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Chapter 1
About Interactive Voice Response

This guide leads a system administrator through installing and configuring Interactive Voice
Response on a Business Communications Manager 3.0 system.

Interactive V oice Response is an automated telephony application that prompts callers with a
combination of recorded menus and prompts, and real-time data from databases. Users enter digits
from their touch tone key pad that directs the Interactive V oice Response application to access
databases and play information back to the caler.

Interactive Voice Responseis a call-handling system that frees up employeesto perform their jobs,
and agents to make sales, rather than answer frequently asked questions. Interactive Voice
Response, can distribute calls, make announcements, and give callers access to relevant
information from dynamic databases 24 hours aday, 7 days aweek.

This chapter contains

What you need to know
Hardware and software requirements
Interactive V oice Response capacities

How to get help

What you need to know

Toingtall Interactive V oice Response you must know:

how to log on to Unified Manager and use the Unified Manager interface.
Refer to the Business Communications Manager 3.0 Programming Operations Guide for more
information.

how to log on to CallPilot Manager and use the CallPilot Manager interface.
Refer to the CallPilot Manager Set Up and Operation Guide for more information.

how to use PeriView. Refer to your PeriView system documentation for more information.

how to create shared network folders. Refer to your Windows documentation for more
information.

Hardware and software requirements
Toingtall PeriView you must have a computer that runs Windows NT with Service Pack 6.

Interactive Voice Response Installation and Configuration Guide



6 Chapter 1 About Interactive Voice Response

Interactive Voice Response capacities

Maximum simultaneous calls

24 (24 voice ports)

Maximum voice ports 32
Maximum voice ports that can be allocated to 16
voicemalil

Maximum Interactive Voice Response fax calls |2
Maximum fax ports 2

Recording time available on Business
Communications Manager 3.0 for all
applications (Interactive Voice Response,
CallPilot and Call Center)

20 Gb disk: 325 hours

There are other restrictions that can alter the real number of V oice Ports available on a Business
Communications Manager 3.0. For more information, refer to the Business Communications
Manager 3.0 Programming Operations Guide, Chapter 15, Configuring the MSC Resources.

V oice Ports cannot be shared between voicemail, Call Center and Interactive V oi ce Response.

P0994824 03




Chapter 1 About Interactive Voice Response 7

How to get help

USA and Canada
Authorized Distributors - Technical Support

Telephone:

1-800-4NORTEL (1-800-466-7835)

If you already have a PIN Code, you can enter Express Routing Code (ERC) 196#.

If you do not yet have a PIN Caode, or for general questions and first line support, you can enter
ERC 338#.

Website:
http://www.nortel networks.com/support

email:
naitas@nortel networks.com
Presales Support (CSAN)

Telephone:

1-800-4NORTEL (1-800-466-7835)

Use Express Routing Code (ERC) 1063#
EMEA (Europe, Middle East, Africa)

Technical Support

Telephone:
00800 800 89009

Fax:
44-191-555-7980

email:
emeahel p@nortel networks.com

CALA (Caribbean & Latin America)
Technical Support

Telephone:
1-954-858-7777

email:

csrmgmt@nortelnetworks.com
APAC (Asia Pacific)

Technical Support

Telephone:
+61 388664627

Fax:

+61 388664644

email:

asia_support@nortel networks.com
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Chapter 2
Installing Interactive Voice Response

This chapter contains:

Overview of installing Interactive V oice Response

Enabling the Interactive V oice Response software authorization code
Making Interactive V oice Response an automatic service
Administering several Interactive V oice Response systems

About Installing PeriView

» Beforeyouinstall PeriView
e Toinstall PeriView

Adjusting the number of voice ports

Uploading Interactive V oice Response prompts

Installing the client database software

» Databases supported on Business Communications Manager 3.0
Configuring host access

Using PeriView to load and configure scripts

Dialing the Interactive V oice Response extension

Assigning lines to Interactive V oice Response

Overview of installing Interactive Voice Response
Toingtall Interactive V oice Response you:

1

Enable the Interactive V oice Response software authorization code.
Refer to “ Enabling the Interactive V oi ce Response software authorization code” on page 11.

Make Interactive V oice Response an automatic service.
Refer to “Making Interactive V oice Response an automatic service” on page 13.

If you are going to use Interactive V oice Response in a multi-node environment, refer to
“Administering severa Interactive V oice Response systems’ on page 14.

Install PeriView on aWindows NT client PC.
Refer to “ About Installing PeriView” on page 15.

Assign Voice Ports to Interactive V oi ce Response.
Refer to “ Adjusting the number of voice ports’ on page 25.

Upload the Interactive V oice Response prompts to Business Communications Manager 3.0.
Refer to “ Uploading I nteractive V oice Response prompts’ on page 27.
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10

11

12

Install the Client Database software using the appropriate method if your Interactive Voice
Response scripts use database access. Refer to “Installing the client database software” on

page 28.

Configure host access if your Interactive V oice Response scripts use host access.
Refer to “ Configuring host access’ on page 29.

Use PeriView’s Application Manager to load and configure the scripts.
Refer to “Using PeriView to load and configure scripts’ on page 30 and see the PeriView
User’s Guide for more details.

Verify Interactive Voice Response is working by dialing the Interactive V oice Response
extension.
Refer to “Dialing the Interactive V oice Response extension” on page 35.

Using CallPilot Manager, assign the lines you want the Interactive V oice Response scriptsto
answer. Refer to “Assigning lines to Interactive V oice Response” on page 36.

Back up Interactive V oice Response.
Refer to “Backing up and restoring Interactive V oice Response”’ on page 42.
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Chapter 2 Installing Interactive Voice Response 11

Enabling the Interactive Voice Response software
authorization code

Y ou enable Interactive V oice Response by enabling the Interactive V oi ce Response software
authorization code on the Business Communications Manager 3.0 Unified Manager.

To enable a software authorization code

1 Point your web browser to the URL http://<xxxx>:6800
where <xxxx> is the domain name or | P address of Business Communications Manager 3.0.
The Business Communications Manager 3.0 Unified Manager screen appears.

2 Click the Configur e button.
The Login screen appears.

3 IntheUser ID box type your user ID.
The default user ID is supervisor.

4 Inthe Password box type your password.
The default password is visor.

5 Click the Login button.
The Unified Manager screen appears.

6 Click the System key.

7 Click the Licensing heading.
The Licensing Setting screen appears.

8 Onthe Configuration menu click Add a Keycode.
The Applied Keycodes screen appears.

Group i || Configusation | oo |_IJ| Foseal. Touls losill - Vv Pals

14765 130.69] Bkt ol I ﬁ
Comprehenzive

Add [Delete [Del Al | | Licensing Setting

[ L ] :
@ System B Syzten Identifier l—
: CT4E 37070000
© @ Licansing :
& @ Resources i
& @ Services
& @ Management 4 {
© @ Diagnostics E ! BCM Dialog Box _[O] x]
i Applied Keycodes
Keycode I I [ JFoImria e - S R M- R |
Funictionality
] | Save | Cancel
A Peady

| Waming Applet Window

e r

Feady ..
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12 Chapter 2 Installing Interactive Voice Response

9 IntheKeycode box type the number of the Interactive V oice Response software authorization
code.

10 Click the Save button.
A message appears that says you must reboot. Do not reboot your system at thistime.

11 Goto “Making Interactive Voice Response an automatic service” on page 13.
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Making Interactive Voice Response an automatic service

