVANCED SOLUTIONS

Optimus Web Properties

General Sharing| Security |Web Sharing | Customize

Group or uzer names:

Adrministrators [ b driniztrators]
€7 CREATOR OWNER
ﬁ Power Users [Qa-=PyWPower Uszers)
€5 SvSTEM
€7 Users [QAXPY sers)

[ add. ][ Remove |

Permizzions for Administrators Al Deny

Full Cantrol w
b dify

Read & Execute
List Folder Contents
Read

Wit

OO000o0

W

For special permissions or for advanced settings,
click Advanced. =

[ (] l[ Cancel ] Apply

Select Users, Computers, or Groups

Select thiz object pe:

|L|sers, Groups, or Built-in security principals | [ Object Types... ]

Erarn thiz location:

|teleall.|n:n::al |[ Locations. .. ]

Enter the abject names o select [examples]:

QaPSUSE_ QA | Check Mames

0K H Cancel ]
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Optimus Web Properties

General Sharing| Security |Web Sharing | Custamize

Group or user names:

ﬁ Adrinistrators [DA+PAdministrators) L
€7 CREATOR OWNER

ﬁ Internet Guest Account [Q4-=PYUSE_QbA-+P] .
ﬁ Power Users [QA-+PWPower Users]

P ceTO b

& |

Add... ][ Bemowve ]

Permizzions for Intermet Guest
Account Al Deny

Full Cantrol

b dify

Read & Execute
List Folder Contents
Read

Wiite

e Ml e B Wl Ml |

W

For special permiszions or for advanced settings,
click Advanced. =

(] l [ Cancel ] [ Apply ]
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Optimus Web Properties

| General | Sharing | Security | ‘weh Sharing Custamize

Group or user names:

ﬂ Internet Guest Account [Qa-=PYUUSA_QA-=F] L
ﬁ Power Users [Qa-=PWPower Users)
€8 SvSTEM

< | 3

[ agd. ][ Remove |

Permizzions for Uszers Al Deny

[

Full Cantrol

b dify

Read & Execute
List Folder Contents
Read

Wiite

e Ml e B Wl Ml |

W

For special permiszions or for advanced settings,
click Advanced. =

(] ] [ Cancel ] [ Apply ]

2. Check that all of Optimus services have been installed, and are configured for

automatic startup.

4, Services 10| =l

File  Action  Wiew  Help
¢ |m TR 2E] > a1 »
% Services (Local) Mame / | Diescription | Status | Skarbup Type | Log On As | ;I
Cipkimus Backup Service Started Aukomatic Local Syskem 2
%Optimus by Aspire Advanced Solutions Started Autaomatic Local Syskem
%Optimus WWatchDog Service Started Aukomatic Local Syskem ;I
Extended }\ Standard
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Appendix d
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Scope

The purpose of this document is to provide a comprehensive architectural overview of the Aspire

Advanced Solutions Optimus product and its supporting infrastructure

The architecture described in this document is the most common and recommended
architecture and any changes made with the suggested architecture should be first consulted

with the local dealer.

This Optimus document refers to Optimus version 0.20 and no other prior or later versions. For

other versions please refer to the correct System Manual.

Clarification: All male-oriented references in this document are intended for both male and female

readers and users.
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Optimus Server Architecture Overview

Graphical Overview

Optimus Server

Application Server

Users |[Real Time|Database
Mgt MAgmit Mgmt

Telephony
Mgt

> Femoting
MNET Frar

TAPI Service

User Interface Provider (TSP)

- Web Services ~OEE

> Femoting
MNET Framework
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Components Description

The Optimus server contains the application server, the web server, the database (MSSQL Express)

and the TSP (TAPI Service Provider).

The application consists of several windows services and is written using .Net Framework. The web
server contains the graphical user interface and all the web services, both written using .Net

Framework. The database is Microsoft SQL Server Express.

The application server and the GUI interact using .NET Remoting (.NET Remoting is an enabler for
application communication. It is a generic system for different applications to use to communicate
with one another). Although it is recommended to install both on the same machine, the application

server and the web server can be located on different computers on the same network

The web server is Microsoft IIS (Internet Information Services) and contains the graphical user
interface (GUI) - Optimus Management System and the web services. The GUI requires Microsoft

Internet Explorer to be installed on each client machine.

The web services are used for database access via ODBC (Open Database Connectivity).
Optimus server is installed on Microsoft Windows 2000 Server or Microsoft Windows 2003 Server

only.
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System Architecture Overview

Graphical Overview

Optimus | | Switch je—s PBX
Server
| » Client
TCRIP » Client
LAN B
» Client
» Client
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Components Description

The Optimus server has two network adapters. The first one is connected to a switch and is used to
communicate with the PBX, which is also connected to the same switch. Both IP addresses of the

Optimus server and the PBX should be of the same class ¢ IP network.

