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Notice

While reasonable efforts have been made to ensure that the information in this document is
complete and accurate at the time of printing, Avaya assumes no liability for any errors. Avaya
reserves the right to make changes and corrections to the information in this document without the
obligation to notify any person or organization of such changes.

For full support, please see the complete document, Avaya Support Notices for Hardware
Documentation, document number 03-600759.

For full support, please see the complete document, Avaya Support Notices for Software
Documentation, document number 03—600758.

To locate this document on our website, simply go to http://www.avaya.com/support and search for
the document number in the search box.

Documentation disclaimer

"Documentation" means information published by Avaya in varying mediums which may include
product information, operating instructions and performance specifications that Avaya may generally
make available to users of its products and Hosted Services. Documentation does not include
marketing materials. Avaya shall not be responsible for any modifications, additions, or deletions to
the original published version of documentation unless such modifications, additions, or deletions
were performed by Avaya. End User agrees to indemnify and hold harmless Avaya, Avaya's agents,
servants and employees against all claims, lawsuits, demands and judgments arising out of, or in
connection with, subsequent modifications, additions or deletions to this documentation, to the
extent made by End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked websites referenced within this
site or documentation provided by Avaya. Avaya is not responsible for the accuracy of any
information, statement or content provided on these sites and does not necessarily endorse the
products, services, or information described or offered within them. Avaya does not guarantee that
these links will work all the time and has no control over the availability of the linked pages.

Warranty

Avaya provides a limited warranty on Avaya hardware and software. Refer to your sales agreement
to establish the terms of the limited warranty. In addition, Avaya’s standard warranty language, as
well as information regarding support for this product while under warranty is available to Avaya
customers and other parties through the Avaya Support website: http://support.avaya.com or such
successor site as designated by Avaya. Please note that if You acquired the product(s) from an
authorized Avaya Channel Partner outside of the United States and Canada, the warranty is
provided to You by said Avaya Channel Partner and not by Avaya.

"Hosted Service" means a hosted service subscription that You acquire from either Avaya or an
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authorized Avaya Channel Partner (as applicable) and which is described further in Hosted SAS or
other service description documentation regarding the applicable hosted service. If You purchase a
Hosted Service subscription, the foregoing limited warranty may not apply but You may be entitled to
support services in connection with the Hosted Service as described further in your service
description documents for the applicable Hosted Service. Contact Avaya or Avaya Channel Partner
(as applicable) for more information.

Hosted Service

THE FOLLOWING APPLIES IF YOU PURCHASE A HOSTED SERVICE SUBSCRIPTION FROM
AVAYA OR AN AVAYA CHANNEL PARTNER (AS APPLICABLE), THE TERMS OF USE FOR
HOSTED SERVICES ARE AVAILABLE ON THE AVAYA WEBSITE,
HTTP://SUPPORT.AVAYA.COM/LICENSEINFO UNDER THE LINK "Avaya Terms of Use for Hosted
Services" OR SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA, AND ARE APPLICABLE TO
ANYONE WHO ACCESSES OR USES THE HOSTED SERVICE. BY ACCESSING OR USING THE
HOSTED SERVICE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON BEHALF OF YOURSELF
AND THE ENTITY FOR WHOM YOU ARE DOING SO (HEREINAFTER REFERRED TO
INTERCHANGEABLY AS "YOU" AND "END USER"), AGREE TO THE TERMS OF USE. IF YOU
ARE ACCEPTING THE TERMS OF USE ON BEHALF A COMPANY OR OTHER LEGAL ENTITY,
YOU REPRESENT THAT YOU HAVE THE AUTHORITY TO BIND SUCH ENTITY TO THESE
TERMS OF USE. IF YOU DO NOT HAVE SUCH AUTHORITY, OR IF YOU DO NOT WISH TO
ACCEPT THESE TERMS OF USE, YOU MUST NOT ACCESS OR USE THE HOSTED SERVICE
OR AUTHORIZE ANYONE TO ACCESS OR USE THE HOSTED SERVICE. YOUR USE OF THE
HOSTED SERVICE SHALL BE LIMITED BY THE NUMBER AND TYPE OF LICENSES
PURCHASED UNDER YOUR CONTRACT FOR THE HOSTED SERVICE, PROVIDED,
HOWEVER, THAT FOR CERTAIN HOSTED SERVICES IF APPLICABLE, YOU MAY HAVE THE
OPPORTUNITY TO USE FLEX LICENSES, WHICH WILL BE INVOICED ACCORDING TO ACTUAL
USAGE ABOVE THE CONTRACT LICENSE LEVEL. CONTACT AVAYA OR AVAYA'S CHANNEL
PARTNER FOR MORE INFORMATION ABOUT THE LICENSES FOR THE APPLICABLE HOSTED
SERVICE, THE AVAILABILITY OF ANY FLEX LICENSES (IF APPLICABLE), PRICING AND
BILLING INFORMATION, AND OTHER IMPORTANT INFORMATION REGARDING THE HOSTED
SERVICE.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA WEBSITE,
HTTP://SUPPORT.AVAYA.COM/LICENSEINFO OR SUCH SUCCESSOR SITE AS DESIGNATED
BY AVAYA, ARE APPLICABLE TO ANYONE WHO DOWNLOADS, USES AND/OR INSTALLS
AVAYA SOFTWARE, PURCHASED FROM AVAYA INC., ANY AVAYA AFFILIATE, OR AN AVAYA
CHANNEL PARTNER (AS APPLICABLE) UNDER A COMMERCIAL AGREEMENT WITH AVAYA OR
AN AVAYA CHANNEL PARTNER. UNLESS OTHERWISE AGREED TO BY AVAYA IN WRITING,
AVAYA DOES NOT EXTEND THIS LICENSE IF THE SOFTWARE WAS OBTAINED FROM
ANYONE OTHER THAN AVAYA, AN AVAYA AFFILIATE OR AN AVAYA CHANNEL PARTNER;
AVAYA RESERVES THE RIGHT TO TAKE LEGAL ACTION AGAINST YOU AND ANYONE ELSE
USING OR SELLING THE SOFTWARE WITHOUT A LICENSE. BY INSTALLING, DOWNLOADING
OR USING THE SOFTWARE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON BEHALF OF
YOURSELF AND THE ENTITY FOR WHOM YOU ARE INSTALLING, DOWNLOADING OR USING
THE SOFTWARE (HEREINAFTER REFERRED TO INTERCHANGEABLY AS "YOU" AND "END
USER"), AGREE TO THESE TERMS AND CONDITIONS AND CREATE A BINDING CONTRACT
BETWEEN YOU AND AVAYA INC. OR THE APPLICABLE AVAYA AFFILIATE ("AVAYA").

Avaya grants You a license within the scope of the license types described below, with the exception
of Heritage Nortel Software, for which the scope of the license is detailed below. Where the order
documentation does not expressly identify a license type, the applicable license will be a Designated
System License. The applicable number of licenses and units of capacity for which the license is
granted will be one (1), unless a different number of licenses or units of capacity is specified in the
documentation or other materials available to You. "Software" means computer programs in object
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code, provided by Avaya or an Avaya Channel Partner, whether as stand-alone products, pre-
installed on hardware products, and any upgrades, updates, patches, bug fixes, or modified versions
thereto. "Designated Processor" means a single stand-alone computing device. "Server" means a
Designated Processor that hosts a software application to be accessed by multiple users. "Instance"
means a single copy of the Software executing at a particular time: (i) on one physical machine; or
(i) on one deployed software virtual machine ("VM") or similar deployment.

License type(s)

Designated System(s) License (DS). End User may install and use each copy or an Instance of the
Software only on a number of Designated Processors up to the number indicated in the order. Avaya
may require the Designated Processor(s) to be identified in the order by type, serial number, feature
key, Instance, location or other specific designation, or to be provided by End User to Avaya through
electronic means established by Avaya specifically for this purpose.

Concurrent User License (CU). End User may install and use the Software on multiple Designated
Processors or one or more Servers, so long as only the licensed number of Units are accessing and
using the Software at any given time. A "Unit" means the unit on which Avaya, at its sole discretion,
bases the pricing of its licenses and can be, without limitation, an agent, port or user, an e-mail or
voice mail account in the name of a person or corporate function (e.g., webmaster or helpdesk), or a
directory entry in the administrative database utilized by the Software that permits one user to
interface with the Software. Units may be linked to a specific, identified Server or an Instance of the
Software.

Database License (DL). End User may install and use each copy or an Instance of the Software on
one Server or on multiple Servers provided that each of the Servers on which the Software is
installed communicates with no more than one Instance of the same database.

CPU License (CP). End User may install and use each copy or Instance of the Software on a
number of Servers up to the number indicated in the order provided that the performance capacity of
the Server(s) does not exceed the performance capacity specified for the Software. End User may
not re-install or operate the Software on Server(s) with a larger performance capacity without
Avaya’s prior consent and payment of an upgrade fee.

Named User License (NU). You may: (i) install and use the Software on a single Designated
Processor or Server per authorized Named User (defined below); or (ii) install and use the Software
on a Server so long as only authorized Named Users access and use the Software. "Named User",
means a user or device that has been expressly authorized by Avaya to access and use the
Software. At Avaya’s sole discretion, a "Named User" may be, without limitation, designated by
name, corporate function (e.g., webmaster or helpdesk), an e-mail or voice mail account in the name
of a person or corporate function, or a directory entry in the administrative database utilized by the
Software that permits one user to interface with the Software.

Shrinkwrap License (SR). You may install and use the Software in accordance with the terms and
conditions of the applicable license agreements, such as "shrinkwrap" or "clickthrough" license
accompanying or applicable to the Software ("Shrinkwrap License").

Heritage Nortel Software

"Heritage Nortel Software" means the software that was acquired by Avaya as part of its purchase of
the Nortel Enterprise Solutions Business in December 2009. The Heritage Nortel Software currently
available for license from Avaya is the software contained within the list of Heritage Nortel Products
located at http://support.avaya.com/Licenselnfo under the link "Heritage Nortel Products" or such
successor site as designated by Avaya. For Heritage Nortel Software, Avaya grants You a license to
use Heritage Nortel Software provided hereunder solely to the extent of the authorized activation or
authorized usage level, solely for the purpose specified in the Documentation, and solely as
embedded in, for execution on, or for communication with Avaya equipment. Charges for Heritage
Nortel Software may be based on extent of activation or use authorized as specified in an order or
invoice.

Copyright
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Except where expressly stated otherwise, no use should be made of materials on this site, the
Documentation, Software, Hosted Service, or hardware provided by Avaya. All content on this site,
the documentation, Hosted Service, and the product provided by Avaya including the selection,
arrangement and design of the content is owned either by Avaya or its licensors and is protected by
copyright and other intellectual property laws including the sui generis rights relating to the
protection of databases. You may not modify, copy, reproduce, republish, upload, post, transmit or
distribute in any way any content, in whole or in part, including any code and software unless
expressly authorized by Avaya. Unauthorized reproduction, transmission, dissemination, storage,
and or use without the express written consent of Avaya can be a criminal, as well as a civil offense
under the applicable law.

Virtualization

Each product has its own ordering code and license types. Note that each Instance of a product
must be separately licensed and ordered. For example, if the end user customer or Avaya Channel
Partner would like to install two Instances of the same type of products, then two products of that
type must be ordered.

Third Party Components

"Third Party Components" mean certain software programs or portions thereof included in the
Software or Hosted Service may contain software (including open source software) distributed under
third party agreements ("Third Party Components"), which contain terms regarding the rights to use
certain portions of the Software ("Third Party Terms"). As required, information regarding distributed
Linux OS source code (for those products that have distributed Linux OS source code) and
identifying the copyright holders of the Third Party Components and the Third Party Terms that apply
is available in the products, Documentation or on Avaya’s website at:
http://support.avaya.com/Copyright or such successor site as designated by Avaya. You agree to the
Third Party Terms for any such Third Party Components.

THIS PRODUCT IS LICENSED UNDER THE AVC PATENT PORTFOLIO LICENSE FOR THE
PERSONAL USE OF A CONSUMER OR OTHER USES IN WHICH IT DOES NOT RECEIVE
REMUNERATION TO (i) ENCODE VIDEO IN COMPLIANCE WITH THE AVC STANDARD ("AVC
VIDEQO") AND/OR (ii) DECODE AVC VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED
IN APERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO PROVIDER LICENSED TO
PROVIDE AVC VIDEO. NO LICENSE IS GRANTED OR SHALL BE IMPLIED FOR ANY OTHER
USE. ADDITIONAL INFORMATION MAY BE OBTAINED FROM MPEG LA, L.L.C. SEE
HTTP://WWW.MPEGLA.COM.

Note to Service Provider

The product or Hosted Service may use Third Party Components subject to Third Party Terms that
do not allow hosting and require a Service Provider to be independently licensed for such purpose. It
is your responsibility to obtain such licensing.

Preventing Toll Fraud

“Toll Fraud” is the unauthorized use of your telecommunications system by an unauthorized party
(for example, a person who is not a corporate employee, agent, subcontractor, or is not working on
your company's behalf). Be aware that there can be a risk of Toll Fraud associated with your system
and that, if Toll Fraud occurs, it can result in substantial additional charges for your
telecommunications services.
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Avaya Toll Fraud intervention

If You suspect that You are being victimized by Toll Fraud and You need technical assistance or
support, call Technical Service Center Toll Fraud Intervention Hotline at +1-800-643-2353 for the
United States and Canada. For additional support telephone numbers, see the Avaya Support
website: http://support.avaya.com or such successor site as designated by Avaya. Suspected
security vulnerabilities with Avaya products should be reported to Avaya by sending mail to:
securityalerts@avaya.com.

Trademarks

The trademarks, logos and service marks ("Marks") displayed in this site, the Documentation,
Hosted Service(s), and product(s) provided by Avaya are the registered or unregistered Marks of
Avaya, its affiliates, or other third parties. Users are not permitted to use such Marks without prior
written consent from Avaya or such third party which may own the Mark. Nothing contained in this
site, the Documentation, Hosted Service(s) and product(s) should be construed as granting, by
implication, estoppel, or otherwise, any license or right in and to the Marks without the express
written permission of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya Inc.

All non-Avaya trademarks are the property of their respective owners. Linux® is the registered
trademark of Linus Torvalds in the U.S. and other countries.

Downloading Documentation

For the most current versions of Documentation, see the Avaya Support website:
http://support.avaya.com, or such successor site as designated by Avaya.

Contact Avaya Support

See the Avaya Support website: http://support.avaya.com for product or Hosted Service notices and
articles, or to report a problem with your Avaya product or Hosted Service. For a list of support
telephone numbers and contact addresses, go to the Avaya Support website:
http://support.avaya.com (or such successor site as designated by Avaya), scroll to the bottom of the
page, and select Contact Avaya Support.
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Overview

This guide provides details relating to the Backup, Restore, Upgrade and Migration of IP
Office Contact Center databases. It also covers the use of maintenance utilities such as
TTrace Console the generation Log files and the IP Office Contact Center Configuration
Report.

Note: When performing any maintenance repairs on I[P Office Contact Center
components, the IPOCC Watchdog must first be stopped.

Stopping the IPOCC Watchdog

1. Right click on the Windows menu and click Run.

Search

Fun |
Shut down or sign out L
Desktap

L= = | |

2. In the open field type services.msc and then click the OK button.

= Run -

=== Type the name of a program, folder, document, or Internet
resource, and Windows will open it for you.

Open: | EESIEENS S

%' This task will be created with administrative privileges,

\
T‘ OK H Cancel H Browse... ‘

3. Select the IPOCC Watchdog service and then click to Stop the service.
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File Action ‘iew Help
e
0, Services (Local)

IPOCC Watchdog Namg - Description Status Startup Type Log ~

L Internet Explarer ETW Colle..  ETW Collect... Manual Loc

Stop the service L IP Helper Previdestu..  Running  Autornatic Loc

Bestort the service 3 IPOCC Address Book Server  Avaya IP Of..  Running  Manual Loc

C5IPOCC CHAP Server Avaya IPOf..  Running  Manual Loc

Description: 5IPOCC CHAP synchronizer  Avaya IPOf..  Running  Manual Loc

Avaya IP Office Contact Center 4 IPOCC Chat Taskserver Avaya IPOf.. Running Manual Loc

l“;‘:;:;a‘s“ pervises several £4IPOCC omniORB fwayalP Of.. Running  Manual Loc

S5 IPOCC Rod Archie Awaya IP Of.. Running  Manual Loc

4 IPOCC Rod CommandExec... Awaya IPOf..  Running  Manual Loc

'_,, IPOCC Rod Reposery Avaya IPOf.. Running  Manual Loc

Z5IPOCC Rod Rodomat Avaya IPOf.. Running  Manual Loc

1-, IPOCC Rod SchedulerServer  Avaya IPOf..  Running  Manual Loc

L IPOCC Statistic Generator Avaya IPOf..  Running  Manual Loc

5 IPOCC Statistic Scheduler Avaya P OF.. Manual Loc

CLIPOCE Trace Server Avaya IPOf...  Running  Automatic Loc

fLIpocc UlSessionbdanager Ayvaya IPOf..  Running  Manual Loc

L4 IPOCC UM ClientAdapter Ayaya IPOf..  Running  Manual Loc

L5 IPOCC UM DB-Server Avaya IPOf..  Running  Manual Loc

S“ IPOCC UM LNA-Server Awaya IPOf..  Running  Manual Loc

CEIPOCC UM POPIIMAPS Clie... Avaya IP Of.. Running  Manual Loc

CHIPOCC UM Server Avaya IPOf.. Running  Manual Loc

5 IPOCC UM SMTP Connector  Avaya IPOf.. Running  Manual Loc

L IPOCC UM TextTemplateSe... Avaya IPOf..  Running  Manual Loc

ZLIPOCC UM UriConfigServer  fwaya IPOf.. Running  Manual Loc

[LIPOCC UM UMRTaskserver  Avaya IP Of..  Running  Manual Loc

LIp WEA Avaya IPOf..  Running  Manual Loc

1P fatchdog Avaya [P Of.. Running  Automnatic Loc

i IPsec Policw Aaent Internet Pro..  Runnina  Manual (Trig.,  Net

4. The Service Control window is displayed as the services are closed down.

YWindows iz attempting ko stop the following service on Local Computer...

IPOCC W atchdog

5. The Services are stopped which is indicated by the word Running no longer
being displayed. The restore process can proceed.

24 IPOCC VEA Aoaya IP Of... Manual Loc
IPOCC Watchdog
2 IPsec Policy Agent Internet Pro... Running  Manual (Trig... MNet

L CF D" Denvns Samear camaea F K™ Denses & Bl Pl ot

Avaya IP Of... Autornatic
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As well as the steps suggested in this guide, you may also wish to utilize some of the

following diagnostic tools:

e pgAdmin Il

File Edit Plugins View Tools Help

4

| Properties | Statistics | Dependences | Dependents |

Property
= Description
= Service
Hostname
Host Address
Port
Maintenance database
°= Username

Value
IPOCC

IFOCC
5432

postgres
Administrator

<]

]--% Tablespaces (8)

S0L pane
----- % Group Roles (0)
- Login Roles (12)

Retrieving details on server IPOCC... Done.

e TT Display —

7 TTraceDisplay - I...= | B | X

File View Help

STANDARD
Process | Huost \
@ 1: omniORB Mamin... IPOCC
@ 2 DB IPOCC
@ 3 Ina IPOCC
@ 4 Tomeat IPOCC
& 0. TRDB IPOCC

@ 5 MediaStorsDE IPOCC
@ B TaskSerwMan  IPOCC
@ 7.CHEP IFOCC
@ 8 IPOTasksever  IPOCC
@ 9 Awvaya Chap Sync IPOCC

@10 Avaya VEA IPOCC
@11 chat IPOCC
@ 12 reconstr IPOCC
@13 Kemel IPOCC
@13 vectors IPOCC
@140 IPOCC
@ 15: Monitor IPOCC
@ 15 Statistic IPOCC
@15 TRE IPOCC
@ 15 SessionManager  IPOCC
@ 15 StatGen IPOCC
@ 15 StatScheduler IPOCC
@16 ADE IPOCC

@17 c3kDB-Server IPOCC
@17 c3kLNAServer  IPOCC
@ 17: C3000 Server IPOCC
@17 UmiConfigServer  IPOCC
@17 UmTaskserver  IPOCC
@ 17: C3000 Clientdd. .. IPOCC
@ 17: SMTP Connector  IPOCC
@ 17: POP3IMAP4 Cli... IPOCC
@ 17: TestTemplateS...  IPOCC
@17 Rod Command, IPOCC
@ 17: Rod Archie IPOCC
@ 17: Rod Rodomat IPOCC
@17 Rod Scheduler..  IPOCC
@17 Rod Reposery IPOCC
@ 18 Tomeat WSC IPOCC
@18 Tomeat Wit IPOCC

@19 lad IPOCC
@13 0D IPOCC
@ 1% IPOCC Spnc Se... IPOCT
@19 disk IFOCC
Ready Y
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e TT Console

i 192168425 - [Taskserver_IPO / IPOCC / IPOSEPri] |= 1 o =
B File EBtra View Window Help BEBR

|52 AddressBook S
23 ccur

(22 Chat

|22 Core

=3 Database
(23 Emai
22 IP0

chap (009) / IPOCC / 4104
CHAPSync (012) / IPOCC /

IpoSyneServics (048) / IPOCY
Taskserver_IPO {011) / IPOC]
VEA (016) /IPOCC /0

=3 VR
|21 LendingPage
|22 Monstat

O il
3 Oors RS ——
51 waboms [T Version * Taskserver IPO: version major=60, minor=2l, patch=l
2 w. [IT_Version Build=9.1.2.8200, BuildDate=16-Mar-2015 01:01:31

WebServices -~
53 westn T Version * <c resurrection >>

[T Version  Using OrbHost= IPOCC

< w >| frr Version * Using orbParc= 45940
CTABSORE_DBG —| [FT_Version * Rumning on host=IPOCC
[1ABSORB_DTL ['T_Version logical host=IBOCC
[[1ABSORB_Naming_DBG [IT_Version FQDN=IPOCC
[ ABSorg emna DL [T Version * SSL CercPath=C:\ProgramData\{EDEQFF13-E867-4635-9436-4BC42DOCSEGF} \ipe\

TT Version * 35L CertFile=cacert.czt
FI_Version * processId=4328

TT_Version * current ProcessAffinityMasks: process=f, system=f

[TT_Version * Assigned cores=:
[fT_Version * System cores=t

[TT_Version * starttime=24 Mon Mar 23 17:37:17 2015
uptime (in seconds)=109411

oy, om, 1d, S, 23m, 31s
IPOConnectionType=IFO-TSPID (192.168.42.
1POSendPhoneMsg=off

DBVersion= 64.106

DBVersion= 64106

[TT_version
[T _version
[IT_Version
[TT_version
[TT_version
[T _version
[IT_Version

EVT <
RN | |commend| =l 7 .| Send|Seg| v Infors

Sid[Catperoi| Obipercat| 143335 Saved window pos of Tasksenver IPO / IPOCC / IPOSEPri NUM

150787 )

<[

e FError List

A
File Goto Help

IP Office Contact Center

Administrator (-} +

Hame:

iR | Cods | Description

2 Telephony PM  UI_MorError Error registering on Realtime Information server: ccid=65186a4342000100, tasktype=E-mail, monkind=10

3 Realtime: information PM  UI_MonError  Error registering on Realtime Information server: ccid=65186a4342000100, tasktype=Telephony, monkind=14
4 Reporting

PM  UI_MonError  Error registering on Realtime Information server: coid=65186a4342000100, tasktype=Telephony, monkind=10
5 Agent Status Reports
PM  UI_MonError  Error registering on Realtime Infarmation server: coid=65186a4342000100, tasktype=Telephony, monkind=15

6 Contact Detail Reports: . . . .
e E——— FM  UI_MonError  Error registering on Realtime Information server: ccid=65186a4342000100, tasktype=Telephony, monkind=17
rror L

7 Configuration PM UI_ElemError Task tag CCK_Caller_Mame cannot be accessed, there is no local telephone configured at that workplace,
= PM UI_ElemError Task tag Support_Contract cannot be accessed, there is no local telephone configured at that workplace.

?DUIT:Z:EEW Edditor PM  UI_ElemError Task tag CCK_Calling_Address cannot be accessed, there is no local telephone configured at that warkplace.
1 VR Editor PM  UI_ElemError Task tag Product cannot be accessed, there is no local telephone canfigured at that warkplace,

12 Dialer PM UI_ElemError Task tag FirstTopichame cannot be accessed, there is no local telephone configured at that workplace.,

13 E-Msil configuration PM  UI_ElemError Task tag LastTopichame cannot be accessed, there is no local telephone configured at that workplace,

14 Texthlock admin M UI_ElemError Task tag CCK_Customer_Info cannot be accessed, there is no local telephone configured at that workplace.
15 Address book admin
6/19/2014 2:3 UI_ElemError Task tag CCOD_MDropped cannot be accessed, there is no local telephone configured at that workplace,
6/19/2014 2:3
6/19/2014 2:3
6/19/2014 2:3
6/19/2014 2:30:45 PM  UL_ElemErrar Task tag cannot be accessed, there is no local telephone configured at that workplace,
6/20/2014 9:43:48 &M CE 62059 Task flow set Task Flow Example saved by Administrator (time 6/20/2014 9:43:48 AM)
6/20/2014 3:20:35 PM CE 62059 Task flow set Task Flow Example saved by Administrator (time 6/20/2014 3:20:35 PM)
/2072014 3:22:21 PM CE 62075 --- Consistency check

6/20/2014 3:22:30 PM CEBz076 ---Finished consistency check

6/20/2014 3:22:30 PM CE 61871 --- Generate task flow script

£/20/2014 3:22:30 PM CE 62430 [Logic] Free Agents? has no connections to Exit connector 2. It is used at the following locations:
6/20/2014 3:22:30 PM CE 9002 [E-rmail flow] Topic 1

6/20/2014 3:22:30 PM CE 81872 --- Finished generating task flow script

£/20/2014 3:22:30 PM CE 62220 Sawing script in database...

6/20/2014 3:22:30 PM CEBz2zl The script was created,

PM  UI_ElemError Task tag c.waitTotal cannaot be accessed, there is no local telephone configured at that warkplace.

UI_ElemError Task tag CCK_Caller_Mame cannot be accessed, there is no local telephone configured at that workplace.

UI_ElemError Task tag OD_PERS_Mote cannot be accessed, there is no local telephone configured at that workplace.

UI_ElemError Task tag CCOD_MTries cannot be accessed, there is no local telephone configured at that warkplace,
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Backing up the IP Office Contact Center Database (Manually / Automatically)

It is recommend that the IP Office Contact Center databases be backed up before
importing the IP Office Contact Center configuration file derived from the configuration
spreadsheet.

The databases can be backed up while the IP Office Contact Center is active. It is only
when a Restore is required, that all of the IP Office Contact Center services must be
stopped.

Creating a Manual Backup of the IP Office Contact Center Database

1. Create a local folder backup to store the copy of the IP Office Contact Center
databases.

I L= backup [=[alx]
“ Home Share Wiew " 7

) - 1‘*| . <« Local Disk (C:) backup v & Search backup ,OI

s

Name Date modified

- Favorites
B Desktop This folder is empty.
& Downloads

| Recent places

1M This PC
m Desktop

m

Documents
& Downloads
o Music
= Pictures
g Videos
&, Local Disk (C)
C# share (1\192.168.42.252) (¥)

€l Network vil< m >

Qitermns -

2. Inside the IP Office Contact Center ISO image, open the Utilities folder.

IP Office Contact Center Maintenance 05 2016 16



IP Office Contact Center Maintenance

Home Share View

v @

©

- ¢ |j..' v IPOCCS.1.2.7600.1506.2 »

v c.| | Search IPOCC9.1.2.7600.1506.2 P |

ﬁ Favorites Mame Date modified Type Siz
B Desktop L 3rd_Pty SW 03/02/2015 0651 File folder
,_i, Downloads L Client 03/02/2015 0&:52 File folder
‘=l Recent places L CRM 08/02/2015 12:05 File folder
| Examples 03,/02/2015 0653 File folder
1% This PC L Manuals 20/01/2015 07:06 File folder
._E Desktop L Server 11,/02/2015 0%:31 File folder
._E Documents | L Utilities 03/02/2015 D654 File folder
,_i. Downloads D DVD contents 03/02/2015 0655 Text Document
.E Music

3. Copy the pgbackup.bat file to the C:\ directory. Using the right mouse button

click Copy.
Application Tools
Home Share View Manage
=] & cut k l@ x @ \M ) New item » % @3open~ [ selectall
3 Copy path N : # Feasyaccess v [Reait 27 Select none
Copy Paste Move Copy  Delete Rename  New Properties °n
[2] Paste shortcut  tov  tov & folder v o5 Invert selection
Clipboard Organize New Open Select
©  ~ 1|k » POCCO1.2.76001506.2 » Utilties v o]l
A Favorites Name - Date modified Type Size
B Desktop N AdjustHostname.exe 03/02/201503:28  Application 1,545 KB
8 Downloads || Avays_IP_Office_Contact_Center_Config...  25/01/2015 1614 XLTM File 1,680 K8
%‘4 Recent places DatabaseMigrationTool.exe 26/11/2014 13:26 Application 39,730k8
&Y pgbackup hat 2ASI0012014 17:47 Windows Batch File 3K8
1% This PC @ Reportixt Open 0151657  Windows Batch File 24¥8
ju Desktop iEdit
| Documents Print
8 Downloads % Run as administrator
A Music ' Share with »
& Pictures Restore previous versions
:.. Videos . {Send to 3
= Local Disk (C3) '
ca SO E) o
G* Share (\192.168.42. baich, ——————— 9
Create shortcut
€ Network Delete
Rename
Properties
Hi »
4. Select the C: Drive.
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A M| This PC
[ j Cesktop
= ,_E Docurnents
I> j Deowenloads
[ ,_ﬂ hAusic
[ ,_‘_EI Pictures
b @ \ideos
b 25, Local Disk (1)
B ia® share (0 192,168.42.252) (1)

5. Click Paste to copy the file to the C:\ folder.

Wiewy *
Sort by k
Group by L
Refresh

Paste

Paste shortcut

Urdao Mowe Ctrl+Z
Share with *
Mewy *
Properties

6. The file is displayed.

Home Share View Manage

* 1 |ia > ThsPC » Local Disk(C)

v & ] [ Search Local Disk (C2)

& Favorites Hhe
B Desktop b clu
& Downloads 4. compag
%L Recent places 4. cpgsystem
4 hp
/& This PC 1. Perflogs
i Desktop . Program Files
1| Documents 4. Program Files (x25)
& Downloads 4. temp
¥ Music & Users
> Pictures 4 Windows
8 Videos | cpqsprttrace
iy Local Disk (C:) | smh_installer
a Logs (V) ) fving 2

Date modified

10/11/2014 1550
10/11/2014 1559
101172004 1557
10/11/2014 15:59
22/08/2013 1652
10/11/2014 1557
18/11/2014 09:56
18/11/2014 13:26
1171172014 08:56
18/11/2014 10:09
101172011857
1071172004 345:58
18/11/201470:20

Type Sae

File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder

1 TRACERIR O WS 5K8
{Fext Document to a3kBat

Text Document 15K8

25/09/2014 17:47

Windows Batch File 3x8|

€ Network

IP Office Contact Center Maintenance
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7. Open a command prompt, by right clicking on the Windows icon.

8. Then select Run.

Programs and Features
Power Options

Event Viewer

System

Device Manager
Network Connections
Disk Management
Computer Management
Command Prompt

Command Prompt (Admin)

Task Manager
Control Panel

File Explorer

Search

Run |

Shut down or sign out 4

Desktop

rﬁ u Saliyd l !

9. Type cmd and then click the OK button.

IP Office Contact Center Maintenance
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=] Run -

=== Typethe name of a program, folder, document, or Internet
rescurce, and Windows will open it for you.

Open: | cmd| W

' This task will be created with administrative privileges.

QK Cancel Browse...

10.Type cd\ and then press the Enter key.

o) Administrator: C\Windows\system32\cmd.exe

z [Weprzion 6.3.968081]
oft Corporation. ALl rights resevved.

CzslzerssAdministratorieds

11.Type pgbackup.bat AAAA BBBB c:\backup and then press Enter.

AAAA is the Username for the database for example: Administrator
BBBB is the password for the database for example: IPoffice123

Note: There is no status indicator to depict how long the backup will take or its current

progress. The backup will be complete when the command prompt is returned. Do not
close the window down during the backup.

X Administrator: C\Windows\system32\cmd.exe

icrosoft Windows [Uersion 6.3.76H8]
Cc» 2013 Microsoft Corporation. All rights reserved.

vzerssAdministratorrods

F:\>pghackup Administrator IPofficel?23d c:xbackup_
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12.Type exit and then press Enter to end the command session.

Administrator: C\Windows'\system32\cmd.exe

sUserssAdministratordeds

icrosoft Windows [Wersion 6.3.76881
(c> 2013 Microsoft Corporation. All rights reserved.

npgbackup Administrator IPofficel2d c:isbackup

13.The backup files can now be seen in the Backup folder.

I = |

m Home Share
J [i| Preview pane

View

s@ Medium icons

5 Small icons

backup

. I[]’

|:| ltem check boxes

| Details pane FH List == Details - File name extensions
Mavigation = - = — Sort ., i . Options
e =17 Tiles = by [] Hidden items -
(—l * 1 | v ThisPC » Local Disk (C:) » backup W I'.',-| | Search backup e
- Favorites " Marme - Date modified Type Size
B Desktop || adb 19/01/2016 12:45 File 0 KB
& Downloads _| backup.log 19/01/2016 12:45 Text Document 2KEB
| Recent places ] <3k 19/01/2016 12:45 File D KB
L] ee 19/01/2016 12:45 File 0 KB
'8 This PC _ || mediastore 19/01/2016 12:45 File 0 KB
i Desktop - L] tr 19/01/2016 12:45 File 0 KB
‘| Documents | urarchive 19/01,/2016 12:45 File 0 KB
& Downloads
o Music
= Pictures
H Videos
iy Lovcal Disk (C:)
backup
compag
hp
Program Files
Program Files (| v
7 itermns =
Databases Contents
adb Address book data
c3k Emails
Cc Configuration / Statistics
mediastore Chat data
tr Task Reporting data
umarchive Archived emails
14.0nce complete, the backup log file is displayed.
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Creating a Daily Automatic IP Office Contact Center Database Backup to a
Network location

To automatically backup the Database, batch files and the Windows scheduler are
utilized. This process can be divided into two parts.
e Part 1 relates to creating a local backup to the IP Office Contact Center Server
from the IP Office Contact Center Database.
e Part 2 relates to moving the files from the IP Office Contact Center server to the
Customer network.