1 On Unified Manager, click the Diagnostics key.

2 Click the Service Manager heading.
The Services List screen appears.

3 Inthe Display Name column select Nortel NetworksIVR.

Group Ed ﬁ nce Fault  Repoit  Tools  Logoff  View Help
[47.65.138.69] Meszage Trace Tool Automatic Flurning LocalSyster = |
Commehonaive || NeDDE Network DDE Manual Stopped LecafSpsted
e NeiDDE dsdm Network DDE DSOM | Manual |Stopped Locatsystel
? E gcc‘gé[: :ﬁﬁsj 38.69) MesLinkManager Net Link Manager Automatic Rurning LocalSyzter
© @ Resources || Metlogon Net Logon Marual Stopped LocalSyster
© @ Services || nmagent Metwork Manitor Agert | Manual |Stopped Localsysted
@ @ Management ||| MruDiagLogoe: Woice NNU Diagnostics | Autamatic |Furining LocalSystel
? @ Diagnostics || Mostel Networks Startu..  Nortel Netwosks VR | Disabled |Stopped LocalSystel
o @ M5C || MSACD MSACD Automatic |Running LocalSyster
€ @ Trunk Modules || MNtLmSszp NT LM Secuity Suppor... | Manual Funning Localiyste
2 endca hatd - h B " B
pep Folicy Service Automlic | Rurining Locals:
- SM'.‘B "8]}8! tor FlugFlay Flug and Play Automatic |Rurining LocalSyster
@ @ Watchdog ) Pfdcctc.d.sturagc Prulccle.d Starage Auhomal!: Flmn:ng Lo:.aﬁystc]g
@ @ Disk Mirroring || qos i init o fi_init A bematic Fi mninn — | nealnehe
@ @ Unified Manager Xl
@ @ Driver Debug
Fie| Semvice Name  [\iorii Networks Startup Service
Fic
ZF Display Name [\oel Netwarks VR
I
Se i
SE
Sh
Sh
Sp
|| SS
AlF Ta
o W)
Fo ] save | [ concal |
F‘w Iﬁeady
|Warning: Applet Window

4 On the Configuration menu click M odify Service.
The Services List dialog box appears.

5 Fromthe Startup list box select Automatic.
Click the Save button.

7 Log off and reboot the system. Interactive V oice Response will start automatically after you
reboot.
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14 Chapter 2 Installing Interactive Voice Response

Administering several Interactive Voice Response systems

If you want to use PeriView to administer several Interactive V oice Response systems on different
Business Communications Managers, you must assign a different node number to each Interactive

V oice Response system.

To change the node number

1 Logonto Unified Manager.

2 Click the Serviceskey.

3 Click the VR heading.
The Summary page displaysthe version, status of the service and the server number. The node

number is 1 by default. The node number can be between 1 and 5000.

& @ Resources
@ @ Senices

@ @ Telephony Services
@ @ IP Telephony

@ @ Call Detail Recording
@ @ AN CTE Configuration
@ @ Console Sewvice

@ @ Voice Mail

@ @ Multimedia Call Center
@ @ MR

@ @ DHCP

@ @ DNS

@ @ IF Routing

@ @ SHNMP

@ @ Qo3 Monitor

@ @ 'Web Cache

@ @ Met Link Magr

@ @ Alarm Service

@ @ NAT

@ @ VPN

@ @ Policy Management
@ @ MTP Client Settings

@ @ Management
@ @ Diagnostics

Version 77
Status | NAA v
Hods Number [

Group View Help
[47.65.138.69] E
Comprehensive Summary |
| -Summary
¢ G0 BCM (47 B5.138.60) :
o g ystem EsEpEy || Interactive Yoice Response I [ Read-Only Field |

‘Heady...

4 Pressthe Tab key to exit from this box.

A message appears that says that the Interactive V oi ce Response service will be temporarily

stopped.
5 Click the OK button.
6 Youmust next install PeriView. Go to “About Installing PeriView” on page 15.
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About Installing PeriView

PeriView isthe Interactive Voice Response administrative client. Y ou use PeriView to administer
Interactive V oice Response scripts on Business Communications Manager 3.0. Before you can use
PeriView, you must install it on aclient computer.

Before you install PeriView

» Makesureyouinstall PeriView onaWindowsNT PC. PeriView can beinstalled on Windows
NT only.

» Make sure you have administrative privileges so that you can install services and update
environment settings.

* Remove any versions of Perl currently installed on the workstation. PeriView uses aversion of
Perl specifically designed to work with PeriView. Y ou must remove any other versions of Perl
due to potential incompatibility with PeriView.

* Quit al active applications and Nortel Networks or Periphonics services.
» If Windows NT Service Pack 6A isalready installed on your system and you are running the

Windows Desktop Update option (Active Desktop), deactivate this option. See the Windows
NT online help for instructions. Active Desktop affects color renditions in PeriView.
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16 Chapter 2 Installing Interactive Voice Response

To install PeriView

1. Set up the environment variables

1 Click the Windows Start button, point to Settings, point to Control Panel and click System.
The System Properties page appears.

2 Click the Environment tab.

System Properties EHE
Startupd/Shutdown | Hardware Prafiles | Uzer Profiles |
General | Performance Ervviranment

Sustem Y ariables:

‘Wariable | W alue |_‘|
TERMCAP CAPROGRA~1ANWORTELAMUTEYMUTCRA..,
TERMINFO CAPROGRA™TANORTELANUTCANUTCRO...
WPSHOME E:\Mortel Metwork s\ WH

wirudir CovdfINMNT j

Uszer Wariables for GGRAVEL:

Wariable | Walue |
MMHDrive F:

TEMP CATEMP

TP CATEMP

Yariable: [VPSHOME

Value: [E:\Mortel Metworks'IvR

Set Delete |

Ok | Caticel | Spply |

3 Inthe System Variableslist, select any variable.
Theinformation for the variable is displayed in the Variable and Va ue boxes.

4 Delete theinformation the Variable box, and type VPSHOME.

Delete the information in the Value box, and type the path where you want the PeriView
software to be installed.

6 Click the Set button.
The Apply button becomes available.

7 Click the Apply button.

8 Inthe System Variableslist, select any variable.
The information for the variable is displayed in the Variable and Vaue boxes.

9 Deletethe information the Variable box, and type ASEHOME.
10 Delete the information in the Value box, and type % VPSHOM E%\PERI ase.

11 Click the Set button.
The Apply button becomes available.
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12
13

14
15
16

17
18

19
20
21

22
23

24
25
26
27
28
29

Click the Apply button.

In the System Variables list, select any variable.
Theinformation for the variable is displayed in the Variable and VValue boxes.

Delete the information the Variable box, and type PERL5L I B.
Delete the information in the Value box and type % VPSHOM E%\bin.

Click the Set button.
The Apply button becomes available.

Click the Apply button.

In the System Variableslist, select any variable.
The information for the variable is displayed in the Variable and Vaue boxes.

Delete the information the Variable box, and type MAX_REAL_VPS NUM.
Delete the information in the Value box and type 5000.

Click the Set button.
The Apply button becomes available.

Click the Apply button.

In the System Variables list select the PATH system variable.
The information for the variable is displayed in the Variable and Vaue boxes.

Put your cursor in the Variable box and go to the end of the text string.

Make sure the text string ends with a semicolon. It you do not see a semicolon, type one.
After the semicolon, type % VPSHOM E%\bin.

Click the Set button.

Click the Apply button.

Reboot the computer.

Interactive Voice Response Installation and Configuration Guide



18 Chapter 2 Installing Interactive Voice Response

2. Download the PeriView client software

1 Ontheclient computer, point the web browser to the URL
http://<xxxx>:6800
where <xxxx> is the domain name or | P address of Business Communications Manager 3.0.
The Business Communications Manager 3.0 Unified Manager screen appears.

Business Communications Manager

Unified Manager

Eystem Admimistration & WManagement

Confeure ] - Preictalled Clime ccess Home Paze
T CRES
Wizards Zetup and IManagement Wizards
Install Chents Download Desktop Applications
CallPilot CallPilot Manager
Documentation Documentation, Product Cwverview & Tips
BRU é;j Backup Eestore TThlity

MMaintenance Product Mantenance and Support

2 Click the Install Clients button.
The Download Client Applications page appears.

HEIRTEL

——, -
Business Communications Manager ——Jlll.