The second adapter is used to connect the Optimus server to the LAN (Local Area Network).
All the client machines are also connected to the LAN and communicate with Optimus using

TCP/IP.
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Appendix e
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Scope

The purpose of this document is to provide tips about features that users frequently ask about, and

troubleshooting assistance for common problems.

This document is not intended to take the place of training on use of Optimus system, or to

substitute any other documentation.

This Optimus document refers to Optimus version 0.20 and no other prior or later versions. For

other versions please refer to the correct System Manual.

Clarification: All male-oriented references in this document are intended for both male and female

readers and users.
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Troubleshooting

Problem:

Optimus Management System (web interface) is not loading properly.

Resolution:
1. Register the asp.net dll file.
In Start->Run run the following command and press enter:

regsvr32 c:\windows\Microsoft. NET\Framework\v1.1.4322\aspnet_isapi.dll

Run 2| x|

E Type the name of a program, Folder, document, or

Intermet resource, and Windows will open it Far waou.

Open: I regsvr3z c:'Lwindows'l,MicrosoFt.NET'l,Framework'l,v1.:j

Ok I Cancel | Browse. .. |

2. Wait until you receive the following message:

Reg5vr32 x|

@ DIRegisterServer in cwinnkyMicrosoft, MET\Framewarkivl. 1,4322)aspnet_isapi.dll succeeded,

3. Open the IIS Management and make sure that all the web services extensions are set to

Allowed.
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'E Internet Information Services (I1S) Manager =10l x|
¥3 Fle Acton View Window Help |;|i|£|
&= | BEEFRE 202y =m0
?g Inkernet Information Services @ ‘eb Service Extensions
= ._‘eﬂ ASPIRE_WEE_SRWR (local computer)

) FTR Sites [ I Weh Service Extension I Status |

i ADP"CﬁtW“ Poals “F Al Unknown CaI Extensions Prokibited

L4 WebDSI:eslt e it Al “& Al Unknown 154PT Extensions Allowed

; a.u. e. e . @ Active Server Pages Allowed
Administration Prohibit

Micrasoft SharePoint Administrat

& e E— Properties |8 asP.MET v2.0.50727 Allowed
@ DieFault NHTE Wirtual Server @ FrontPage Server Extensions 2002 Allowed
@ Internet Data Connector Allowed

LS B Internet Printing Allowed

@ Server Zide Includes Allowed

i Add & new Web service extension. .. g, webDav Allowied

B Allow all Web service extensions for &
specific application. ..

I prafibit all web service extensions

@ open Help

| | I Extended Standard /

4. Add anew web service extension (ASP.NET v1.1.4322) and set its status to Allowed.

t Internet Information Services (I15) Manager - |EI|5|
¥9 File | action  View Window Help | _1&1x]

o o=
Allow all Web service extensions For a specific application...
3.5 Inker

= w4 A Prohibit all Web service extensions

L a— ! | Weh Setrvice Extension | Skakus

“F all Unknown CGI Extensions Prohibited
- Refresh “& Al Unknown ISAPT Extensions Allowed
; Export List.., % Active Server Pages Allowed
E Help g ASPLMNET +1.1.4322 Allowed
T ieb Service Extensions g ASPLNET w2.0,50727 Allowed
@ Defaulk NITF Wirbual Server % FrontPage Server Extensions 2002 Allowed
% Internet Data Connector Allowed
% Inkernet Printing Alloveed
§ Server Side Includes Alloweed
%8 webDay Allowed

1] | _’I Extended A Standard /
|.0.dd a new Web service extensian...
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I Internet Information Services (IIS) Manager =] x|
|§g Flle Action View Window Help | =18 =
G EEEEE IR
[®3 Tntermet Information Services BB web Service Extensions

e S TR |

New Web Service Extension: 5[
5 # | Wb Service Extension | status |
Type the name of the new Web service extension, and specify the Files that TEEnhiilenm ot — SesLisss

Extension name:

[ 43P .HET vL.1.4322

[¥ Set extension status ta Alowed

L
[
i
L
[
[
[
i

Remave

Laok it | (9 v1.1.4322

EHO 2 2E

1033
ASP.NETClientFiles

%) accessiily.di

8

4] c_granzo.di
2] coRPerftonExt.di

%] dissymreader di
%] EventLogMessages. di

Required fles: CONFIG 5] Fusion.dil
T ML |2} EExecremote i
o Temporary A5 MET Files L’;S] IEHost.dll