Each time the daily backup schedule is completed, the IP Office Contact Center
Database files are copied to a network folder that is date stamped, for example 2014-
06-26

- 2014062 | (=15 |

« A » Network » 192,16842.252 » share » ipoccbackup |» 2014-06-26 v & 014-06-2¢ p

& Downloads

». Recent places
adb

backup.log

& This PC
c3k
g Desktop
33
Documents
mediastore
& Downloads A
y
» Music
umarchive

m

= Pictures

Part 1
1. Create a local folder backup to store the copy of the IP Office Contact Center

databases (If you have already created a backup folder and copied the
pgbackup.bat file, please go to Part2).
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Home Share Wiew

@ * 1 |j..‘ <« Local Disk (C3) v 0| I Search backup

-

Date modified

¢ Favorites
B Desktop
8 Downloads
L Recent places

This folder is empty.

/% This PC
ju Desktop
1| Documents
8 Downloads
W Music
& Pictures
B Videos
e Local Disk (C3)
¥ share (\\192.168.42.252) (¥)

€l Network

Oitemns

2. Inside the IP Office Contact Center ISO image, open the Utilities folder.

Home Share View b4 e
© = 4| » IPOCCS.1.27600.15062 » v & | | SearchIPOCCS.1.276001506.2 P |
1& Favorites Mame - Date modified Type Siz
B Desktop h 3rd_Pty_SW 03/02/2015 0&:51 File folder
it Downloads . Client 03/02/2013 0&:52 File folder
“Zl Recent places L CRM 08/02/2015 12:05 File folder
ji Examples 03/02/2015 06:53 File folder
1% This PC . Manuals 20/01/2015 07:06 File folder
._i Desktop L Server 11/02/2015 09:31 File folder
._E Documents |L| Utilities 03/02/2015 D654 File folder
,_i. Downloads D DVD contents 03/02/2015 0655 Text Document
.E Music

3. Copy the pgbackup.bat file to the C:\ directory. Using the right mouse button
click Copy.
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Application Tools

Haome Share i Manage
= & ocut H x q m 7 mew item = m9open +  HH selectan
| |
[0 Copy path A A —;:ansy access v @Edit o5 Select none
Copy Paste _ Mowve  Copy Delete Rename M e Properties &
Paste shortout to- to- - folder - IJE Imvert selection
Clipboard Jrganize [ ey COpen Seledt =
(€ = L » IPOCCO1LTE0NS0E 2 » Liilties v ol
3 Favorites Marne - Date rodified Type Size
B Desktop BN 2djustHastname.exe 03702205 0%z28 Application 1,545 KB
I pp
& Downloads | Awemya_IP_Office_Contact_Center_Config..  29/07/2015 1614 HLTH File 1,680 KB
“El Recent places Eed DatabasebigrationTool. exe 2611241326 Application 39,730 kB
pgbackup bt ENR M4 1747 Windowrs Batch File 3 KB
1% This PC ReportExk Open 015 16:57 Windows Batch File 24 KB
m Desktop Edit
| Docurnents Print
&8 Downloads B | Run as administrator
i Music Share with 3
=] Pictures Restore previous versions L4
_.‘ Videos Send to 3
i Local Disk (C2)
e D ED Cut
9 Share (410216842, Copy
Create shortcut
e‘! MNetwiark Delete
Rename
Prapetties
I 3
4. Select the C: Drive.
A M This PC
I g Desktop
b Docurnents
B g Downloads
oW Music
B =] Pictures
FOE Videos
1] .
Py Local Disk (C2)
b g® share (W4192,168.42,252) ()
5. Click Paste to copy the file to the C:\ folder.
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Wieuy *
Sort by 3
Group by J
Refresh

Paste

Paste shortcut

Undo Mowe Ctrl+Z
Share with k
ey k
Properties

6. The file is displayed.

Application Tools

Home Share View Manage

f
|

LA ‘,& » ThisPC » Local Disk (C:) v & l”$u:ch Local Disk (C)

% Favorites Name Date modified Type Sze
B Desktop L cly 10/11/2014 1%:50 File folder
& Downloads 4. compag 10/11/2014 15:59 File folder
. Recent places 1. cpgsystem 101172014 15:57 File folder
L hp 10/11/2014 1559 File folder
/% This PC . Perflogs 22/08/2013 1&:52 File folder
e Desktop J. Program Files 10/11/2014 1557 File folder

1| Documents 4. Program Files (x25) 18/11/2014 02:56 File folder
& Downloads 4 temp 18/11/2014 13:26 File folder
» Music b Users 11/11/2014 08:56 File folder

& Pictures 4. Windows 18/11/2014 10:09 File folder
8 Videos | cpqsprttrace 101120141857 a L TRACE T
& Local Disk (C) | smh_installer 10/11/2014 3558 S Teat Document t0 23KBt

. Logs (V) ] vl L1445 18/11/201490%:20 Text Document
: ckup ' 25/09/2014 17:47 Windows Batch File SKBi

€ Network

Part 2
1. A batch file can now be created that will move the IP Office Contact Center
backup to the date stamped backup folder. Right click within the Window and
select New and then select Text Document.

IP Office Contact Center Maintenance 05 2016 25



IP Office Contact Center Maintenance

Application Tools

Home Share Manage

©®-~ 1 [ﬂ. » ThisPC » Local Disk (C) » v c,] | Search Local Disk (C)

I Oeskeop A Name Date modified Type Saze
8 Downloads -

3 m V042014 13:58 File folder
5. Recent places & cparyste .

b Perflogs 22/08/2013 1652 File folder

Ju Program Files 02/06/2014 1012 File folder

b Program Files (86) 02/06/2014 14:42 File folder

4 Share 2042014 13:16 File folder

b Sbase 02/06/2014 15:59 File folder
25/06/2014 12:00 File folder
/082004 11:27 File folder
02/06/2014 15:21 File folder
14/01/2014 1434 Windows Batch File
20420141359 Text Document

< 1 This PC
" U Desktop
b Documents
' 8 Downloads
b Music
e Pictures
¢l Videos
* i Local Disk (C)
G share (\192.16842.252) (V) l

- € Network

11 tems  1tem selected 149KB

Paste
Paste shortcut
Undo Delete CtrieZ

Share with ’
[ New »
Properties

Folder

By latge

Rich Text Document
Text Document |
Compressed (Dpped) Folder

R B

A. Right click.

2. Name the file movefiles.bat.

Marme

A cpgsystem

). Perflogs

| Prograr Files

| Program Files (x36)
L. Share

A Sybase

A temp

b Wsers

b Windows

pgbackup.bat
B unh_inmller.lng‘/
ummﬁks.ball

3. Click Yes to confirm the rename.
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Rename

l I you change a file name extension, the file might become unusable.

Are you sure you want to change it?

4. With the right mouse button select the movefiles.bat file and click Edit.

rovefiles.ba 2L ANEN1A 162
Open
| Edit
Prirt
— '5' Run as administrator

5. Within the File window, type the following:

FOR /F "skip=1 tokens=1-6" %%G IN (WMIC Path Win32_LocalTime Get
Day”,Hour?,Minute”,Month”,Second”,Year /Format:table’) DO (
IF "%%~L"=="" goto part2

Set yyyy=%%L

Set mm=00%%J

Set dd=00%%G

)
‘part2

Set mm=%mm:~-2%

Set dd=%dd:~-2%
set curr_date=%yyyy%-%mm%-%dd%
set new_dir=\\XXX. XXX . XXX.XXX\share\ipoccbackup\%curr_date%
mkdir %onew_dir%
move c:\backup\*.* %new_dir%

B movefiles.bat - Notepad = =
File Edit Format View Help

FOR /F "skip=1 tokens=1-6" %%G IN ('WMIC Path Win32_LocalTime Get Day",Hour”,Minute”,Month”,Second”,Year /Format:table') DO (
IF "¥%~L"=="" goto part2
Set yyyy=%%L
Set mm=08%%]
Set dd=08%%G
)
rpart2
Set mm=%mm:~-2%
Set dd=%dd:~-2%
set curr_date=%yyyy¥-%mm¥%-%ddi
set new_dir=" 2000 00000 X000\ share\ipoccbackup\¥curr_dateX
mkdir ¥new dir®
move <:\backup\*.* Znew_ dir¥

Note: In the above file, XXX. XXX.XXX.XXX\share is replaced with the network device
location (IP Address or Host Name) and the name of the shared folder that must be
setup by the customer’s network administrator with the correct network rights access.

The network share can be tested by creating a small txt file in the backup folder and
typing move c:\backup\test.txt \XXX. XXX. XXX.XXX\share
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X Administrator: C\Windows\system32\cmd.exe I;li-

womove cishackupstest.txt ~172.168 .42 . 1~share~ipocchackup
1 file{s? moved.

TN

Check that the file has successfully moved. If not, ask your network administrator to
look into your issue.

| = | ipoccbackup = | S
“ Home Share View 9
(—. - 4 | <« 192.168.42.1 » Share » ipoccbackup v & | | Search ipoccbackup » |
=| Recent places |~ MName Date modified Type Size

. | testbu 14/04/2015 10:26 Text Document
/M This PC -
m Desktop
‘| Documnents
4 Downloads
o Music | m >
1 item [

6. Select File and then click Save.

s

m Edit Format WView Help

.-

New Ctrl+N 3
Open/ Ctrl+0 4

Save Ctrl+3 t

Save As,., )

A

Page Setup... {

Print... Ctri+P

N s s J.A.ﬂ..n_,,f

7. You can test that the folder can be opened by opening the Run window on the
server, entering the path to the file and clicking the OK button.
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G

Run -

== Type the name of a program, folder, dacument, or Internet
resource, and Windows will open it foryou,

Open: | WISZ16842.252\sharef v

B This task will be created with administrative privileges,

| 0]4 || Cancel || Browvse... |

8. When the network share is displayed, using the right mouse button try and
create a document in the shared folder. If the document is created without issue,
the network share appears to be working. Close the network share window.

niEn - share [ - [= [
“ Home Share il [7]
T L v Nebwork » 19216842252 » share v & search share »
& Downloads N Name - Bate modified Type
= Recentplaces
Wiewa
1% This PC Sortby .
m Desktop Group by s
Documents Refresh
Downloads
‘E' Custormnize this folder..
u Music
= Pictures = Paste
B Videos Paste shortcut
i Local Disk (C3) Undo Rename Ctrl+Z
L share (\\1592.168.42.252) (Y1) New » Folder
- Properties #|  Shortcut
&
M MNetwork | Giomar rare
¥ [E9  Contact
Oiterns = Rich Text Document |E| -

Text Document

1, Compressed (zipped) Folder

Setting the Task Scheduler to run the Backups

1. Now we need to setup the Task Scheduler to determine the interval at which the
backups will be run. From the IP Office Contact Center server's Administrative
Tools interface select Task Scheduler.

@ Component Services e Task Scheduler

’
& Windows Firewall with Advanced...

@ Computer Management
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2. Once Task Scheduler opens, click Action followed by Create Basic Task.

Create Basic Task..,
Create Task...

Irmpaort Task...
Display &ll Running Tasks
Enable All Tasks History

New Folder...
Refresh
Help

Start Menu Cache Files-S-1-5-21-2507509934- 60603

R S S

| Actions

@ 5l

¢ Schedule

Create Basic Task...

Create Task...

Import Task...

Display &Il Running Tasks

Enable All Tasks Histo

-

3. Inthe Name field type Daily IPOCC Backup and then click the Next button.

@ Create a Basic Task

Create a Basic Task

Use this wizard to quickly schedule a common task. For more advanced options or settings

Trigger such as multiple task actions or triggers, use the Create Task command in the Actions pane.
Action Nome:  |Daily POCC Backup
gicish Description: [

o ]

Next >

Cancel |

4. Select the required interval. In this example Daily has been selected. Click the

Next button.

IP Office Contact Center Main
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@ Task Trigger

Create a Basic Task When do you want the task to start?
|
Action .
Finish Weekly
) Monthly
) One tirne
) When the computer starts
) When | log on

) When a specific event is logged

< Back | Mext > Cancel |

5. Define the Start Date and Time when the backup will run. In this example, they will
be run on a daily basis. Therefore 1 has been entered as the Recur interval. Click
the Next button.

@ Daily

Create a Basic Task
Trigger
Recurevery: [1_| days
Action

Finish

Start: |zafwzo14 [Ehg | |GD:0&0IJ %l [ synchronize across time zones

| < Back | et > || Cancel |

6. Click Start a program and then click the Next button.
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@ Action

Create a Basic Task

Trigger What action do you want the task to perform?

Daily

Start a program
O Send an e-mail (deprecated)

Finish

O Display a message (deprecated)

< Back || Mext > Cancel

7. Click the Browse... button.

E Start a Program

Create a Basic Task

Trigger Program/script:
Daily ||

Action
Start a Pragram Add arguments (optional):

Finish Start in (optional):

8. Click the pgbackup.bat file and then select the Open button.
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T |Ee » ThizPC » Local Disk (C) » v @ | | SearchLocal Disk (3 o |
Organize = New folder =E -0 e
£ Favorites : Hame - Date modified Type
B Dezktop L. cpasystem 20/04,/2014 13:58 File falder
g Dowmloads L. Perflogs /0872013 16:52 File folder
| Recent places L. Program Files 0270672014 1002 File folder
£ Program Files (<36} 02/06,/2014 14:42 File falder
™ This PC L. Share FL B R RS File folder
™ Desktop X E)I'bast 02/06,/2014 15:59 File folder
|| Documents L. temp 15062014 12:00 File folder
8 Downloads L Users P04 EA 11527 File falder
...H hluisie L. Windeows 02/06/2014 15:21 File folder
B Pictures \[55] pgbackup.bat 14/01/2014 1434 Windows
.] Wideos raoveefiles.bat 15/06/2004 15:12 Windows B
i Local Disk (2 L u s _installer.log 219/04,2014 13:59 Test Docum
o share (0192,1684
- lvl[<] | E
File rarne: | backup. bat W | IAII files () w |
I Open I [ Cancel I
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9. Inthe Add arguments (optional) field, type the User name and password that has

previously been defined during the installation for the database, for example

Administrator, IPofficel23, followed by the directory location of the backup folder

for example, C:\backup.

-@ Start a Program

Create a Basic Task
Trigger Program/script:
|C:\pghackup.bat | | Browse... |

Daily
Action
Add arguments (optional): IAdministrﬂor IPoffice12 |

Finish Start in (optional): |I |

10.In the Start In (optional) field type C:\. Then click the Next button.

-@ Start a Program

Create a Basic Task
Trigger Program/script:

Daily [C:\pgbackup.bat || Browse.. |
Action

Add arguments (optional): |ﬂdminismtor IPofficel2 |

Finish Start in (optional): IC:\ |

< Back || Next > || Cancel
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11.The Trigger and Action are displayed. Click the Finish button.

@ Summary

Create a Basic Task
Trigger Name: [

Daily
Action

Description:

Start a Program

Trigger: Daily; At 00:00 every day

Action: [Start a program; C:\pgbackup.bat Administrator IPoffice123 c:\backup

["] Open the Properties dialog for this task when | click Finish
When you click Finish, the new task will be created and added to your Windows schedule.

| <Back || Finish || Cancel |

12.The new task is displayed. Click the Create Basic Task option to create the ‘move’
task. The task to move the files from the backup folder will occur after the backup
files have been created and saved in the backup folder. In this example, a period
of 3 hours will be allowed between the backup of the files and the files being
moved to a defined location on the customer’s network.

File Action \iew Help
«% 2[Ed@
@ Task Scheduler (Local)

b b Task Scheduler Library &) Daily IPOCC Backup ack S
(5 Optimize Start Menu Cache Files-5-1-5-21-2507509934-6060 '@ I

reate Basic Task...

& Create Task..,
Import Task...
75 Display All Running Tasks

il R ble All TaskssbSstan . ppnan,
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13.1n the Name field type Move IPOCC Backup files and then click the Next button.

Create a Basic Task

Use this wizard to quickly schedule a common task, For more advanced options or settings
such as multiple task actions or triggers, use the Create Task command in the &ctions pane.

Name: Move IPOCC Backup files

Description:

Mext » || Cancel

14.Check that Daily is selected and then click the Next button.

@ Task Trigger
Create 3 Basic Task When do you want the task to start?
Trigger @ Daily
Action o
Finish Easy
O Monthly
) One time
O When the computer starts
) When | log on
() When a specific event is logged
< Back MNext > | I Cancel
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15.Click the Start Date and Time and define the time backup should run (in this
example 3 hours after the initial Backup task has completed). In this example the
Recur every period will be 1 day. Click the Next button.

@ Daily

Create a Basic Task

Start: IZQOEHOH- B~ ] |03:00:00 @l [] Synchronize across time zones

Trigger

Recur every: El days

| | Cancel

16.Click Start a program and then select the Next button.

@ Action

Create a Basic Task
Trigger What action do you want the task to perform?

Daily
Start a program
) Send an e-mail {(deprecated)
) Display a message (deprecated)

Mext > || Cancel
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17. Click the Browse... button.

@ Start a Program

Create a Basic Task
Trigger

Daily
Action

Start a Program

Finish

Program/script:

Add arguments (optional):

Start in (optional):

| < Back H Mext > H Cancel

18.Click the movefiles.bat file and then click the Open button.

1 |l » ThisPC » Local Disk (€ »

w ﬂ..| | Search Local Disk (C)

2

Organize -

r Favorites
B Desktop
8 Downloads
9 Recent places

% This PC
g Desktop
1| Documents
8 Downloads
B Music
= Pictures
B Videos
e Local Disk (C3)

Mew fiolder

iy
—

et

g share (W152.168.

-

Marne

| backup

. cpasystem
L. Perflogs

. Program Files
. Program Files (<86)
L. Share

A Sybaze

b temp

L Users

S Windows

) pgbackup.bat

=
Date modified

26/06/ 104 0845
19/04/204 13:58
LH0RSIN 3 1652
O2/06/2M4 1002
02/065 204 14:42
N4 1318
02/06/2014 15:59
5062014 1200
0204 12T
02/06/2014 15:1
14/00/204 1434

I @
Type
Eile folder
File folder
File folder
File folder
File folder
File folder
File folder
File falder
File folder
File folder

mmﬂts-hit

25/06/2014 15:12

|| smh_installerlog

L9/04/2014 13:59

v(l

File narme: |mmﬂu.hlt

| | files )
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19.1n the Start In (optional) field type C:\ and then select the Next button.

@ Start a Program

Create a Basic Task
Trigger

Daily
Action

Program/script:

|c:\mmﬁ|u.m

Add arguments (optional):

Start in (optional):

20.Click the Finish button.

@ Summary

Create a Basic Task
Trigger

Daily
Action

Start a Program

Name: Mowve IPOCC Backup files

Description:

Trigger: | Daily; At 03:00 every day

Action: |Sta=t a program; C:\movefiles.bat

A

[] Open the Properties dialog for this task when | click Finish
When you click Finish, the new task will be created and added to

ur Windows schedule,

< Back

inish || Cancel
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21.The new task is displayed; however the tasks will only run when the Administrators
account is logged in to the Server.

File AE ".l"iew_H:lp
¢ 2@ B

@ Task Scheduler (Local) Mame

b @ Task Scheduler Library ® Daily IPOCC Backup -

(% Move IPOCC Backup files
(5 Optirnize Start Menu Cache Files-5-1-5-21-2507509934-6060

ask Scheduler Library
@ Create Basic Task...
e Create Task...

Import Task..

22. This can be overcome by defining that the Task can be run regardless of whether
the administrators account is logged in. Using the right mouse button select the
first task and click Properties.

(5 Move IPOC
(5 Optimize S End

SN

A. Right click

23.Click the option to Run whether user is logged on or not

General |Triggers IActions I Condition:-l Settings I History {(disabled) |

Narne: [Daily IPOCC Backup ]

Location: %
Authon IPOCC\Administrator

Description:

Security options

When running the task, use the following user account:

\ IPOCC\Administrator Change User or Group...

Run only when user is logged on
Run whether user is logged on or not
[ Do not store password. The task will only have access to local computer resources,

] Run with highest privileges

[] Hidden Configure for: |Windows Vista™, Windows Server™ 2008 v |

oK | | Cancel |
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24.Click the Run with the highest privileges check box and then click the OK
button.

General |Triggers IActions I Conditions I Settings I History (disabled) |
Name: [Daily IPOCC Backup
Location: %

Author: IPOCCNAdministrator

Description:

Security options

When running the task, use the following user account:
IPOCC\VAdministrator

Change User or Group...

O Run only when user is logged on

\ ® Runwhether user is logged on or not
x [ Do not store password, The task will only have access to local computer resources,
Run with highest privileges /
] Hidden Configure for: | Windows Vista™, Windows Server™ 2008 / v |

~
oK Cancel
o %] | |

25.To be able to run the task while logged off, the account requires the correct rights

to run the task. Enter the User name and Password for the required account and
then click the OK button.

Enter user account information for running this task.

User name: € 1POCC\Administrator

Password: esccscccces

26.Repeat the process in relation to the second task. Using the right mouse button
select the second task and click Properties.

IP Office Contact Center Maintenance 05 2016 41



IP Office Contact Center Maintenance

(® Daily IPOCC Backug
(] Move IPOCC Backup files
(5 Optimize Start Menu Cache Run

End
Disable
Export...

<] 2 l Properties

General Triggers | Actions Delete

s

A. Right click

27.Click the option to Run whether user is logged on or not

General | Triggers | Actions | Conditions | Settings | History (disabled) |
Narme: IMwe IPOCC Backup files

Location:  \
Author: IPOCCNAdministrator

Description:

Security options
When running the task, use the following user account:
IPOCC Administrator Change User or Group..,

-

Run onlywhen user is logged on
Rurwhether user is logged on or not

[] Do not store password. The task will only have access to local computer resources.

[] Run with highest privileges

(] Hidden Configure for: |Windows Vista™, Windows Server™ 2008 w |

28.Click the Run with the highest privileges check box and then click the OK
button.
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General | Triggers | Actions | Conditions | Settings | History (disabled) |

Name:  [Move IPOCC Backup files

Location:
Author: IPOCC\Administrator

Description:

Security options
When running the task, use the following user account:
IPOCC\AdDministrator Change User or Group...

) Run only when user is logged on
® Run whether user is logged on or not

["] Do not store password, The task will only have access to local computer resources,

Run with highest privileges

(] Hidden Configure for: |Windows Vista™, Windows Server™ 2008 V|

| OK || Cancel |

29.To be able to run the task while logged off, the account requires the correct rights
to run the task. Enter the User name and Password for the required account and
then click the OK button.

Enker user account information For running this task,

User name: 7 1rocciadministrakor

Password: sesssssnnns

Cancel
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Testing the Tasks

1. In this example, as the scheduled tasks do not run until early morning, it is worth
testing each task.

Marre Status Triggers
(5 Daiky IPOCC Backup Feady At 0000 every day

B Mowve IPOCC Backup files Ready At 0300 every day
(B Qptirnize Start Menu Cache.., Disabled When cornputer is idle

2. Select the Daily IPOCC Backup task and then select the Run option.

File Action ‘iew Help

= zn(m

@ Task Scheduler {Local) Marne Status Triggers Actions

b @ Task Scheduler Libr: ® =

ove IPOCC Backup files Ready At 03:00 every day B) Create Basic Task...
Optirnize Start Menu Cache... Disabled When computeris idle
& Create Task...
Import Task...

Tl Display All Running Tasks
<] n | > 1 | 5] Enable &l Tasks History
1]

General |Triggers |Actinns | Conditions [ Settings [ History jﬂ | Mew Folder...
Name: |Daily IPOCC Backup - View yo
Location: (G Refresh B
Author:  IPOCC\Administrator - Help
Description: Eglﬂmd‘ |P ‘ -
b Run
® End

3. The Task Status changes to Running.

Status  Triggers

(] Daily IPOCC Backup Running At 0000 eveny day
(5 Mowe IPOCC Backup files Ready Lk 03:00 every day
(5 Optirnize Start Menu Cache., Disabled  S¢hen cormputer is idle
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4. The backup files are created.

Home Share View v
@ ¥ B i L. » ThisPC » Local Disk (C:) » backup v ¢ | l Search backup p ]

Y Favorites 2 Name : Date modified Type Size

Bl Desktop [ adb 26/06/201409:51  TMP File 3,932K8|

@ Downloads . backup.log 26/06/2014 09:51 Text Document 13Ke

| Recent places L] e3k 26/06/2014 09:50 DMP File 19,866 KB

L] ee 26/06/2014 09:49 DMP File 154,954 KB

1% This PC | mediastore 26/06/2014 09:51 DMP File 26,608 KB

Ju Desktop E Lt 26/06/2014 09:50 DMP File 27,232 KB

1| Documents | umarchive 26/06/2014 09:51 DMP File 25,906 KB

8 Downloads

Depending on the size of the backup and performance of the IP Office Contact Center
Server, this process may take some time to complete.

5. Follow the same procedure in relation to the second task. Select the Move
IPOCC Backup files task and then select the Run option.

File Action View Help

e 2@ B=E

(D Task Scheduler (Local)
b [ Task Scheduler Libr:

Name Status  Triggers

(® Daily IPOCC Backup Running At 00:00 every day

[ Move IPOCC Backup files Ready At 03:00 every day

(5 Optimize Start Me@RCache... Disabled When computeris idle

] Create Basic Task...

% Create Task..,

Import Task...

[ Display &ll Running Tasks
<] m | > 1 | &] Enable All Tasks History
General | Triggers | Actions | Conditions | Settings | History <[> | | £ NewFolder..
Name: IMove IPOCC Backup files - View 4

=

Location:  \ K PRefresh
Author:  IPOCC\Adrministrator " Help
Description: Selecte

P Run

m End

6. The Task Status changes to Running.

Marne status Triggers
(5 Daily IPOCC Backup Ready At 00:00
L 1A crve ' Files Running At 03:00,
(5 Optirnize Start Menu Cache Fil., Disabled  When co
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7. When the task is complete, check your network share folder for the backup files

contained within the date stamped folder.

- 2014-06-26

T » Network » 192.16842.252 » share

ipoccbackup » 2014-06-26

-~

& Downloads
Recent places
; adb
backup.log
/& This PC
<3k
e Desktop
33
Documents
mediastore
8 Downloads
tr
Music
4§ umarchive
= Pictures =

Note:

The above tests can also be completed via the command prompt. Open a
Windows command prompt and manually run each batch file. In this example, a batch
file named movefiles has been created.

INDSET

=\>mouef iles

Administrator: C\Windows'\system32\cmd.exe

m (>

dd=24

- (O X
:5SET mm=@3
=NISET pyypy=20815 0
Nrset curr_date=2015-03-24 Local Disk (C L |
=n2set new_dir=-\192.168.42 .1 share~ipocchackup~2815-83-24 Size ~
=nOmkdir w192.168.42 .1ssharesipocchackups2815-83-24 KB
ssnmove c:sbackupso.*® S\192 168 .42 _1ssharesipocchackupn2815-83-24 b atch Eil v KB
:\backup~sadh.dmnp atcn rile :
=sbackupsbackup. log ment JKB
=sbackupscik.dmp
=sbackupscc . dmp 1 KB
ssbhackupsmediastore .dnp N
:\backupstr.dmp 0KB
=sbackupsumarchive .dmp OKE
? file<s> moved. ¥
N v | |ment 22 KB
—. — ment 22 KB
=] Pictures || umarchiving_9.1.7400.1504 0/02/2015 11:55 Text Document 15 KB
8l Videos [ umarchiving_9.1.7600.1506 Text Document KB |z
i=w Local Disk (C3) || umarchiving_9.1.7900.1509 Text Document 30KB
ca Logs (V) [ umarchiving_9.1.8200.1512 Text Document 22KB
. W | movefiles Windows Batch File | 1 KB v
Mitemns 1 item selected 205 bytes =
""" SEIE
File Edit Format View Help
SET dd=%DATE:~B,2%
SET mm=%DATE:~3,2%
SET yyyy=%DATE:~b6,4%
set curr_date=Ryyyy-Smmi-2dd%
set new_dir=%\192.168.42.1\share\ipoccbackup\¥curr_dateX
mkdir ¥new_diri
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Restoring IP Office Contact Center Databases

Before you can restore any of the IP Office Contact Center databases you must stop all

of the IP Office Contact Center Services.

6. From the Windows menu click Run.

Search

Run |

Shut dowen or sigh out L

Desktop

7. In the open field type services.msc and then click the OK button.

Run -

Type the name of a program, folder, document, or Internet
resource, and Windows will open it for you,

Open: | envices.msc v

' This task will be created with administrative privileges.

\
™ ok

G|

v

H Cancel H Browse... ‘

8. Select the IPOCC Watchdog service and then click to Stop the service.

== |

O, Services
File Action ‘iew Help
eas|[EBEc: Em vmnw
& Services (Localy __»':;; sen’ims[m

IPOCC Watchdog Marne - Description Status Startup Type Log ~

G nternet Explarer ETW Colle.. ETW Collect.., Manual Loc

Stop the service & IP Helper Providestu... Running  Autornatic Loc

Bestart the service 4 IPOCC Address Book Server  Avaya IPOf..  Running  Manual Loc

W4 IPOCT CHAP Server Avaya IPOf..  Running  Manual Loc

Description: o IPOCT CHAP synchronizer  Avaya IP Of..  Running  Manual Loc

Avaya IP Office C‘Imlact Center Lo IPOCC Chat Taskserver Ayvaya IPOf..  Running  Manual Loc

::‘:Ici::t?fni”mm“s several 56 IPOCC omniORE Ayaya IPOf..  Running  Manual Loc

“4IPOCC Rod Archie Avaya IPOf..  Running  Manual Loc

S4IPOCC Rod CommandExec...  Avaya IP Of.. Running  Manual Loc

S5IPOCC Rod Reposery Awvaya IPOf..  Running  Manual Loc

A IPOCC Rod Rodomat Avaya IPOf.. Running  Manual Loc

ZIPOCC Rod SchedulerServer  Bwaya IPOf..  Running  Manual Loc

4 IPOCC Statistic Generator Avaya IPOf..  Running  Manual Loc
4 IPOCC Statistic Scheduler Avaya P OF... Manual Loc _
W IPOCT Trace Server Avaya IPOf...  Running  Automatic Loc

Lo IPOCC UlSessionhanager Ayvaya IPOf..  Running  Manual Loc

L IPOCC UM Clientdapter Ayaya IPOf..  Running  Manual Loc

LG IPOCC UM DB-Server Avaya IPOf..  Running  Manual Loc

S IPOCC UM LMNA-Server Avaya IPOf.. Running  Manual Loc

SLIPOCC UM POP3IMAPA Clie.., Avaya IP Of.. Running  Manual Loc

LLIPOCC UM Server Awaya IPOf..  Running  Manual Loc

A IPOCC UM SMTP Connector  Avaya IP Of..  Running  Manual Loc

4 IPOCC UM TextTemplateSe... AvayalP Of.. Running Manual Loc

2 IPOCC UM UmirConfigServer  Bwaya IP Of..  Running  Manual Loc

LA IPOCC UM UMRTaskserver  Avaya IPOf..  Running  Manual Loc

Lo IPOCCVEA Ayvaya IPOf..  Running  Manual Loc

Running  Automatic
o IPsec Policy Aaent Internet Pro..  Runnina  Manual (Trig.,  Net
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9. The Service Control window is displayed as the services are closed down.

Senvice Contraol -

YWindows iz attempting to stop the following zervice on Local Computer...

IPOCE ‘W atchdog

Cloze

10.The Services are stopped which is indicated by the word Running no longer
being displayed. The restore process can proceed.

o IPOCC WEA Avaya IP Of... Manual Loc
#11POCC Watchdog Awvaya IP Of... Automatic Loc
" IPsec Policy Agent Internet Pro... Running  Manual (Trig... Net
L ’u!"nlﬁ DHHU‘.J‘ Qﬂﬁ!ﬂl‘ fﬂ“);i"ﬂ 'fl(r anﬁ n"ﬂ\ﬂ.)‘ Q 'LJ"&HI I5I h\.lﬂ*"

11.0pen a command prompt, Start by clicking the Windows icon.

12.Click the down arrow.
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14.Click the File option from the menu.

Plugins View Tools Help

1-\.'1

Pmomiu
7 No properties are avalable for the current selection

15.Click Add Server...

 File | Edit Plugins View Tools Help

e B/ 97

yerties | Statistcs  Dependencies | Dependents

bes
properties are available for the current selection
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16.In the New Server Registration window the details of the IPOCC database must

be added.

1 Name Name of your connection e.g IPOCC

2 Host localhost or 127.0.0.1

3 Username Username of the database e.g. Administrator
4 Password Password for the database e.g. IPofficel23

Properties |SSL | SSH Tunnel | Advanced
1 |IPOCC
2 liocabost

|5432

Maintenance DB |Dosb;|res

Username 3 |Adrh'strabor

Password 4|ooooooootoo

Store password  [v/]
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17.Click the OK button.

Saving passwords

do not want this to happen, please

*nix systems, the password will be

pg_restore, other GUI applications,

Password option in pgAdmin.

[] Do not show this hint again

WARNING: You have opted to save your password. It will be stored in plain text
in your home directory on *nix systems, or in your user profile on Windows. If you

press the Cancel button.

pgAdmin uses PostgreSQAL's ‘pgpass’ mechanism to store your passwords. On

stored in ~/ pgpass, whilst on Windows

systems it will be stored in %APPDATA%\PostgreSQL\pgpass. conf
(%APPDATA% is the "Application Data’ folder in your user profile). This
mechanism is used by default by all programs that use the libpq library to access
the server, which includes command line applications such as pg_dump and

and drivers such as psqlODBC. This means

that those applications may automatically connect to the server using your stored
password. If you do not want this to happen, you should not use the Store

18.Double click on the Server Groups tab.

File Edit Plugins View Tools

-y

Help

PDEEBF &P ?

[ Properties | D | D]

Properties
% No properties are avalable for the current selection

19.Click the New connection and then click +.