Call Cemt l g
s Appilcations our Location: BN ( Dewnlowsd Clent Applic stions

Coll Cordar Rapaorine Wit Cher
E o I BN . Husizess Commumicsibons Mamager Compuier Telephony Integration
o .
g i Chery * Compuier Talsphomy Inbagrslion (CTI) provides compeniss wilh (he d:ll_l.ll;'t! {urn & deskiop compaber into & povwsfil
Vaice Mail Applicaiivne: I:_;:nrrr;:l’;'xu:u tool convhindrg sight, sowd, fea, anmeation, vides, paphics ssd odher soplesticated telscommmirations
CIPRCE LMo WS ading «
TWE Applicstisns: CTI pomnects the intelligeare of s persomel computer with the power s flechility of the Hortel Hetonrks Besness

PPy + Comwgnicaton Musager To mevease employes produstialy abd e setilarion, o sunbey of epplicaboss e
supplisd bers and downloadable fo the Cliznt deshiop by making the spproprsts selection from the menve on the Jedk
Deakiop Applications:
:‘m"“‘:“u"' Miei policatiors ey be dependend on othey componenss or soffware keys n ordes 1o be funcional Back applicaton
Dzzkizp Azsisteng « di ; " " 2 " 'y e "
. In e ez will idenifly |be depeadeanciss paquited m ordst 1o acifoate the sppropriste Ginctiopalily
SO0 Sl Praing
Parzons Coll Mangger -
[efvision Svinbol Phone
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Chapter 2 Installing Interactive Voice Response 19

3 Intheleft frame, under the IVR Applications heading, click the PeriView link.
The PeriView Client page appears.

NERTEL

Business Communications Manager ——Hm

".:“';l '_:_".“,'“E' ARICAtoNs: | oy gasian: G/ Dowmlaad Client Apalictings ¢ R Agplicatians

Call Cester B M IVE Applications:
Buitipts Clisnt -
Wdmedis Cal Lecterl PorjView Client

ipvigw Clignt s

Woice Mail Applications:

WH Appicartions:

Desiop Applications:
Atjeralan] Console .
Desklep Azsztan -

[ezktnp Assistant Pro-

Personsl Call kanagars|

Melyision Syimbel Phrs

Sdrniniztratore

Toalkits:

GO Sl Wiragpar-

LAM CTE Clignts

LA 21 stallafnn -
Lnifad Wananer e Class
enry -

Unified bamaner Jum Clazs
ibeary [Matseans 4 Ts on
Sun Solaris 25+

4  Click the Download PeriView Client button.

Navigate to where you want to download the file to. We recommend you download thefile to
c:\temp.

6 Inc:\temp, double-click the self-extracting PeriViewClient.exefile.
The WinZip Self-Extractor appears.

Winfip Self-Extractor - periviewclient.exe

Tounzip all files in perviewchent. exe to the
zpecified folder prezs the Unzip buttan.

_FunwiZp |
Erowse... | Clos= |
_ tbou_ |
_ e |

IInzip to folder:

¥ Devenwite files without prompting

3. Install XVision

Y ou must next install XVision. XVision acts as an X-windows environment emulator. After
installation is complete, XVision must optimize itself with the display. The optimization process
begins after XVision installation finishes.
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20 Chapter 2 Installing Interactive Voice Response

For maximum use of PeriView, you must add XVision fonts to the system that may be missing,
after installing all packages and before using PeriView.

To install XVision

1 Inthec:\temp folder, open the preinstall folder, open the XVision7 folder, and double-click
setup.exe.
The Setup Wizard window appears.

2 Click the Next button.
The Setup Options window appears.

3 Choosethe default class of Typical, then click the Next button.
The Setup Choices window appears.

4 Click the Next button to begin installation.
The Optimize X Server window appears.

5 Inthe Optimize X Server window, click the Y es button, then click the Next button.

6 Click the Yesbutton to complete the optimization.
The Restart the Computer window appears.

7  Click the Finish button.
After the computer reboots and you log back on, the Server Optimization screen appears.

8 Onthelnstallation Complete window, click the Finish button.
This procedure can take several minutes to complete.

4. Install the Java Runtime Environment (JRE)

If you plan to run PeriReporter on this computer, you need to install the Java Runtime
Environment before you can install the PERIprpt package.

1 Inthec:\temp folder, open the preinstall folder, open the javaRunTime folder, and
double-click j2re-1 3 0 01-win.exe.
The Software License Agreement window appears.

2 Click the Y es button.
The Choose Destination Location window appears.

3 Verify the default installation location. To install JRE to alocation other than the one shown,
click the Browse button, choose the location, and click the OK button. Then click the Next
button. You do not need to reboot your system.

5. Install the PeriView Client

1 Closeany other programs that are running, including any Nortel Networks or Periphonics
services.

2 Inthec:\temp folder, double-click the PERIinstaller folder, and double-click setup.exe.
The Welcome window appears.

3 Click the Next button.
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4 If any other programsare still running, click the Cancel button and close them. If some Nortel
Networks or Periphonics components are already installed on the machine, you may see a
message asking whether you want to install or uninstall. Choose I nstall.

The Select Components window appears.

5 Click the Typical button, then click the Next button.
The Confirm packages to install window appears.

6 Check that these packages are listed:

* PERIperl

* PERIgase

* PERIplic

* PERIfw

* PERIcmpat
« PERIprpt

* PERIglobl

* PERIview

* PERIlinvoke
* PERlase
 PERIgrs

If these packages are not listed, contact your Nortel Networks support personnel for additional
assistance.

7 Click the Yes button to begin installation, or if the packages you want are not listed, click the
No button, then click the Exit Setup button.

8 Respond to any messages that appear during the installation.
9 Inthe Continue window, click the Y es button.

10 After thefinal packagein your selection isingtalled, PERIlinstaller reboots your machine.
Log on if necessary and respond to any messages you receive.

6. Install Patch Bundles

1 Closeany other programs that are running, including any Nortel Networks or Periphonics
services.

2 Inthe c:\temp folder, double-click the PERI Patch folder, and double-click
PERIMPSPatch_Bundle XX.exe (where XX isthe patch bundle number).
Thefiles extract and install to their appropriate locations. This can take several minutes.
After the files are installed, the message “ Patching is complete” or “ Commit Locked Files’

appears.
3 Click the OK button and reboot the system.
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22 Chapter 2 Installing Interactive Voice Response

7. Set up XVision and TCP/IP

After you install the PeriView packages, add the compiled fontsto XVision and set up TCP/IP
transport.

To add compiled fonts

1

To launch the XVision server, click the Windows Start button, click Programs, click Vision,
and click XVision Server.

In the system tray, right-click XV and choose Properties.
The Properties for XVision window appears.

Click the Fontstab, then click the Add button.
The Add New Font Path Item window appears.

Select the Fonts Folder option, then click the Add button.
The Choose afolder of fonts window appears.

Select the XView folder, then double-click the Open button.
This adds the C:\Program Files\Vision\Fonts\X View directory to the list in the Properties for
XVision window.

Click the Apply button, then click the OK button.

To set up TCP/IP transport

For proper operation of the PeriView Software, set the UNIX TCP/IP Transports parameter to
Always Enabled.

1

Click the Windows Start button, choose Settings, point to Control Panel and click theVision
Communicationsicon.
The Visions Communications window appears.

Click the Transportstab, select TCP-Unix, then click the Properties button.
The Transports Properties window appears.

Click the Communications tab.

Ensure the Protocol field contains TCP/I P, and the description field islabeled TCP-Unix. If
not, set these fields to those values.

Click the Enable thistransport button.
Click the Apply button, then click the OK button.

Onthe Transportstab of the Visions Communicationswindow, click the Apply button, then
click the OK button.

8. Add the Business Communications Manager 3.0 node number and name to
the VPSHOSTS file

Y ou must obtain BCM node number and name from Unified Manager for each Business
Communications Manager 3.0 that is to be administered by this PeriView workstation and add
them to the vpshostsfile.
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Chapter 2 Installing Interactive Voice Response 23

1 Logonto Unified Manager.

2 Click the Services key and click the VR heading.
The node number of the Business Communications Manager is shown in the Node Number
box.