%] 1TEHost dil

& tnstalltiLib,di

[’SJ 1symwrapper.dil

B\J Microsoft, 35crip.dil

(& Micrasoft VisualRasic.dl

%] Micrasoit VisualRasic. vsa.dl
5] Micrasaft Visual. DI

aK | Cancel | Help | L{ﬂ cscomp.dl L’;\] Microsoft Ysa.dil
L’;\] cscamprgd, dil L’Q Microsoft ¥sa,¥h, CodeDOMProces
PR x| %] custommMarshalers, di ] Micrasoft_wsavb.di

Enter the file location and name. i3

Path ta File: File hame: Iaspnetﬁ\sap\ dil j &I
| Bravse.., | Files of ype: |I5AP| dll files [*.dl) | ﬂl/
%

oK Cancel
4 | % Extended A Standard /

ﬂ;’startl J -3¢ J ) ChiProgra... I E}C:\Optimus‘..l *’jndmimstrat”.l " OptimusW. .. | o Aspire Adv... | B CWINDO. I 88 Services

5. Restart the machine.
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Problem:

Changes made in user interface (Optimus Management System) are not saved.

Resolution:

1. Add the ASPNET permission entry to the Optimus.mdb file (located under
[INSTALLATION_PATH]M\Aspire AS\Optimus\Web Server) with Read & Write
permissions.

2. Add the Power Users permission entry to the Optimus.mdb file (located under
[INSTALLATION_PATH]M\Aspire AS\Optimus\Web Server) with Read & Write
permissions.

3. Add the Users permission entry to the Optimus.mdb file (located under
[INSTALLATION_PATH]M\Aspire AS\Optimus\Web Server) with Read & Write

permissions.

' Optimus Properties @E|

General | Secunty | Summary

Group or uzer names:
!ﬁ Adrainiztrators [RUVIKANADminiztrators]
ﬁ Ewervone
ﬂ Internet Guest Account [RUVIKANUSE_RUYIEA)
!ﬁ Paoveer Uzers [RUVIKAYWP ower Userg)
€7 Users [RUVIKA\Isers)

[ Add. H Remaove ]

Permissions for Power Users Allow Deny

Full Control

Fdodify

Read & Execute
Read

Wiriter

Special Pemizsions

ooOoOd

For special permiszions or for advanced settings,
click sdvanced. —

QK H Cancel ” Apply ]

This document is the property of Aspire Advanced Solutions and all the rights are reserved to Aspire Advanced Solutions.
Information contained herein will not be published, will not be duplicated, and no use, either full or partial will be made thereof for
any purpose without the appropriate approval

Page 121 of 131



spire

r 4 - ADVANCED SOLUTIONS

Problem:

Agent's real time toolbar is not displayed.

Resolution:

In Microsoft Internet Explorer, open the Internet Options from the Tools menu. Under the Security
folder, select Trusted Sites and click the Sites button. Add the computer name where the Optimus
server has been installed, for example: http://OptimusServer, uncheck the Require Server
Verification and select Add and then OK. Under the Security folder, select Trusted Sites and click
the Custom Level button. Select Prompt or Enable for Download unsigned ActiveX controls and for

Download unsigned ActiveX controls.

Resolution:
In case there is a firewall between the Optimus server and the client machines, open the following
port numbers configured in the Optimus Management System:
e Real Time Port Number under the Agent menu (under Management,
Configuration).
o Shift Manager Real Time Port Number under the Real Time menu (under

Management, Configuration).
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Problem:
There are no available lines in the Optimus Management System under PBX Lines menu or

Extensions menu, or in the Optimus Maintenance application under the Lines tab.

Resolution:
Install the TSP as described in the Installation Guide for Optimus and perform the necessary steps

to assure proper installation.

Resolution:

Start Optimus Engine main service.

Resolution:

From the Start menu select Run and type the following command:

tcmsetup /c /x [OPTIMUS_SERVER_NAME]

Note: If Optimus is running you must stop it first. Executing this command while the Optimus is

running might cause Optimus to stop working.

Resolution:

Restart the Telephony service.

Resolution:

Restart the server.

Resolution:

Check the Enable telephony server in the Telephony Properties screen.

Resolution:
Remove the TSP (Telephony Service Provider for LG-Nortel System) from the Phone and Modems
Options screen (under the Advanced tab) and click on the Ok button. Add the TSP again from the

same screen and click on the Ok button.
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Problem:
Different screens in the user interface (Optimus Management System), such as Agent's Toolbar,

reports or real time reports, are not opened.

Resolution:
Disable ant pop up blocker in Microsoft Internet Explorer. It can be either an Internet Explorer built

in pop up blocker or an add-on such as Yahoo! Toolbar or Google toolbar.
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Problem:

General telephony problems occurs (such as failure to answer calls, extension state is invalid)

Resolution:
Problems like these are not common and should be handled carefully. If the problem persists then
contact the product vendor.

e If there is a firewall between the TSP and the Optimus (in case they are installed on different
machines) or there is a firewall on the Optimus server, open ports 251 and 253 which are
used for TAPI messages.