Eile Edit Plugins View Tools

PO T

Help

DEEB/E- 9 ?

Properties | Statisbcs | Dependences | Dependents
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20.Each of the Databases must to be restored individually. Please repeat this
process for all of the databases below, to restore a complete backup..

Home Share View

(© = 1|k » ThisPC » Local Disk (C:) » backup v & | | search backup

-

Name Date modified Type

¢ Favorites
B Desktop | ] adb 20/11/2014 10:16 DMP File

I8 Downloads | || backup 20/11/2014 10:16 Text Document
L Recent places =" 20/11/2014 10:16 DMP File
L] ee 20/11/2014 10:16 DMP File
1% This PC || mediastore 20/11/2014 10:16 DMP File
_jm Desktop Ltr 20/11/2014 10:16 DMP File
I'| Documents || umarchive 20/11/2014 10:16 DMP File

Databases Contents

adb Address book data

c3k Emails

Cc Configuration / Statistics
mediastore Chat data

tr Task Reporting data
umarchive Archived emails

21.Right mouse button on the first database and click CREATE Script.

File Edt Plugins View Tools Help

~~%@\ﬁ@§ﬂfﬁ-"

Cbject browser

= QServers(l)
=[] POCC POCC:5432)
=11 Databases (7)
&0
=
%

»
E.:SE adb;
E adb

= adbserver
NG = ‘UTFE’
PACE = tablespace_add

E = 'English_United Kingdom.1252°
1C_{ CIYPE = ‘English United Kingdom.1252'
CONNECTION LIMIT = -1;

<| ]
Retrieving detais on database adb... Done.
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22.Click File and then click Save — Query (text).

File ||Edit Query Favourites Macros View Help

T New window adN N L2 b R hg e | D i adon Admnsvator
Open... Ctrl-O - atch pa
Save Ctrl-S T ] A
" Tepor.. | Graphical Query Gimage) =
Quick report... Explain (image) .
Recent files » ﬁ o
Exit Ctrl-W |

23.Click the location of the file. Give the query file the same filename as your
database for example adb and manually type in the sql extension. Then click
the Save button.

1| » ThisPC » Local Disk (C)) » backup v & | | Search backup

Organize v  Mew folder

~ .
< Favorites 1 Date modified Type

Bl Desktop
8 Downloads
‘= Recent places

No items match your search.

1% This PC
| Desktop
| Documents
|8 Downloads
W Music
| & Pictures
B Videos
i Local Disk (C) | |

€ Ntk h /
adb.sql

File name:

Save as type: | Query files (".sql)

@, Hide Folders
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Note: The script must be saved in the same location as the backup and have an sql
extension. The SQL extension must be manually typed in the File Name field. If you do
not manually add the sql extension, a warning is displayed stating that the adb will be

replaced.
T Save query file as X
[ » ThisPC » Local Disk (C) » backup v | | search backup P
Organize v  New folder = -
¢ Favorites L™ Mame - Date modified Type Size
I Desktop Mo items match your search.
& Downloads

“El Recent places

18 This PC
m Desktop
| Documents
& Downloads
W Music
=] Pictures
B Videos

iy Local Disk (C) ||

€l Nehwnrl

i adb already exists,
Do you want to replace it?

File name: | Elils]

Save as type: | Query files (“.sql)

(4 Hide Folders

Save | | Cancel

24.The file will be saved with the sqgl extension.

noeEn-|

Home

Share View

© - 4 [1, » ThisPC » Local Disk (C:) » backup

v C,l | Search backup

ir Favorites
Bl Desktop
@ Downloads
"2l Recent places

1M This PC
_jm Desktop
| Documents
8 Downloads
W Music
=/ Pictures
B Videos
&, Local Disk (C)

€l Network

8 items

IP Office Contact Center Maintenance

Name

I| adb

s

Date modified

29/01/2016 15:40

Type Size

File 11KB

| [ adbsal

29/01/2016 15:47

SQL File 1KB| |

|| backup.log
L] 3k

L] ee

__| mediastore
L] tr

| umarchive

1item selected 276 bytes

29/01/2016 15:40
29/01/2016 15:40
29/01/2016 15:40
29/01/2016 15:40
29/01/2016 15:40
29/01/2016 15:40

Text Document 95KB
File 131KB
File 1,971 KB
File 20KB
File 61 KB
File 34 KB
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25.Now that the file has been saved. Click the X to close the Query window.

File Edit Query Favourites Macros View Help

E.|$‘G’|hn|p| pug.|@
ﬂm!&wwm 1 = Serateh pad

Previous queries | v|[ Deete |[ peleters |
-- Database: adb

-
>

ready Unix LnlColLChl

26.With the right mouse button, click the same database and then click Disconnect
database.

File Edit Plugins View Tools Help

PO %0 PER s ERP?
[ Properties | S| Depaencas | Depancate. |

Property Value

= Name adb
= 0D 24953 e
L= (hwner Administrator
N pg_default
pg_default
UTF& -
-] P N o
_____ ] i >
""" : adb
»
RBASE adb;
BASE adb
R = "Administrator”
DING = 'UIFE*
ESFACE = pg default
OLLATE = 'English _United Hingdom.1252°

LC_CIYPFE = 'English United Kingdom.l252'
CONNECTION LIMIT = -1;

< w1 >

0.06 secs
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27.With the right mouse button, click the same database and then click
Delete/Drop.

File Edit Plugins View Tools

1d -l %@|

Property Value A
= (I IPOCC (IPOCC:5432) 1% Name adb -
=-|=] Databases (7) ~ o 19760
- = Ohnar adbserver
. [ . ! tablespace_adb
Mew Object »
b space tablespace_adb
- Disconnect database UTFS |
- #[ Deletervrop ] - - v
Pk I = |.H:‘h_P' [ >
] i Tak . rch objects...
é:‘_ $ CREATE Script k: adb
' Reports 3
TABASE adb;
Maintenance...
Backup... ABASE adb
ER = adbserver
Illestare..‘ DDING = 'UTEE'
- LESEACE = tablespace_adb
opeitie FOLLATE = 'English United Kingdom.1252°
1C_CTYPE = 'English United Kingdom.1252°
CONNECTION LIMIT = -1
<] [ | >
Retrieving detals on database adb,.. Done, 0,00 secs

28.Click Yes to drop the database.

o Are you sure you wish to drop database "adb"?

= servers (1)
=[] 1POCC (IPOCC:5432)
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30.Click Query tool.

File Edit Plugins View | Tools | Help
2 Rule enabled?
Trigger enabled?

Event trigger enabled?
Disable triggers

Enable tniggers

Validate foreign key
Validate check constraint
Validate domain check constraint :]
Slony Replication »
Connect

Disconnect server

T

Disconnect database

Start Service

Stop Service

Reload configuration

Pause replay of WAL

Resume replay of WAL

Add named restore point e

Debugging »
| Queytool | Ctrl-£

" Scripts . »
Retrieving details on database ¢ View Data »

31.Click File and the click Open.

File | Edit Query Favourites Macros View Help

e N AN PO b hEhg e M| D |Z 0 postoes on Administrator

Open... Cti-0

1Save Ctrl-5
Save as »

ete || Deleteas |

Export... 3

Quick report...

Recent files L3 m

Exit Ctrl-W ]

32.Click the database sql file to be opened, that has pervious been deleted/dropped

and then click the Open button.
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T |L « Local Disk (C:) » backup v C;l [ Search backup

Organize »  Mew folder =

¢ Favorites Name Date medified

B Deskicp [L] adb.sql 20/11/2014 14:46
8 Downloads
% Recent places

1% This PC
i Desktop
' Decuments
|8 Downloads
M Music
& Pictures
B Videos | |
i Local Disk (C) |
- 16GE (D7)
ca Logs (V) =[] |

File pam J[adb.sql vI |0uuyflﬁ{'sql}

mﬁ

33.Click Query and the click Execute.

File Edit ‘Favourites Macros View Help
B
sQL Execute pgScript
Execute to file
Previous )
ey Explain
<] Explain analyze
| Explain options
re— Save history
Uit Clear history
 Auto-Rollback
] Cancel Alt-Break

34.Click File and then click Exit.
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Edit Query Favourites Macros View Help - -
T T New window cdN Ny O b R Dg s m| D i 0 postores on Adminstrator
Open... Ctrl-O v || Eoane

' Save Ctrl-S A
ot || Delet= Al ]
Save as »

A
v

Export... ~ < ~

| Quick report...

' Recent files »

B ]ts History v
l m 54 __
= =~ with no result in 2075 ms. A

35.Click the new database connection and then click the refresh icon.

ﬁm

Iools Help

Ed-u'num 20 e

3

e

36.A new blank database file is displayed.

File Edit Plugms View Tools

Il

Refresh the selected object. [

ppert

! : (38 umarchive
m%rabm(s)

o e Dalae A\

37.Using the right hand mouse button, on the new blank database click Restore...
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File Edit Pluglns '|||'iew Tools

. % o
Statistics
B- E Servers (1) o i
=- [} IPOCC (IPOCC:5432) - Miame e -
2 o o Son 24953
tabases ~ . Administrator
Refresh faud
New Obj - oy t
ject b pg_default
Disconnect database UTFs —
Delete/Drog.. R B
Search objects...
CREATE Seript adp
Reports " BASE adp:
Maintenance...
\SE adb
Backup... = "Rdministrator”
Restore. | |pwe = ozrer
—_ EDACF = revy dafanle

38.Click the builder button.

File Options | Restore Options #1 | Restore Options #2 | Objects | Messages |

|Qisplay objects | | Restore | | Cancel |

39. Click the backup of the database and then click the Open button.
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| « Local Disk (C)) » backup v & | | Search backup

? |

Organize v  New folder B

Y Favorites 2 Name Date modified

i

Type

DMP File

B Desktop @ 20/11/201410:16
8 Downloads 20/11/2014 14:46
5. Recent places | backup 20/11/2014 10:16
ek 20/11/2014 10:16
1™ This PC Dee 20/11/2014 10:16
m Desktop || mediastore 20/11/2014 10:16
[’/ Documents Dt 20/11/2014 10:16
8 Downloads __| umarchive 20/11/2014 10:16
& Music
& Pictures
B Videos
i Local Disk (C:)
- 16GB (D)
ca Logs (V) <] I

SQL File
Text Docum
DMP File
DMP File
DMP File
DMP File
DMP File

ﬁlenamel.db vl |A|Iﬁle.'(".') v|

| Dsplay objects | | Restore | | cancel |

41.Click the Restore button.
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Restore Options #1

42. \When the database has been restored, click the Done button.

pa_restore:
pag_restore:
pa_restore:
pa_restore:
pa_restore:
pa_restore:
pag_restore:
pa_restore:
pa_restore:
pa_restore:
pa_restore:
pag_restore:
pa_restore:
pa_restore:
pag_restore:
pa_restore:

setting owner and privileges for ACL public

setting owner and privileges for EXTENSION plpgsgl

setting owner and privileges for COMMENT EXTEMSION plpagsgl

setting owner and privileges for TYPE connection_details

setting owner and privileges for FUNCTION gettableheader{name)
setting owner and privileges for FUNCTION gettableraws(name, chara
setting owner and privileges for FUNCTION m_connections()

setting owner and privileges for FUNCTION m_find_ccid(character, bao
setting owner and privileges for FUNCTION m_find_string(character vi
setting owner and privileges for FUNCTION m_systeminfa()

setting owner and privileges for TABLE adbinfo

setting owner and privileges for TABLE dbversion

setting owner and privileges for TABLE DATA adbinfo

setting owner and privileges for TABLE DATA dbversion

setting owner and privileges for INDEX xadbid

setting owner and privileges for INDEX xuserid

Process returned exit code 0.

File Options | Restore Options %1 | Restore Options 22 | Objects i
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INote: The restore process can take up 30 minutes for each individual database].

43. Repeat the above process to restore the remaining databases.

44 All of the IP Office Contact Center services must be now be restarted. From the
Windows menu click Run.

ey T T T A
_.--""‘
Run ‘
Shut down or sign out »
Desktop
L b . (

45.1n the Open field type services.msc and then click the OK button.

£ Run -

=== Type the name of a program, folder, document, or Internet
resource, and Windows will open it for you.

—
Open: | EEMITONANN 4— v

' This task will be created with administrative privileges.

\ OK H Cancel H Browse... |

46.Right click on the IPOCC Watchdog service and then select to Start the
service.

IPOCC Watchdog S ‘

+ IPsec Policy Agent ™/l wi‘

.. KDC Proxy Server servic S0P pt

", KtmRm for Distributed 7 Pause >3

4 Link-Layer Topology Di: Resumne 3

., Local Session Manager Restart hi 2

+ Microsoft iSCSI Initiator (

« Microsoft Software Sha¢ £iliTe:ks g

4 Microsoft Storage Space Refresh

Multimadia Clacs Sehad Properties hi

Help }

A. Right click.

47.When the IPOCC Watchdog is Running, it will start all other required services.
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IPOCCWVEA, Lssaya P OF.., Manual

AIPOCC Watchdog
IPsec Palicy Agent

Avaya IP Of... Running Automatic
Internet Pro... Running  Manual (Trig... N

48.From the window menu click TT Display.

ApPPS

Component Services Task Scheduler
Computer Management

Windows Firewall with Advanced..

Defragment and Optimize Drives Windows Memory Diagnostic

Event Viewer

iSCSI Initiator

Local Security Policy

ODBC Data Sources (32-bit)

ODBC Data Sources (64-bit)

Performance Monitor

0 Resource Monitor

49.The TTraceDisplay will show the services status as they are started.

IP Office Contact Center Maintenance

Windows PowerShell (x86)

Windows PowerShell ISE

Windows PowerShell ISE (x86)

Config

Console

Display

HP Array Configuration Utility (6...

README

Setup HP Array Configuration Ut...

Interactive SQL

Open Client Configuration Utility

Open Client Directory Service Ed...

Server Config

Sybase ASE Data Source Admini

Sybase Central v6.0
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W TTraceDisplay - L=l x |
File View Help

STAMDARD
Process Huozt

2 1 omniORE Mamin... IPOCC
& 2 DB |POCC
& Fha |POCC
2 4 Tomcat IPOCC
& 5 TRDE |POCC
& 5 MediaStoreDB |POCC
2 B TazkServban IPOCC
& 7 CHAF |POCC
2 8 IPOT azkserver IPOCC
2 3 Avava Chap Sunc  IPOCC
210 Avaya VEA IPOCC
& 11: chat |POCC
212 reconztr IPOCC
213 Kemel IPOCC
2 1.3 wechors |POCC
@14 WC |POCC
2 15 Monitor IPOCC
2 15 Statistic |POCC
@15 TRS |POCC
215 SessionManager  IPOCC
215 StatGen IPOCC
2 15 StatScheduler IPOCC
& 16 ADB |POCC

217 cIkDB-Server IPOCC
217 cIkLMA-Server  IPOCC
17 C3000 Server IPOCC
217 UrnrConfigServer  IPOCC
217 UrorT azkzerver IPOCC
& 17 C3000 Clientad... |POCC
217 SMTP Connector  IPOCC
& 17 POP3IMAPS Cli... IPOCC
217 TewtTemplateS... |POCC
2 17: Rod Command...  IPOCC
2 17 Rod Archie IPOCC
2 17: Rod Rodomat IPOCC
217 Rod Scheduler...  IPOCC
217V Rod Reposery IPOCC
218 Tomcat WwsC IPOCC
2 18: Tomeat whwhy' IPOCC

219 lad [FOCC

@13 00 [FOCC

19 IPOCC Sypnc: Se.. IPOCC

213 disk [FOCC
Ready
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50.When all of the icons are Green, this indicates that the components are in

Service and IP Office Contact Center can be used.

File View Help

TF TTraceDisplay - I...IL‘E'LI

STANDARD
Frocess Host
@ 1: omhiORE Mamin.. IPOCC
@ 2 DB IPOCC
@ 3 lna IPOCC
@ 4 Tomcat IPOCC
@ 5 TRDEB IFOCC
@ 5 MediaStoreDB IPOCC
@ B TazkServhdan IPOCC
@ 7. CHaF IPOCC
@ 8 IPOT askzerver IPOCC
@ 9 Avaya Chap Sync  IPOCC
@10 Avapa WEA IPOCC
@ 11: chat IPOCC
@ 12 reconstr IPOCC
@13 Kemel IPOCC
@13 wectors IPOCC
@14 WC IFOCC
@ 15 Monitor IPOCC
@ 15: Statistic IPOCC
@15 TRS IPOCC
@ 15 Sessiontanager  IPOCC
@ 15: StatGen IPOCC
@ 15; StatS cheduler IPOCC
@ 16: ADB IPOCC
@17 c3kDB-Server IPOCC
@17 c3kLMa-Server  IPOCC
@ 17 C3000 Server IPOCC
@17 UmrConfigServer  IPOCC
@17 UmiT askserver  IPOCC
@ 17: C3000 Clientad.. IPOCC
@17 SMTP Conmector  IPOCC
@17 POP3IMAP4 Cli.. IPOCC
@17 TextTemplateS... IPOCC
@ 17. Rod Command...  IPOCC
@ 17: Rod Archis IPOCC
@ 17: Red Rodomat IPOCC
@ 17. Rod Scheduler...  IPOCC
@ 17: Rod Repozery IPOCC
@18 Tomcat WSC IPOCC
@ 18 Tomcatwwiw IPOCC
@19 lad IPOCC
@153 0D IPOCC
@ 13 IPOCC Syne Se.. IPOCC
@ 19: disk IPOCC
Ready

51.The Trace Display shows all the running services as indicated by a green status
icon. Any services that are yet to start will display a grey icon; those that have
just started will display a yellow icon. Any services that have failed to start

correctly will display a red icon.
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TTrace Console

TTrace Console is used to view and configure the information that is stored in the IP
Office Contact Center logs files. Each log file has default settings but optional switches
can be set to obtain more data requested by Avaya support. Please note that if optional
switches are set to active, the log files can used a lot of hard drive space.

The TTrace Console will show approximately 300 lines of information at once, with the
remaining data stored in logs files. Individual Logs files can have a maximum size of
150MB. When the log file reaches 150MB a new file is created.

Config

Console

Display

Scheduler Client

User Interface

VCSpeechConfiguration

Watchdog Config

When TTrace Console is opened, multiple windows are displayed as default. To stop all
of the default windows opening:

1. Click File then select Other server.

111 3
File | Extra Wiew ‘Windo

Other server

Exit \

ey — T = -._.ﬁ.«#""‘“*--.,-n’r

s B2 g ity
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2. Select your IP Office Contact Center and then select the option No automatic
opening of process windows. Then click the OK button.

Please verify the following settings “
Host  [IPOCC e

Mame: |IPOCC

P 10301

o automatic opening of process windows
rm Remove |

Before After

File Extra View Window

ce__wv 061) /IPOC

ce b v (82 /1POCC 250 ze
madanee v 069 125, Requized (0BASOR0) 1 Requized Tegisters

x -
. v 957 /1POCC ¥ Requires(008A5080)  :Required <~
M CreateReqReg(03000000) : screate closing

ng nd) s - zepou
(00000000) : smain $83sssssssssssssssene
(00000000) : imain $4883888888488EE
100000000) 1 1mazn $43% ina_srv is up an
(00000000) 1 1matn $83848SETEEEIIEIEIIEE
(00000000) 1 imain FEEIIEREEEIESIBIERIIE
634.000,2001 1ns_srv 13 up and rumning
ALNASTv (0089B588] : s registerCIK_DOCTMENTT|
ALNASrv (0089BS88) : tregisterCIK_REQUEST v

| | selsedly] wio» [2
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Testing the TAPI link from TT Trace Console
To test the TAPI link:
1. Open TTrace Console and select Select IPO followed by Task Server.

2. In the command filed, enter tapimakecall. Enter the extension numbers of two of
the IP Office Contact Center extensions separated by a comma. For example,
2501,2503 . Click the Send button. If TAPI is working the phones will initiate a
call.

T training
File Extra View Window Help
|20 AddressBock -

adb_srv [028] / training / 0
UMR AddressBookddmin (017) / training / O

|3 coul B Taskserver_IPO / training / IPOCCsystem
CCLI[029] 4 Training / 3952 TT_Version * logical host=training B -I
@ CCLI (093] ¢ training / 16664 TT_WVersion * processId=4550 *
CCUI(100) ¢ c2c0251 206 / 6256 TT Version + current ProcessAffinivyMasks: process=fff, system=frf ®
|20 Chat TT Version 7 starttime=24 Tue Feh 18 17:40:00 2014 ®
[ ChatTaskserver (016) / training / 8336 TT_Version * uptime (in seconds)=2006436 =
|23 Core TT ¥ersion * Oy, Om, 22d, 20h, 20m, 363 -
kernel (18] / training / 8316 TT Version + IPOConnectionType=N3-TiPI *
TaskServeranggét (008) / training / 4500 TT Version * IPOSendPhoneMsg=off =
|21 Database 103:26. TT_Command tapi wake call{2501,2503) received
120 EMa : 26. TT_Command tapi make call(2501,2503) ready
I3 1F0 103 :43. TT_Command tapi make call (2501,2503) receiwved
chap [009) / training / 4680 / 103:43. TT_Command tapi make call (2501,2503) ready
CHAPSync (011) 7 training / 0 157, TT_Command tapi makecall (2501,2503) received
Taskserver_IPO [010] / training / IPOCCsystem 10357 TT_Command tapi makecall (2501,2503) ready
WEA[014] / training / 0 :04:08. TT_Cowand tapimakecall (2501,2503) received
I3 ™R 104:06. TT_Command tapimakecall (2501,2503) ready
I3 MonStat 104:24. TT_Command tapimakecall (2501,2503) received
|23 Optional — 104:24. TT_Command tapimakecall (2501,2503) ready
|23 System
D tt_diskspace (04E) / training / 17732 - Command Itaplmake:all j [IZEU1,ZEU3
ABSORB_DBG -]
ABSORB_DTL

ABS0RE_Naming_DEG
ABSORE_MNaming DTL
Fieport_CCTrace
Report_CCTraceCalls
Report_CCTracetemany
Report_CCTraceTime
SHM_Error
SHM_General
SHM_Skill
Sw_RSDISPLAY
TC_Emar

TC_General
TC_ImplCheck
TC_LicenssE mar
TC_LicenseWwamning
TC_warning

IEH(H\H N A I [

Log File Location

The logs files are stored in the following location : C:\ProgramData\Avaya\TTLogfiles

= Administrator; ChYWindowshsystem32icmd.exe \;Ii-

sProgramData“AvayasITLogf iles »dir
Uolume in drive C has no label.
Uolume Serial Mumber is AZB89-F8DD

Directory of C:N\ProgramData“AvayasTITLogfiles

B2 86,2014 <DIR> .
B2 /8620814 <DIR> .-
Al.-87.-2814 <DIR> AddressBook
Al.-87.-2814 <DIR> CCUI
Al -87-2814 <DIR> Chat
01 /87,2814 <DIR> Core
01 /87,2814 <DIR> Databaze
01 /87,2814 <DIR> EMail
Bl -87-20814 <DIR> IFOQ
Bl -87-20814 <DIR> IUR
Bl -87-20814 <DIR> MonStat
gl /87,2014 <DIR> Optional
Al-@7-2014 @6:08 <DIR> System
A Filed(s> A hytes
13 Dirds> 463.834,.216,448 hytes free

NProgramDatasAvayasITLogf iles >
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As default the above folder is hidden and you will have to change your Server folder
options to Show hidden file, folders and drives.

1. Open Windows Explorer and then select View.

Computer View e

'y |u! » This PC v c,| | Search This PC

¢ Favorites = 4 Folders (6)
B Desktop
& Downloads h Desktop
“.l Recentplaces

/88 This PC F Documents -
= Desktop -

nah gl W o petedh i ,..)l«g e Y Y i ol

Computer View
E inr| s Medium icons | Small icons B Bl A e
[H B st 422 Details -
Navigation _  Current Showyf Optlons
pane~ ld\.gﬂes 4= Content ¥ (Ficw=iliidesz]l "~
Panes Layout

& Downloads Desktop
.. MN*%MO. PR P LN T e Sl W™ ‘

3. Click the View tab and select Show hidden files, folders, and drives and then
click the OK button.
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Folder views
You can apply this view (such as Details o lcons) to
all folders of this type.

| ApplytoFolders | |  ResetFolders |

Advanced settings:
.. Files and Folders A
[¥] Always show icons, never thumbnails
[7] Always show menus
[ Display file icon on thumbnails =
[+ Display file size information in folder tips
[] Display the full path in the litle bar
| Hidden files and folders
™~ O Dort show hidden files, folders, or drives
M Show hidden files, folders, and drives
[[] Hide empty drives
[ Hide extensions for known file types ||
[v] Hide folder merge conflicts v

Restore Defaults

ok || Concel |[ aAppy |

4. The log file directories are displayed.

Home Share WView

@ - 4 |j <« Local Disk (Ct) » ProgramData » Avaya » TTLogfiles » v Q,| | Search TTLogfiles

-

. Mame Date modified
ﬁ Favorites

B Deskiop | AddressBook 07/04/2015 00:00 File folder
|l Downloads L ccu 07/04/2015 00:00 File folder
El Recent places | Chat 07/04/2015 00:00 File folder
| Core 07/04/2015 00:00 File folder

18 This PC L CRM 07/04/2015 00:00 File folder
LE Desktop | Database 07/04/2015 00:00 File folder
LE Documents ,ﬂ EMail 07/04/2015 00:00 File folder
L]. Downloads PO 07/04/2015 00:00 File folder
W Music b R 07/04/201500:00  File folder
LEl Pictures j.'; LandingPage 07/04/2015 00:00 File folder
B Videos | Monstat 07/04/2015 00:00 File folder

E Local Diisk (C:) H Optional 07/04/2015 00:00 File folder
L8 Share (\192.168.42.1) () | System 07/04/2015 00:00 File folder
a Logs (v) | Wallboard 07/04/2015 00:00 File folder
| WebServices 07/04/2015 00000 File folder

€l Network L WeblI 07/04/2015 00:00 File folder

16 items
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5. A new log file for each process is created each day and as default is only kept for
10 days.

AN L Core I;‘i-
Home Share e 9
(-I * T | J ¥ This PC » Local Disk (C:) » ProgramData » fwaya » TTLogfiles » Core v & | Search Core r |
a
-~ e ? -~
‘v Favorites Marme Date rnodified Type Size
B Desktop L 201408 _21_tt_[kernel@IPOCC]log 24/06/2MA 0000 Text Document 10 KB _
& Downloads || 2014_06_21_tt_[kernel@IPOCC]log_service 22/06/2014 00:00  LOG_SERWICE File 1KE B
= Recent places | 2014_06_21_tt [TaskServerhanager@IPOCC] log 23/06/2014 0000 Text Document IKE
| 201408 21 _tt_[TaskServertdanager@IPOCC]log_service  22/06/2014 00:00  LOG_SERVICE File 1KE
/M This PC | 2014_06_21 _tt_[vectars@IPOCC]log 22/06/2014 00:00  Text Document 2KB
m Desktop L 2014_06_21 tt [vectors@IPOCCLIog_service 24/06/2014 00:00  LOG_SERVICE File 1KB
| Docurments = L 2014 06 22 [kernel@IPOCC]log 23/06/2014 0000 Text Docurment 10 KB

6. To view the options for the logs file, Click TT Config.

Config

Console

Display

Scheduler Client

User Interface

VCSpeechConfiguration

Watchdog Config

7. You now have the option to change the details of the log file.

Note: The default Ports should not be changed.
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TT tt_srv.xml - TTraceConfig = = -

File “iew Help
Qedd OFAEEALEO

Ports: 1 Client: ftos00 2 Conzole: |'I 0301 3 Data (10303
General: [ Bemember categony switches
Create a new file every |1 day(s]

Eeep files of the last 10 days before today

Diirectory for logfiles: |EI:\ProgramData\Ava}la\TTLogfiles

Process Proceszshl ame | Subfolder | Calor | OnC

> Add ..

Specisls: (3000 Admin EMai Cyan 0~
C3000 Fax Gateway EMail Cyan o |=
C3000 FaxLayout EMail Cyan 1] Q
C3000 POP3-MAP4 CEMail Cyan 1]
C3000 Printer G atewal Mail Cyan 1] 4
C3000 5M5 Gateway Ebail Cyan 1]
C3000 SMTP ConnecEkail Cyan 1]
C3000 Server EMail Cyan 1]
CCUl CCcut “white 1]
CHAPSync PO Gray 1]
ChiatT askserver Chat D ark vellow [

Ready MUK

IP Office Contact Center Administration Page — Contact Center Logs
IP Office Contact Center logs can be generated from the IP Office Configuration page
for seventeen log categories.

I.  Address Book
II.  Core Logs
lll. 1P Office Logs
IV. Optional Logs
V. WebServices Logs
VI.  Wallboard Logs

VIl. Ul Logs
VIIl.  Database Logs
IX. IVR Logs

X.  System Logs
Xl.  Landing Page Logs
XIl.  Test Logs
Xlll.  Chat Logs
XIV. Email Logs
XV.  Server Logs
XVI. CRM Logs
XVII.  Web Ul Logs

To download logs, login to the IP Office Contact Center Administration Page:
1. Inyour Web Browsers, address bar enter

https://<hostname of IPOCC Server>:28443/Administration
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IPOCC - Administration Si.. % +

L https://192.168.42.5: 28443/ Adrministration

Note: The Administration Page supports the following Web Browsers - Internet Explorer
11+Firefox 32+Chrome 39+

Note: If a Certificate warning is displayed, please refer to the IP Office Installation Task
Based Guide for details detailing to the certificate installation.

2. If a Website security certificate warning is displayed, click the Continue to this
website link.

e@| %‘ https://ipocc:3443/Administration/ LP-c || (2 Certificate Error: Navigation... | ‘ j

J There is a problem with this website's security certificate.

The security certificate presented by this website was not issued by a trusted certificate authority.
The security certificate presented by this website was issued for a different website's address.

Security certificate problems may indicate an attempt to fool you or intercept any data you send to the
server.

We recommend that you close this webpage and do not continue to this website.

'@' Click here to close this webpage.
% Continue to this website (not recommended). /

= More information

\A.-umuw

Lt ol . ’-—-—ﬂ-\._." et e s it o e e P B et e i e

3. The IP Office Contact Center Administration page is displayed.
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e°|m https://ipocc:28443/Administration/#/Login/user P~-c || E IPOCC - Administration Si... | | ﬂﬁ ZE {é}

IP Office Contact Center
Administration

Username  Administrator

Password

E2015 Avaya Inc. All Rights Reserved

Best View in IE 11,Chrome 39 Mozilla 34

4. The default User Name and Password required to login to the IP Office Contact

Center Administration page is Administrator. The Username field will be
populated. In the Password field type the IP Office Contact Center
Administration password and then click the Login button.

IP Office Contact Center Administration

Username™® Administrator

avays T —

S

©2015 Avaya Inc. All Rights Reserved.
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5. Click the Download link.

IPOCC - Administration Si...

AVBYA 1 Office

Contact Center Download = Certificate

6. Select IP Office Contact Center Logs link.
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IPOCC - Administration Si...

AVAYA

IP Office o
@ i (e Download | Certificate

IP Office Contact Center Client

IP Office Contact Center Logs

7. Then click the check box adjacent to the logs files to be downloaded.

IPOCC - Administration Si...

AVAYA
IP Office o
@ o — Download  Certificate

Download Logs

O

[] Address Book Ul Logs [ Chat Logs
[] Core Logs [] Database Logs [] EMail Logs
[ IP Office Logs [] IVR Logs [] server Logs
[ Optional Logs [] System Logs [] CRM Logs
[] WebServices Logs Landing Page Logs Web Ul Logs
[] wallboard Logs [ Test Logs

Download Selected
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8. To select all logs, click the Select Logs check box.

e@| hittps://ipocc: 28443/ Administration/ JO + € Certificate error ¢ || IPOCC - Administration Si... | |

Al IP Office:

Contact Center Download = Certificate

Download Logs

Address Book Ul Logs Chat Logs
Core Logs Database Logs EMail Logs
IP Office Logs IVR Logs Server Logs
Optional Logs System Logs CRM Logs
WebServices Logs Landing Page Logs Web Ul Logs
Wallboard Logs Test Logs

Download Selected

Mk
& ?

9. Click the Download Selected button.

e@| https://ipocc 28443/ Administration/ @ + € Certificate error & || IPOCC - Administration Si... | |
AVAYA

IP Office

Contact Center Download = Cenrtificate

Download Logs

O

[] Address Book Ul Logs [] Chat Logs
[] Core Loos [] Database Logs [] EMail Logs
[] IP Office Logs [] IVR Logs Server Logs
[T Optional Logs System Logs [] CRM Logs
[] WebServices Logs [] Landing Page Logs [[] Web Ul Logs

[] Wallboard Logs

Download Selected

[] TestLogs
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10.Click Save, followed by Save as and select the location to which the logs will be
saved. Then click the Save button.

- a -
e@ P~ @l | rocc- Siu, | ‘ ok L
AvayA
(PELED Download | Certificate 2 7
Contact Center L
L5 Save As =]
Download Logs @ o« 1 [k 0] [SearchDsviop 7|
o Organize v  New folder B~ @
[ Adaress Book Ul Logs [ cnat Logs 45 Favorites - -
Adi strat
[ Core Logs [ Database Logs [ EMail Logs B Desktop L?j mintater
[] IP Office Logs [ IVR Logs Server Logs 8 Downloads ‘
[ Optional Logs System Logs [] CRM Logs L Recent places A This PC -
WebSenvices Logs Landing Page Logs Web Ul Logs =
m] g O g Page Log: O g ’AFTmsPc
[ Walboard Logs [ TestLogs » (R Desktop Libraries
(| b [E| Documents
» 1§ Downloads
b [l Music Hetwork
b £ Pictures
> |8 Videos | otconfig
b iy Local Disk (C) 1 =
File name: [ Iog 2ip v
Save astype: [ Compressed (zipped) Folder (*ip) v]

https://ipocc28443/Administration/ O ~ @ Certificate error & || I IPOCC - Administration Si...

Eﬂggsfc . Download ~ Certificate 2 ?
Download Logs
O
[] Address Book Ul Logs [] Chat Logs
[] Core Logs [] Database Logs [] EMail Logs
[] IP Office Logs [] IVR Logs Server Logs
[] Optional Logs System Logs [] CRM Logs

log.zip

[] WebServices Logs
[] Wallboard Logs

[] Landing Page Logs
[] Test Logs

[] Web Ul Logs

The leg.zip download has completed.