Group Yiew Help

Summary

[47.65.138.69]
Comprehensive

@ P BCM(47.65.138.68)

g : gfs}ﬁmces Description ||Interac:tive ‘oice Responze | [ Read-Only Field |
@ @ Services Vet

@ @ Telephony Services 1.0

@ @ IF Telephony

© @ Call Detail Recording Status |N£A v|

@ @ LAN CTE Configuration
© @ Consale Service Mode Number [
@ @ Voice Mail
@ @ Multimedia Call Center
@ @ VR
@ @ DHCP
@ @ DNS
@ @ IP Routing
@ @ ShMP
@ @ QoS Monitor
@ @ Weh Cache
@ @ Met Link Mgr
@ @ Alarm Service
@ @ MNAT
@ @ VPN
@ @ Policy Management
@ @ DECT
@ @ MNTP Client Settings
@ @ Management
@ @ Diagnostics

Feady ...

3 Open WordPad and edit the vpshostsfile in %V PSHOM E%\commonl\etc. At the bottom of the
file add the node number of the Business Communications Manager to be monitored, the name
of the Business Communications Manager (the default name is NEEDSNEWNAME, and
VPS.

For example, if | want my PeriView workstation to monitor my three Interactive Voice
Response Business Communications Manager 3.0 systems, | add these entries at the end of the
vpshostsfile:

e 1BCM1lvps
e 2BCM2vps
» 3BCM3vps
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9. Add IP information for the Business Communication Managers to the HOSTS
file

Note: Do this procedure only if the Business Communications Manager names that are to
=»|  beadministered by this PeriView workstation cannot be resolved with DNS.

For al BCM names which cannot be resolved with DNS, update the HOST S file.

1 Ontheworkstation where you are installing PeriView, locate the HOSTSfile in the folder
C:A\Winnt\System32\drivers\etc.

2 Tomake surethe HOSTSfileis not read-only:

* Right-click the HOST Sfile and click Properties.
» Clear the READ-ONLY box if it is selected.

3 Edit c:\winnt\system32\driver s\etc\HOST S using Notepad: add the | P address and the BCM
name for each BCM to be administered by this PeriView workstation (except the BCM names
which can be resolved with DNS) at the end of the Hostsfile.

For example, if PeriView needsto administer BCM1, BCM2 and BCM3, the BCM1 IP
address can be obtained from aDNS server, but BCM2 and BCM 3 cannot. Therefore the hosts
file should have these entries:

127.0.0.0 loopback
47.10.10.10 BCM2
47.10.10.20 BCM3

4 Savethe changes and close thefile.
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Adjusting the number of voice ports

Y ou can adjust the minimum and maximum number of Interactive V oice Response ports. For
more information about voice ports refer to the Business Communications Manager 3.0
Programming Operations Guide.

»  The combined maximum number of voice portsfor Interactive V oice Response, voicemail and
Call Center cannot exceed 32.

» Faxisautomatically enabled for Interactive V oice Response and the maximum number of fax
port is set to 2.

» Thedefault values for Interactive V oice Response are the number of ports purchased for the
maximum, and 2 for the minimum.

To adjust the number of voice ports
1 Logonto Unified Manager.
2 Click the Resour ces key.
3 Click the Media Services Card key.
4

Click the M SC Configuration heading.
The Configurations page appears.

Group Configuration View  Help
147 65.139 53] _
hensive | Configuration: | Cument | Default | Customl | Custom2 | Custom3 |
Configu ations
9 &P BOM (4T E513363) :
@ @ System Active Conliguiation | Defaul ~|
¢ @ Resources :
& @ LAN Update e Feboct Requred [
= @ AN
& @ Media Senices Card Custom 1 Mame |'—
© @ MSC Configuraion .
& @ DTMF Configuration :
& @ Media Bay Modules Custom 2 Name: [C1om 2
& @ Dial Up
& @ Dect (Custorn 3 Name
o @ Senvices EE i

@ @ Managemant
@ @ Diagnostics

Feady ..

5 Toview your current setup, click the Current tab.
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10
11

12
13
14

15
16

17

If you want to change the number of voice ports, click the tab that has the Custom
configuration you want to change, Custom 1,2 or 3. These are the default names.

Inthelist, select the VR Portsline.

On the Configuration menu click the name of the profile you want to adjust.

E N ool gt sk Wiews  Help
B[ ELR]] d . . - - j[Eustoms
Comnpiehensn [TETTAEFTE 3o I
Customl | Licasrcaes | it Hordweue Link
e 2 BN | :
- @ Sysic Currgesrend. - =
T @ Faso lmm l | FestErResl A £
T LE Es
- e | A e
=aw Wik 16
L] Hewwen [g———— ; ;
- ik LL]
= @ W 2 =
e@n| “eweele® g
& @ D
= Sgrvic| Hahsmeslid 57— —
&= 3 Wana
= Lie
Sawe Canoel
[
e Applel ek

Tl 1] |51 T+

Change the values in the Minimum and M aximum boxes.
Click the Save button.

If you want to change the amount of fax ports, click the Fax line, and on the Configuration
menu click the name of the setting you want to change.

Change the values in the Minimum and M aximum boxes.
Click the Save button.

Click the Configuration tab and from the Active Configuration list box, select the setting
you adjusted.

On the Configuration menu click Update Current Configuration.

After you change the minimum or maximum number of Interactive V oice Response ports or
fax ports you must reboot your system.

Log back on to Unified Manager. Y ou are now ready to upload Interactive V oice Response
prompts. Go to “Uploading Interactive V oice Response prompts’ on page 27.
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Uploading Interactive Voice Response prompts

1

10

11

Have available the prompts that have been created for your Interactive V oice Response
system.

On a computer that can be accessed on your Business Communications Manager 3.0 system,
create a shared public folder and copy the prompts (mmi and mmd files) to it.

In Unified Manager, click the Services key.

Click the IVR key and click the I VR Prompts heading.
The IVR Prompts L ocation Information page appears.

Group Configuration Help

[47.65.138.69]

Comprehensive rIVR Prompts Location Information

IVR Prompts Location Information

@ G BCM (47.65.138.69)
@ @ System

@ @ Resources
9 @ Services

@ @ Telephony Services
@ @ IP Telephony
@ @ Call Detail Recording

Machine [Mame or IP Addiess) I“

Shared Folder Name ‘

Subfalder (if ary) ‘

[ Farmat non|

@ @ LAN CTE Configuration |

@ @ Console Service :

@ @ Voice Mail ;

@ @ Multimedia Call Center |2

@ @ MR :
@ @ V¥R Promplts

@ @ DHCF

@ @ DNE

@ @ IP Rauting

@ @ ShMP

@ @ QoS Monitor

& @ Web Cache

@ @ Met Link Mgr

€ @ Alarm Service

Domaintlser Account ‘

Pageword [if any] ‘

@ @ NAT
@ @ VPN
@ @ Policy Management
@ @ DECT
@ @ MNTP Client Settings
@ @ Management
@ @ Diagnostics

]z

Ready ...

In the Machine (Name or | P address) box enter the name or | P address of the computer
where the prompts are located.

In the Shared Folder Name box enter the name of the shared folder that contains the mmi and
mmd files.

In the Subfolder box enter the subfolder name, if thereis one.

In the Domain name/User account box enter the domain name or user account you need to
access the shared folder.

In the Passwor d box enter the password for the shared folder, if thereis one.

On the Configuration menu click Apply New IVR Prompts.
Business Communications Manager uploads the mmi and mmd files from the shared folder.
A message appears that asks you to confirm your choice.

Click the OK button.

While the prompts are being installed Interactive V oice Response service is shut down. After the
operation is complete, Interactive V oice Response Service restarts automatically.
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Installing the client database software

If your scripts use remote databases refer to the Business Communications Manager
3.0-Inter active Voice Response I ntegration Supplement for how to install client database software.

To find Interactive Voice Response guides

1 Onthe Unified Manager main page, click the Documentation button.
The Documentation, Product Overview & Tips page appears.

2 Click the Documentation button.
Adobe Acrobat starts and the Business Communications Manager documentation screen

appears.