* Using a firewall between the TSP and the Optimus server is not recommended and might
cause unexpected results.

e Open the Optimus Maintenance application. From the Lines tab restart the necessary lines.

If the problem is with a specific extension or a PBX line then it is better if you restart the
specific line only.

e From the Services tab stop the Optimus Engine service and start it again.
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Frequently Asked Questions (FAQs)

FAQ:
When working in Terminal Server mode, sometimes the clients do not have a unique IP address.

How can I define multiple extensions?

Answer:
When working in Terminal Server mode don’t supply the Terminal Server IP address as the

extension Host Name, but instead assign a dummy name for each station.
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Optimus Management System Messages Description

Message:
Could not establish a connection with the Optimus server (2812)
Description:
Optimus Management System fails to connect to the Optimus server.
e Check if the Optimus is running.
e If you have re-configured the IP address or the port of the Optimus server then you must

close the Optimus Management System and open it again.

Message:

The agent is already logged in (2852)

Description:

An agent who is already logged in to one extension is trying to log in to another extension. An

agent can not log in to two extensions at the same time.

Message:

Another agent is already logged in on this host (2853)

Description:

An agent is trying to log in to an extension which another agent is already logged in to. Two agents

can not log in to the same extension at the same time.

Message:
Line is already exists (2871)
Description:

You have tried to add a line which is already exist in the Optimus server.

Message:
Line does not exist in the TAPI server (2872)

Description:
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You have tried to add a line which does not exist in the Optimus server.
e Check that the telephone number is correct.

e Restart the TSP and the Optimus server.

Message:

Line open failure (2873)

Description:

The Optimus server failed to open the line.
e Check that the line exists in the TSP.

e Restart the TSP and the Optimus server.

Message:

You can not add another extension according to the product license. If you wish to add more
extensions please contact the product vendor (2875)

Description:

You have reached the limit of extensions according to the product key. If you wish to add more

extensions you should contact your product vendor.

Message:

IP is already exists (2876)

Description:

You are trying to add a new extension with an IP address which is already exists in another

extension.

Message:

Could not add the rule because another rule for the same CLID is already defined (2891)
Description:

You are trying to add a new rule based on a caller Id while there is another rule based on the same

caller Id.

Message:
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Could not add the rule because another rule for the same DNIS is already defined (2892)
Description:
You are trying to add a new rule based on a DNIS (Dialed Number Identification Service) while

there is another rule based on the same DNIS.

Message:

Could not add the rule because another rule for the same DNIS and CLID is already defined
(2893)

Description:

You are trying to add a new rule based on a DNIS (Dialed Number Identification Service) and a

caller Id while there is another rule based on the same DNIS and caller Id.

Message:
Flow is already exists (2894)
Description:

You are trying to add a new flow while there is already a flow with the same parameters.

Message:

The flow rule is illegal. Please check and try again (2895)

Description:

You are trying to add a new flow while there is already a flow with the same parameters or the flow

causes a circular call flow.

Message:
User is already exists (2911)
Description:

You are trying to assign a user to group who is already assigned to this group.

Message:
Group is already exists (2912)

Description:
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You are trying to assign a user to group who is already assigned to this group.

Message:
Queue is already exists (2913)
Description:

You are trying to assign a queue to group who is already assigned to this group.

Message:

You can not remove a default Queue (2914)

Description:

You are trying to delete a queue which is defined as the default queue. First define a different queue

as the default queue and then try to delete the queue again.

Message:

Db connection is already exists (2931)

Description:

You are trying to add a database connection while there is already a database connection defined to

the same database.

Message:

Could not connect to the database. Error description: (2933)

Description:

The Optimus server failed to connect to the database. The system error message will be
concatenated to this message.

e Check the connection string.

Message:

An error occurred while trying to execute the SQL for call routing. Error description: (2934)
Description:

The Optimus server failed to execute the SQL statement against the database. The system error

message will be concatenated to this message.
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e Check the SQL statement syntax and parameters.

Message:

An error occurred while trying to execute the routing stored procedure for call routing. Error
description: (2935)

Description:

The Optimus server failed to execute the stored procedure against the database. The system error
message will be concatenated to this message.

e Check the stored procedure syntax and parameters.

This document is the property of Aspire Advanced Solutions and all the rights are reserved to Aspire Advanced Solutions.
Information contained herein will not be published, will not be duplicated, and no use, either full or partial will be made thereof for
any purpose without the appropriate approval

Page 131 of 131