Open b

Open folder

View downloads
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o w < Compressed Folder Tools log.zip [=To =
“ Home  Share  View Extract (2]
&~ v [0 gz » v & [ Search logaip 5]
Name - Type Compressedsize  Password.. | Size Ratio Date medified

/T Favorites

B Desktop COUl FEvayer
& Downloads System File foldye

il Recent places IEN = Compressed Folder Tools ccul (=T
8 This pC “ Home  share o view Bdract (7]
o Desktop e R © = 1 [ > logaip » ccul v & [searchccur o]
a5 s Name - Type Compressed size Password .. | Size Ratio Date modiified |~
B Desktop [ 2015_02.03 # [CCUI@MAIL]log Text Document 1KE No 1KE 645
& Downlosds [ 2015.02.03 1t [CCUI@MAILLIog s..  LOG_SERVICE File TKE Mo 1KE 5%
] Recent places | 2015.02.03 # [CCUI@XMPPLIog  Text Document TKE No TKE 64%
[ 2015_02_03 #_[CCUI@XMPPLLIog_s... LOG_SERVICE File TKE Mo KB 5%
4% This PC [ 2015_02.04 # [CCUI@MAIL]log Text Document 1KE No 1KE 4%
b [ Desktop [ 2015_02.04 1t [CCUI@MAILLIog_s...  LOG_SERVICE File TKE Mo 1KE 5%
b (£ Documents [ 2015.02.04 11 [CCUI@XMPPLIog  Text Document TKE Mo 1KE 64%
b 8. Downloads |1 2015_02_04 tt_[CCUI@XMPPLLIog_s... LOG_SERVICE File TKE No KB 4%
v (b Music | 2015_02.05 #_[CCUIBMAILLIog Text Document TKE Mo TKE 64%
b (£ Pictures | 2015_02.05 # [CCUI@MAILLog s...  LOG_SERVICE File 1KE No 1KB 5%
b g Videos [ 2015.02.05 1t [CCUI@XMPPLIog  Text Document TKE Mo TKE 6%
b iy Local Disk (C) |1 2015_02_05 tt_[CCUI@XMPPLIog_s.. LOG_SERVICE File TKE No 1KE 5%
b 53 Share (\W192.168.42.1) (X | 2015_02.06.#_[CCUI@MALLLIog Text Document TKE No TKE 64%
b Logs (V) [ 2015_02_06 t_[CCUIBMAILLIogs...  LOG_SERVICE File TKE Mo KB 5%
[ 2015.02.06 t [CCUI@XMPPLlog  Text Document 1KE No 1KE 645
b € Netwerk [ 2015_02_06 tt_[CCUI@XMPPLIog_s... LOG_SERVICE File TKE Mo 1KE 5%
[ 2015_02.07.#t_[CCUI@MAILLIog Text Document TKE No KB 64%
[ 2015_02_07 #_[CCUIBMAILLIogs...  LOG_SERVICE File TKE Mo KB 5%
T it i At s S0 ()T BN e 4 R et A AT s 0
N AL Compressed Folder Tools System [=[a=T]
Home  Shere  view Extract (7]}
© = 1 [l » logaip » System v & [ Search System #]
O i Name - Type Compressed size Password .. | Size Ratio Date modified 2
B Deskiop [ 2015.02.03 t [t diskspace@IPOC... Text Document 1KE No 1KE 61%
& Downloads [ 2015.02.03 1t [t diskspace@IPOC...  LOG_SERVICE File 1KE No 1KE 5%
] Recent places [ 2015.02.03 ¢t [tt sv@IPOCCLIog  Text Document 3KE No 3IKE 2%
20150203 t [tt sn®IPOCCllog_...  LOG_SERVICE File 1KE No TKE 4%
418 This PC [ 2015.02.03 t [Wstchdog@IPOCL]... Text Document 1KE No TKE 68%
b [ Desktop [ 2015.02.03 1t [Watchdog@IPOCC].. LOG_SERVICE File 1KE No 1KE 3%
b 1] Documents (7120150204 t [t diskspace@IPOC... Ted Document 1KE No TKE 60%
b 18 Downloads 20150204 tt [tt diskspace@IPOC...  LOG_SERVICE File 1KE No 1KE 5%
b [l Music [ 2015.02.04 tt [tt sv@IPOCCllog  Tedt Document 3KE No 3IKE 2%
b & Pictures |1 2015.02.04 t [tt sn@IPOCCLIog_... LOG_SERVICE File 1KE No 1KE 3%
b [§ Videos [ 2015.02.04 tt [Watchdog@IPOCC].. Ted Document 1KE No TKE 63%
b i Local Disk (C) |1 2015.02.04 ¢t [Watchdog@IPOCC]... LOG_SERVICE File 1KE No TKE 3%
bS8 Share (W192.168.42.1) (X) [ 20150205 tt [t diskspace@IPOC... Tod Document 1KE No 1B 1%
b s Logs (¥ 20150205 tt [¢t diskspace®IPOC...  LOG_SERVICE File 1Ke
[ 2015.02.05 t [tt sn@IPOCCllog  Ted Document 3KE
¥ 6 Network [ 20150205 tt tt sv@IPOCCllog_..  LOG_SERVICE File 1KE
[ 20150205 tt [Watchdog@IPOCC]..  Ted Document 1KB
| 20150205 t [Watchdog®IPOCC]... LOG_SERVICE File 1Ke
b cnth s SISO O ot

Task Flow Editor Good Practice Procedures

When configuration changes are made to a Task Flow, they should be saved with the
file name representing the current date with the Task Flow also set as the default task
flow set. Consequently, if the IP Office Contact Center server is rebooted the latest
default task flow will be loaded with the latest configuration.

Agent Privileges

There may be circumstances when an agent or IP Office user does not appear to have
the ability to view certain IP Office Contact Center interface screens or change IP Office
Contact Center settings. Initially this may appear to be a maintenance issue, where as
in practice it is possible that the agent has not been assigned Privileges or
Authorizations.

Privileges

Privileges determine which modules in the IP Office Contact Center system an agent
can use and which actions they can perform within the modules.

The “P” above a check box means that the agent can assign other agents with
Permissions to do other tasks.
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({5 Agent privileges -

Agent ] ]| ] E-Mail ] Configuration ] Wariables
Reporting ] Realtime Information Task Fow Editor lOthers

Task Flow Editor ]

F‘
[] Edit tash: flow set

Activate task flow set

Use default task flow set

Edit predefined conditions
[ Advanced mode

Authorization
Authorizations are used to determine which Topics, Agents, Agent Groups, Workplaces
and Teams an agent can view and potentially configure from their agent profile.

They also determine which Topics an agent can dial from to make an external call.
Note that an agent may require additional privileges to configure authorized features of
IP Office Contact Center. For example, the authorization can determine which agents

groups an agent can configure, if they have the Agent Group configuration privilege.

In the example below, the agent can view and configure the Marketing and Sales Agent
Group but they do not have Authorization to view the Admin, Support or Warehouse

groups.

Karen (8003) ~

Agent Portal Configuration Systemn  Service Windows Help

ﬁ View <Al -
P Break Time code SEPBX CHAP server VEA & Courtry G Queue device = Telephone Telephone aroup Chat sever | S Chat script
o ]
J @ | ®Topc Hhgertoon | @ Agent | L2 Pofie | §HTeam | EE)Customer | [ Extemal destiaion | @ Workplace | 3 Announcement | [#) Amouncement scrpt | g IVR |
Name Vit AG  Tel Emal  Chat PEX E
Marketing X PBXServer =
Sales X PBXServer 2te
) Authorizations
Wi I <Ay j 1] I -opy-.
) Agent privil
3 bgent | EPTeam | o= Telephone | Excs] () Agent priviieges
S Telephone goup | &b Campaign | Fiepaiting | Realtime Infomation |
@ Topic B 2 et aroup Agent | | Ebail i
View
admin B Pt ¥ Configuration Iv
¥ Marketing P < - 4
reg
¥ el W Topic w |
Suppart @« Al . .
Warehouse IV Blocking periods I3 |4
- ar
fidd | W &gent ~

T

For further details relating to IP Office Contact Center Privileges and Authorizations,
please refer to the IP Office IP Office Contact Center Telephony User Interface
Configuration Task Based Guide.
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Error List

Once an IP Office Contact Center Call Flow is created it must be activated before it can
be used. During the activation process, a consistency check is undertaken to determine
if the call flow contains any configuration errors.

If an error is encountered, a General Error message is displayed.

General error

@% Errors occurred while activating the task Flow script,
| ,.-' Could nok activate the script,

See the log For more detailed information.

To determine which errors are contained within the call flow IP Office Contact Center’s
Error list can be viewed.

1. To open the error list, select Go To, followed by Error List.

A 1P office Contact Center

5| mEEMD

2 Telephony

3 Reaftime information
4 Reporting

5 Agent Status Reports
6 Contact Cetail Reports
7 Error List

8 Configuration

Lizt of spmbols |

4 Ul config
10 Taszk Flow Eclitor

11 IWR-Ecltar
12 Dialer
13 E-Mail configuration
}

14 Texthlock admin
15 Address hook sdmin

2. The error list is displayed.
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A 1P Office Contact Center

File Goto Help

DatesTime
T/4/2014 12:34:17 PM

| Code
CE 62059

7/4/2014 12:34:17 PM CE 62075
7/4/2014 12:34:26 PM CE 62076
7/4/2014 12:34:26 PM CE 61871
7/4/2014 12:34:26 PM CE 61872
74472014 12:34:26 PM CE 62220
Ti4/2014 12:34:26 PM CE 62221
T/4/2014 12:34:27 PM CE 559

| Description

agltiechan, s farmana i A0 e sl g gt A d i nanlimsn i ah o o i ek g™ s e

Task flow set Task Flow Example saved by Administrator (tirme 7/4/2014 12:34:17 FM)
--- Consistency check

---Finished consistency check

--- Generate task flow script

--- Finished generating task flow script

Saving script in database..,

The script was created.

Syntax error in Row 54/ calumns 0

%L\M.A\¢o~\A.tﬁb&vdnp¢»w

The error list can now be checked using a Task Flow Script files that can be saved and
then viewed against the Error list to determine which part of the call flow may contain a

configuration error

3. From Task Flow Editor, select Tools followed by Task Flow Script.

IP Offi ontact Center

File Goto Help

Agent Portal

" Teleph
B E-mail|
%% Chat

2 Agent

a“ 4 J‘“‘”W‘

Options...
Source Priority Groups...

Predefined conditions...

Task Flow Script... |

Syntax check

Configuration check

6(_)v ‘l Deskiop =

bl *+ ] I Search Deskkop

Organize *  Mew folder

| Libraries
|| Svstem Folder
lwi—!

Metwork
| system Folder
14 Libraries

% Documents
;J‘ TMusic l
=] Pictures

B videos

gD
12l Recent Places

TTS 2008R2
File folder

=11% Computer
& Local Disk [C:)

51 €0 Network

£ @
administrator -Lf Computer
% System Folder (O system Folder

Database IPOCC2
Filiz Fiolder Filix Fiolder

T wescript
Text Document
289 KB

File name: | vescript

[KH{EY

Save as bype: |Text Files (*.bt)

(2 Hide Folders

—

VA

5. When the Task Flow Script file is opened, any Errors are listed against row

numbers.
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B vescript - Notepad
File Edit Format Wew Help

51. Toptionl (1 ?
52. <, "mainmenuchoice == 17}

53, "option3tiof

54, c. "mainmenuchoice. "== 37} |

5. = F- ol ) T

5G. C.positionIngueue == 1}

57. "Position2"(0{

55, c.positionIingueus == 2} ‘#
50, "position3i" (0] &
G0, c.positionIngueus == 3}

al. "Pusitiund"g{*

T gl it 1 SR T R P S S e s Y

6. These can be checked against the Error List.

File Edit Format Yiew Help
51. "optionl"(O{ E 4
52. <. "maimmenuchoice"== 1}

“optionz"(f
54, <. "mairmenuchoice, "== 3} |
5 |-t by T o G
56. c.positionInqueue == 1}
57. "positionz" ()1 #
58. c.positionIngueue == 27
59, "Position3 " &
60. c.positionIngueue == 3} J
61. "Positiond "
VQ'WWQ"\;QSW._.

Date/Time | Code
7/4/2014 12:34:17 PM CE 62059
7/4/2014 12:34:17 PM CE 62075
Ti4/2014 12:34:26 PM CE 62076
7/4/2014 12:34:26 PM CE 61871
7/472014 12:34:26 PM CE 61872
7i4/2014 12:34:26 PM CE 62220
7/4/2014 12:34:26 PM CE 62221
|T.-"’4.-"’2014 12:34:27 PM CE 559

| Description
Task flaw set Task Flow Exarnple saved by Administrator (time 7/4/2014 12:34:17 PM)

--- Caonsistency check

---Finished consistency check

--- Generate task flow script
--- Finished generating task flow script

Saving script in database...

The script was created.

Syntax error in Row 54/ columns 0

e e d N A . At g nig

T R e LS TN o Parmemp et st SR SRR R g e -x_.')

In this example, a Task Tag has been incorrectly referenced in a call flow Logic
element. It incorrectly includes a full stop after the Tag name mainmenuchoice. The
correct Tag name is mainmenuchoice (without a fill stop after the tag name).
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A P Office Contact Center

19:18 / 0:00 H

Task flow set  Edit  Tools  Windows  Help R
D=/ (&8 &8Hme | 4
ﬁ Task Flow Example |EE List of symbo\sl [CallFlow]:Company Main Menu
ED Telephony .....................................
Dig Topicl b
T repic Ce Ce S
08 Tepies b . . . . |Blocking R . . . . |Sormwean e
0| [ = [ | O—/ %=
ﬁg Bad Weather | [ ? [ @ ,?\;

|
B3 Company Main Menu P — A A — A
Eoodhﬂoﬂ :::l%oodMoﬂ lé)lumpanlyirl::
........ A B B —H —
3 ||

F 8 PosandTime
Bl ) Select task tag

Ly

( ) Logic

X
Marne: IDDUUHS 0K | Name & | Type | Data ... | Fesol... |;| oK |

. . LARAgentid <Sypst..  Sting
Input IN= [Logic] Option 2 Cancel | LARAgentMame <Syst..  Sting Cancel |
¥ exit 0OT= [Telephone calls] Topic3 . LastTopicAddr  <Spst.  Shing
) OF= [Drop] Select.. | . LastT opicld <Sypst..  Sting
[ Candiion Mew LatTDD\cNae <Sypst..  Sting
- nainme; User Mumber Integer
& "mainmenuchoice. "== = Kepwords.. Tasktagop..| |- MaxTaskPerT... User Mumber  Integsr
Dperators.. ) MenuDptions User Mumber  Integer
Message-Board  User String
L. User Mumber  Integer
Condltlon on... User Mumber  Integer
User Mumber  Integer
c ] |C... User String
omment. “m 'nm n h H "__ ate Uszer String
C. mainmenucholce. == !
... <Spst.. Sting
HR... User Mumber  Integer
aler  <Syst. String
Id 4|

| — <5yt String

N S
| ||‘| I\ I I I Caolumns
Press F1 For Help. - e | ,fm’iﬁ .

Configuration Report

A configuration report can be generated that will detail the configuration parameters that
have been set to configure the IP Office Contact Center system.

1. To generate the report, select System followed by Configuration report...

IP Office Contact Center

File Goto Help

Systern  Service  ‘Windows Help

General...

Time off...

Reporting settings...
§  Delete Reporting Data... I Q Prafile I @Tea
T Realtime information default values...  fer I FEVEA I

Watiables. .. 4

M ame Tag lisk...
SN Configuration report. .

Availability For Tasks {default). >

Skill overview, ..

Interface For staff planning...
Task Reports, .,

shift plan. ..
Break Time code
AP et B s At s, e gt »‘)

2. The Configuration Report dialogue box is displayed, from which a wide range of
reporting parameters can be selected.
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@ Configuration Report -
Topics Agent groups
General General
Blocked periods per topic Agents per AG
Announcements per topic Wirtual AGs
Skills per topic
Agents Profile Farmat
General General Excel
Topic autharization Topic authorization J LSV
AG authorization AG authorization
Agent authorization Agent authorization
Team authorization Team authorization
Telephone authorization Telephone authorization
Tel. group authorization Tel. group authorization
Campaign authorization Campaign authorization
Frivileges Frivileges

Skills per agent

Others
Team composition Defined tags System
Announcements Wariables External dizplays
Announcement scripts External destinations ‘Walboards
IR Customer recognition Job codes
IWF scripts PBis Reporting filters
Shift plan Country Telephone

Task server/CHAP
‘workplaces

Ext. trunk.

Chat zerver

Queue device
Break Time codes

Chat scripts

Export directory

3. In this example, reporting parameters have been selected in relation to IP Office
Contact Center Topics.

@ Configuration Report -
Topics Agent groups

eneral

Iocked periods per topic

nnouncements per topic
Skills per tapic

[ tgents [ Prafile Farmat
(e e B!
[ Topic autharization [ Topic autharization J Csv
[[]AG authorization [C]AG authorization
[] &gent authorization [ &gent authorization
[] Team autharization [ Team autharization
[] Telephone authorization [] Telephone authorization
[ Tel. group autharization [C]Tel. group autharization
[] Campaign autharization [[] Campaign authorization
[ Privileges [ Privileges

[ Skills per agent

["] Others
| e eamaan [ Defined tags [ System
[ e e [ Weriables el s
[] Announcement scripts [] Estemnal destinations [[]wallboards
e [ Customer recagrition []Job codes
[ VR scripts [C1PBXs [] Reparting filters
[ Shit plan [ Country [] Telephone
[ Queue device [ Task server/CHAP [CIExt. trunk
[] Break Time codes [ \workplaces [C] Chat server

[ Chat scripts

Export dirsctory
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4. The reporting format can be selected and the location to which the report will be
exported can be defined.

@ Configuration Report -

Topics Agent groups

General General
Cancel

Blacked periads per topic Agents per AG
Anhouncements per topic Virtual Als
Skills per topic

[] Agerts [ Profile Format
[ General [] General @) i
[ Topic authorization [] T opic authorization (® 05V
[]AG authorization [T 4G authorization
[] Agent authorization [7] Asgent authorization
[ Team autharization [] Team autharization
[] Telephone autharization [] Telephone autharization
[ Tel group autharization [] Tel. group autharization
[ ] Campaign autharization [ ] Campaign authorization
[ Privieges [ ] Privileges
[ Skill: per agent

[ Others
[ Team compasition [] Defined tags ] Spstem
[ &nnauncements [ % ariables ] Extemal displays
[ ] Announcement scripts [ External destinations [ ]wallboards
e [] Customer recogrition [[]Job codes
1R seripts CPEx: ] Reparting filers
[ shitt plan [ Country [] Telephone
[] Queue device [ Task server/CHAP [T1Ext. trunk
[_]Break Time codes [ J'wiorkplaces [ ] Chat server

[] Chat seripts
Export directary C:\ sers\Administrators D esktop
5. Click the OK button.
(&) Configuration Report
Topics Agent groups
General General
) ) Cancel
Blocked penods per topic Agentz per AlG

Announcements per topic Wirtual Gz

Skillz per topic

[ Agents [ | Prafile Farmat
[ | General [ ] General () Excel
(@ C5Y

[ ] Topic authorization
[]AG authorization
[ ] &gent autharization

[ ] Topic authorization
[ ]&G authorization
[ ] Agent autharization

[ ] Team autharization [ ] Team autharization

A T okt iz S, | AP R g A il B el T, g i

6. The Configuration report(s) are generated.
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Flease wait!

Exporting announcements per topic...

%

7. Open the report to display the selected IP Office Contact Center configuration

parameters.

= Al

Home Insert Page Layout Formulas Data Review View Add-Ins
¥ cut :
Arial Wrap Text General - Normal Bad Good Neutral Calculation
—— Eacopy - E5 {
Paste = = - g <0 08 Conditional Format _ Explan i
L e — u ElMergeacenter - - % 2 | % 5% Conamonal Fomat Check Cell xplonatory ... Folowed Hyoerink  Hyperlink Input 4
Clipboard ) Font ) Alignment [ Number ) Styles &
BM4 - fe | Calculating time period [mm] 4
A B [ D E F G H J K L M N o] P a R S
i Telephony 3
2 Topic Repi
3 PBX cluster Job Humber of conversations ‘
Max. no. of call o | sob codes
" Tel E- Chat Pri M be: PBX A t ACW dist. after vIP wu ipt topic length Use default Wait time <=Ns Waittime > Ns<=Ms ‘Wait time > '
fame €l mai Chat Prio. - Humber GENLOrOUR 5] releaseby  topic ser P values (tothC it (tothC i (totNConvai
4 agent
S |Company MainMenu | X o 7006 PBXServer  <Unknown> 0 0 <None» x s 5,10 *
& | Dialer Topic X o 7009 PBXServer  Dialer Group D) 0 <None> x 5 510 .
7 [Topict X X X 0 7001 PBXServer  Sales 0 0 <None> x 5 5,10
9 [Topic3 b 0 7003 PAXServer  <Unknown> 0 0 <None> x 5 510
10 Topicé DPD X o 7004 PBXServer  <Unknowns s 0 <Nonex x s 5,10
11 TopicA X o 7005 PBXServer  <Unknown> 0 0 <None> x s 510

14 |Warehouse

Home Insert Page Layout Formulas Data Review View Add-Ins
Cut =
& cu Arial -8 =1 Wrap Text General - ﬁ Bad Good Neutral
Copy ~
Faste I u Merge & Center - @8+ o 3 | %3 ;98 Conditional Format [ECqedl] Explanator Eolowes Hyperink  Hyperink
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E4 - &
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IP Office Contact Center Help

When using the IP Office Contact Center Interface there is a wide ranging help system

available to User's and Administrators of the IP Office Contact Center System.

1. From the IP Office Contact Center interface’s Menu bar select Help.

A |IP Office Contact Center

File Goto Telephony Help

Agent Portal

A

il el ek
2. Select Contents.

A |P Office Contact Center

File Goto Telephony

Contents

Agent Portal

f
J

3. The IP Office Contact Center’s Help system is displayed.

Informatian...

‘
4
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Legal
= () Introduction
Pupose
Intended audience
@ Related resources

tating IF Office Contact Center User Interface for Windows
[ Logging out and quitting the application
@ Passwonds and alizses
@@ Stnucture of IP Office Contact Center User Interface for Windows
@ Agent groups and profiles
@ Brezk
= () Customer service
@ Realtime information display for the Home and Telephony modules
@ Telephory contact bar
@ Email module overview
@ Chat module overview
= ) Supenision
@ Real time Information module overview
Reporting mode overview
@ Agent Siatus Reports module overview
@ Contact Detail Reports module overview
= () Administration
=0

module

User Interface Configuration overview
Opering the User Interface Configuration moduie
Ul corfiguration user interface overview
Opering the agert interface configuration
Updatingthe view

Ul corfiguration settings

Ul corfiguration prvieges

Cortiguing the cortact bar

Corfiguing the Home module:

Corfiguing the Telephory module

Adding Autostart RT nfomnation

Key and pie chat color

Changing the giid elemert color of system
Changing the grd element color of an agert
Changing the grid elemert color of a profle
Corfiguing vitual agert groups
Cortfiguing eustomer detais

Corfiguing web access

Corfiguing the threshold

Configuing vanabies

@ Addtional administration modules

IP Office Contact Center User Interface for Windows overview

You can configure the IP Office Contact Center User Interface for Windows application display based on the requirements of your work. You can customize the display by arranging availab)
you to access necessary functions quickly.

Supervisors configure access to applications for agents based on privileges. Supervisors and Agents can also be granted privileges to configure functions of an application. If elements of tf|
for Windows application are inactive or unavailable, you do not have the privileges for that function.

The IP Office Contact Center User Interface for Windows application is the switchboard for all actiens in the IP Office Contact Center system. All other modules required for an IP Office Co|
this application.

The users of IP Office Contact Center User Interface for Windows application are:
+ Agent: An agent works in the customer service area. The agent can make and answer both calls and emails. They also have access to other features, such as chat if configured.
« Supervisar: A supervisor works in the supervision area. The supervisor menitors and supervises the agents. The supervisor can custemize the different real time information types ar|

. T AN works in the area. The configures various modules of the IP Office Contact Center User Interface for Windows applicatic|
The functions of the users are as follows:
Customer service modules Supervisor modules i ion modules
+ Home = Realtime information = Configuration
+ Telephony « Reporting « UI config
« Email = Agent Status Reports * Task Flow Editor
+ Chat = Contact Detail Reports * Dialer
 Eror list
= Email configuration
+ Textbleck administration
+ Address beok administration
Starting IP Contact Center User Interface for Windows
Agent groups and profiles
Break
Comments? April 2015

[ ] v

4. In the Help systems panel to the left a Contents, Index and Search tab are
displayed.

[?] Legal
=[] Introduction
Pumpose

Imtended audience

m'x%#ﬂwj

5. The Contents tab displays a list of categorized help content relating to a wide
variety of IP Office Contact Center features.
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& & O

b
Hide Back FPrnt Options

i

Intended audience

# @ Related resources *»
@ Support r
= [ IP Office Contact Canter User Interface for Windows averview
= [} Starting IP Office Contact Center User Interface for Windows [
Logging out and quitting the application 1

i+ @ Passwords and alizses
@ Structure of IP Office Contact Center User Interface for Windows
@ Agert groups and profiles
= @ Break
& ([ Customer service
@ Reatime information display forthe Home and Telephony moduies
@ Telephony cortact bar
@ Email module overview
# @ Chat module overview
= ([ Supervision
@ Real time Information module overview
# @ Reporting module overview
Agert Status Reports module overview
@ Contact Detail Reports module overview
= () Administration
= ([ Interface configuration module
User Interface Corfiguration overvisw
Openingthe User Interface Configuration module
Ul configuration user interface overview
Opening the agent interface configuration
Updating the view
Ul configuration settings
Ul configuration privieges
Corfiguring the cortact bar
Configuring the Home module
Configuring the Telephony module
Adding Autostart RT Irformation
Key and pie chart color
Changing the gnd elemert color of system
Changing the grid element color of an agert
Changing the grid element color of a profile
Corfiguring vitual agert groups
Configuring customer details
Configuing web access
Corfiguring the threshold L
Configuing variables
@ Additional administration modules

Py

R e
S Taa T e e S e T A e B e T N o T o

@

"

6. The Index tab displays help content sorted in alphabetical order.

¢ én 4

Hide Back Pint Options

Cont Index | |Search
Type in the keyword to find:

vittual agert group
add

add vitual agent group
activate documents
directly addressed documerts
new outgoing documents
activating documents
adding
attachments
autostart realime view
address book
Administration module
address books
import file specications
search fields
searching
administration task bar
agert alias
agert evaluation module
agent status reports
opening
agent evaluations
agent status report
records

table columns
agent group
Tield description
agent groups
signing in
agent groups, specific agent groups
agent modules
contact bar
customer history
home

quick bar
telephony
agert password
agert reports
agent settings
agent status
Tiekd description
agent status report
agert evaluation
field descriptions
Agent Status Reports mocle
agert values
field description
alias
changing
alocating job codes
archive folder
attschments
din
downloading
diting
sutostart realime view
axes tab

field description
reak

ending
starting
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7. The Search tab allows the user to enter a word as a search criterion. In the
example below, a search has been made against the word Privileges.

&
& o-

Hide Back Prnt Options

Cortents | Indenf| Search

Type in the keyword to find

”Priwleges F —

Select Topicto display:

Administration task bar

Agent groups and profiles

Assigning & real time information configuration to an agent
Changing zlias

Changing passwords

Completed folder

Corfiguring customer details

Corfiguring the guick bar

Corfiguring the threshold

Configuing variables

Configuring virtual agert groups

Configuing web access

Creating keyword-based email routing task flow
Documertation

Email and chat corfiguration module

Email Cliert field descriptions

Email module overview

Email privileges

Folders and file view overview

Folders and Reporting files

Inserting text blocks

IP Office: Contact Center User Interface for Windows averview
Logaing in an agent

Logaing out of agent groups

Mailbox folder icon descriptions

Opening the Emor list module

Out of office notice

Overview folder

Printing documents

Privileges

Realtime information display forthe Home and Telephony modules
Replying to documents

Reporting types

Signing in to agent groups

Starting IP Office Cortact Center User Interfface for Windows
Telephory cortact bar

Ul corfiguration privileges

Using search fiters

Using the Chat module

You must have the following [HI=ees to use the reporting functions:

Reporting

Topic

Agent group

Agent

Show alias only
Team

Telephone

Line

Outbound ACD

VR

Skill

System

PBXs

Definition
Automatic reporting
Delete data
Parameterize reports

Comments?

Using Avaya IP Office Contact Center for Windows

April 2015

PO WIGPRPRE = S Y WP L WP e Py SER Y P R WY S e

8. Topics can be listed based on the search criterion by selecting the List Topics

button.
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¢ &

Hide Back Print Options

Corrtentsl Inded | Search
Type in the keyword to find:

||pri'u'ileges \

Select Topic to display:

List Topics

Administration task bar

Agent groups and profiles

Assigning a real time information corfiguration to an agent
Changing alias

Changing passwords
Completed folder

DRI RRPTEESE e icamnten i B A P

9. The associated help content related to a selected Topic is displayed by clicking
the Display button.

%

o e & O

Hide Back  Prnt Options

Customer service: E-mail module > Tips and tricks

[ Cortorts | ndex| Search] A
Type in the word(s)to search for: What are m?

Prvileges v are used to control which applications of the TP
List Topics | | Display | Office Contact Center system an agent can use and
which actions the agent can execute within the
Select topic: Found: 5 applications.
Title Location Rark
Which privileges do you have as an agent in the |P Office... IP Office Contact Center User Interface 1 m for E-Mail
EU!W:S: Pr.mlleges :E gce g:az ger ﬂser :2:3‘:5 i The following are available for you as a user of
uirem: 8. pnvileges ce a er User ace . = ] .
What are privileges? IP Office Contact Center User Interface 4 the E-mail module. Note that these determine
Necessary privileges IP Office Contact Center User Interface 5 whether or not you can use individual functions.
Privilege Meaning
UMR administator If you possess this

privilege, you can use the
following functions:

Email configuration
Address book
administration

The relevant icons will
appear under
Administration in the task
bar.

Text block administration 1If you possess this
privilege, you can use the
text block administration

N A sty b mitinnndone gl st T A i PN e Ry Y
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Context Sensitive Help

When using Task Flow Editor or IVR Editor, help content regarding the selected
element can be displayed by pressing the keyboard’s F1 button.

In this example IVR Editor is being utilized. To open context sensitive help:

1.

2.

3.

Select the open dialog box.

Double click on the element for which help is required.

0:58 / 0:00 ‘ |

Press the keyboards F1 key and the help content is displayed associated with
the specific element, in this example Text to Speech.

Administrator () v

Ho& v o=lzme

& W "

[IVR script]: Power Dialer no agent

P13 Companymainmenu
B3 Goodmorning
B Goodaftemoon
B3 Closed
®@ Power Dicler no agent
B Dialaknownextensionnt,
B Shutdownstarted
B Shutdewnfinsihed
Mg beforeshutdown
B Shutdown
B3 support_Contract

< [0 > <

Press Fl for Help.

C ol

@ ) Text to Speech

Label

[r1s

[ Test hom file

et [Thic i the power disler o] Dlvar

Brose...

Cva
v

Languags:
Speed of speech:
[ Not intermuptible:

Comment:

g o

IP Office Contact Center IVR-Editor

Hide Print  Options
Properties in detail > Speech elements
Conterts | |ndex | Search
+ @ riredecton Text to speech

% @ Creating an IVR Script
= (1 Propetties in detail
# @ Stucture of the IVR Ec
# @ Tems
@ Input connector, exit
+ Emor-exit connector
= @ Condition
% @ Beomerts
# @ Basic dlemerts
= () Speech elemenis
[2] Announcement
[2] Announcement plu
(2] Announcement piu
Announcement phu
BT o e
(2] Record voicemail
(2] Record voicemail g
[7] Send voicemai as
[2] Delete voicemail
# @ Telephony elements
# @ Dotabase clements
# @ Variables
& @ Getting help
= @ Working with folders ar
= @ Tools
= @ Tips and tricks
[9) Glossary

Task

The Text to speech (TSS) element converts text to
speech. The text can be entered directly or taken from a
file. The text or text file can also contain variables
(<:variablename: >).

Text to speech elements can have several input
connectors but only one exit connector.

You can use any number of Text to speech elements.
Icons

For the Text to speech element, the IVR Editor module
uses the following icons.

Icon in the catalog of
elements

Icon in the VR script

Properties
The following table lists the properties of the Text to
speechelement. For the general properties of the
element refer to General properties of all elements.
Properties Explanation
[~ Text from file
<

NUM

The same process can be followed to provide context sensitive help in relation to call
flow elements with Task Flow Editor.

wssnm”

DEd v & M mMe

[CalFlow] TelephonyT1

=-{@ Telephony
B2 TelephonyT1
-P3 TelephonyT2
B3 TelephonyT2
3 TelephonyTa
3 TelephonyTs
B3 DialerMechanicT1
M3 DialeDirectT!
D3 DialerPreviewT!

=0 E-Mail

=3 Chat

3 CompanyMainMenu

T copy 2222 [BE Lster <> | o@
Telephon:
i

)

IP Office Contact Center TaskFlow Editor

£
2
Fide Firt  Options

Administrator ( v

O]

v
You can either select a variable for the tex
>

Meet the Task Flow Editor = Terms for the Task Flow

Contents | Index | Search Editor

@ Logic [x] Task flow scil ~
Label
Nane: [BlockTime [ Trace Task
Sources
Input IN= [Telephone cals] TelephonyT1 Ovenview of de
¥ et 07= [Announcement seiipt] Duld Dffice: Agert group a8
N et OF= [Logic] Holiday Select Telephone call
Condtion oo
NI blocked = Exemal destine
Ao S | e Relsase as des
Personal conta
Last agent as d
Curent agent a
| [ Variables Email Serpt s
Chat script 35
— ] Chet script (T
VU Scrpt as de
blocking time defined per topic (out of office time per topic) A VU scrpt (Txarn
Announcsment|
v L Amnouncement
Overview of co
Logic
Distribution lists,

Check time pert
Chang TaskTi
Change skl
Skl reduction
TaskTrap
Waittine exce
Longest wat ti

Logic
This element is only available if the user has the

Advanced mode privilege and the
Feat_CIECC_extUI license is available.