T hiep: /47651 6% GA00/D ocs/Doc s Shantpdi - Microsodt Intemnet Exp provided by =100 x|
J Fil= Edk Vew Favorkes Took Help

[etmt = - D () A Qo Gl P | B S - LD
| | e [ g 1147 651 35.65 5500 Do oo St ]| @6o |
|| Links:

rBe @ o[®maT v r e OA0 S A& BoR

'E T T i
- MNORTEL

Business Communications Manager 3.0 PETIE

Select a language from the list

Escoger idioma de la lista

Choisir une langue dans la liste

Valg et sprog pd listen

Selecteer een taal uit de lijst

Viilj ett sprak fran listan

Sélectionnez une langue dans la liste

Seleccione un idioma de la lista

Wiihlen Sie eine Sprache aus der Liste

Selezionare una lingua dall'elenco

Velg et sprak fra listen

il vers [efoi[[10x75i -ﬁ I
@] cone |1 [ wwmrat 4

3 Fromthelidt, select the language you want to view documentation in.
Thetechnical and User Documentation page appears.

4 Click the Applications heading.
The Applications page appears.

5 Under the Interactive Voice Response heading, click the link for the guide you want to
access.
The pdf of the guide appears.
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Databases supported on Business Communications Manager 3.0

Oracle (native and ODBC)

Sybase (native and ODBC)

MS SQL Server (native and ODBC)
DB2 (native and ODBC)

MS Access (ODBC)

Configuring host access

Y ou must configure host accessif your Interactive V oice Response scripts use host access.

Refer to the Media Processing Server Series COMMGR Reference Manual and the BCM-1VR
Integration Supplement for how to configure host access. For how to find the guides, refer to “To
find Interactive V oice Response guides’ on page 28.

Y ou are now ready to use PeriView, the Interactive V oice Response administration tool, to load
and configure scripts. Go to “Using PeriView to load and configure scripts’ on page 30.
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Using PeriView to load and configure scripts

After you have downloaded prompts to your Business Communications Manager 3.0 system, you
must assign scripts to the ports. Y ou do thisusing PeriView, the Interactive V oice Response

administration client.

1 Haveavailablethe scripts that have been created for your Interactive V oice Response system.

2 Ontheworkstation where you installed PeriView software, click the Windows Start button,
point to Programs, click Nortel and click PeriView Launcher.
The PeriView main page appears.

3 Onthe PeriView main page wait until you see this page.

Peniview Launcher [ O] =]
@ Migw 7 _I.a.ru:h T_; Prapertiss 7 _hbout... z'i
- - T = g
= o ) [ Ol | F
S Ju [ DR LT ek
GFPHEH Pari301 FParl Too
Tiawain
JENST —TI
¥ ¥
iﬁ#t !‘*E""’ =
STATE; Reack,

P0994824 03



Chapter 2 Installing Interactive Voice Response 31

4 Drag theicon to the Expand box, the third box from the left at the bottom.
This createsaBCM icon that is attached to the Domain icon. In this example, asingle-node
system is shown.

o)

]|

LT
oy
=

Cacst Jehed

5 Drag the BCM icon to the Appman box, the first box from the |eft on the top.
The Appman window appears. The BCM and the Domain icons appear in the Appman
window.

STATE: Peady.
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6 Dragthe BCM iconto the Assign Line box, the first box from the left on the top with the
green check mark.
The Assign Line window appears.

7 Select the Assign Line check box.
8 Select the Start Line check box.
9 Click the Edit button on the right of the first scroll menu.

10 On your computer, locate the script file.
It will have a.vex file extension.
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11 Click the Edit button on the right of the second scroll menu.

Azpgn/TRaStait Linex o [=]
Betfont &1 Rzzign applicstions to Lines
Assign/[fef5tmt Lines Component/Line Chooses
Conpat =
=] bematza =
Fpplicationa: | =
= =
l Edit. 7
— =
Lecations: L o N e N e o =
(s |Tee] iy [l
Edit. J,
3 w | u| = :
15 “ || e Edie T
r )
Plpdes: =
| |D:wnmm: Mo =
. e
|
+ 0l L =
Opticns:
) Resows
STRTE: Reacy,

12 If you have between 1-16, or more than 16 Interactive V oice Response ports, double-click the
1-16 button, and click each button that represents the ports you have assigned for Interactive
V oice Response

and
if you have more than 16 Interactive V oice Response ports, double-click the 17-32 button and

select the ports you want. Y ou can select up to 24. Make sure you don't have more ports
selected in PeriView than you have assigned to Interactive V oice Response.
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13 Click the Add button and close the window.
The Assign/(Re)Start Lines screen appears.

At/ TH e fStail Ling:
Rk bong #_/ Azzign spplications &o lines
o Stat Lines
Pasbat |
lications: !
frplichtlons VFS: bem3o] == pw -
| VHIELT-21E2 wwr " Fingee =
T _Ecllt T}
=
Locstions: Cosporent  Lire  Application Mode: User ai
E=[benil i P bendh TRIELT
BOEER z B bonzt TAIELT
E[Eben:1 H =] = BARIELT
= [ 4 (=1 [T BANIELT Edit i,
| s L[S i =1 [ BRIELT
[ EfEewdi [3 ™ (= TRIELT
ElEbmil i = bond TARIELT
E=lbewzn:l @ o [ TRIELT
4 ¥
Metions: _| lznore line tyes on aszign
o Dopg uber shiced Libearjes
Frrly |
STHTE: Ready,

14 Click the Apply button.
In the Applications column the name of your script appears beside the lines you selected.

Y our scripts are now “live”.

15 Next, go to “Dialing the Interactive V oice Response extension” on page 35 and use Feature
985 to find out what the Interactive V oice Response extension is. Dial this extension to
confirm that the appropriate | nteractive V oice Response script answersthe call.
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Dialing the Interactive Voice Response extension

Y ou can use Feature 985 to see what the Interactive V oice Response extension is. Dial this
extension to confirm that the appropriate I nteractive V oice Response script answers the call.

1

On a one-line or two-line display telephone connected to your Business Communications
Manager system, press Featur e 985.
The display shows the Voicemail extension.

Pressthe NEXT softkey or # to view the Interactive V oice Response extension.
The display shows the Interactive V oice Response extension.

Dial the Interactive V oice Response extension and check that the script answers the call.

Note: You can program the I nteractive Voice Response extension to be any extension on

=»|  Business Communications Manager, for example the prime set for trunks, ringing sets for

Night Service, CFNA sets, etc.) For information about changing extensions, see
“Changing telephone DNs using the Unified Manager” in the Business Communications
Manager 3.0 Programming Operations Guide.

If you change the Interactive V oice Response extension, you must restart Interactive
V oice Response service. For how to restart Interactive V oice Response service, see
“ Stopping, starting or restarting Interactive V oice Response service” on page 40.
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Assigning lines to Interactive Voice Response

Y ou can assign which lines answer Interactive V oice Response calls. If you want to assign
multiple lines, go to “ To assign multiple lines to Interactive Voice Response” on page 37.

To assign lines to Interactive Voice Response
1 Logonto CalPilot Manager.

2 Click the Auto-Attendant heading.
The Lines Administration page appears.

3 Click the Change link for the line you want to assign to Interactive V oice Response.
The Line Properties page appears.

NERTEL
NETWORKS

= Mak = Laggeat * Hefp

Line Properties

Line Number: 1

Anserer Mode: Interacinee Vioice Hesponso s

Table/Skillzet Number: |1_

Humber of Rings: |L' -
Submit I Cancel |

4 Fromthe Answer Mode list box, select I nteractive Voice Response.

From the Number of rings list box select the number of rings before Interactive Voice
Response answers.

Y ou must select a number from 0 to 12. If you set the number to lessthan 2, Caller ID
information may not be passed to Interactive V oice Response.

6 Pressthe Submit key.
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To assign multiple lines to Interactive Voice Response

1 Start CalPilot Manager.

2 Click the Auto-Attendant heading.

3 Click the Change Many Lineslink.
The Change Many Lines page appears.

From: |20

NERTEL
NETWORKS'

i. Change Many Lines

| Line Range: (1-500)

Answer Mode: |NDnE d

Table/Skillset Number; |[Auto-Attendant

Number of Rings: 4 =

- + Logera - R

Ta: [S0

Mane

Interachve Yoice Fesponse

Cancel |

N o o b

Response answers.

In the From box type the number of the first line to add.
In the To box type the number of the last line to add.
From the Answer Mode list box select | nteractive Voice Response.

From the Number of rings list box select the number of rings before Interactive Voice

Y ou must select a number from 0 to 12. If you set the number to lessthan 2, Caller ID
information may not be passed to Interactive V oice Response.

8 Click the Submit button.
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Viewing or changing the system fax name

When Interactive V oice Response sends afax, it uses the system fax name that is programmed in
CallPilot Manager. The system name transmits to external fax machines as the station ID of the
site. Many fax machines show this value when transmitting or receiving, and record it in

transmission logs. If you have not entered a system name no station ID is sent.

The system name can be a maximum of 16 characters. You can use your main fax number as the

system name.

To view or change the system fax name

1 Start CalPilot Manager.
2 Click the Configuration heading.

3 Click the Fax Properties|link.
The Fax Properties page appears.

4 If you want to change the system fax name, in the System Name box enter a name for your
Interactive V oice Response system.

The name can be a maximum of 16 characters.

MO R rons:

Mailbox Administration

Auto-Attendant

Custom Call Rowuting

Networking

Call Center

Reports

Configuration

System Propetties =

Dialing Translstion Properties =
Dialing Tranzlation Takle =
Switch Properties =

Acocess Passwords »

Fax Properties »

Operations

Configuration

Please choose a configuration option.

- Logout - Help

MO R ionxs

- Maln - Lagaut - Help

Fax Properties

System l_

Extension:

System I—
Name;

Number ofl—

Retries: 3 0-99

Retr
Imextal: |1D (1-60 minutes)

Cover Page:
& Default Cover
Page
c Custom Cover
Page
Load Custom I—
Cover Page From: MI
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Chapter 3
Administering Interactive Voice Response

This chapter contains

Stopping, starting or restarting Interactive V oice Response service
Changing how Interactive V oice Response service operates after a reboot
Backing up and restoring Interactive V oice Response

Creating Interactive V oice Response logs

Uninstalling PeriView

e Considerations for uninstalling PeriView

* Uninstalling the patch bundle

* Uninstalling packages using PERIinstaller

» Removing additional files and directories

* Removing the environment variables
Creating reports
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Stopping, starting or restarting Interactive Voice Response
service

1 Logonto Unified Manager.

2 Double-click the Services heading.
The Services page appears.

Inthelist, select IVR.
On the Configuration menu click M odify Services.

From the Statuslist box select Disabled to stop Interactive V oice Response service
or

select Enabled to start or restart it.

Group Configuration Yiew Help
M

odify Services

[47.65.138.69] : = _’—‘
Comprehenzive Services

Services
9 G BCM (47.65.138 Mame | Staty | ersion | Description |
g @ Systarn DHCP Disabled 41 BCM DHEP Server
o : gsi?c“erges DNS Up 4.0 BCM DNS Server in Cache M...
@ @ Management IP Routing Up 4.0 BC kulti Protocol B outer
SNMP Llm An Orkd ChikAD A mmintb

@ @ Diagnostics

oS BCM Dialog Box x|
YolP Gat Services
(o5 Mar
‘weh Cac Name IIVH | [ Read-Only Field )
Met Link.
Call Deta Status | UP v
LaN CTE
Congole ¢

Wersion I 10

Alarm Ser 0
Woice Mz Description IInteractive oice Response
MAT

IP Firewa
DECT M:
DECT Al: Save | | Cancel
Multirnedi I

FReady

Policy Se |Warning: Applet Window
IPSec

UTPS Up 301008012 UMISTIM Terminal Prosy Server
I'/F MAa 1.0 Interactive Yoice Response

6 Click the Save button.
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Changing how Interactive Voice Response service operates
after areboot

1 Logonto Unified Manager.
2 Click the Diagnostics key.

3 Click the Service Manager heading.
The Services List page appears.

Baoup Conhiguialion Wiswr  Halp

IGATATET = TCTCRTT T E—rT Frorr o -

Congachemive il At D i s P mres ey Audoruabc Rurring LocalSyiam f

LELE] Maiendt DG Serser Sutoresie Ruewing LocatSalan |

# &F BCH 1090101 FCH Dising Bos ] |

o= W Sy |

[N e — Fervices List I |

& @ Ferices 1

= G Maragement

SeviceHane [ Networks Shatup 5enies
B @ Ceagnostica

B s [ I—
2 @ Trurk Madukes Bl Hetivorke
& @ Sarvie s Matics [ -
e A -
@ Barvice Manages s""""f 1
@ Syehem Elahes Wo) Stafug | Alunning -

& i@ Wiafchadng

& @ Disk Wimoring
ol Ui Warager
o @ Dower Detesg

Legln s [ s iien

|

. : b

Saee Cancel | |

Fleady I

‘Wainieg Sppe Wi |

Higtiogon Mok Logan Hamad Sapped Locafyilen |

FTEEgETL Mol PiGrd o Agend | Hareal S Lot Samiein I

Mradl el oggen ‘o ML [Ragnostic:  autorssc Rumning LocalSyrian |

Poessi Ml etrsorks Sisdu . Morisd Hetsecdcs (VA Aukoresi Raswing LocatEyian |

MEACD HEADD T I o Rurwang sl Sar i I

R MT LM Sacuity Suppor | el Fugrning LocalSysian |
pep By Garwine oo Rurning LooatSysian =
AN (v |4 EaG Ak o Gl gl v

[Feoe

In the list select Nortel Networks|VR.
On the Configuration menu click M odify Services.

6 If you want to change the mode of Interactive V oice Response operation when you reboot
Business Communications Manager, from the Startup list box:

» select Automatic if you want Interactive Voice Response service to start automatically
when Business Communications Manager reboots

+ select Manual if you want to select when Interactive V oi ce Response service starts after a
reboot

» select Disabled if you do not want Interactive V oice Response serviceto start after a
reboot.

7 Click the Save button.
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Backing up and restoring Interactive Voice Response

Y ou can protect your Interactive Voice Response files by backing them up using the Backup and
Restore utility (BRU). Interactive V oice Response service stops during a backup and restore.

All Interactive V oice Response voice recordings are backed up whenever you do a backup and
restore.

The Backup and Restore utility modifies the Business Communications Manager 3.0 configuration
during the restore if Business Communications Manager 3.0 is part of a multi-node environment.
For example, your node number is reassigned. A multi-node Interactive V oice Response system
can be managed from PeriView immediately after a Restore without having to reconfigureit.

For how to perform a backup and restore, refer to “Backup and Restore Utility (BRU)” in the
Business Communications Manager 3.0 Programming Operations Guide.

Note: After you restore, you must:

1 Assign the Interactive V oice Response lines to no answering while you do these
other steps.
Refer to “Assigning lines to Interactive Voice Response” on page 36. Instead of
selecting I nteractive Voice Response, set these lines to no answering.

2 Reinstall and reconfigure the database client software.
Refer to “Installing the client database software” on page 28.

3 Redo the host configuration.
Refer to “ Configuring host access’ on page 29.

4 Verify your Interactive Voice Response prompts with Feature 985.
Refer to “Dialing the Interactive V oice Response extension” on page 35.

5 Reassign your Interactive V oice Response lines.
Refer to “ Assigning lines to Interactive V oice Response” on page 36.
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Creating Interactive Voice Response logs

Y ou can use the Report a Problem Wizard to collect logs for an Interactive V oice Response
problem.

To create Interactive Voice Response logs
1 Logonto Unified Manager.
2 Click the Maintenance button.

3 Enter your system administrator user name and password and click the OK button.
The Maintenance and Support page appears.