You can use a logic unit for a connection. A
logic unit has one input connector and two exit
connectors. Distribution to the exit connectors
depends on the conditions defined for the logic
unit

In a logic, you can specify that a certain task tag
operation is executed, depending on the
distribution to the Y- or N-exit connector.

You can create any number of logics,

Alogic can used in a call flow or a macro (not for
e-mail).

Name

Each logic element has an unambiguous name.
You can use a maximum of 29 alphanumeric
characters for the name.

Do not use the sting "_1x" at the end of the
name

You are not allowed to use VUScriptixReady as
the name of a logic element.

v

|
e ——— 11:57‘05_
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Supported Upgrade Paths to IP Office Contact Center 9.1.6 FP

The following upgrade paths to IPOCC 9.1.6 FP are supported:
e 9.0.21t09.1.6 (The Data Migration tool must be run)
e 9.0.3+10 9.1.6 (The Data Migration tool must be run)
e 0.1.0+1t0 9.1.6 (The Data Migration tool does not need to be run)

Upgrades on all platforms are supported (ISO, OVA, Appliances R210/R620)

Note: The IP Office system must be upgraded to IP Office 9.1.6 FP1 before the IP
Office Contact Center is upgraded to 9.1.6 FP.

Note: An IP Office Contact Center system running software version 9.0.x with server
edition, will have previously been issued with a Base100 license. When the system is
upgraded to 9.1, (i.e. the last GA version not this 9.1.6 FP release), the Base100
license is no longer supported. The system will appear to function, but there will be an
error shown in the User Interface that a Base250 license cannot be found. Also, you
will no longer be able to create or copy agents.

Therefore when upgrading from 9.0.x, if the system has a Base100 license, the license
must be changed to a Base250 license.

Upgrading the IP Office Contact Center from Version 9.0.x to 9.1.6 FP

A backup of the IP Office Contact Center databases must be performed before any
maintenance procedures commence. Please refer to the Backing up the IP Office
Contact Center Database (Manually / Automatically section of the Maintenance guide
that matches the IP Office Contact Center version of the IP Office Contact Center
server being upgraded.

If you are upgrading from an IP Office Contact Center 9.0.x system and require details
of how to backup a Sybase database, please refer to the IP Office 9.0.3 IP Office
Contact Center Maintenance Task Based Guide Issue 1.01 Task Based Guide.

Note: With regards to Sybase JDBC connections, due to the substitution of Sybase by
PostgreSQL there is no longer a Sybase JDBC Driver included in IP Office Contact
Center. Therefore if the customer has an existing configured external import connection
for an address book that users this driver, the customer is required to provide this driver
again for the existing connection to continue to work.

Note: AutoSync is not enabled on an upgrade from 9.0 or 9.1 to 9.1.6. Please refer to
the Auto Sync section of the IP Office Contact Center Installation guide for information
on how to enable if required.

Note: In order for the Wallboard to function after the upgrade to 9.1.6. It is necessary to
import a security certificate. Please refer to the Creating the IP Office Contact Center
Certificate via the IP Office Server Edition Manager and Internet Explorer section of the
IP Office Contact Center Installation guide for information.
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Database Migration

Before the Migration process is started the IPOCC Watchdog service must be stopped.

1. Login to the IP Office Contact Center Windows server.

2. Before stopping the Watchdog service, open TTConsole.

& IPOCC - IPOCC - Remote Desktop

Connection

File Extra View Window Help

192.168.42.5 %

P'J‘1EI'IE‘-;EITIE‘.‘

backup
before ...

IPOCCCON...

Config

|- AddressBook
=3 ccul
|23 Chat
. ChatTaskserver (019) /IPOCC / 5524
|23 Core
kemel (021} / IPOCC /7104
Task ServerhManager (011) / IPOCC / 3452
vectors (022) /IPOCC / 7688
|- Database
c3k_db_srv (031) /IPOCC / 10880
c3k_lna_srv (032) /IPOCC / 5232
cc_db_srv (003} /IPOCC /2528
cc_ina_srv (004) /IPOCC / 2460
mediastore_db_srv (009) / IPOCC / 3216
tr_db_srv (005) /IPOCC /2332
|23 EMail
[ ©3000 Admin (008) / IPOCC /0
3000 POP3-IMAP4 Cliert (038) / IPOCC /12812
C3000 Server (033) /IPOCC / 11476
3000 SMTF Connector (037) / IPOCC /13252
RoD Archie (041) / IPOCC / 14788
RioD CommandExecuter (040) # IPOCC / 14552
RoD RepoServ (044) / IPOCC / 15340
RoD RodOMatC (042) / IPOCC / 14360
RoD.SchedulerServer (043) / IPOCC /0
Texdtemplateadmin (010) / IPOCC /0
Texdtemplateserver (035) /IPOCC /D
UMRClientAdapter (036) / IPOCC /0
UmrConfigServer (034) / IPOCC /0

:
1
’;

1

H
|
{
;
{
{
)

W Attt sl ‘_,_4....\..4‘.‘__4'

3. Any running processes are displayed in the console’s left panel.
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T
File Extra WView Window Help

'Y

E:l AddressBook -
7 coul

[ Chat

. Chat Taskserver (0159) / IPOCC 7 h524

] Core

kemel (021) 7 IPOCC 7 7104

Task ServerManager (011) # IPOCC £ 3452
vectors (022) /IPOCC / 7688

"] Database

c3_db_srv (031) 7 IPOCC /10880

c3c_lna_srv (032) 7 IPOCC /59232

cc_db_srv (003) £ IPOCC / 2528

cc_lna_sry (D04) /IPOCC /2460
mediastore_db_srv (005) / IPOCC 7 3216
tr_db_srv (005) £ IPOCC £ 2332

"7 EMail

[™] ©3000 Admin (008) /IPOCC /0

C3000 POP3-IMAP4 Client (038) / IPOCC /12812
C3000 Server (033) /7 IPOCC # 11476

C3000 SMTF Connectar (037) 7 IPOCC £ 13252
RoD Archie (041) / IPOCC £ 14788

RoD Command Executer (040) £ IPOCC # 14552
RoD RepoServ (044) 7 IPOCC /15340

RoD RodOMatC (042) 7 IPOCC / 14560

RoD SchedulerServer (043) 7 IPOCC /0
Texttemplateadmin (010) 7 IPOCC £ 0
Texttemplateserver (035) / IPOCC /0
UMRCliert Adapter (036) / IPOCC /0
UmrCorfigServer (034) 7 IPOCC /0 v

[T TTITTTI
L-w Aty iniy s B oMy, Ngar it Brlibnsip. oy BN

L nsanalettn g nn | ol gl i, e, u,__&l-.""‘

3. Select the Windows button.

.
Scheduler
Client

[docc
User Interface

FE

VCSpeech...
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4. Click the Administrative Tools button.

Desktop

(&

Administrative
Tools

5. Double left click on Services.

AN AL Shorteut Tools Administrative Tools \L‘i-
“ Home Share View Manage 0
4 [ « System and Security » Administrative Tools » v ¢ ] [ Seorch Administrative Tools 2 |
X Favorites Name - Date modified Type Size
I Desktop ) Terminal Services 201216 File folder
& Downloads (#]+ Component Services Shortcut 2KB
&l Recent places (& Computer Management Shortcut 2KB
[k Defragment and Optimize Drives Shortcut 2KB
1% This PC (2] Event Viewer Shortcut 2KB
i Desktop &, iSCS! Initiator Shortcut 2KB
©| Documents [ Local Security Policy Shortcut 2KB
& Downloads 75 ODEC Data Sources (32-bit) Shortcut 2KB
& Music 75 ODEC Dista Sources (64-bit) Shortcut 2KB
£ Pictures {#) Performance Moniter Shortcut 2kB
& Videos (8) Resource Moniter Shortcut 2k
iy Local Disk (C:) T Security Configuration Shortcut 2KB
s Logs (¥2) [ Server Mana Shortcut 2KB
(2} Services: Shortcut 2KB
€8 Network [ System Configuration Shortcut 2KB
(#A System Information Shortcut 2KB
(2 Task Scheduler Shortcut 2KB
#P Windows Firewall with Advanced Security Shortcut 2KB
i Windows Memory Diagnostic Shortcut 2KB
(28 Windows PowerShell (x36) Shortcut IKE
#¥ Windows PowerShell ISE (x36) Shortcut 2KEB
#¥ Windows PowerShell ISE Shortcut 2KE
(8] Windows Server Backup Shortcut 2KB
23items  1item selected 1.13KB

6. Scroll down to the IPOCC Watchdog service. Select the IPOCC Watchdog
service and then click Stop.
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Help

G/ Hm »ounn

. Services (Local)

-

IPOCC Watchdog P:Iama Description Status Startup Type Log
-S'{:,\PDCC Statistic Generator Avaya IP Of.. Running  Manual Loc
Stop the service IPOCC Statistic Scheduler ~ Avaya IP Of.. Running  Manual Loc
Restart the service IPOCC Trace Server Avaya [P Of.. Running Automatic Loc
IPOCC UlSessionManager Avaya IP Of.. Running Manual Loc
Description: IPOCC UM ClientAdapter Avaya IP Of.. Running Manual Loc
Avaya [P Office Contact Center IPOCC UM ConfigServer Avaya IP Of.. Running  Manual Loc
:‘;ﬁf:i?fni“paw‘sas several #4 IPOCC UM DB-Server AvayalP Of.. Running Manusl Loc
% IPOCC UM LNA-Server Avaya IP Of.. Running  Manual Loc
% IPOCC UM POP3IMAP4 Clie... Avaya IP Of.. Running  Manual Loc
IPOCC UM Server Avaya IP Of.. Running Manual Loc
IPOCC UM SMTP Connector  Avaya IP Of... Running  Manual Loc
IPOCC UM Taskserver Avaya IP Of.. Running Manual Loc,
5 IPOCC UM TextTemplateSe.. Avaya [P Of.. Running  Manual Loc,

:%\PGCCVEA Avaya P Of..  Running  Manual Loc| =

IPOCC Watchdog Avaya P Of...
Psec Palicy Agent Internet Pra... Manual (Trig.. Net]
KDC Proxy Server service (K. KDC Proxy 5... Manual Net
KtmRm for Distributed Tran... Coordinates... Manual (Trig... Net
Link-Layer Topology Discov... Createsa N... Manual Loc

Running  Automatic Loc

Local Session Manager Core Windo... Running  Automatic Loc
Microsoft iSCS! Initiator Ser...  Manages In... Manual Loc

Microsoft Software Shadow... Manages so.. Manual Loc
2} Microsoft Storage Spaces 5. Host service... Manual et

2% Multimedia Class Scheduler  Enables rela... Running  Manual Loc
% Met.Tep Port Sharing Service  Provides abi... Disabled Loc
" Netlogon Maintains a ... Manual Loc
Metwork Access Protection ... The Metwor... Manual Net

i Network Connections Manages o... Manual Loc
:S_;'QNetwork Connectivity Assis... Provides Dir... Manual (Trig.. Loc
[ D

Extended /| Standard /

7. The IPOCC Watchdog service will be stopped.

Windows is attempting to stop the following service on Local Computer...

IPOCC Watchdog

8. This will be indicated by only the Start the Service link being available for this
service.
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Services - | o [
File Action View Help
s ez Hm »anwp
&4 Services (Local) O (Local)
1POCC Watchdog MName - Description Status Startup Type Log ~
- IPOCC Statistic Generator Avaya P Of... Manual Loc
Start the service 4 IPOCC Statistic Scheduler Avaya IP Of... Manual Loc
+IPOCC Trace Server Avaya [P Of.. Running  Automatic Loc
Description: - IPOCC UlSessionManager Avaya P Of... Manual Loc
Avaya P Office Contact Center % IPOCC UM ClientAdapter Avaya P Of... Manual Loc
Watchdog supervises several 2 IPOCC UM ConfigServer Avaya IP OF... Manual Loc
applications £ IPOCC UM DB-Server Avaya IP Of.. Manual Loc
S IPOCC UM LNA-Server Avaya P Of.., Manual Loc
™ %4 IPOCC UM POP3IMAPS Clie... Avaya IP Of... Manual Lec
S IPOCC UM Server Avaya P Of... Manual Loc
55 IPOCC UM SMTP Connector  Avaya IP Of... Manual Loc
S IPOCC UM Taskserver Avaya P Of... Manual Loc
S5 IPOCC UM TextTemplateSe..  Avaya [P Of... Manual Loc
IPOCCVEA Avaya P Of, IManual Loc =
. IPOCC Watchdog Avaya P Of... Automatic Loc
%% IPsec Policy Agent Internet Pro... Manual (Trig... MNet
% KDC Proxy Server service (K., KDC Proxy 5. Manual Met
. KtmRm for Distributed Tran... Coordinates... Manual (Trig... Met
+ Link-Layer Topology Discov... Createsa N... Manual Loc
+ Local Session Manager CoreWindo... Running  Automatic Loc
- Microsoft iSCSl Initiator Ser...  Manages In... Manual Loc
< Microsoft Software Shadow... Manages so... Manual Loc
+; Microsoft Storage Spaces 5. Host service.. Manual MNet
% Multimedia Class Scheduler  Enables rela...  Running  Manual Loc
% MNet.Tcp Port Sharing Service  Provides abi.., Disabled Loc
% Netlogon Maintains a ... Manual Loc
% Network Access Protection .. The Networ.., Manual Met
5 Network Connections Manages o... Manual Loc
% Network Connectivity Assis...  Provides Dir... Manual (Trig... Loc .
< m >
\B(tandad AStandard

9. Open TTDisplay, the services will be stopped and the corresponding processes
in TT Console will be closed.

4 T 192‘168.4,
Recycle Bin File Extra View Window Help -
% ?gdurfssamk T TTraceDisplay - localhost | = | 5| * |
23 EMail File View Help
C3000 Admin (008) /IPOCC /0
Texttemplateadmin (010) / IPOCC /0 STANDARD
Texdtemplateserver (035) /IPOCC /0 e Host
Po @ 1: amniORE Naring Service IPOCC i
[ MonStal @208 IPOCC .
=1 System @3 ha IFOCC 4
@ 4 Tomeat IPOCC
@ 5 TRDE IPOCC 3
backup @ 5 MediaStoreDB IPOCC .
before ... @ B TaskSerMan IPOCC
@ 7 CHAP IPOCC
@ 8 IPOTaskserver IFOCC
@ 9 Avapa Chap Sync IPOCC
@10 Avapa VEA IFOCC
@11 chat IFOCC
@12 reconshr IFOCC
@13 Kemel IFOCC
@13 vectors IFOCC
@140 IFOCC
@ 15 Moritor IPOCE b
@15 Statistic IPOCC *
@15 TRS IPOCE '
@15 SessionManager IPOCC !
@ 15 Staten IPOCC
@ 15 StatS cheduler IFOCC
@16 ADE IFOCC
@17 cIkDB-Server IFOCC
@17 cIkLNA-Server IFOCC
@17 C3000 Server IFOCC
@ 17: UmConfigServer IPOCC
@17 UniT ackserver IPOCC p
@17 C3000 Client?dapter IFOCC
@17 SMTP Connector IPOCC
@17 FOP3IMAPA Client IPOCC
Display @17 TextTemplateServer IPOCC
@ 17 Fod CommandE xecuter IPOCC
@17 Aod Archis IPOCC '
@ 17: Rod Rodomat IPOCC
% = @17 Rod SchedulerServer IFOCC -
(7 @ 17. Rod Reposery IPOCC ’
Scheduler @18 Iad IPct
@ 180D IFOCC
@18 disk IFOCC 5
T T e T
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10.The TTConsole presentation may differ from that displayed in TTDisplay for

some Java processes. This is because TTDisplay sees only the process started
by Watchdog and some Java processes are related to the wrapper (9.0.2) which

starts the JVM and not the Java process itself. With IP Office Contact Center
9.0.3 the Commons Daemon is utilized.

11.1f a hanging process is identified in TTConsole note the PID (Process
Identification Number) of the process displayed in left hand panel of TTConsole.

ar
File Extra View Window Help

| | Texitemplateserver (039) / IPOCC /0
- UMRClientAdapter (036) / IPOCC /0
|| UmrConfigServer (034) /IPOCC /0
|| UMRTaskserver (035) /IPOCC /0

@

Y SENTR VW RIIP  VP PY

A. PID

12.Select the Window’s button and click on Task Manager.

Windows
PowerShell

gt/

Task Manager

&

13.The PID’s are displayed.
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File Opticns View

| Proceszes | Performance | Uzers | Details| Services

Mame PIoT Description

C",,‘g ChatTaskserver IPOCC Chat Taskserver
Qﬁ, hpgams HP Preliant Agentless Management Service
'%SysMgthp HP System Management Homepage

F 3 v h g, WA

14.Stop the process with PID’s that are displayed in TTConsole. In this example, the
ChatTaskserver process is still running.

File

Options  View

| Processes | Performance I Users I Dmilsl Services

® ¢

Name PI"  Description Status
[£ ChatTaskserver 1848 IPOCC Chat Taskserver | Start Running
% hpqams 1689 HP Proliant Agentless Running
% SysMgmtHp 1384 HP System Managemenl | Rectart Running
% sysdown HP Proliant System Sh I Oven Servi Running
% ProLiantMonitor 1324 \ HP ProLiant Health Mo pen senvices Running

Search online

Go to details

Ly
i

File Extra View Window Help

_) AddressBook
3 ccul

iEWTmmsa} /1POCC /1848 |

L 1

Vo et il B 5.0 apeatt
A. Right click.
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15.Check in TTConsole that the process has stopped.

File Exra View Window Help

[20 AddressBook
3 ccul

ChatTaskserver (063) /IPOCC /1848 I

@

L e, B et 4

File Extra View Window Help

Do B)

A. Before the process has stopped.

B. After the process has stopped.

16.0nce you have obtained the IP Office Contact Center 9.1.6 software, it is best
practice to copy the 9.1.6 software folder to the desktop of the IP Office Contact
Center server. A network share can also be used if required.
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&8 Windows Server 2012 R2

The Migration process can now commence.

17.0pen the IPOCC 9.1.6 software folder that you have copied to the server’s
desktop, followed by the Utilities folder.

L BN IPOCC9.1.6.12101.1601 |- [= [
“ Home Share View o

3 3’§<:ut YR ?( IETE ) u':] New item ~ A = L_Jpen = HH selectan
[#] Copy path —ansy access T = Edit Select none
Copy Paste L Move Copy Delete Rename Mew Properties o .
Paste sho taw to - folder - oo Invert selection
:(-:u * T | v IPOCCS1.6.12101.1601 » W ('J| | Search IPOCCS.1.6.12101.1601 P
& Favorites Mame - Date modified Type Size
B Desktop J 3rd_Pty_SW 14/01/2016 17:49 File folder
4 Downloads J Client 14/01/2016 17:49 File folder
1=l Recent places , CRM 14/01/2076 17:49 File folder
. Examples 14/01/2016 17:50 File folder
1M This PC . Manuals 14/01,2016 17:50 File folder
jm Desktop . Server / 14/01,/2016 17:30 File folder
| Documents . Utilities 14/01,/2016 17:35 File folder
4 Downloads _ DVD contents.bet 04/01/2016 0&:54 Text Docurment 1KB
o Music
= Pictures
8l Videos

&, Local Disk ()

&“F Metwork

8 items 1 item selected

18.Double left click on the DatabaseMigrationTool
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Application Tools

Home Share View Manage b ﬂ
©  ~ |l » IPOCCI.N2T600.15062 » Utilities v & | | search Utilties o |
{r Favorites Marme Date modified Type Siz
B Deskiop AdjustHostname 03/02/2015 03:28 Application
.j, Downloads D Avaya_|P_Office_Contact_Center_Config...  29/01/2015 1&:14 XLTM File
“"Zl Recent places DatabaseMigrationTool 26/11/2014 13:26 Application
pgbackup 25/00/2014 1747 Windows Batch File
1M This PC ReportEx 21/01/2015 1657 Windows Batch File
j Desktop

E] Dnrimients

19.Click the Install button.

A IP Office Contact Center Database Migration Tool requires the following items to be
_— installed on your computer. Clids Install to begin installing these requirements.

Status  Reguirement
Pending PostgreS0Lxe4 9.3

20.A dialog box is displayed. Click Yes.
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IP Office Contact Center Database Migration Tool - InstallShield Wizard

A IF Office Contact Center Database Migration Tool requires the following items to be
installed on your computer. Click Install to begin instaling these reguirements.

Status Requirement
Instaling PostoreSCOLxG4 9,3

IP Office Contact Center Database Migration Tool - InstallShield ... | * |

IP Office Contact Center Database Migration Tool optionally uses
Postgre50Lx64 9.3, Would you like to install it now?

ﬁ EES MD

nsta Cancel

21.The PostgreSQL 9.3 Setup screen is displayed. Click Next.

s PostgreSQL 9.3 - Setup =1 i -

AVAYA

'IP Office Contact Center
PostgreSQL 9.3

The setup will install PostgreSQL 9.3 in version
9.1.1204, 1439 on your computer,

Click Mext to continue or Cancel to exit the setup.
.

22.The End-User License Agreement screen is displayed. Click the | accept the
terms in the license agreement button. Click Next.
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5, PostgreSQL 9.3 - Setup =19 .

End-User License Agreement V
Please read the Following license agreement carefully A l A ‘.YA l

AVAYA GLOBAL SOFTWARE LICENSE TERMS
REVISED: October 2013

THIS END USER LICEMSE AGREEMENT ("SOF TWARE LICENSE
TERMS") GOVERMNS THE USE OF AVAYA'S PROPRIETARY ”

(®) T accept the berms in the license agreement |

() 1 do not accept the berms in the license agreement

| Back ” Mexk | | Cancel

23.Click the Complete button.

s PostgreSQL 9.3 - Setup -|o -
Choose Setup Type
Choose the setup type that best suits your needs AVAyA

Complete

All program features will be installed. Requires the most disk
space.

Custom

Allows users to choose which program features will be installed
and where they wil be installed. Recommended for advanced
users.

Back

m
=

Cancel

24 .Enter the Administrative password for the database server. Click Next.
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Note: This password has a minimum length of 8 characters. The password’s complexity
is ‘Medium’ i.e. requiring two code point sets for example, upper and lower case
characters. Make a note of this password as it will be required later in the process.

i PostgreSQL 9.3 - Setup - o x|
Administrative credentials V
Please enter the credentials for your new database server., A \ A \yﬂ\.

Administrative user |.-5.|:|n'|inistrab:|r
Password | Ty
Pazsword repeated | LTI
Back ” Mext | | Cancel

25.Click the Install button.

i) PostgreSQL 9.3 - Setup M
Ready to install PostgresQL 9.3 AVAyA

Click Install to begin the installation. Clidk Badk to review or change any of your
installation settings. Click Cancel to exit the wizard.

Back ” Install | | Cancel
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26.The Installation of PostgreSQL 9.3 will commence.

S— AVAYA

Please wait while the Setup installs PostgreSGL 9.3,

Status:  Initialize PostgreSQL database.

AVAYA

IP Office Contact Center
PostgreSQL 9.3

PostaresgL 9. 3 successfully installed.

Click the Finish button to exit the setup.

| | Cancel
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28.The Migration Tool will automatically open. Click the Next button.

Welcome to the InstallShield Wizard for IP
Office Contact Center Database Migration
Tool

The InstallShield(R) Wizard will install IP Office Contact Center
Database Migration Tool on your computer, To continue, dick
Mext.

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

29.The License Agreement screen is displayed. Read the agreement and click the
| accept the terms in the license agreement button.

InstallShield .

License Agreement n V g a
Please read the Follawing license agreement carefully. y

oy

AVAYA GLOBAL SOFTWARE LICENSE TERMS -
REVISED: October 2013

THIS END USER LICENSE AGREEMENT ("SOF TWARE LICENSE
TERMS") GOVERNS THE USE OF AVAYA'S PROPRIETARY
SOFTWARE AND v

Il (®) 1 accept the terms in the license agreement II]

)1 do not accept the terms in the license agreement

Installshield

<Back || > || cancel
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30.The Destination Folder screen is displayed. Click Next.

Destination Folder
Click Mext to install to this folder, or dick Change to install to a diF’FerAVAyA

Install IP Office Contact Center Database Migration Tool to:
C:\Program Files (x86)\avaya\IPOCCY

InstallShield

Ready to Install the Program
The wizard is ready to begin installation. AVAyA

Click Install to begin the installation.

If you want to review or change any of your installation settings, dick Back. Click Cancel to
exit the wizard.

Installshield
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32.The installation will proceed. Click the Launch IP Office Contact Center
Database Migration Tool check box. Click the Finish button.

InstallShield Wizard Completed

The InstallShield Wizard has successfully installed 1P Office
Contact Center Database Migration Toal, Click Finish to exit the
wizard,

[v] Launch IP Office Contact Center Database Migration

[] show the Windows Installer log

33.The Data Migration Tool will launch and display the contents of the Data
Maigration tab. Enter the following details:

e User Name: sa
e Password: Administrator

Note: This is the password used when the original 9.0.x database was installed. If an
OVA system has been installed the default password is Administrator. If an ISO
installation has taken place, this password is defined during the installation process.
The default is Administrator, but the password could have been changed.

34.Click the Get Database List button.
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Data Migration | Mgration Log | Raw Logs |
Sybase Database Details

Host Name/IP:

Server Name:

User Name:

Password:

[ |Delete Source Database

PostgreSQL Database Details

Server Name: | localhost

User Name: | Administrator

Password: |

| C:'ProgramData\Avaya\IPOCC \databases El

Test Connection

Note: Server Name cannot be left blank. It should contain ASE or the IP address of IP
Office Contact Centre 9.0.X server

35.The Select Database field will be populated. Leave this as All db.
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Data Migration |ug-aum|.gg | Raw Logs |

Sybase Database Details
Host Name/IP: | locahost |
Server Name: | ASE |
User Name: | 5a |
pm“d | SRR RARN |
Select Database: |iall db v
[ ] Delete Source Database | Test Connection |

PostgreSQL Database Detals
Server Name: | localhost |
User Name: | Administrator |
Password: | |
Table Space Path | C:ProgramData\Avaya POCC\databases ||£]

Test Connection

Start Migration

[ gese |

Note: The Select Database drop down menu will only be populated once the Host
Name, Server Name, User name and Password values are entered.

36.In the PostgreSQL Database Details panel’'s Password field, enter the
password that was previously created when installing PostgreSQL.

[Mrazentop [Ram togs
Sybase Database Detals
Host Name IP: [tocamost |
User Hame: s J
" " [.-.-.. sansnne ]
[[Get outabuse st |
Select Database: (e ~
[Joelete Source Datsbase Test Connection
PostgreSQL Database Detals / -
J locathas
Server Name: t ’/ ]
User Name: Admrstrator . _{
Passwords | essssssess | |
Table Space Path @ [ €:Programbata\Avara POCC iatabases [ZI
Test Connection

AVAYA

Administrative credentials
Please enter the credentisls for your new database server.
Administrative user va
Password | sesssssenes |

Password repeated

[soeessenecd |

@

|mux—\|wl

A. This is the password that was created earlier.
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37.Click the Test Connection button to test the connection to the database. If the

connection fails, make sure that you have entered the PostgreSQL database

password correctly.

Data Migration | Migration Leg IR&!UQS
Sybase Database Detais
Host NameIP: [tocathost |
User Hame: |5° |
— [Fressasarsens |
Get atabase List

Select Database: [aa v
[ Delete Source Database Test Connection

PostgreSQL Database Detais
Server Hame: | Iocalhost |
User Name: | Adminstrator |
Password: | sRRERREERE |
Tabia Space Path [ 1\Programnata\avaya\POCC databases EI

|startMigration | | Close |

38.Click the Start Migration button.

IP Office Contact Center

Data Migration |",.mw lmm]
Sybase Database Detais
Host Name IP: | locahhost |
User Name: Ise |
Password: I""........I |
Get Database List
Select Database: I v]
[ JDelete Source Database! [ Test Connecton |
PostgreSQL Database Detais
User Name: [ Admeistrator |
Password: | sesensenne |
Table Space Path C:\ProgramData\Avaya\IPOCC \atabases |£|
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39. The Migration will commence.

Database Migration Tool

Data Migration | Migration Log | Raw Logs |

Table Name

adb.ADBInfo
adb.DBVersion
adb.V540434ac12120000

Status

Completed
Completed
Completed

IP Office Contact Center Addressbook Server Database

Time remaining: 7 seconds

_o0d| Please wait while Windows configures IP Office Contact Center
[ ‘}_' Addressbook Server Database

Note: A Database Migration can take a long time and is dependent on the size of the

database to be migrated.

Database Migration Tool S =] s

|Data Moraton| MorationLog_ [Rawloos')

Table Name Status Rows Read Rows Written A

adb.ADBInfo Completed 1 1 =

adb.DBVersion Completed 1 1

adb.V540434ac12120000 Completed 80 80

c3k.Accounts Completed 1 1

c3k.C3K_ADDRESSEE Completed 28 28

€3k.C3K_BINARY Completed 0 0

c3k.C3K_CONFIG Completed 19 19

€3.C3K_CONFIG_DOCI... Completed 14 14

¢3k.C3K_DEVICE Completed S 5

X P

- Database Migration Tool [x |

c3k.!

c3k.!

=3 0 All Database Migration Successful. Do you want to stop Sybase service?

c3k.!

3k,

c3k.!

o e S

c3k.!

3. EoregosT = = -

€3k.C3K_SITE Completed 0 0

€3k.C3K_SVCCONFIG Completed 0 0

c3k.C3K_USER Completed 14 14

c3k.C3K_USER2 Completed 12 12

c3k.DBLogScan Completed 0 0

c3k.DBSpaceEvent Completed 36 36 ha

< m >

40.0nce the database has been migrated, a dialog box will be displayed asking

whether the Sybase service should be stopped. Click Yes.
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Note: The Sybase Service will be set so that it will no longer start after the next system

restart.

41.Click the Close button.

Data Migration | MigrationLog | Raw Logs

Table Name Status Rows Read
adb.ADBInfo Completed
adb.DBVersion Completed
adb.V540434ac12120000 Completed
c3k. Accounts Completed
£3k.C3K_ADDRESSEE Completed
€3k.C3K_BINARY Completed
3k, C3K_CONFIG Completed
c3k.C3K_CONFIG_DOCI... Completed
3k.C3K_DEVICE Completed

I

€3k.C3K_DOCPROP Completed
€3k.C3K_DOCUMENT Completed
€3.C3K_DOCUMENT I... Complated
3.C3K_DOUBLE DIAL  Completed

gcazoowowooooottﬁmzﬁa“.—g.—.—

€3k, C3K_EVENT Completed
€3k, C3K_FODDOC Complated
¢3k.C3K_FODGROUP Completed
€3k, C3K_LAYOUT Completed
€3k.C3K_METAREQUEST  Completed
3k, C3K_PBX Completed
€3k.C3K_REQUEST Completed
c3k.C3K_SITE Completed
€3k, C3K_SVCCONFIG Completed
€3k.C3K_USER Completed
©3k.C3K_USER2 Completed
¢3k.DBLogScan Completed

Rows Written

>

a‘uc;:oowoﬁooaanttgmzzog.—g.—.—

\

c3k.DBSpaceEvent Completed
< n

r

“
>

Start igaton | p\‘x 1
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Recovery Steps if the Migration Fails

If the migration process fails, for example due to a power failure during the migration,
the following steps must be taken:

The following need to be deleted from the PostgreSQL in the correct order.
1. The Database
2. The Tablespace

3. The User created for the database

This table depicts the parameters of each database

Database Name Tablespace User Name
adb tablespace adb adbserver
c3k tablespace c3k c3k

cc tablespace cc ccuser
mediastore tablespace mediastore mediauser
tr tablespace tr truser
umarchive tablespace umarchive c3k_archive

On the Sybase database, check and remove any views with the naming format *_ MVW
4. After deleting the migrated databases, the Migration Tool must be restarted.

Post Database Migration — Upgrading the IP Office Contact Center Software to
9.1.6

42.0pen the IPOCC 9.1.6 software folder that was previously copied to the servers
desktop.

Recycle Bin IPOCC9.1.2...

=

HP Sy
Manag e..

B

-

Console

43.0pen the Server folder.
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Home Share View v @
+ | 0 » IPOCCY.1.2.7600.1506_2 » v o | | Search 1POCC9.1.27600.15062 P |
'i'-‘( Favorites Mame “ Date medified Type Siz
B Desktop L 3rd_Pry_SW 03/02/2015 0&:51 File folder
j Downloads L; Client 03/02/2015 0652 File folder
‘2l Recent places L CRM 09/02/2015 12:05 File folder
j Examples 03,/02/2015 06:53 File folder
e - MWE/ 20/01/201507:06  File folder
,_‘i Desktop H Server 11/02/2015 0931 File folder
E Documents L Utilities 03/02/2015 0654 File folder
|l Downloads || DVD contents 03/02/201506:55  Text Document
j Music

44.0pen the IP Office Contact Center folder.

Haome Share View hd ﬂ
o~
© = 1L » IPOCCS127600.15062 » Server » 5 ¢ | searchserver o |
'ﬁ' Favorites MName / Date modified Type Siz
B Desktop |h IP Office Contact Center 11/02/2015 09:31 File folder
j Downloads

“Cl Recent places

45.Double left click on the SetupWizard file.

Home Share Wiew W ﬂ
@ - 4 |_L| <« Server » IP Office Contact Center » v O ‘ ‘ Search IP Office Contact Center @ |
5':( Favorites Mame Date modified Type Siz
B Desktop | Setups 11/02/201509:32 File folder
i Downloads license 07/01/201512:55  Rich Text Docume...
"5l Recent places SetupWizard ' 09/02/20153 12:56 Application
@ veredist_x64_2008 21/08/201418:22 Application
(M This PC @ weredist_x84_2010 13/05/2014 18:22 Application
._E Desktop @ veredist_xB6_2008 15/06/2011 09:45 Application
,_E Documents @ weredist_x86_2010 14/05/2014 0712 Application

- .