4 Intheleft frame, click the Archlog Explorer link.
The Scheduled Events Manager window appears.

MO R horxs

Business Communications Manager

Support: Your Location: BCM / Product Maintenance & Support
Contacts
M%‘ Welcome to the BCM Product Maintenance & Support Website

Report A Problerm- . . . . . .
Thiz website was designed to provide easy-to-uze tools for upgrading a BCM with new

Maintenance: keycodes, ophonal software, etc. as well as detalled system mfermation which is required to
Archlog Explorers| diagnose and resolve problems
System Information«

Order & Enable
Digtinnal Cormporiets - NEIRTEL
Install Optianal NETWORKS

Components s
Iaintenance Tools -

Business Communications Manager

General: I—
Report Settings- Support: Your Location: BCM / Product Maintenance & Suppert
Archlog Settings - Comact_s‘
Diagnose Potential Scheduled Events Manager
Problems - =

Report & Problems .
U Report-a-Problem Wizard

Maintenance:
Archlog Explorer -|  w Show Archlog Packages
Systern Information -

- Urder & Enable » Show Scheduled Execution
Optional Components«
Install Optional

Components «
Maintenance Tools -

General:

Report Settings
Archlog Settings

5 Click the Report-a-Problem Wizard link.
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6

In the box provided, describe your problem and click the Next button.

Support :
Contactss

i cn P! ;
Problams -

Repor & Problem -

Maintenance:
Archlog Explorars
Systern Informnation »
Cirdar & Enablef
Optional Campanarts -
Inglall Optiona
Componants -
Maintenance Tools -

General:

Raport Sattings -
Archlog Settings -

NERTEL
METWORKS

Business Communications Manager _

:i ( Repoit a

Your Location: BCM /
Problem Wizard
Beport a Problem Wizard: Step 1
Pleass describe your prabiew, including the dateltime that it cccurred (if possible):
=
|

How would you lilke to report this problem: | Archive logs onby =

Warning: E-mail reporting may or may not work propesly, depending on the -z size
biratations set by your Internet Service Prowder. I the size of the Archlog Package is larger than
the maximum allowable size of an e-med message, you won't be able to use e-mail to report your
problem.

ﬂl Cancel

7 Click either the:
Basic Application Selection button and go to step 8

or

Advanced Application Selection button and go to step 9.

MR e

SUpport
Confacts-
Diagnose Poiential
EI: ! Erls r
Repart A Problems

Mai nTenance:

1, Ind 1o+
Order & Enablei
nenis-

Install Optional
nEnlE-
Maintenance Tools-

General:
Repod Seflings -
Archlog Seitings -

Business Communications Manager m S

Your Location: BCM / Praduct Maintenance & Suppaort / Schedulad Events Manager / Eeporl a
Problem Wizard

Report a Problem Wizard: Step 2
Application / Lag selection:

Basic Application Selachon |
Basic application selection allows you to select which applications you are expenencing problems
with.
This seleciion method ie reconveended for most users.

Achanced Log File Selection |
Advanced log file selection allows you to specify exactly which log files you want to archove.
This seleciion method ie reconveended for advanced users oniy.

_Back | _Cancel |
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8 Click the Interactive Voice Response box, and logs that pertain to Interactive Voice
Response are collected and stored the same way as existing logs for your BCM system.

MNERTEL

METWORKS
=m.
sents Manage

Business Communications Manager

Support: Your Location: BCM / Product Mai
Contacts- Problem Wizard

iagnose Potential
Eroblems

Report A Problerm - Report a Problem Wizard: Step 3

Flaase select the applications you are experiencing problems with.

_Back | Finish | Cancel

Maintenance:
Archloy Explorirs
Systam Information s
Order & Enable

™ FAX

™ Interactive Voice Besponse
I Personal Call Manager

™ TAPI Apphcatons

I Urdfied hessaging

I~ Voice Button

I Voice Maid / Call Pilot

- Applications: IP Telephony:
% I Attendant Console [ IP Sets (12002)
aintenance Tools-| I Call Center [ IP Sets (12004)
™ Call Detad Recording ™ IP Soft Chent G2050)
o 0:;’;:';:‘; [ Call Center Reporting [ IP Trudks
Auchlog Setfings- I Deglctop Assistant [ Symbol

Digital Telephony:
I Analog Sets
™ Analog Trunks
I~ DECT
I Digal Sets
™ ISDH Hetworking

Diata: Administration and Setup:
I Firewal [T Backup and Restore
I~ IP SEC I Fey Codes
[T IP Eouting ™ Patch Installation / System Upgrade
™ IFX Routing [T Programming Wizards

™ Netwerk Address Translation ™ Unified Manager

9 Click the Interactive Voice Response files box and logs that pertain to Interactive Voice
Response are collected and stored the same way as existing logs for your BCM system.
A list of the specific logs collected is displayed.

TEL
| N wonss

Business Communications Manager

Support: Your Location: BCM / Product Maintenance & Support / Scheduled Events Manager / Report a
© Contactsel  prablem Wizard
Diagnose Patential

LJ

Report A%‘*fgﬁgﬁi Report a Problemn Wizard: Step 3 (Advanced)
Maintenance: Flgase select the log files you wish to archive.
Archiog Explorers
System Information - Back | Finish | Cancel
Order & Enabla) -

Files
DiAst\acdeallzm.out

Oiptional Comgangnts - [ All| Application / Log
Install Optional | ACD Call State Machine Log

Companents
Edaint 28 Taols- I |Appl s handler log EANortel Networke\loge\drwisni2.iog
ral: I |Atendant Console log DAData Files\Nortel Networks\Attendant
General: i
iaftings - Cansole\ConsoleService.log
Archlag Settings I |BRU Logs CAProgram Files\Nortel
Networks\BRIN Workingl % *
I | Call Center Logs DASNAcdagent.out
DASNAvdeall.out
DA \acdedn.out
DASNPMPORTUSAGE. out
DASN Vs out
I© | Detaded WinlT system report
I |Interactive Voice Besponse fles EMNortelNetwaorksilogs\ TVEN® ™
I |FCM Logs ENorteltletworksilogs'™® log
- |DHCP C AWt Syatem I NDhep\DhepSrvLog. ™
I |DHS A Winnt\Syatem 3 N Dns\dns. log
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Uninstalling PeriView

Y ou can remove all installed PeriView packages using PERIlinstaler. To completely remove all
PeriView packages and related packages such as XVision, follow the complete instructions.

Considerations for uninstalling PeriView

Y ou must remove the Patch Bundle before you remove other PeriView software.

Always use Perilnstaller to remove PeriView software. Perilnstaller removes software in the
correct order and reboots the system when necessary.

Do not remove PERIperl until all other PeriView packages have been removed. Other
packages rely on PERIperl and may not function properly even if PERIperl isreinstalled. If
you accidentally uninstall PERIperl before uninstalling a package that requires PERI perl,
uninstall the reliant package, and then reinstall both PERIperl and the reliant package.

If you later want to use this same application processor to run PeriView Client software again,
you will have to completely reinstall all necessary packages according to the instructionsin
“Toinstall PeriView” on page 16.

Uninstalling the patch bundle

Y ou must remove the patch bundle before you remove PeriView packages.

1

On the computer you want to uninstall PeriView from, click the Windows Start button, click
Settings, and click Control Panel.
The Control Panel window opens.

Double-click the Add/Remove Programsicon.
Select PERIM PSPatch Bundle X, where X represents the pack or bundle version.
Click the Add/Remove button.

Uninstalling packages using PERIlinstaller

This procedure removes PeriView packages using PERIinstaller. PERIlinstaller uninstalls all
PeriView packages in the correct order.

1

Quit any programs that are running, including any Nortel Networks or Periphonics services.
Click the Windows Start button and click Run.

In the c:\temp folder, double-click the PERIinstaller folder, and double-click setup.exe.
The Welcome window appears.

Click the Next button.

If any other programs are still running, click the Cancel button and close them.
A message appears that asks you whether you want to reinstall or uninstall PERI packages.
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6 Choose Uninstall.

7 Respond to any messages during the uninstall.
The computer will reboot when necessary.

8 Toverify that packages uninstalled correctly, use the Windows NT Find function to search the
drivesfor PERI elements. (For example, search on the word “peri”.) If you are unsure if afile
isused strictly by PeriView packages, either leave the file on the system or contact your Nortel
Networks support personnel for additional assistance.