46.Click the Update button.
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Do you want to update Avaya IP Office Contact Center?

The wizard checks the cument version. The installation or settings can not be changed.
Oy the installed compaonents are upgraded.

[w] lgnore setup emors and go on

http://support avaya.com

47.Enter the Password. (Password for the IP Office Contact Center PostgreSQL
Database e.g. Administrator. This is the password defined when installing the
PostgreSQL database).

Settings for update

48.Click the Upgrade button.
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Settings for update

Property Value
=] Database System Administrator Login
FI-EEE'-".'l:lrlj ..............l
Administrator

49.The IP Office Contact Center upgrade will commence.
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Updating components

@ Postgre5S0L 9.3 PO Taskserver IInified Med
@ Java Development Fit Core IInified Med
© Tomcat Additional FOF3 (AP
W'eblL i M anitaring SMTP Coritu
omnidRE Statistics Chat Taskze
Licenze Client SGServer Mediastore C
Trace Svztem Statiztic Viewer Wieb Service
Wiatchdog WoiceCaontraol ® W allboard B
Seszion Manager ® Addrezsbook Server Database ® Uszer Interfac
D atabaze 8 Addrezshook Admin ® web Uszerln
T askreporting Databaze ® Unified Media Databaze ® LandingPage
CHAP ® UUnified Media Archive Database

Woice Estenzion Adapter @ Unified Media Server

I | 2

A0 B DB B 2 D B B S

| Finished | [ Cancel |

50.When the Upgrade has completed successfully, all of the updated components
will have a green icon adjacent to them.

Note: This process can take up to 25 minutes to complete.
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Updating components

O PostgreSHL 9.3 @ |PO Taskserver 8 Unihied Medi
 Java Developrent Kit @ Core @ Unified Medi
@ Tomcat @ additional 2 POP3 IM&P:
B ‘weblM @ Monitaring @ SMTP Caonry
@ ommDRE @ Statiztics @ Chat Tazkze
@ Licenze Client B SGServer @ Mediastore
O Trace System 9 Stalistic Viewer 8 Web Service
8 ‘Watchdog @ YoiceControl 8 ‘wallboard B/
@ Session Manager @ Addresshook Server Database @ User Interfac
@ Databaze © Addrezzbook Admin @ Web UserIn
@ Taskreporting D atabase @ Unified Media Databaze @ LandingPags
@ CHAP @ Unified Media Archive Database

8 Voice Exterizion Adapher B Unified Media Server

[ <] T | >

Installation successfully finished.
Logfile: C:MUsershAD.. Mvaya |P Office Contact Center-Setupia/izard_20150219T145729 lag

Finished | | Cancel

51.Click the Finished button.
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Updating components

O PostgreSOL 9.3 @ |PO Taskserver @ Unihied Medi
 Java Developrent Kit @ Core @ Unified Medi
@ Tomcat @ additional 2 POP3 IM&P:
B ‘weblM @ Monitaring @ SMTP Caonry
@ ommDRE @ Statiztics @ Chat Tazkze
@ Licenze Client B SGServer @ Mediastore
O Trace System 9 Stalistic Viewer 8 Web Service
8 ‘Watchdog @ YoiceControl 8 ‘wallboard B/
@ Session Manager @ Addresshook Server Database @ User Interfac
@ Databaze © Addrezzbook Admin @ Web UserIn
@ Taskreporting D atabase @ Unified Media Databaze @ LandingPags
@ CHAP @ Unified Media Archive Database

8 Voice Exterizion Adapher B Unified Media Server

<] |

Installation successfully finished.
Logfile: C:\UsershAD . Mvaya |P Office Contact Center-Setup | 20150219T145729 lag

| Fin | | Cancel |

52.You will be prompted that the server requires rebooting. Click OK.
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Updating components

@ PostgreS

@ 1I-a"n:uiv:a E stension Adapter

@ |PO Taskserver

8 Unified Media Server

<

Service
hoard B
Irterfac
Uzer In
dingFao:

Installation successfully finished.
Logfile: C:\Users\aD.. \dvapa IP Office Contact Center-S etupwizard_20150219T145729.lag

| Finizhed || Cancel |

53.Reboot the server. Click on the Windows button. Note: Make sure that any IP
Office Contact Center User Interfaces are closed down before the server is

rebooted.
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Scheduler
Client

A

Fdocc
User Interface

K

YC5peech...

ik
p
M
i
p
|y,

54.Then select the Power Options button and click Restart.

. .
Administrator an

Administrator

Disconnect

Shut down
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55.0nce the server has rebooted, log back into the server and open TTrace
Display.

A

Scheduler
Client

[docc

User Interface

&

VCSpeech...

Note: The Watchdog wizard will automatically run and does not require any manual
input.

56.The services will restart indicated by a green icon adjacent to each service.
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1 TTraceDisplay - ... =12 [

File View Help

STANDARD
Pracess [ Host
@ 1. omnidRB Maming ... IPOCC
@ 2DB IPOCC
@ 3hna IPOCC
@ 4 Tomcat IPOCC
@ 5. TRDB IPOCC
@ 5 MedisStareDB IPOCC
@ B TaskServMan IPOCC
@ 7. CHAP IPOCC
@ B IPOTaskserver IPOCC
@ 5 AvayaChapSync  IPOCC
@ 10; AvayaVEA IPOCC
@11: chat IPOCC
@ 12 reconstr IPOCC
@13 Kemel IPOCC
@13 wectors IPOCC
@14vC IPOCC
@ 15: Monitor IPOCC
@ 15 Statistic IPOCC
@15 TRE IPOCC
@ 15 SessionManager IPOCC
@ 15 StatGen IPOCC
@ 15 StatScheduler IPOCC
@1E: ADB IPOCC
@ 17 c3kDB-Server IPOCC
@17 cIkLMA-Server IPOCC
@ 17: C3000 Server IPOCC
@17 UmrConfigServer  IPOCC
@ 17 UmiT askserver IPOCC
@ 17: C3000 Clientéda..  IPOCC
@17 SMTP Connector  IPOCC
@17: POP3IMAPS Cliert  IPOCC
@ 17: TextTemplateSer..  IPOCC
@ 17: Rod CommandEx... IPOCC
@17 Rod Archie IPOCC
@17: Rod Rodomat IPOCC
@ 17: Rod SchedulerSe.. IPOCC
@ 17: Rod Reposery IPOCC
@18 Tomeat WSC IPOCC
@ 18 Tomeat webUl IPOCC
@19 lad IPOCC
@1%:.0D IPOCC
@19 IPOCC Spnc Serv... IPOCC
@19 disk IPOCC
Ready Y

57.Login to the IP Office Contact Center as an administrator on the server.

AVAYA

IP Office Contact Center

Username | Administrator Vl

Password || |

Telephone Extension | <None=

58. Click Help followed by Information.
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A |P Office Contact Center

File Goto |Help

Agent Part: ‘E'jr’te”ts I:/

-
I Information... ;

iy | <Al

FECHAP server | 3G vea
) @B ] %Tﬁpic ] {ﬁﬁgm group
- et A g

59.The upgraded version of IP Office Contact Center will be displayed.

| Note: Version number displayed may be newer than the screenshot below.

AVAYA

IP Office Contact Center Ul

Version: 91.3.22600.8403
Product version: 9.1.2
Setup version:  9.1.8405.1516

Copyright 1995 - 201!

Note when upgrading from an IP Office Contact Center version 9.0.2 there may be
circumstances when the IPOCC Unified Media Server upgrade process fails. This can
be resolved as follows:

e Open the server's Control panel, by select the Windows button followed by the
Control Panel button.
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Task Manager

8

Control Panel Internet Explorer

Desktop

&

Administrative
Tools

e Click the Uninstall a program link.

= Control Panel =11 -

+ |@ » Control Panel » v O | ||'Sear-:h Control Panel P |
Adjust your computer's settings View by: Category ¥
,,. System and Security S; User Accounts
- Review your computer's status -]

_ - J Change account type

9 ) View event logs w ¥ 9 i

Appearance

™, Network and Internet PP

~ L Change desktop background

M Connect to the Internet A

- Adjust screen resclution
- View network status and tasks

Clock, Language, and Region

Add alanguage

Change input methods

Set the time and date

Change date, time, or number formats

/ Hardware
Wiew devices and printers

Add a device
E—% Programs

Li
Uninstall a prograrn S [Fase of Access
‘.®I

-
v

%] Wi - - - i
) Turn Windows features on or off Let Windows suggest settings

Optimize visual display

e The Program and Features page is displayed. Uninstall IP Office Contact
Center Unified Media Server.
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1
=]
v

&= Programs and Features

& * N \l';; » Control Panel » Programs » Programs and Features v ¢
L

Control Panel Home . )
Uninstall or change a program

View installed updates To uninstall 2 program, select it from the list and then click Uninstall, Change, or Repair.
% Turn Windows features on or

e T s ™

off Organize v
Name = Publisher Installed On Sizc‘Q
ﬂlp Office Contact Center Unified Media Archive Database Avaya Inc. 22/04/2014 (
IP Office Contact Center Unified Media Archiving Avaya Inc. 22/04/2014 &
IP Office Contact Center Unified Media Database, Avaya Inc. 22/04/2014 )
ﬂlp Office Contact Center Unified Media Server Avaya Inc. 22/04/2014 3
IP Office Contact Center Unified Media WebApps Avaya Inc. 22/04/2014 j

QRN RN v TRRRRRY S e W S O L P PReR W . P R e w“-(

e Open the server's command prompts as an Administrator. Right click on the
Command Prompt icon and select Run as administrator.

o

Q Adminisirative Tools

Pin to Start

Pin to taskbar

Open new window

Run as administrator

Run as different user

Open file location

A. Right click
e Execute the following commands from the command prompt:
sc delete "C3000 ClientAdapter”
sc delete "C3000 UmrConfigServer"
sc delete "C3000 UmrTaskserver"
sc delete "C3000 TextTemplateServer"

¢ Once the commands have been completed, install IP Office Contact Center
Unified Media Server available within the Server folder of the IP Office Contact
Center 9.0.2 installation software. From the Server folder, open the IP Office
Contact Center folder followed by the Setups folder.
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Name Date modified Type Size
| 3rd_Pty_SW 14/01/201413:37 File folder
.. Client 14/01/2014 13:37 File folder
. Examples File folder
. Manuals 14/01/201413:37 File folder
1. Server 14/01/2014 13:38 File folder
_ Utilities 14/01/2014 13:40 File folder
Name i Date modified Type
| Install_Sybase 14/01/2014 13:40 File folder
1. IP Office Contact Center 14/01/2014 13:38 File folder
. IPO TAPI 14/01/2014 13:38 File folder
MName Date modified Type
1. Setups 14/01/2014 13:38 File folder
SetupWizard \ 12/12/2013 04:09 Application
I veredist 86_2008 15/06/2011 07:45 Application
@ wveredist xB86_2010 08/11/2012 08:57 Application

e Install the IP Office Contact Center Unified Media Server software.

Mame Date modified Type Size
ﬁ! Addressbook Admin 12/12/2013 05:19 Windows Installer ... 13,597 KB
ﬁ! Addressbook Server Database 12/12/201302:18 Windows Installer ... 26,243 KB
ﬁ! Avaya License Client 12/12/2013 0517 Windows Installer ... 2831 KB
ﬁl chap 12/12/2013 05:19 Windows Installer ... 26,495 KB
ﬁ! Chat Taskserver 12/12/2013 05:26 Windows Installer ... 20,378 KB
ﬁ! Contact Center Additional 12/12/201305:20 Windows Installer ... 11,697 KB
ﬁ! Contact Center Core 12/12/2013 05:20 Windows Installer ... 9613 KB
ﬁl Contact Center Database 12/12/201307:33 Windows Installer ... 12,658 KB
ﬁl Contact Center Mediastore Database 12/12/2012 05:22 Windows Installer ... 7542 KB
ﬁ! Contact Center Monitoring 12/12/2013 05:22 Windows Installer ... 7,362 KB
ﬁ! Contact Center 5G5erver 12/12/2013 05:22 Windows Installer ... 16,578 KB
ﬁ! Contact Center Statistic Viewer 12/12/201305:23 Windows Installer ... 28,230 KB
ﬁl Contact Center Statistics 12/12/2013 05:24 Windows Installer ... 10,401 KB
ﬁl Contact Center User Interface Windows Installer ... 41,954 KB
ﬁ! IPO Taskserver 12/12/2013 05:26 Windows Installer ... 8,507 KB
ﬁ! Java Development Kit 12/12/201302:39 Windows Installer ... 93,842 KB
ﬁl omniORE 12/12/2013 05:40 Windows Installer ... 5978 KB
ﬁl SessionManager 12/12/2013 05:40 Windows Installer ... 9711 KB
ﬁ! Taskreporting Database 12/12/2013 05:26 Windows Installer ... 7,591 KB
ﬁ! Tomcat Windows Installer ... 20,808 KB
ﬁ! Trace System 12/12/201305:29 Windows Installer ... 7,369 KB
ﬁl Unified Media Archive Database 12/12/201305:36 Windows Installer ... 4,601 KB
ﬁl Unified Media Archiving 12/12/2012 05:40 Windows Installer ... 24,506 KB
ﬁ! Unified Media Database 12/12/2013 05:32 Windows Installer ... 8572 KB
5! Unified Media POP3 IMAP4 Client 12/12/2013 05:32 Windows Installer ... 9,502 KB
ﬁ! Unified Media Server | 12/12/201305:33 Windows Installer ... 50,4582 KB
Unified Media SMTP Cennector 12/12/201310:38 Windows Installer ... 9113 KB
ﬁl Unified Media Web Applications 12/12/201205:36 Windows Installer ... 19,481 KB
ﬁ! Voice Control 12/12/201305:28 Windows Installer ... 17,319 KB
ﬁ! Voice Extension Adapter 12/12/201302:43 Windows Installer ... 19172 KB
ﬁl watchdog 13/12/201311:36 Windows Installer ... 5,855 KB
ﬁl WebLM 12/12/2012 05:29 Windows Installer ... 3E42 KB

IP Office Contact Center Maintenance 05 2016 133



IP Office Contact Center Maintenance

Uninstalling Sybase on Completion of a Successful Migration to IP Office Contact
Center 9.1.6 FP

1. Stop the Watchdog service by selecting IPOCC Watchdog and clicking the
Stop link.

Services -

File Action View Help
e Eo= HE »anmp

& Services (Local)

. Services (Local)

-

IPOCC Watchdog MName Description Status Startup Type Log ~
% IPOCC Rod SchedulerServer  Avaya IP Of..  Running  Manual Loc
Stop the service S5 IPOCC Statistic Generator Avaya IP Of.. Running  Manual Loc
/ Restart the service £ IPOCC Statistic Scheduler Avaya IP Of.. Running  Manual Loc
£ IPOCC Trace Server Avaya IP Of.. Running  Automatic Loc
Description: . IPOCC UlSessionManager Avaya IP Of.. Running Manual Loc
Avaya IP Office Contact Center C5IPOCC UM ClientAdapter Avaya IP Of... Running  Manual Loc
‘;\;aptlciradtinugnz;upervlses several L5 IPOCC UM ConfigServer Avaya IP Of.. Running Manual Loc
L IPOCC UM DB-Server Avaya IP Of.. Running  Manual Loc
S IPOCC UM LNA-Server Avaya IP Of..  Running  Manual Loc
L2 IPOCC UM POP3IMAPA Clie.. Avaya IP Of.. Running  Manual Loc
% IPOCC UM Server Avaya IP Of.. Running Manual Loc
L5 IPOCC UM SMTP Connector  Avaya [P Of..  Running  Manual Loc
L5 IPOCC UM Taskserver Avaya IP Of.. Running Manual Loc
L0 IPOCC UM TextTemplateSe., Avaya IP Of.. Running  Manual Loc
L IPOCCVEA Avaya IP Of..  Running  Manual Loc
_~IPOCC Watchdog Avaya IP Of.. Running Automatic Loc
‘s IPsec Policy Agent Internet Pro... Manual (Trig... MNet|
L5 KDC Proxy Server service (K.  KDC Proxy 5. Manual Met]
. KtmRm for Distributed Tran... Coordinates... Manual (Trig... Met|
. Link-Layer Topology Discov... Createsa M. Manual Loc

L, Bttt o B s e et Bt an b Cncsinaptdananh BF 0 ghtn Windhen s I it o o

2. Stop the IPOCC Trace Server by selecting the IPOCC Trace Server and
clicking the Stop Link.

Services -

File Action View Help

s Edz HE >anmp
o Services (Local) O, S (Local)

IPOCC Watchdog MName - Description Status Startup Type Log ~

5 |POCC Rod SchedulerServer  Avaya IP Of..  Running  Manual Loc

Stop the service 5 IPOCC Statistic Generator Avaya [P Of... Running Manual Loc

/ Restart the service L IPOCC Statistic Scheduler Avaya IP Of..  Running  Manual Loc

i . [POCC Trace Server Avaya [P Of.. Running  Automatic Loc

Description: % IPOCC UlSessionManager Avaya IP Of..  Running  Manual Loc

Avaya IP Office Contact Center 25 IPOCC UM ClientAdapter Avaya P Of.. Running  Manual Loc

:‘;?lciriioogniupemses several L IPOCC UM ConfigServer Avaya IP Of..  Running  Manual Loc

L IPOCC UM DB-Server Avaya IP Of..  Running  Manual Loc

S IPOCC UM LMA-Server Avaya IP Of..  Running  Manual Loc

L5 POCC UM POP3IMAPA Clie... Avaya P Of.. Running  Manual Loc

L IPOCC UM Server Avaya |P Of.. Running Manual Loc

L5 POCC UM SMTP Connector  Avaya IP Of..  Running  Manual Loc

S IPOCC UM Taskserver Avaya IP Of.. Running Manual Loc

L5 POCC UM TextTemplateSe.. Avaya IP Of.. Running  Manual Loc

L IPOCCVEA Avaya IP Of..  Running  Manual Loc

i IPOCC Watchdog Avaya |P Of.. Running  Automatic Loc

L IPsec Policy Agent Internet Pro... Manual (Trig... MNet

£ KDC Proxy Server service (K.  KDC Proxy S... Manual Mety

oy KtmRm for Distributed Tran... Coordinates... Manual (Trig... MNet

S Link-Layer Topology Discov... Creates a N... Manual Loc

Lt At S g e s st e P Cnsinaptdanagie B e g Wi 8 o S I
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3. Open Sybase Central.

ApPPS

it Litality (6 . Calculator
'. MNotepad
d Pamit

Firewall with Advanced A\ Userinterface
el Windows Memory nstic : onfiguration
Windowr

4. Select Tools, followed by Adaptive Server Enterprise and Server Config.

2 — Sybase Central ?
File Edit View |Tools ([4MMAnections Help

& v D D Log Viewer v @ +r @Y B B x|« "Bl f
6 Plug-ins 3
Context: {3 S 1s¢/Default/ASE (sa)/Databases
Qptions...
3R Utilities ~ thaca
— Adaptive Server Enterprise » tﬂ Preferences
’VFoIdu; A ,’
B Sybase Centr % Create Cluster - é
= @ AdaptivefServer Enterprize ®_ Server Config :
= \‘J] Deffult ” Directory Services Editor Owner Sae (. c,,;
=& ASE (5a) & Interactive SQL 2 @f’.w
TN s g ’~~-'\" *—m_«,#«b- -'-‘:-..m~ .@,.’A\-J\ Tt nnnn A

5. Click Backup Server.
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5 / Remove Adaptive Server..

Backup Server Upgrade Adaptive Server...

Monitor Server

6. Click the Remove Backup Server.... button.

Create Backup Server...

Configure Backup Server...

Remove Backup Server...

Uparade Backup Server...

7. Click OK.

Choose the backup server pou wigh to remove,

Servers:
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8. Click Yes

@ Removing Backup Server! Continue?

Mo |

9. Click OK

A Exit SyConfig and ReBoot Now.

10.Click Adaptive Server.

/ Create Backup Server ..

Configure Backup Server...

Remove Backup Server...

Uparade Backup Server...

11.Click the Remove Adaptive Server.... button.
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— Adaptive Server

Create Adaptive Server...

Configure Adaptive Server...

E Bemove Adaptive Server...

Backup Server Upgrade Adaptive Server...

Monitor Server

12.Click OK.

Choose the server pou wizh to remove.

Servers:

13.Click Yes

@ Removing Adaptive Server! Continue?

T

14.Click the OK button.
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syconfig -

l . Bxit S5yConfig and ReBoot Now.

........................................

15.Reboot the IP Office Contact Center server.

16.Click on the Windows button.

Scheduler
Client

A

[docc
User Interface

K

YC5peech...

|y

. .
Administrator an
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Administrator

Disconnect

Shut down

16.0nce the server has rebooted log back in via a Remote Desktop Connection.

17.0pen the Control Panel.

Administrative
Tools

18.Click Uninstall a program.
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T ||§ » Control Panel »

v & | | |Search Control Panel o

Adjust your computer's settings

View by: Category ~

System and Security a User Accounts
Review your computer's status
Change account type
'@' View event logs @ J P
: Appearance
MNetwork and Internet PP
Change desktop background
Connect to the Internet

} Adjust screen reseluticn
WView network status and tasks

Clock, Language, and Region

Hardware

View devi dor Add a language

lew E’\"IC.ESEI"I prlnters Changeinputmethods
Add a device

Set the time and date

ngrams Change date, time, or number formats
h; E Uninstall a program

T Windme £ . Ease of Access
l@l urn indows features on or o LetWindows suggest SEttiI"IgS

Optimize visual display

19.Click Software Developer Kit and then select the Uninstall/Change option.

@ - 1 |ﬂ v Control Panel » Prograrms » Programs and Features v G| | Search Programs and Features 2

Control Panel Home .
Uninstall or change a program

View installed updates To uninstall a program, select it frem the list and then click Uninstall, Change, or Repair.
'@ Turn Windows features on or

off Organize v  Uninstall/Change = ~ @

Marne - Publisher Installed On Size
IP Office Cantact Center Unified Media Database Ausaya Ine, 197022015
IP Office Caontact Center Unified Media Server xbd Ausaya Ine, 197022015
IP Office Contact Center Unified Media WebSpps x64 Awaya Inc, 19/02/2015
IP Office Contact Center User Interface Hueaya Ine, 19/02/2015
IP Office Contact Center Voice Extension Adapter x64 Poraya Inc, 1970242015
EN P Office Contact Center YoiceControl Poraya Inc, 1970242015
EX P Office Contact Center Wallboard Broker x64 Aoraya Inc, 1970242015
IP Office Contact Center Watchdog Auay'a Inc, 1940242015
EN P Office Contact Center Web Service Callection xbd Feaya Ine, 19/02,/205
EX P Office Contact Center Web User Interface x64 Auay'a Inc, 1940242015
Auraya Inc, 1970242015
(27 Mlicrasoft Wisual C++ 2005 Redistributable hicrosoft Corporation 030772014
[m7 Micrasoft Visual C++ 2008 Redistributable - %64 9.0.3072... Micrasaft Corparation 30/01,/2015
DMicrosoft\fisual C++ 2008 Redistributable - x86 9.0.3072... Microsoft Corporation 03/07/2014
[F7 Microsoft Visual C++ 2010 =64 Redistributable - 10,040, Microsoft Corporation 30M2Ms
(BT icrosoft Visual C++ 2010 %86 Redistributable - 10.040..  Microsoft Corporation 030724
{8 Software Developer's Kit Sybase, Inc, 110242015
(2 Sybase Adaptive Server Enterprise Suite Sybase, Inc, 110242015

<l '" | 2]

Support link:  http://www.sybase.com

. I Sybase, Inc. Product version:  13.5.0.800

Help link:  http:/fwww.sybase.com
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20. Click the Next button.

' Uninstall Software Developer’s Kit

Sybase”’ Software Developer's Kit 15.5

Uninstall Software Developer's Kit

About to uninstall
Software Developer's Kit 15.5 ESD8

This will remove features installed by InstallAnywhere. it will not remove files and folders created after the installation

Cancel ! SYBASE. ..aym

21.Click the Complete Uninstall option.

'm Uninstall Software Developer's Kit

Sybase® Software Developer's Kit 15.5

Uninstall Options

Please select one of the following options:

Complete Uninstall
Completely remove all features and components of Softy D lopers Kit that were installed by InstallAnywhere. Files
and folders created after the installation will not be affected

.

Uninstall Specific Features
Choose speoific features of Software Developers Kit that were installed by InstallAnywhere to be uninstalled.

(>

[— SYBASE o T compaey |

Previous | Next
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22.Click the Next button.

] Uninstall Software Developer's Kit

Sybase® Software Developer's Kit 15.5

Check Product Dependency

Following features are still required by other features/products. The files will remain after uninstall.

@ jConnect
@ Open Client

An E: ? Company
Cancel | M Previous Mext

23.Click the Next button.

'n Uninstall Software Developer's Kit

Sybase® Software Developer's Kit 15.5

Pre-Uninstall Summary

Software Developer's Kit will be uninstalled from the following location
C:\Sybase
with the following features
Open Client
jConnect 6.0 for JODBC
jConnect 7.0 for JOBC
ASE ODBC Driver

SYBASE ~&wems

l Cancel |  Previous ] Next
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24. Software uninstallation process will commence.

o) Uninstall Software Developer's Kit I;Ii-

Sybase® Software Developer's Kit 15.5

Lninstalling jConnect 6.0.5 EBF18362...5uccess

Lninstalling Language Modules 15.5 ESD6...Success

LIninstalling Sybase Data Source Administrator 155 ESDA. Success
Lninstalling jConnect 7.0 EBF184658.. Success

Lninstalling Connectivity Language Modules 15.5 ESDA.. Success
Lninstalling ASE ODBC Driver 15.5 ESDS...Success

LUninstalling Open Client 15.5 ESD3.. Success

0%

25. Once the software has uninstalled, click the Done button.

" Uninstall Software Developer's Kit [=[o

Sybase® Software Developer's Kit 15.5

Uninstall Complete

The following items could not be removed:

Unable to remove directory: C:\Sybase\0CS-15_0

IP Office Contact Center Maintenance
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26. Next click Sybase Adaptive Server Enterprise Suite and then select the
Uninstall/Change option.

= Programs and Features - ||

(-. - T ||3 b Control Panel » Programs » Programs and Features " (‘J| | Search Prograrms and Features 2 |

Control Panel Home .
Uninstall or change a program

View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.

'f"_;' Turn Windows features on or

off Organize *  Uninstall/Change = ov @
Marme “ Publisher Installed On - Size | ~
IP Office Contact Center Unified Media Archiving x64 HAovaya Inc, 1940272013
EN P Office Contact Center Unified Media Database Arsaya Inc, 1902525
EX P Office Contact Center Unified Media Server x64 Povaya Inc, 1970272013
IP Office Contact Center Unified Media Webdpps x6d Avaya lhe, 19/02/2015
EX P Office Contact Center User Interface Povaya Inc, 1940272015
IP Office Contact Center Woice Extension Sdapter =64 Avaya lhe, 19/02/2015
EX P Office Contact Center VoiceCantrol Avaya Inc, 1940272013
IP Office Contact Center Wallboard Broker =64 Bovaya Inc, 19/02/2015
IP Office Contact Center Watchdog Arsaya Inc, 19/02/2015
NP Office Contact Center Web Service Collection xB4 Praaya Inc, 190245
EN P Office Contact CenterWieb User Interface 64 Avaya lhe, 19/02/2015
EX P Office Contact Center WebLh x64 HPvaya Inc, 1940272015
5 Microsoft Wisual C++ 2005 Redistributable Micrasoft Carporation 03/07/2014
B Microsoft Wisual C++ 2008 Redistributable - x64 3.0.3072... Microsaft Carporation 3070172015 -
B bicrosoft Visual C++ 2008 Redistributable - <86 0.0.3072,.. Microsoft Carporation 03707724 n
B Microsoft Wisual C++ 2010 x64 Redistributable - 10.040...  Microsaft Carporation 307017205
B Microsoft Visual C++ 2010 86 Redistributable - 10.040..,  Microsaft Carporation 03707724
B Sybase Adaptive Server Enterprise Suite Sybase, Inc. 1170242015 »
< m >
5 Sybaze, Inc Product version:  15.5.0.302 Supportlink:  http:/fwww.sybase.com
' Help link:  http:/fwww.sybase.com Comments: Sybase Adaptive Server Enterpris...

27.Click the Next button.
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Uninstall Sybase Adaptive Server Enterprise Suite

Adaptive Server Enterprise 15.5

Uninstall Sybase Adaptive Server Enterprise Suite

Aboutto uninstall...

Sybase Adaptive Server Enterprise Suite 15.5 ESD3

This will remove features installed by InstallAnywhere. Itwill not remove files and folders created after the installation

Cancel ’

SYBASE ~zrem T

30.Click Complete Uninstall option and then select the Next button.

'

Uninstall Sybase Adaptive Server Enterprise Suite |;|£-

Adaptive Server Enterprise 15.5

Uninstall Options

Please select one of the following options:

j = Complete Uninstall
( Completely remowve all features and components of Sybase Adaptive Server Enterprise Suite that were installed by
=d InstallAnywhere, Files and folders created after the installation will not be affected

(>

Cancel

Uninstall Specific Features
Choose specific features of Sybase Adaptive Server Enterprise Suite that were installed by InstallAnywhere to be uninstalled

IP Office Contact Center Maintenance
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31. Click the Next button.

' Uninstall Sybase Adaptive Server Enterprise Suite

Adaptive Server Enterprise 15.5

Pre-Uninstall Summary

Sybase Adaplive Server Enterprise Suite will be uninsialled from the following location
CiSybase

with the following features:

Open Client
DB-Library
JConnact 6.0 for JOBC
JConnect 7.0 for JDBC
ASE ODBC Drivar
Intaractive SQL
QPTuna

Sybase Cenftral
Adaptive Semver Plug-in
SySAM Licensa Utilitias

I Adaptive Semver Enterprise

= SYBASE -~z

Brevious l I Mext

32.The uninstallation process will commence.

)

Uninstall Sybase Adaptive Server Enterprise Suite I;Ii-

Adaptive Server Enterprise 15.5

Uninstalling Adaptive Server Enterprise 15.5 ESD3...Success
Uninstalling DB-Library 15.5.0.7...5uccess
Lininstalling ASE ODBC Driver 15 5 ESDS

SYBASE  ~&7 e
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33.Click the Delete all of these files check box and then select the Next button.

'n Uninstall Sybase Adaptive Server Enterprise Suite IL'E-

Adaptive Server Enterprise 15.5

Delete User File

The uninstaller has successfully uninstalled created items during installation. However, the following files still exist in
the install directory. These files were created outside of the installer.

@ UliSybaseldata'sybpcidb. dat -
@& C\Sybase\data\sybsysdb dat ]
® C\Sybase\data\sysprocs.dat

@ C\Sybase\data\tempdbdev. dat

® C:\Sybase\DBISQL\bin\dbisql 000

& C\Sybass\DBISQL\bin\dbisql ini
@ C:\Sybase\DBISQL\bin\dbisql rep
& C\Sybase\ini\sql ind
@ C:\Sybaselini\sql old
@ C\Sybase\ini\trusted, 000
@ C\Sybase\OCS-15_0\ini\libtcl 000
@ C\Sybase\Shared\Sybase Central 6.0.0\win32\scjview.000
@ C\Sybase\Shared\Sybase Central 6.0.0\win32\scjview.001 —_—
@ C\Sybase\Shared\Sybase Central 6.0. 0\win32\scjview ini =
@ C:\Sybase\SYBASE bat

L O e AU A O minma

[v| Delete all of these files.

An Company
[ | SYBASE  ~z

34.Click the Done button.

'n Uninstall Sybase Adaptive Server Enterprise Suite

Adaptive Server Enterprise 15.5

Uninstall Complete

All items were successiully uninstalled.

SYBASE  ~=emm

Previous Done
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35.Uninstall TAPI2 if no longer required.

Note: Only IP Office Contact Center systems prior to release 9.0.3 utilized the TAPI
driver.

@ -t |ﬁ » Centrol Panel » Programs » Programs and Features v o] | Search Programs and Festures B |

Centrel Panel Hame .
Uninstall or change a program

View installed updates

install a program, select it from the list and then click Uninstall, Change, or Repair.
& Tum Windows festures on or
off

Organize v WUninstall  Change  Repair E=oe @
Name - Publisher Installed On  Size Version

[EHP Ansy Configuration Utility (64-bit) Hewlett-Packard Development .. 02/06/2014 163MB 940120

[EIHP Smart Array SAS/SATA Event Notification Service  Hewlett-Packard Development .. 28/04/2014 1T3KB 636064

[ Microsoft Visual C++ 2005 Redistributable Microsoft Corporation 02/06/2014 459MB 80.59193

[ Microsoft Visual C++ 2008 Redistributable - x85 9.0.30.. Microseft Corporation 02/06/2014 10IMB  9.030729.6161

[ Mlicrosaft Visual C=+ 2010 w86 Redistributable - 10.0... Microsoft Cerporation 02062014 1L.1MB 10040219
|Bmvrz Avaya 02/06/2014 21TMB 404 ‘

Help linkz b /3 avaya.c..Update i

tpe/ AL

!l Avaya Product version: 404 Suppert link:  hittp//avaya.com/ Size: 211 MB

@ Are you sure you want to uninstall TAPI2ZT

[] Inthefuture, do not show me this dialog box

36.The Sybase folder can now be deleted
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23items 1 item selected

<

| maintenance.log

fzul

maintenance_l.log

Text Document
Text Document

N AL Local Disk (C2)
Home Share View 0
® = 1 [ » ThisPC » Local Disk (C) » v @] [ Search Locel Disk (C) 2]
‘¢ Favorites MNarme : Date modified Type 5
Bl Desktop SRecycle.Bin 18/03/20 File folder
4 Downloads . backup File folder
2l Recent places cpgsystem File folder
@ Documents and Settings File folder
1% This PC . Perflogs File folder
i Desktop . Program Files File folder
| Documents Program Files (x36) File folder
& Downloads ProgramData File folder
W Music . Share File folder =
=| Pictures . Sybase File folder
g Videos System Volume Information File folder
i Local Disk (C:) . temp File folder
= 16GE (E) . Users File folder
L share (\\192.168.42.252) (¥:) . Windows File folder
backup.bat Windows Batch File
&i_i Metwork bootmgr System file
BOOTMXT System file
maintenance.bat Windows Batch File

Remote Migration from 9.0.X to 9.1.6

When migrating from an IP Office contact Center server running Version 9.0.X to a

separate IP Office Server running Version 9.1.6 the migration process is split into two

parts.

Part 1 is setting up the original 9.0.X IP Office Contact Center Server to allow the new
server to move the database.

Part 2 is setting up the new 9.1.6 IP Office Server and using the Database Migration

Tool to migrate the database from the old server.

Part 1 - 9.0.X IP Office Contact Center Server

1. Stop the IPOCC Watchdog Service.

Y

Run

=== Typethe name of a program, folder, document, or Internet
resource, and Windows will open it for you.

Open: | services.mse|

W

'5' This task will be created with administrative privileges.

‘ ‘ Cancel

H Browse... |

2. Select the IPOCC Watchdog service and click Stop.
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Po|oaw
. Services (Local)
IPOCC Watchdog Name - Description  Status Startup Type  Log On As
1 IPOCC CHAP synchronizer  Avaya P Of.. Running Manual Local Syste...
Stop the service POCC Chat Taskserver Avaya [P Of.. Running  Manuel Local Syste...
Restart the service £ IPOCC omniORE Avaya IP Of.. Running  Manual Local Syste...
POCC Rod Archie Avaya P Of.. Running  Manual Local Syste...
Description: POCC Rod CommandExec... Avaya P Of.. Running  Manual Local Syste...
Avaya IP Office Contact Center % IPOCC Rod Reposerv Avaya IP Of.. Running  Manual Local Syste...
ﬁlﬁ?:‘:t“’;:“pe”"“ severs| POCC Rod Rodemat AvayaIPOf.. Running  Manual Local Syste...
POCC Rod SchedulerServer  Avaya [P Of.. Running  Manual Local Syste...
5 IPOCC Statistic Generater ~ Avaya [P Of.. Running  Manual Local Syste... L]
POCC Statistic Scheduler  Avaya IP Of.. Manusl Local Syste...
POCC Trace Server Avaya IP Of.. Running  Autematic Local Syste...
“LIPOCC UlSessionManager  Avaya P Of.. Running  Manual Local Syste... =
POCC UM ClientAdapter  Avaya P Of.. Running  Manual Local Syste...
POCC UM DB-Server Avaya [P Of.. Running  Manuel Local Syste...
% IPOCC UM LNA-Server Avaya P Of.. Running  Manual Local Syste... [ ]
POCC UM POP3IMAPA Cli... Avaya P Of.. Running  Manual Local Syste...
POCC UM Server Avaya P Of.. Running  Manual Local Syste...
5 IPOCC UM SMTP Connector  Avaya P Of.. Running  Manual Local Syste...
POCC UM TextTemplateSe... Avaya P Of.. Running  Manual Local Syste...
POCC UM UmrConfigServer Avaya [P Of.. Running  Manual Local Syste...
“5IPOCC UM UMRTaskserver  Avaya [P Of.. Running  Manual Local Syste...
POCC VEA Avaya IP Of.. Running  Manual Local Syste.
atchdeg
% IPsec Policy Agent Internet Pro... Running  Manual (Trig...
KDC Proxy Server service (K. KDC Proxy S... Manual
tmRm for Distributed Tran... Coordinate Manual (Trig..
ink-Layer Topelogy Discov... Createsa M. Manual
Local Session Manager Core Windo... Running  Automatic Local Syste,
Microsoft iSCS! Initiator Ser... Manages In Manual Local Syst -
Micrnsoft Snfrware Shadme  Mananes so hManial Lncal Sue ]
Extended { Standard /

Windows is attempting to stop the following service on Local Computer...
IPOCC Watchdog

3. Right Mouse click on the IPOCC Watchdog and click Properties.
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File Action View Hep
e mDczBm r»eun

A. Right click

4. Change the Start type to Manual.

IP Office Contact Center Maintenance

3, Services (Local)
1POCC Watchdog Name = Description  Status  Statup Type  LogOnAs
4 IPOCC CHAP synchronizer  Avaya IP Of... Manusl Local Syste...
Start the service 24 IPOCC Chat Taskserver Avaya IP Of... Manual Local Syste...
4 IPOCC omniORB Avaya IP Of... Manual Local Syste...
Description: 24 IPOCC Rod Archie Avaya IP Of... Manual Local Syste...
Avaya IP Office Contact Center 4 IPOCC Rod CommandeExec.. Avaya IP Of... Manual Local Syste...
Watchdog supervises several 4 IPOCC Rod Reposerv Avaya IP Of... Manual Local Syste...
spplications £3,1POCC Rod Rodomat Avaya P Of... Manual Local Syste...
4, IPOCC Rod SchedulerServer  Avaya IP Of... Manual Local Syste...
4 IPOCC Statistic Generator  Avaya IP Of... Manual Local Syste...
2% IPOCC Statistic Scheduler  Avaya IP Of... Manual Local Syste...
4 IPOCC Trace Server Avaya IP Of.. Rumnina__Assamatic ocal Syste...
4 IPOCC UtSessionManager  Avaya IP Of... Start ocal Syste...
3 1POCC UM ClientAdapter  Avaya IP Of... Stop ocal Syste...
24 IPOCC UM DB-Server Avaya IP Of... Pause ocal Syste...
4 IPOCC UM LNA-Server Avaya IP Of... R ocal Syste...
£ IPOCC UM POP3IMAP4 Clie... Avaya IP Of... s ocal Syste...
44 IPOCC UM Server Avaya IP Of...
£ IPOCC UM SMTP Connector Avaya IP Of... All Tasks
4 1POCC UM TextTemplateSe... Avaya IP Of...
4 IPOCC UM UmiConfigServer Avaya IP Of...
4 IPOCC UM UMRTaskserver  Avaya IP Of...
IPOCC VEA Avaya IP Of...
CC Watchdog Avaya IP Of at
24 IPsec Policy Agent Internet Pro... g Manusl (Trig. NetworkS...
(% KDC Proxy Server service (K.. KOC ProxyS... Manual Network S...
4 KemRm for Distributed Tran... Coords Manusl (Trig.  Network S...
3 Link-Layer Topology Discov... Creates aN... Manual Local Service
4 Local Session Manager Core Windo.. Running  Automatic Locdl Systér |\
4 Microsoft iSCS! Initiator Ser... Manages In... Manual Local Syste..
5 Mizenents Safraars Shadaw  Mansnse cn Manial Loeal Suete
\ Extended / Standard /
Opens the properties dislog box for the current selection.
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File Action View Help

e @Bz Bm »rmnw

[ Sevices Loca) |
IPOCC Watchdog Mame - Deseription  Status Startup Type  LegOnAs -
Local Syste..
Start the service Local Syste...
Generdl [I °ﬂ| R ID X Local Syste...
Deseription: Local Syste...
Avaya |P Office Contact Center Sendcename:  Walchdog Lo<cal Syste...
Watchdog supervises several i Local Syste...
spplications e . Local Syste..
Descrigtion: 1 IP Offics Contact Canter Watchdag - Local Syste...
several sppheations '™
- Local Syste...
Psth 1o executabie: Losal Syste—.
“C\Program Fles (xBE)\Avaya'IP Office Contiact Canter'\Watchdog\WATC < Local Syste...
I .
[ Sotptpe|  [Asomte v t::lﬁz
- fodoenatic ol Local Syste...
— Local Syste...
Senvice status: Lecal Syste...
oot [ s [ Fawe [ Rewme | i~
‘You can specify the sta parameters that spply when you start the service Local Syste...
from hece. Local Syste...
Start parameten: l | Local Syste...
Local Syste...
< Lo<al Syste-..
i Metwork 5...
oK g
ok [ omol ][ 2o | l Network o
3 n... =y ualilrg.. Metwerk 5.
j, Link-Layer Topology Discow... Crestesal.. Manusl Local Senvice
2 Local Session Manager Core Windo.. Running  Automatic LocdlSysés \\indows
i Microsoft 5CS! Initistor Ser..  Manages In... hanual Local Systeu. c
5 Micenonfs Safhumes Shadinu:  Mananss cn Bllapiial I"‘."!M’.'_ - -

5. Click the OK button.

General |LogDn|F{eowa'y|Dependerm|

Service name: Watchdog
Display name: IPOCC Watchdog

Description: waya IP Office Contact Center Watchdog ~
pervises several applications ™

Fath to executable:
"CMProgram Files &86)\Avaya P Office Cortact Certer'\Watchdog WATC

Startup type: | Manual ]

Service status:  Stopped

| Start | | Stop | | Pause | | Besume |

You can specify the start parameters that apply when you star the service
from here.

Start parameters:
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6. Stop the Sybase BCKServer_ASE_BS service.

File Action View Help

e mBc= @m > a0
13, Services (Local)
Sybase BCKServer _ASE_BS Name = Description  Status  Startup Type  Log OnAs B

4 Resultant Set of Policy Provi... Providesan... Manual Local Syste...

Stop the service 4 Routing and Remote Access  Offers routi... Disabled Local Syste...
/‘hﬂm‘:‘ma %3 RPC Endpoint Mapper R RP.. Running A i Network S...
—_ 44 Secondary Logon Enables star... Manual Local Syste...
4, Secure Socket Tunneling Pr... Provides su... Manual Local Service

(4 Security Accounts Manager  Thestartup .. Running  Automatic Local Syste...

£ Server Supportsfil.. Running A i Local Syste...

% Shell Hardware Detection Provides no.. Running  Automatic Local Syste...

£, Smart Card Manages ac... Disabled Local Service

4 Smart Card Device Enumera... Crestes soft... Manual (Trig...  Local Syste...

% Smart Card Removal Policy  Allows the s... Manual Local Syste...
5 SNMP Trap Recerves tra... Manual Leocal Service

%4 Software Protection Enables the ... Automatic (D... Network S...

% Special Administration Con... Allows adm... Manual Local Syste...

4 Spot Verifier Verifies pot... Manual (Trig...  Local Syste...

£, SSDP Discovery Discovers n... Disabled Local Service

©J, Storage Tiers Management  Optimizes ... Manual Local Syste...

3, Superfetch Maintains Local Syste...

{4, Sybase SQLServer _ ASE Local Syste...

74 Sybase XPServer _ ASE_XP Manual Local Syste...

{4 System Event Notification S... Monitors sy.. Running A i Local Syste... H
7, System Events Broker C Running ic (T...  Local Syste...

£ Task Scheduler Enables a us.. Running  Automatic Local Syste...

4 TCP/IP NetBIOS Helper Provides su.. Running  Automatic (T... Local Service

74 Telephony Provides Tel.. Manual Network S...

2 Themes Provides us.. Running  Automatic Local Syste...

4 Theead Ordering Server Provides or... Manual Local Service /1110

74 UPnP Device Host Allows UPn... Disabled Local Service

C% Vcar Becace | nnninn Sanvica Thic canica _ Runni a i (| oeal Sucta s

File Action View Help

N EEEEN G

[ | I

5 senes )| Gamvcaa oG
Sybase BCKServer _ ASE_BS Mame - Description Status Startup Type Log On As Z
:;C:kRsurtantSet of Pelicy Provi.. Provides an.. Manual Local Syste..,
Start the service Sk Routing and Remote Access  Offers routi.. Disabled Local Syste...
S@ RPC Endpoint Mapper Resolves RP.. Running Automatic Metwork S...
':Q'Sacondary Logon Enables star... Manual Local Syste...
'QSecureSocketTunneling Pr.. Provides su.. Manual Local Service
&Securrtyﬁsccounts Manager Thestartup.. Running Automatic Local Syste...
':S-ESeNer Supportsfil..  Running  Automatic Local Syste...
':ég'ihe\\ Hardware Detection Provides no.. Running  Automatic Local Syste...
S@ Smart Card Manages ac... Disabled Local Service
':..C:ESmart Card Device Enumera.., Creates soft... Manual (Trig... Local Syste..
':S-ESmart Card Removal Policy  Allows thes... Manual Local Syste...
':QSNMP Trap Receives tra... Manual Local Service
:'.C:E'Suﬁware Protection Enables the ... Automatic (D.. MNetwork S...
':I.C:ESpemalAdministration Con..  Allows adm... Manual Local Syste...
':S-kSpot WVerifier Verifies pot... Manual (Trig... Local Syste...
-;@SSDP Discovery Discovers n... Disabled Local Service
:QStorageTiers Management  Optimizest... Manual Local Syste...
:'.C;ESuperfetch Maintains a... Manual Local Syste..,
*ﬁ%Sybase BCKServer _ ASE BS Automatic Local Syste...
':S-k'iybase SQLServer _ ASE Running  Automatic Local Syste... ]
:Qﬁybase XPServer _ ASE_XP Manual Local Syste...
:'.C;k'iystem Event Motification 5., Monitors sy.. Running  Automatic Local Syste.., H
Sk System Events Broker Coordinates.. Running  Automatic (T.. Local Syste..
':S-éTask Scheduler Enables 2 us.. Running Automatic Local Syste...
':QTCWIP MetBIOS Helper Provides su... Running  Automatic (T... Local Service ]
:'.%Telephony Provides Tel... Manual MNetwork 5.,
ﬁkThems Provides us.. Running  Automatic Local Syste...
S@ Thread Ordering Server Provides or... Manual Logal Service \\/1ndo
-.:EUPHP Device Host Allows UPn... Disabled -
Ellser Arrecss | naninn Senvice  This serire Rinninn Auntamatic (N N hd
Extended { Standard / )
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7. Stop the Sysbase SQLServer ASE.

file Action View Help
e mTc= Hm »enw

o sevcesoea) [ caiceslogal) e
Name 2 Description  Status Startup Type  Log On As ~
% Resultant Set of Policy Provi... Providesan... Manual Local Syste...

Ci Routing and Remote Access  Offers routi... Disabled Local Syste...

24 RPC Endpoint Mapper ResolvesRP.. Running  Automatic Network S...

£ Secondary Logon Enables star... Manual Local Syste...

74 Secure Socket Tunneling Pr... Provides su... Manual Local Service

%4 Security Accounts Manager  The startup .. Running  Automatic Local Syste...

4 Server Supports fil.. Running  Automatic Local Syste...

©J, Shell Hardware Detection Provides no... Running  Automatic Local Syste...

% Smart Card Manages ac... Disabled Local Service

£, Smart Card Device Enumera... Creates soft... Manual (Trig.. Local Syste...

4 Smart Card Removal Policy  Allows the 5... Manual Local Syste...

% SNMP Trap Recerves tra... Manual Local Service

% Software Protection Enables the .. Automatic (D.. NetworkS...

2 Special Administration Con... Allows aden... Local Syste...

3 Spot Verifier Verifies pot... Local Syste...

£ SSDP Discovery Discovers ... Local Sesvice

i Storage Tiers Management  Optimizest... Local Syste...

% Superfetch Maintains a... Local Syste...

4 Sybase BCKServer _ ASE BS Local Systs

% Sybase XPServer _ ASE XP Local Syste...

£3 System Event Notification S... Monitors sy... Local Syste.., -

£, System Events Broker Coordi Running ic (T.. Local Syste...

©J, Task Scheduler Enables aus.. Running Automatic Local Syste..,

73 TCP/IP NetBIOS Helper Provides su.. Running  Automatic (T... Local Service

% Telephony Provides Tel... Manual Network S...

2 Themes Provides us.. Running  Automatic Local Syste...

4 Thread Ordering Server Provides or... Manual Locdl Service

74 UPnP Device Host Allows UPn... Disabled Local Service

5 llese Berace | anninn Saniea  Thic canvica  Runnina & ie D Local et b
\E A / ]

£ Services (Local)

Sybase SQlServer _ ASE

Start the service

Extended {, Standard /

[ 12

Name - Description Status Startup Type Log On As Z
-%Rsul‘tﬂntSEt of Policy Provi... Provides an.. Manual Local Syste...

S% Routing and Remote Access  Offers routi... Disabled Local Syste...

S‘E RPC Endpoint Mapper Resolves RP...  Running  Automatic Metwaork 5...

:f..':s‘jecondary Logon Enables star... Manual Local Syste...

i%SecureSocketTunneling Pr... Provides su... Manual Local Service

-%Securrty Accounts Manager  Thestartup .. Running  Automatic Local Syste...

ié:s‘jerver Supportsfil..  Running  Automatic Local Syste...

i%ﬁhell Hardware Detection Provides no... Running  Automatic Local Syste...

-%Smart Card Manages ac... Disabled Local Service

if:s‘jmart Card Device Enumera... Creates soft... Manual (Trig... Local Syste...

iS’%Smart Card Removal Policy  Allows thes... Manual Local Syste...

:QSNMP Trap Receives tra... Manual Local Service

i%Sohware Protection Enables the ... Automatic (D... MNetwork S...

22 Special Administration Con... Allows adm... Manual Local Syste...

ié:g‘jpot Verifier Werifies pot... Manual (Trig... Local Syste...

ZQ‘ESSDP Discovery Discovers n... Disabled Local Service

-%StorageTlers Management  Optimizes t.. Manual Local Syste...

ié:s‘juperfet:h Maintains a... Manual Local Syste...

ié%iybasa BCKServer _ ASE_BS Automatic Local Syste...

;. Sybase SOLServer _ ASE Automatic Local Syste... ]
i%ﬁybase KPServer _ ASE_XP Manual Local Syste...

-S’éﬁystam Event Motification 5... Meonitors sy..  Running  Automatic Local Syste... =
:f.:s‘iystem Events Broker Coordinates... Running  Automatic (T.. Local Syste..

i%Task Scheduler Enablesaus.. Running Automatic Local Syste...

{25 TCP/IP NetBIOS Helper Provides su.. Running  Autematic (T... Local Service |
ié:sTelephony Provides Tel... Manual Network 5...

i%Thems Provides us...  Running  Automatic Local Syste...

-%Threﬂd Ordering Server Provides or... Manual L"hciflﬁﬁai@ ‘v'\u’in(_ O\

ié:sUPnP Device Host Allows UPn... Disabled Local Service- 7 | to -
% ler Arcecs | nnninn Service  Thic cendice  Runninn Autamatic M Lacal Sucte [l
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8. Right Mouse Click on the Windows icon and click Run.

File Action View Help

Services

- |

e

b= B

C,m Services (Local)

13

s

Sybase SQLServer _ ASE MName Description Status Startup Type Log On As
2 Resultant Set of Policy Provi... Provides an... Manual Local Syste...
Start the service Sg Routing and Remote Access  Offers routi... Disabled Local Syste...
. RPC Endpoint Mapper Resolves RP.. Running  Automatic Metwork 5.,
% Secondary Logon Enables star... Manual Local Syste...
2 Secure Socket Tunneling Pr... Provides su... Manual Local Service
% Security Accounts Manager  Thestartup... Running  Automatic Local Syste...
Sg Server Supports fil..  Running  Automatic Local Syste...
;. Shell Hardware Detection Provides no.. Running  Automatic Local Syste...
2% Smart Card Manages ac... Disabled Local Service
. Smart Card Device Enumera... Creates soft... Manual (Trig... Local Syste..
% Smart Card Removal Policy  Allows the s... Manual Local Syste...
Sg SMMP Trap Receives tra... Manual Local Service
Programs and Features C.m Software Protection Enables the ... Automatic (D.. Metwork 5.
P IS Sg Special Administration Con... Allows adm... Manual Local Syste...
. . Spot Verifier Verifies pot... Manual (Trig... Local Syste..
Eeenil el £ 55DP Discovery Discovers n... Disabled Local Service
System Sg Storage Tiers Management  Optimizes t... Manual Local Syste...
Device Manager 2 Superfetch Maintains a... Manual Local Syste...
MNetwork Connections % Sybase BCKServer _ ASE_BS Automatic Local Syste...
Disk Management Q Sybase 5QLServer _ ASE Automatic Local Syste... M
Computer Management C.m Sybase XPServer _ ASE_XP Manual Local Syste...
‘. System Event Notification 5... Monitorssy... Running  Automatic Local Syste... =
EoE A ‘£ System Events Broker Coordinates... Runnin Automatic (T.. Local Syste..
o ystem g y!
EonmandEnmptliny 2 Task Scheduler Enables a us... Running  Automatic Local Syste...
Task Manager 5 TCP/IP MetBIOS Helper Provides su.. Running  Automatic (T.. Local Service [ ]
Control Panel % Telephony Provides Tel... Manual MNetwork S...
File Explorer -%Theme; Provides us.. Running  Automatic Loca\"iy;te‘.. )
Fa— C.m Thread Ordering Server Provides or... Manual Local Service |\ S
2 UPnP Device Host Allews UPn... Disabled LocalSetvice=r in Control Panel 10 L
| Run “Ellcer Arrecs | naninn Service  Thic cendice Runnina _ Autnmatic (N Local Suste VEROTP [l

Shut down or sign out

Type the name of a program, folder, document, or Internet
resource, and Windows will open it for you,

| cmid|

W

'@ This task will be created with administrative privileges.
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10.Type set dsquery

.| Administrator: C\Windows\system32\cmd.exe

sUserssAdninistratorXset dsguery

11.Press the keyboards enter key.

. Administrator: C\Windows\system32\cmd.exe

sUserssAdninistrator¥set dsgquery
DSQUERY=ASE

sUserssAdninistrator >

12.0Open the location, This PC > Local Disk> Sybase >ini
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Hame Share View

) - 71 |j.'| b ThisPC » Local Disk (C:) b Sybase b ini v c,| [ Searchini

Fy

ﬁ Favorites Mame Date modified Type

B Desktop | ] libtel.cfg 28/11/2006 14:23 CFG File

|6 Downloads L] mnemanic.dat 05/08/2070 21:33 DAT File

“Cl Recent places | objectid.dat 09/10/200818:03  DAT File

@ sql.ini 02/06/2014 15:41 Configuration sett...

18 This PC [ sqlold 02/06/2014 1412 OLD File

._E Desktop D trusted.000 12/05/2005 18:47 000 File

|E| Documents [ trusted.tt 12/05/200518:47  Text Document

,_i. Downloads

,_D Music

._EI Pictures

|8 Videos

&, Local Disk (C:)

s share (\\192.168.42.252) (V:)

?! Network

7 items

13.With the Right Mouse Button click sql.ini and the click Edit.

P ||ﬁ||ﬂ

. = X remote migration.rtf - WordPad = [ =] =
Home View ~ @
& ¢ =
Byc by
Paste Home Share View ] —
Clipboard| @ - 1 | . » ThisPC » Local Disk (C:) » Sybase » ini v & | | Search ini o |
BL a
* Favorites Mame Date medified Type Size |
~
B Desktop | ] libtcl.cfg 28/11/2006 14:33 CFG File B
j Downloads D mnemenic.dat 05/08/2010 21:33 DAT File
&l Recent places D objectid.dat 09/10/2008 18:03 DAT File
@ sqlini D6/2014 15:41 Configuration sett...
18 This PC || sqlold u.:_ =" £/20141412  OLD File
j Desktop | trusted LA 5/200518:47 00O File
LE Documents D trusted it 5/2005 18:47 Text Document
j Downloads Open with 4
j Music Restore previous versions
&l Pictures Sendto v
:.i Videos cut
i Local Disk (C:) Copy
& share (\1192.168.42.252) (v:)
Create shortcut
?! MNetwork el
Rename
Properties -
[<I 0 Rt B

Titems  1item selected 321 bytes

.
[=

[[<]

[R5 i
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14.Change [ASE] IPOCC to OLDIPOCC (i.e. enter a new Server Name). Then

Click X to close the window.

master=NLWNSCK, IPOCC, 5884
query=NLWNSCK, IPOCC, 5084

master=NLWNSCK, IPOCC, 5004
query=NLENSCK, IPOCC , 5004

[ASE]
master=NLWNSCK, IPOCC, 5000
query=NLWNSCK, IPOCC, 5000

[ASE]
master=NLWNSCK,OLDIPOCC, 5080
query=NLWNSCK,OLDIPOCC, 5608

[ASE_BS]
master=NLWNSCK, IPOCC , 5001
query=NLWNSCK, IPOCC, 5001

[ec_1na_srv]
master=TCP,IPOCC,50812
query=TCP,IPOCC,5812
[e3k_1na_srv]
master=TCP,IPOCC, 5013
query=TCP,IPOCC,5013

15.Click Yes to Save the file.

[ASE_BS]
master=NLWNSCK, IPOCC, 5001
query=NLWNSCK, IPOCC , 5001

[cc_lna_srv]
master=TCP,IPOCC,5812
query=TCP,IPOCC,50812
[c3k_1na_srv]
master=TCP,IPOCC,5813
query=TCP,IPOCC,5013

. sql.ini - Notepad | sql.ini - Notepad BN
File Edit Fgrmat View Help Eile Edit Format Miew Help
[ASE_XP] [ASE_XP] =

Motepad

Do you want to save changes to
CA\Sybase\ini\sgl.ini?

ﬂ| Don't Save || Cancel

16. Click the Windows icon

17.Click Control Panel.
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Administrative
Tools

Control Panel

18.Click System and Security.

Administrator

1 /B8 » Control Panel »

Adju;% your computer's scniwgs
System and Security

Oy -

« -

SVIEW YOUr ¢ tat
2 o View ever

Network and Internet

Viey ety

Control Panel

2

&

Viewby: Category ¥

User Accounts
# Change acc

Appearance

Clock, Language, and Region

Ease of Access

IP Office Contact Center Maintenance

05 2016 160



IP Office Contact Center Maintenance

19.Click System.

@ - 1 [Q » Control Panel » System and Security » v & 1 [ Search Control Panel »r I
KEBEOECHIR Action Center
/St sid Seca :ewe: yfu c?mpum's status and 'etolve issues | ) Change User Account Control settings
Network and Int P e
tisidviara Wundqws Firewall
Check firewall status ~ Allow an app through Windows Firewall
Programs
User Accounts System
View amount of RAM and processor speed | ) Allow remote access | Launch remote assistance
Appearance See the name of this computer
Clock, Lan: e, and Region :
it o w Windows Update
Ease of Access Turn automatic updating on or off | Check for updates  Install optional updates  View update history
\@ Power Options
Require a password when the computer wakes ~ Change what the power buttons do
Change when the computer sleeps
@‘g;] Administrative Tools
i;__ Defragment and optimize your drives 9 Create and format hard disk partitions QVuew event logs
9 Scheduletasks | W Generate a system health report
20.Click the Change settings link.
@ - 1 IH » Control Panel » System and Security » System v G I [ Search Control Panel P l
]

ontrol Panel Home A .
: cos View basic information about your computer

% Device Manager
& Remote settings
& Advanced system settings

Windows edition
Windows Server 2012 R2 Standard
© 2013 Microsoft Corporation, All rights reserved.

System
Processor: Intel(R) Xeon(R) CPU £5-2620 0 @ 2.00GHz 2.00 GHz
Installed memory (RAM): 8,00 GB (7.84 GB usable)
System type: 64-bit Operating System, x64-based processor
Pen and Touch: No Pen or Touch Input is available for this Display
Computer name, domain, and workgroup g
Computer name: POCC
Full computer name: POCC
Computer description:
Workgroup: WORKGROUP
Windows activation

Windows is not activated. Read the Microsoft Software License Terms

Product ID: 00252-00107-17612-AAS57

&8 Windows Server2012R2

Activate Windows

21.Click the Change button.

IP Office Contact Center Maintenance

05 2016 161



IP Office Contact Center Maintenance

Computer Name | Hardware | Advanced | Remote |

! Windows uses the following information to identify your computer
on the network.
Computer description: ||

For example: "IIS Production Server" or
llﬂ |- s Ql.
Full computer name: IPOCC

Workgroup: WORKGROUP

To rename this computer or change its domain or
workgroup, click Change.

22.Change the name to the name previously defined in the ini file eg. OLDIPOCC
and then click the OK button.

file Edit Format View Help
[ASE_xP] A
master=NLWNSCK, IPOCC, 5004
query=NLWNSCK, IPOCC , 5684

You can ot the andthe L ip of this Eile Edit Fgrmat Niew Help
computer. Changes might affect access to network resources. [ASE_xP]
° master=NLWNSCK, IPOCC, 5884

query=NLWNSCK, IPOCC, 5804

Computer name: [ASE]
Io LDJPOCC ; ATRITSTR, TPOCT, 5500 master=NLWNSCK,0LDIPOCC , 5000
query=NLWNSCK,0LDIPOCC, 5608

Full computer name:
OLDIPOCC

[ASE_BS]
master=NLWNSCK , IPOCC,, 5801
query=NLKNSCK, IPOCC,, 5081

[ASE_BS]
master=NLKNSCK, IPOCC, 5001
query=HLWNSCK, IPOCC , 5001

[cc_1na_srv]
master=TCP,IPOCC,5012
query=TCP,IPOCC,5012
[c3k_1na_srv]

[ce_1na_srv]
master=TCP,IPOCC,5012
query=TCP,IPOCC,5012
[e3k_lna_srv]
master=TCP,IPOCC,5013
lquery-TCP, IPOCC,5013

master=TCP,IPOCC,5013
query=TCP,IPOCC,5013

|WOHKGROUP
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23.Click OK.

You must restart your computer to apply
these changes

Before restarting, save any open files and close all
programes,

24 .Click Close.

Computer Name | Hardware | Advanced | Remote |

@l Windows uses the following information to identify your computer
on the network.

Computer description:

Far example: "15 Production Server” or
"Accourting Server”.

Full computer name: OLDIPOCC
‘Worlcgroup: WORKGROUP

To rename this computer ar change its domain or
warkgroup, click Change.

& Changes will take effect after you restart this computer.

| Close || Cancel || Apphy |

25.Click Restart Later.

You must restart your computer to apply these
changes

Before restarting, save any open files and close all programs.
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26.Click the Control Panel Home link.

:(-:] v 4 |ﬂ ¢ Control Parel ¢ System and Security » System w | I Search Contral Panel 2 |
Control Panel Home L. . ©
View basic information about your computer
% Device Man Windgws edition
& Remote cettings Windows Server 2012 R2 Standard
% Advanced sytem Ytings © 2013 Microsof Corporation. Al ights reseved. 28 Windows Server2012R2
Systeny
Processon: Intel{R) Xeon(R) CPU E5-26200 @ 2.006Hz 2.00 GHz
Installed memery (RAM): 2,00 GB (7.84 GB usable)
System type: 54-bit Operating System, x64-based processor
Pen and Touch: Mo Pen or Touch Input is available for this Display
Computer name, damain, and workgreup settings
Computer name: IPOCC (will change to OLDIPOCC sfter restarting this computer) W Change settings
Full computer name: IPOCC
Computer description:
27.Click Network and Internet.
'6) L X [' » Control Panel v C,‘ “Seslch Control Panel »p I

Adjust your computer’s settings

%,
&

-

System and Security
Review your computer’s status
% View event logs

Network and Internet
Connect to the Internet
View network status and tasks

Viewby: Category ¥

User Accounts
% Change account type

Appearance
Change desktop background
Adjust screen resolution

%

28.Click Network and Sharing Center.

@ - & |? » Control Panel » Network and Intermet » w O | [ Search Contral Panel 2 |
_:-F"'-H-FH-FF'_/

Control Panel Heme & Network and Sharing Center -
5 and Security caly  View network status and tasks | Connectto a network | View network computers and devices

& MNetwork and Internet L Internet Options
Hardware [E Connect to the Internet | Change your hornepage | Manage browser sdd-ons

Delete browsing history and cockies
Programs.
User Accounts
Appearance
Clock, Language, and Region
Ease of Access
29.Click the Change adapter settings link.
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‘@ N

rk and »

) l'x' » Control Panel » N, rk and Sharing Center

v G' [ Search Control Panel b ]

Controt Passid View your basic network information and set up connections

Change adapter settings View your active networks r— o Pr——_—
Chqnqe adva ring
settings Change your networking settings

Set up a new connection or network
" Setup a broadband, dial-up, or VPN connection; or set up a router or access point.

Troublesheot problems

Diagnose and repair rk probl or get troubleshooting inf

T | ® » Control Panel » Metwork and Internet » Metwork Connections »

w G| | Search Metwork Connections 2 |

Organize ~

-

Disable this network device  Diagnose this connection  Rename this connection  View status of this connection
Ethemet

tontiel mbee |
%27 Intel{R) 1350 Gigabit Net % | Disable
Status
Diagnese
# EBridge Connections
Create Shortcut
Delete

% Rename
GPW# ;

Ethemet 2
Daeabalas

Gigabit Network Con..,

= @

31.Click Internet Protocol Version 4 (TCP/IPv4).

Networking

Connect using:
‘ W Intel(R) 1350 Gigabit Network Connection

This connection uses the following items:

9% Clignt for Microsoft Networks

.@ File and Printer Sharing for Microsoft Networks
o8l (105 Packet Scheduler

[ - Microsoft Network Adapter Muttiplexor Protocal

& Link-Layer Topology Discovery Mapper 1/0 Driver
& Link-Layer Topology Discovery Responder

[ - Intemet Protocol Version 6 (TCP/IPvE)

P8 Intemet Protocol Version 4 (TCP/IPwd)

Install.. Uninstall

| |
Description

Transmizsion Control Protocol/Intemet Protocol. The default
wide area network protocol that provides communication
across diverse interconnected networlks.
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32.Change the IP address to new IP Address and click OK.

Note: The original IP Office Contact Center 9.0.3 needs to have a different IP address
because the initial IP address will be used on the new 9.1.6 IP Office Contact Center.

General

‘fou can get IP settings assigned automatically if your network supports
this capability. Otherwise, you need to ask your network administrator
for the appropriate IP settings.

(") Obtain an IP address automatically
(®) Usge the following IP address:

General

‘fou can get IP settings assigned automatically if your network supports
this capability. Otherwise, you need to ask your network administrator
for the appropriate IP settings.

() Obtain an IP address automatically
(®) Use the following IP address:

IP address: 192 . 188 . 42 . IP address: 192 . 188 . 42 . 6

Subnet mask: 255,255,255 . 0 Subnet mask: 255,255,255, 0

Default gateway: 192 . 168 . 42 |, 254 Default gateway: 192 . 168 . 42 | 254

(") Obtain DNS server address automatically () Obtain DNS server address automatically

(®) Use the following DNS server addresses: (®) Use the following DNS server addresses:

Preferred DNS server: 192,168 . 42 . 1 Preferred DNS server: 192,168 . 42 . 1

Alternate DMS server: Alternate DMS server:

[ validate settings upon exit [ validate settings upon exit

33.Click Close.