9 Besureto reboot the system after removing the packages. Otherwise files are left queued for
removal during reboot. This can cause problems with future installations.

Removing additional files and directories

Some files remain on the system if they can be used by other package versions or if they were
created after a package installation. If Nortel Networks packages are no longer being run on the
computer where PeriView was installed, you can regain disk space by removing these files.

Y ou can remove these files:

o C\winnt\PERIinstaller

o C\Winnt\Profiles\All Users\Start Menu\Programs\Nortel

*  %VPSHOME% directory (You should be able to find this file in C:\Winnt\system32.

Before you remove %VPSHOME%Y, you might have to manually remove files and/or directories
that were left behind during package uninstalls. To check if all elements are uninstalled, use the
Windows NT Find function to search your drives for other related elements. (For instance, search
on theword “peri”). If you are unsureif afileisused strictly by Nortel Networks packages, either
leave the file on the system or contact your Nortel Networks support personnel for additional
assistance.
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Removing the environment variables

1 Click the Windows Start button, click Settings, and click Control Panel.
The Control Panel window appears.

2 Double-click the System icon.
The System Properties window appears.

3 Click the Environment tab.

System Properties EHE
Startupd/Shutdown | Hardware Prafiles | Uzer Profiles |
General | Performance Enviranment

Sustem Y ariables:

WVariable | Walue |_‘|
TERMCAP CAPROGRA~1ANWORTELAMUTEYMUTCRA..,
TERMINFO CAPROGRA™TANORTELANUTCANUTCRO...
WPSHOME E:\Mortel Metwork s\ WH

wirudir CovdfINMNT j

Uszer Wariables for GGRAVEL:

Wariable | Walue |
MMHDrive F:

TEMP CATEMP

TP CATEMP

Yariable: [VPSHOME

Value: [E:\Mortel Metworks'IvR

Set Delete |

Ok | Caticel | Spply |

4 Inthelist of system variables, select the VPSHOM E setting, and click the Delete button.
5 Click the Set button.
6 Click the Apply button.
7 Repeat steps 4 through 6 to delete these variables:
« ASEHOME
* PERLS5LIB
* MAX_REAL_VPS NUM
* NUTROOT
 TERM
» TERMCAP
« TERMINFO

* PREPORTHOME

8 Inthelist of system variables, select PATH.
The variable information appears in the variable and value boxes.
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9 Put your cursor in the value box and move your cursor to the beginning of
%V PSHOME%\bin. Delete the text % VPSHOM E% \bin.

10 Click the Set button.

11 Click the Apply button.

12 Click the OK button.

13 Repeat steps 8 through 12 to del ete these variables:

C:\PROGRA~1\NORTEL\NUTC\NUTCROOT\bin\
C\PROGRA~I\NORTEL\NUTC\NUTCROOT\bin\x11\
CA\PROGRA~I\NORTEL\NUTC\NUTCROOT\mksnt\
C:\PROGRA~1\Vision

C:\PROGRA~1\Vision\System
C\PROGRA~1\COMMON~1\Vision

14 Click the OK button to close the window.

Removing Interactive Voice Response, XVision and JRE

After you uninstall PeriView and the environment variables, uninstall Interactive V oice Response,
XVision and JRE from your Control Panel Add/Remove Programs window. Refer to your system
documentation for how to remove programs.

Creating reports

Y ou can create reports to monitor your Interactive V oice Response activity. For information about
how to create reports refer to the PeriReporter User's Guide and the BCM-Interactive \Voice
Response I ntegration Supplement. For how to find the guides, refer to “To find Interactive Voice
Response guides’ on page 28.
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Chapter 4
Troubleshooting

This chapter describes problems that can occur when you operate I nteractive V oice Response,
and suggested solutions.

Business Communications Manager is sluggish. Response time is slow

Make sure that the number of scripts assigned to lines via PeriView matches the maximum number
of Interactive V oice Response Ports in the M SC Configuration section in Unified Manager. Refer
to “Using PeriView to load and configure scripts’ on page 30.

Interactive Voice Response is not working after | restore an Interactive Voice Response
backup on a new disk

Make sure Interactive Voice Responseis not disabled as a service. Refer to “ Changing how
Interactive V oice Response service operates after areboot” on page 41.

PeriView cannot see Business Communications Manager

» Make sure that the vpshosts file on the PeriView workstation is properly populated. Refer to
“8. Add the Business Communications Manager 3.0 node number and name to the
VPSHOSTSfile” on page 22.

* Make surethat the hosts file on the PeriView workstation is properly populated. Refer to “9.
Add IP information for the Business Communication Managers to the HOSTSfile” on page
24,

* Your PeriView workstation has to be on the same subnet as the published |P address that is
programmed on your Business Communications Manager system.

» PeriView cannot access a Business Communication Manager system over a modem.

| see errors in the EventViewer on Business Communications Manager for Interactive Voice
Response

Some errors can be expected if I nteractive Voice Response is running as a service but you have not
yet downloaded prompts or assigned scriptsto lines. If you have downloaded prompts and
configured scripts, check thelist of Alarmsand SNMP Traps for Interactive V oice Response
information. This can help you analyze the problem.

To check the list of Alarmsand SNMP Traps:
1 Start Unified Manager.

2 Click the M aintenance button.

3 Logon with your user name and password.
The Product Maintenance & Support page appears.

4 Click the Alarmsand SNMP Traps link.
Review thisinformation for Interactive Voice Response events. For assistance in interpreting
thisinformation, contact your next level of support.
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Interactive Voice Response is not answering calls

Make sure that Interactive Voice Response is programmed to answer lines. Refer to “Assigning
lines to Interactive V oice Response” on page 36.

The Interactive Voice Response call flow is not working as it should be
Contact the organization that created your Interactive V oice Response scripts.

The Interactive Voice Response prompts are too soft, too loud, or have static in them
Contact the organization that recorded your Interactive V oice Response prompts.

Interactive Voice Response doesn't answer calls

Make sure that the maximum number of Interactive V oice Response ports and the maximum
number of CallPilot Call Center ports do not add up to less than 3 ports. Refer to “ Adjusting the
number of voice ports’ on page 25.

Interactive Voice Response doesn't recognize key presses

If the call isadirect call from a Companion set, it is not supported. If the call isacall transferred
from aDECT s&t, it is not supported.

A Call Center skillset is not taking calls after | enabled Interactive Voice Response

Make sure that the skillset DN does not conflict with any active application DNs. To see alist of
active applications DNs:

1 Logonto Unified Manager.

2 Click the Serviceskey.

3 Click the Telephony Services key.
4 Click the System DNskey.
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5 Click the Active application DNs key.
The active application DNs appear under the Active application DNs key.

Group Edit Configuration Pertorm:

[47 65138 E9)
prehensive
Add |Delete |[Del AN
® P BCM{47.65.138.69)
®- @ System
® @ Resources
@ @ Services
e @ Telephony Serdces
@ GSystern DNs
& Active setDNs
@ Aclive Companion DNs
& Active application DMNs
e DN 440
& Inactive DNs
@ AllISDN/DECT DNs
& Al system DNs
Lines
Restriction filters
Call routing
Gcheduled semices
System speed dial
General setiings
Hurt groups
Companion
Hospitality
& Telco features
e @ IF Telephomnmy
@ @ Call Detail Recording
@ @ LAN CTE Configuration
@ @ Console Service
& @ vaoice Mail
S @ Multimedia Call Center

e e ae P

PRPIPPPPRY

=@ VR

PO RN .

1]

Ready

6 If theskillset DN appearsin the list, disable the skillset, change the DN and re-enable the
skillset.

When you send or receive faxes, the receiving machine shows that Voicemail is sending
and receiving faxes

Make sure that you have set the System Name in the fax Properties page of CallPilot Manager.
The name "Voicemail" is the default name if you do not specify a name.

For how to set the system fax name refer to “Viewing or changing the system fax name” on page
38.
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