Metworking

Connect using:
E Intel{R) 1350 Gigabit Metwork Connection

This connection uses the following tems:

Client for Microsoft Networks
.@ File and Prirter Sharing for Microsoft Networks
481 005 Packet Scheduler
[0 s Microsoft Network Adapter Multiplexor Protocal
i Link-Layer Topology Discovery Mapper 140 Driver
i Link-Layer Topology Discoveny Responder
[ - Intemet Protocol Version & (TCP/IPvE)
i [ntemet Protocal Version 4 (TCP/1Pvd)

ostal.. | |

Description

Uninstall | | Properties

Allows your computer to access resources on a Microsoft
networle.

Close | | Cancel
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34.Click the Windows icon.

r-'= a . Local Disk (€)

35.Click Administrative Tools.

Administrator

= T | G

Administrative
Tools

A

Control Panel
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36.Click Windows Firewall with Advanced security.

e amesewetoss (=0l

Home Share View Manage v 9
T l(}] » Control Panel » System and Security » Administrative Tools v G I [ Search Adminsstrative Tools » I
RS | Mame & Dete modified Type Sze
B Desktop J. Terminal Services 22/0872013 16:39 File folder
8 Downloads (- Component Sesvices 2/08201307:57  Shortcut 2x8
%L Recent places & Computer Management 22/08/201307:54  Shorteut 2¢8
[t Defragment and Optimize Drives 22/08/2013 0747 Shortcut 2K8
4™ This PC o desktop.ini 18/03/2014 10:04 Configuration sett... 4KB
b g Desktop (8] Event Viewer 22/08/201307:55  Shortcut 2x8
b [/ Documents &, iSCSt Initiator 22/08/201307:57  Shortcut 2x8
b Jg Downloads [# Local Security Policy 22/08/201307:54  Shorteut 2¢8
b B Music ODBC Data Sources (32-bit) 22/08/200300:56  Shortcut 2x8
b & Pictures [ ODBC Data Sources (64-bit) 22/08/201307:59  Shorteut 2k8
b @ Videos @ Performance Monitor 22/08/2013 07:52 Shortcut 2KB
b i Local Disk (C:) (&) Resource Monitor 22/08/201307:52  Shorteut 2kB
b G share (\\192.168.42.252) (V:) (B Security Configuration Wizard 22/08/20130745  Shortcut 2k8
R Server Manager 22/08/2013 07:55 Shortcut 2K8
b €l Network Al Services 2/08/201307:54  Shortcut 2k8
{@ System Configuration 22/08/2013 07:53 Shortcut 2K8
[ System Information 22/08/2013 07:53 Shorteut 2KB
Task Scheduler 22/08/201307:55  Shortcut 2k8
[P Windows Firewall with Advanced Security  22/02/20130745  Shortcut 2¥8 |
Windows Memory Diagnostic 2210872013 0T:52 Shorteut 28
(¥ Windows PowerShell (x86) 22/08/2003 1637 Shortcut 3K8
(¥ Windows PowerShell ISE (x86) 22/08/201307:55  Shorteut 2¢8
(¥ Windows PowerShell ISE 22/08/201307:55  Shorteut 2¢8
{8 Windows Server Backup 22/08/201307:53  Shortcut 2KB
24items  1item selected 1.12K8 E=

37.Select Inbound Rule and then click New Rule....

fle  Action Yiew Help
e 2 5
Name Geoup = Profile  Ensbled  Action
© 1ova Development Kt Al Yes Allow
@ 10va Runtiene Enviconment Al Yes Allow
@ Apache Tomeat Al Yes Allow
C:\Users\Admine Dy p\HP\G16... Public Yes Allow
@ C\Users\Administrator\ Desktop\HP\G16... Pubbic  Yes Allow
o Customer Interaction Express ChapSync All Yes Allow
@ 1P Office Contact Center Addressbook Se... A Yes Allow
€ 1P Office Contact Center Auto Dialer Al Yes Allow
€ 1P Office Contact Center CGI Server Al Yes Allow
@ 1P Office Contact Center CHAP All Yes Allow
& 1P Office Contact Center Chat Taskserver All Yes Allow
1P Office Contact Center Contact Center .. Al Yes Allow
@ 1P Office Contact Center Contact Center ... Al Yes Allow
€ 1P Office Contact Center Contact Center ... Al Yes Allow
€ 1P Office Contact Center Kernel Al Yes Allow
@ 1P Office Contact Center LAD Server Al Yes Allow
@ 1P Office Contact Center Mailsend Al Yes Allow
@ 1P Office Contact Center Monitor Server Al Yes Allow
@ 1P Office Contact Center omniNames Al Yes Allow
@ 1P Office Contact Center outbound desler... Al Yes Allow
@ P Office Contact Center POP3 IMAPS Chi... Al Yes Allow
€ 1P Office Contact Center Reconstructor Al Yes Allow
€ 1P Office Contact Center SMTP Connector Al Yes Allow
€ 1P Office Contact Center Statistic Schedul... All Yes Allow
€ 1P Office Contact Center Statistic Server Al Yes Allow
@ 1P Office Contact Center Task Repoeting ... A Yes Allow
@ 1P Office Contact Center Taskreporting D... All Yes Allow
@ 1 Office Contact Center Taskserver IPO Al Yes Allow
@ 1P Office Contact Center Taskserver Man... Al Yes Allow v
< " W > < r‘w - Nv. S | >
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38.Click Next.

Rule Type
Select the type of firewall nule to create.

What type of rule would you like to create?

® Program

Rule that controls connections for a program.

O Port
Rule that controls connections for a TCP or UDP port.

(@] Predefined:
|B|E|nc:hCac:he - Content Retrieval (Uses HTTF)

Rule that controls connections for a Windows experience.

) Custom
Custom rule.

39.Click the Browse... button.

Program
Specify the full program path and executable name of the program that this rule matches.

Steps:

Rule Type Does this rule apply to all programs or a specific program?

Program

Action ) All programs
Frofile Rule applies to all connections on the computer that match other rule properties.

Mame
@) This program path:

Example: c:\path'program exe
“ProgramFiles % \browser\browser exe
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40.Locate the file c:\Sysbase\ASE-15_0\bin\sqlsrvr.exe and click Open

W G| | Search bin

© = [l « Sybase » ASE-15.0 » bin

= - @ @

Organize *  New folder

?} Favorites

B Desktop

j Downloads
(E Recent places

18 This PC

ﬂ Desktop

,_E Documents

,j, Downloads

jl Music

,_ﬁl Pictures

| @ Videos

2, Local Disk (C:)
% share (\\192.168.

S

Mame

CE| diagoptd.exe
[ diagsmb.exe
=] diagsrvr.exe
[ diagxps.exe
(571 histsrvr.exe
=] jsagent.exe
Iﬂ langinst.exe
[ monsrvr.exe

CE| optdiag.exe

Diate modified

14/01/2011 1033
14/01/2011 08:09
14/01/2011 10:53
14/01/2011 10:53
14/01/2011 18:13
140172011 10:13
14/01/2011 10:13
14/01/2011 17:36
140172011 1013

Applicati
Applicati
Applicati
Applicati
Applicati
Applicati
Applicati

Applicati S

Applicati

| Iﬂ sqlsrvr.exe

14/01/2011 10:13

Applicati

=] sybatch.exe
CE| sybmbuf.exe

. syconfig.exe

17/01/2011 06:05
14/01/2011 08:08
17/01/2011 06:05

Applicati
Applicati

Applicati

4404 a0 40

v][<]

v| |Programs (*.exe)

File narne: |sq|srvr.e1(e

41.Click Next.

Program
Specify the full program path and executable name of the program that this rule matches.

Does this rule apply to all programs or a specific program?

) All programs
Rule applies to all connections on the computer that match other rule properties.

® This program path:
| %SystemDrive . \Sybase \ASE-15_0'bin'sglsrvr exe

Bxample: c:\path‘program exe
“ProgramFiles % \browser‘browser exe
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42.Click Allow the connection and then click Next.

o New Inbound Rule Wizard

Action

Specify the action to be taken when a connection matches the conditions specfied in the rule.

Steps:
» Fuie Type ‘What action should be taken when a connection matches the specified condtions?
# Program
) @ Allow the connection

e This includes connections that are protected with IPsec as well as those are not.

» Profile
() Allow the connection if it is secure

» MName

This includes only connections that have been authenticated by using IPsec. Connections
will be secured using the settings in IPsec properties and rules in the Connection Security
Rule node.

() Block the connection

<Back || Ned> |[ Canedl

43.Select the connection on your network for the firewall rule. Check the rule profile

requirement by looking at your network connection.

& New Inbound Rule Wizard
Profile

Specify the profiles for which this rule applies.

Steps:
» Fle Type When does this rule apply?
» Frogram
» Action Domain
s Profile Applies when a computer is connected to its corporate domain.
» Name Private
Applies when a computer is connected to a private network location, such as a home
orwork place.
Public

Applies when a computer is connected to a public network location

<Back |[ Met> |[ Cancel
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® - 4 @ + Control Panel + Networkand Internet » Network and Sharing Center

v c,‘ [ search Control Panel

]

View your basic network information and set up connections
Control Panel Home

View your active networks
Change adapter settings

Change advanced sharing Unidentified network Accesstype NoInternet access
settings Private network Connections: I Ethemet

Change your networking settings

Set up a new connection or network
* Set up a broadband, dial-up, or VPN connection; or set up a router or access point.

[ Troubleshoot problems

Diagnose and repair network problems, or get troubleshooting information.

See also
Internet Options

‘Windows Firewall

Name

Specify the name and description of this rule.

MName:

IPOCC Remate Migration rule

Description (optional):

IP Office Contact Center Maintenance
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45.The new firewall rule is displayed.

&
File Action View Help

L

i Windows Firewall with Advanc(
&3 Inbound Rules
3 Outbound Rules
2 Connection Security Rules
» B Monitoring

Windows Firewall with Advanced Security

Inbound Rules

Name
POCC Remote Migration rule
(@ Java Development Kit

@ 1ava Runtime Environment
@ Apache Tamcat

@ C:\Users\Administrator\ Desktop\ HPAGTS..
@ c:\Users\Administrator\ Desktop\ HPAG15...

(@ Customer Interaction Express ChapSync
(@ P Office Contact Center Addresshook Se.
(@ 1P Office Contact Center Auto Dialer

@ P Office Contact Center CGl Server

@ P Office Contact Center CHAP

(@ P Office Contact Center Chat Taskserver
@ P Office Contact Center Contact Center ..
@ P Office Contact Center Contact Center ..
@ P Office Contact Center Contact Center
@ P Office Contact Center Kemel

@ P Office Contact Center LAD Server

@ P Office Contact Center Mailsend

(@ P Office Contact Center Manitar Server
(@ 1P Office Contact Center omniNames

(@ P Office Contact Center outbound dialer...

(@ P Office Contact Center POP3 IMAP4 Cl...
(@ 1P Office Contact Center Recanstructor
(@ 1P Office Contact Center SMTP Connector

@\P Office Contact Center Statistic Schedul...

@ IP Office Contact Center Statistic Server
(@ P Office Contact Center Task Reporting ..
(@1 Office Contact Center Taskreporting D.

(@ P Office Contact Center Taskserver PO
< m

Profile
Private
All
All
All
Public
Public
All
All
All
All
All
All
All
All
All
All
All
All
All
All
All
All
All
All
All
All
All
All
All

Enabled

Action
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow
Allow

Actions
Inbound Rules

L]

hid
g
g

IPOCC Remote Migrat...

New Rule...
Filter by Profile
Fiker by State
Filter by Group
View

Refresh

Export List...

Help

Disable Rule
Cut

Copy
Delete

Properties
Help

vy v v -

46.Click the Windows icon.

a Local Disk (C:)

47.Click the down arrow.
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Administrative
Server Manager Tocls

(!

Task Manager

e

Control Panel

P .
Admlnlstrator- b o

48.Click the Open Client Directory Service Editor.

Apps

ws PowerShell ISE (x86) HP Amray Configuration Utility (6_..
README

Setup HP Array Configuration Ut

Interactive SQL

Open Client Configuration Utility

Open Client Directory Service Ed..

echConfiguration =] Server Config
Sybase ASE Data Source Admini..

Sybase Central v6.0

IP Office Contact Center Maintenance

Calculator

Motepad

Paint

Remote Desktop Connection

Steps Recorder

Windows Server Backup

WordPad

Magnifier

Marrator

On-Screen Keyboard

Administrative Tools
Command Prompt
Control Panel

File Explorer

Help and Support
Run

Task Manager

This PC
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49.Click OK

K

50.Click ASE under the Server window.

File Edit Server Object Window Help

B »|je| | 2

'
Server Entry Version

ASE_XP

Adaptive Server Enterprise

4 Unknown

MLWNSCK - IPOCC,5004
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51.Right Mouse Click on the Value field for Server Addresses and click Modify
Attributes.

Elﬂ'be'vl remote migration.if - WordPad —[a] x

Home  View ~ 8

37n. Choose the Windows icon

52.Click Add

NLWNSCK OLDIPOCC. 5000
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53.Enter the IP Address of the new 9.1.6 Server and then click OK

Pratacal: M etwark, Address:
|TCP ~| [192188425

Cancel |

54.Click OK.

PraotocolMetwark, Address
M LW HSCE, OLDIPOCC, 5000
192168425

Delete |

Cancel |

55. Close the window down by clicking the X button.
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wr dsedit - DSEDIT1 - InterfacesDriver = |0 e
File Edit Server Object Window Help @
= =| 2
DSEDIT1 - InterfacesDriver [=][=]B=

Server Attributes Values

ASE XP Server Entry Version |1

Server Name ASE

ASE_BS Server Service Adaptive Server Enterprise

cgilr:a_srv Server Status 4 Unknown

cak_Ina_srv Server Address NLWNSCK - OLDIPOCC,5000

TCP-192.168.42.5

For Help, press F1 NUM

56.Click the Windows icon.

=

57.Click the Power button.

Administrator & & 0

Administrative
Tools

e

Internet Explorer
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58.Click Restart.

r G

Windows Administrative
Server Manager PowerShell Toals

.

Task Manager

= 8

Control Panel Intemet Explorer

Desktop

r G

Windows Administrative
Server Manager PowerShell Tocls

.

Task Manager

8

Control Panel Intemet Explorer

Desktop

IP Office Contact Center Maintenance

Administrator & & 0

Shut down

Restart

Administrator &% & 0

Choose a reason that best describes why you want
to shut down this computer

Operating System: Recovery (Planned)
Operating System: Reconfiguration (Unplanned)
Operating System: Reconfiguration (Planned)
Application: Maintenance (Unplanned)
Application: Maintenance (Planned)
Application: Installation (Planned)

Application: Unresponsive

Application: Unstable

Security issue (Unplanned)
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59.Click Continue.

Administrator & & 0

Choose a reason that best describes why you want
to shut down this computer

Application: Maintenance (Planned) v
C

Windows Administrative
Server Manager PowerShell Toals

.

Task Manager

Control Panel Intemet Explorer

Desktop

60.Login to the Server after the reboot and check that the Sybase service is running.

Services (=1 .

File Action View Help

o m o B .un
Services (Local) Servi {Local)

Select an item to view its description.  Name o Description  Status Stactup Type Log On As
Routing and Remote Access  Offers routi... Disabled
RPC Endpoint Mapper Running  Automatic Network S,
Secondary Logon Manual Local Syste.
Secure Socket Tunneling Pr_ Provides su. Manual
Security Accounts Manager  The startup .. Ruaning  Automatic
Server Supports fil Running  Automatic Local Syste
Shell Haedware Detection Providesno.. Rumning  Automatic
Smart Card Manages ac. Disabled
Serart Card Device Enumera. Creates soft Manual (Trig
Smart Card Removal Policy  Alows the s, Manual
SNMP Trap Receves tra Manual

Software Protection Running  Automatic (D.

Special Administeation Con Manual
Spot Vesifier

SSOP Discovery
Sorage Tiers

Manual (Trig
Disabled Local Service

fanagement  Optimizes t Manual Local Syste

Superfetch Maintains . Manual

Sybase BCKServer _ ASE_BS Automatic
el | S i35 SO Serves _ASE Running  Automatic

Sybase XPServer _ ASE_XP Manual

m Event Notdfication S... Mondtors s Running  Automatic

m Events Broker Coordinates.. Running  Automatic F]
Task Scheduler Enables aus.. Running  Automatic
TCP/IP NetBIOS Helper Provides su. Running  Automatic (T Local Service
Telephony Provides Tel Manual Network S,
Themes Providesus.. Rumning  Automatic Local Syste
Theead Ordering Server Provides or. Manual Local Service

UPnP Device Host Allows UPa, Disabled Local Service
User Access Logging Service  This service .. Running  Automatic (D -
) Vcas Drnfila Sanics Thic eaniice __ Bimninn __ Aidnematic
Extended / Standard /
= - . o 05 110
ey s
P . Services < MEE e
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Part 2 - 9.1.6 IP Office Contact Center Server

1. Follow normal 9.1.6 installation steps until the point after the WebLM license
installation. Please refer to the IP Office Contact Center 9.1.6 Installation Guide
for details of the IP Office 9.1.6 installation process.

2. Stop the Watchdog service.

4 Services (Local)

Ele Acion View Help
e mDc2 Bm reun

IPOCC Watchdog Name “* Description  Status Startup Type  Log On As A
4 IPOCC CHAP synchronizer  Avaya IP Of.. Running Manual Local Syste..
Stop the service 4 IPOCC Chat Taskserver Avaya P Of.. Running Manual Local Syste..
the service 4 1POCC omniORS Avaya P Of.. Running Manual Local Syste...
4, IPOCC Rod Archie Avays IP Of.. Running Manusl Local Syste...
’ Description: 4 IPOCC Rod CommandExec. Avaya P Of.. Running  Manual Local Syste...
Avaya IP Office Contact Center "4, IPOCC Rod Reposerv AvayalP Of.. Running Manual Local Syste...
f’,:.‘.!'f.‘.’fni““““ sevensl 23, IPOCC Rod Rodomat Avays P Of.. Running Manual Local Syste...
4 IPOCC Rod SchedulerServer  Avaya IP Of.. Running  Manual Local Syste...
4 IPOCC Statistic Generator AvayaIP Of.. Running  Manual Local Syste.. 4
" IPOCC Statistic Scheduler Avaya P Of... Manual Local Syste...
4, IPOCC Trace Server AvayalP Of.. Running Automatic Local Syste...
2 IPOCC UrSessionManager AveyalP Of.. Running Manusl Local Syste... =
4 IPOCC UM ClientAdapter Avaya IP Of.. Running Manual Local Syste.
4 IPOCC UM DB-Server AvayalP Of.. Running Manual Local Syste...
54, IPOCC UM LNA-Server Avaya P Of.. Running Manual Local Syste...
4 1POCC UM POPIMAPA Che... Avaya P Of.. Running Manusl Local Syste...
& IPOCC UM Server Avaya P Of.. Running Manual Local Syste...
54 IPOCC UM SMTP Connector  Avaya IP Of.. Running  Manual Local Syste...
4 1POCC UM TeaTemplateSe... AvayalP Of.. Running Manual Local Syste...
4 1POCC UM UmeConfigServer Avaya P Of.. Running Manuasl Local Syste..
4 IPOCC UM UMRTaskserver  Avaya IP Of.. Running  Manual Local Syste...
" 1POCC VEA Avaya IP Of.. Running Manual Local Syste....
IPOCC Watchdog Avaya 1P Of 2unning Local Syste
IPsec Policy Agent intemet Pro.. Running Manual (Tig.. Network S...
"% KDC Proxy Server service (K... KDC Proxy S... Manual Network S...
4, KtmRm for Distributed Tran... Coordi Manual (Trig.. Network S..,
L4 Link-Layer Topology Discov... CreatesaN... Manual Local Service
" Local Session Manager Core Windo... Running Automatic Local Systés.
4 Microsoft iSCS! Initiator Ser... Manages In... Manual Local Syste...
5 Micrnenft Saftwars Shadaw  Mananes en Manial 1ozl Sueta bl
Extended / Standard /
3. Click the Windows icon.
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4. Click Control Panel.

Administrator

Administrative
Tools

Control Panel

5. Click Uninstall a program.

3 Control Panel [= o

t &8 » Control Panel » v ¢l

Adjust your computer’s settings Viewby: Category v

Programs

X :txA LAl ‘uv“. featutes on or off
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6. Only uninstall the:

a. IP Office Contact Center Addressbook Server Database
IP Office Contact Center Database,
IP Office Contact Center Mediastore database
IP Office Contact Center Taskreoprting Database
IP Office Contact Center Unififed Media Archive Database
IP Office Contact Center Unified Media Database

~® Qo0 o

= Programs and Features = [ -

:(-:. > 4 ||fL » Control Panel » Programs » Pregrams and Features W C,| | Search Programs and Features @ |

Control Panel Home .
Uninstall or change a program

View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.

'E‘:,f' Turn Windows features on or
off

Organize v  Uninstall Change  Repair = or W
Name - Publisher Installed  ~
& HP System Management Homepage Hewlett-Packard Development ... 10/11/207
A |P Office Contact Center Additional Avaya Inc. 26117207
EN P Office Contact Center Addresshook Admin Avaya Inc. 26/11/207
IP Office Contact Center Addressbook Server Database  Awvaya Inc. 26/11/207
IP Office Contact Center Apache Tomcat Avaya Inc. 26/11/207

AP Office Contact Center CHAP Avaya Inc. 26/11/207

EN P Office Contact Center Chat Taskserver Avaya Inc. 26117207
IP Office Contact Center Core Avaya Inc. 26/11/207
A |P Office Contact Center Database Avaya Inc. 26117207
EN P Office Contact Center IPO Taskserver Avaya Inc. 26/11/201F
|P Office Contact Center Java Development Kit 32 Bit  Awvaya Inc, 26,11/207
PN P Office Contact Center License Client Avaya Inc. 26/11/207
A |P Office Contact Center Mediastore Database Avaya Inc. 26117207
IP Office Contact Center Maonitoring Avaya Inc. 26117207
IP Office Contact Center omniORE Avaya Inc. 26/11/207
PN P Office Contact Center POP3 IMAPA Client Avaya Inc. 26/11/207
|P Office Contact Center PostgreSQL 9.3 Avaya Inc. 26117207
IP Office Contact Center Session Manager Avaya Inc. 26/11/207
IP Office Contact Center 5G5erver Avaya Inc. 26/11/207
PN IP Office Contact Center SMTP Connector Avaya Inc. 26/11/207
A |P Office Contact Center Statistic Viewer Avaya Inc. 26117207
EN P Office Contact Center Statistics Avaya Inc. 26/11/207
IP Office Contact Center Taskreporting Database Avaya Inc, 26/11/207 «
< n >
Avaya Inc. Product version:  9.1.1900.1445 Support link:  http:/fwww.avaya.com
Help link:  hitp:/fwww.avaya.co.. Sizer 17.2 MB
IPOCC

7. For each individual database, Click Yes to uninstall.

Programs and Features

l . Areyou sure you want to uninstall IP Office Contact Center Addressbook Server Database?
N

[ ] Inthefuture, do not show me this dialog box Yes | | No |
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8. Continue until all of the above databases listed ‘a’ to ‘f have been removed.Click
the X to exit Programs and Features.

@ - 1 |ﬂ » Control Panel » Programs » Programs and Features v G| | Search Programs and Features @ |

Control Panel Home .
Uninstall or change a program

View installed updates To uninstall a pregram, select it from the list and then click Uninstall, Change, or Repair.
@ Turn Windows features on or
off Organize ~ = - @
Name * Publisher Installed On  Size Wersion -~
[=]HP Smart Storage Administrator CLI Hewlett-Packard Development .. 10/11/2014 148ME 20230
!HP System Management Homepage Hewlett-Packard Development ... 10/11/2014 740

P Office Contact Center Additional Avaya Inc. 26/11/2014 244MB  9.1.1900.1445

P Office Contact Center Addressbook Admin Awaya Inc. 26/11/2014 126ME  9.1.1800.1445

P Office Contact Center Apache Tomcat Avaya Inc. 26/11/2014 234 MB  8.1.7800.1445 ]
IP Office Contact Center CHAP Avaya Inc, 26/11/2014 332ME  9.1.1900.1445
P Office Contact Center Chat Taskserver Avaya Inc. 26/11/2014 182ME  9.1.1800.1445
P Office Contact Center Core Avaya Inc. 26/11/2014 175 ME  9.1.1900.1445
P Office Contact Center PO Taskserver Avaya Inc, 26/11/2014 126 ME  9.1.1900.1445
P Office Contact Center Java Development Kit 32 Bit  Avaya Inc. 26/11/2014 151 MB  9.1.7500.1445
P Office Contact Center License Client Avaya Inc, 26/11/2014 314 ME  9.1.1900.1445
P Office Contact Center Monitoring Avaya Inc. 26/11/2014 106 ME  9.1.1800.1445
P Office Contact Center omniORE Avaya Inc. 26/11/2014 3.80ME  9.1.1900.1445
IP Office Contact Center POP3 IMAP4A Client Avaya Inc. 26/11/2014 103 ME  9.1.1900.1445
P Office Contact Center PostgreSQL 9.3 Avaya Inc. 26/11/2014 95.5MB  8.1.7800.1445
IP Office Contact Center Session Manager Avaya Inc, 26/11/2014 689 ME  9.1.1900.1445
P Office Contact Center SGServer Avaya Inc. 26/11/2014 15.0MB  9.1.1801.1445
P Office Contact Center SMTP Connector Avaya Inc. 26/11/2014 123 ME  9.1.1900.1445 L
IP Office Contact Center Statistic Viewer Avaya Inc, 26/11/2014 436MB  8.1.1801.1445

IP Office Contact Center Statistics Avaya Inc. 26/11/2014 178 MB  9.1.1500.1445

IP Office Contact Center Trace System Avaya Inc, 26/11/2014 5.99ME  9.1.1900.1445
IP Office Contact Center Unified Media Archiving Avaya Inc. 26/11/2014 245MB  8.1.1800.1445
P Office Contact Center Unified Media Server Avaya Inc. 26/11/2014 598 MB  9.1.1900.1445
IP Office Contact Center Unified Media WebApps Avaya Inc, 26/11/2014 147ME  9.1.1900.1445
PP Office Contact Center User Interface Avaya Inc. 26/11/2014 115 MB  9.1.1900.1445 A
Avaya Inc. Product version:  9.1.1900.1445 Support link:  http://www.avaya.com
Help link:  http://www.avaya.co... Size: 17.5MB

9. From the folder containing the 9.1.4 installation files, open the Utilities folder and
then click the DataMigrationtoolTool.

Application Tools

Home Share WView Manage v ﬂ
©  ~ 1|l » IPOCCO.NL2TE00.1506.2 » Utilities v & | [ search tilties |
'i:r Favorites Mame 2 Date modified Type Siz
Bl Desktop AdjustHostname 03/02/201503:28 Application
g Downloads u Avaya_|P_Office_Contact er_Config...  29/01/2015 1&:14 XLTM File
“Zl Recent places DatabaseMigrationTool 26/11/2014 13:26 Application
pgbackup 25/09/2014 17:47 Windows Batch File
18 This PC ReportEx 21/01/2015 16&:57 Windows Batch File
= DNecltnn
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10. The software will now install.

Preparing to Install...

IF Office Contact Center Database Migration Tool Setup is
preparing the Installshield Wizard, which will guide you
through the program setup process, Please wait,

Extracting: IP Office Contact Center Database Migration
Tool. msi

11.Click Next.

Welcome to the Installshield Wizard for IP
Office Contact Center Database Migration
Tool

The InstallShield(R) Wizard will install IP Office Contact Center
Database Migration Tool on your computer. To continue, dick
Mext.

WARMNIMG: This program is protected by copyright law and
international treaties.
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12. Click | accept the terms in the license agreement.

License Agreement V
Please read the following license agreement carefully. A\ A \yA\

AVAYA GLOBAL SOFTWARE LICENSE TERMS H
REVISED: October 2013

THIS END USER LICENSE AGREEMENT ("SOFTWARE LICENSE
TERMS") GOVERNS THE USE OF AVAYA'S PROPRIETARY
SOFTWARE AND

() 1 do not accept the terms in the license agreement

InstallShield

13. Click Next.

Destination Folder
Click Mext to install to this folder, or dick Change to install to a AVAYA

different folder.

’ Install IP Office Contact Center Database Migration Tool to:
C:\Program Files (x86)\Avaya\IPOCCY

InstallShield
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14. Click Install

Ready to Install the Program V
The wizard is ready to begin installation. A\ A \yA\

Click Install to begin the installation.

If you want to review or change any of your installation settings, didk Badk, Click Cancel to
exit the wizard,

InstallShield

15. Click the Launch IP Office Contact Center Database Migration Tool check
box.

InstallShield Wizard Completed

The Installshield Wizard has successfully installed IP Office b
Contact Center Database Migration Tool. Click Finish to exit the
wizard.

[#] Launch IP Office Contact Center Database Migration
Tool

] show the Windows Installer log
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16. Enter the IP Office Contact Center 9.0.x Sybase Database details and then press
the Get Database List button.

Data Migration | Migration Log | Raw Logs |
Sybase Database Details

Host Name/IP:

l cecssscennses

Get Database List

I

|| Delete Source Database

PostgreSQL Database Details

|Iocahost

| Administrator

‘ C:\ProgramData\Avaya\IPOCC'\databases ”z‘

Test Connection

‘SlartMigralion\ | Close | | Help |

17. The Database will be displayed.

Data Migration | Migration Log I Raw Logs

Sybase Database Details
Host Name/IP: \ OLDIPOCC |
Server Name: [ ASE |
User Name: [sa |
Pawd: [ SeNBRRRRBRINS |

Get Database List

Select Database: [AI db v I
[ Delete Source Database Test Connection

PostgreSQL Database Details
Server Name: | localhost I
User Name: [ Administrator |
Password: | |
Table Space Path | C:\ProgramData\Avaya\IPOCC\databases ‘E‘

Start Migration | | Close | | Help |
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18. Enter the IP Office 9.1.6 PostgreSQL details and click Test connection.

Data Migration | Migration Log IRawLogsl

Sybase Database Details

Host NamefIP:

Server Name:

User Name:

Password: i sssssssssseee

Get Database List
[andb

| | Delete Source Database

PostgreSQL Database Details

Server Name: |IPOCC

User Name: | Administrator

Password: | sessssssens

‘ C:\ProgramData\Avaya\IPOCC\databases

19.Click OK.

o Connection to PostgreS0L database is successful!

20.Click the Start Migration button.
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Data Migr Log | RawLogs

Sybase Database Details
Host Name/IP: [oLorroce |
Server Name: | ASE |
User Name: | sa |
Pml I SERNBRRNNRIRENS |
Select Database: (a1 do v|
|| Delete Source Database Test Connection

PostgreSQL Database Detais
Server Name: [mocc |
User Name: [Mhﬁsnhr |
Password: I ------.-.--l |
Table Space Path IC:\Pfoq’amData\Avaya\IPoccuatabases ”ZI

\
Mgraton | [ Cose | [ hep |
21.Click OK.

& All Databace Migration Succescul

22.Click Close.
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Data Migration

Migration Log | Raw Logs

Status Rows Read
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed
Completed

Table Name

adb. ADBInfo
adb.DBVersion
c3k.Accounts
c3k.C3K_ADDRESSEE
c3k.C3K_BIMARY
c3k.C3K_CONFIG

3k, C3K_CONFIG_DOCL...
c3k.C3K_DEVICE
c3k.C3K_DOCPROP

3k, C3K_DOCUMENT
3k, C3K_DOCUMENT L.
£3.C3K_DOUBLE_DIAL
3k C3K_EVENT
c3k.C3K_FODDOC

3k, C3K_FODGROUP
3k C3K_LAYOUT

3. C3K_METAREQUEST
3k, C3K_PEX
c3k.C3K_REQUEST

3. C3K_SITE

3k, C3K_SVCCONFIG
3k, C3K_USER
c3k.C3K_USER2
c3k.DELogScan
c3k.DBSpaceEvent

c3k.CBVersion
<]

Rows Written

5Bosmocchoccocaa§miﬁoqppa

|start Migration | |

23.Run the SetupWizard file from within the IP Office Contact Center software
folder.

nirn-|

Hame Share View

v 0

v & | | Search P Office Contact Center 0@ |

@ > 1 |_h <« Server » |P Office Contact Center »

-
-

?ﬁ’ Favorites | Mame Date modified Type Size

B Desktop
j Downloads
(E_J’; Recent places

18 This PC
_H Desktop
_E Documents
j Downloads
_ﬁ Music
_ﬁl Pictures
_i Videos
i, Local Disk (C:)
a Logs (V)

7 items

| Setups

License
SetupWizard

& veredist_x64_2008
Bl veredist_x64_2010
T veredist_xB6_2008
B veredist_x86_2010

IP Office Contact Center Maintenance

26/11/2014 08:47
15/09/2014 17:28
04/11/2014 02:56
21/08/2014 1&:22
13/05/2014 1&:22
15/06/2011 0%:45
14/05/2014 0T:12

File folder

Rich Text Docume...
Application
Application
Application
Application
Application

431 KB
4,860 KB
5,086 KB
5,541 KB
4375 KB
4,879 KB
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24.Click Update.

Do you want to update Avaya |IP Office Contact Center?

The wizard checks the cument version. The installation or settings can not be changed.
Orily the installed components are upgraded.

< Update

[w] lanore setup emors and go on

http://support avaya.com

25.The Wizard starts to update the databases.

Updating components

[* Database

® Taskreporting Database

® Addressbool Server Database
® Unified Media Database

® Unffied Media Archive Database
® Mediastore Database

Finished | [ Cancel

IP Office Contact Center Maintenance 05 2016 192



IP Office Contact Center Maintenance

26.Click Finished.

Updating components

@ Databasze

@ Taskreporting Database

@ Addressbook Server Database
@ Unified Media Database

@ Unified Media Archive Database
@ Mediastore Database

Installation successfully finished.
Logfile: C:\Users®AD.. "\ Avaya IP Office Cortact Center-SetupWizard_20141126T120043 log

Finished | | Cancel

27.Click OK.

o Please remember to reboot the computer.

28.Reboot the Server. Once rebooted, log back into the Server and check the IP
Office Contact Center services.

Update the client Pc’s with the New User Interface software. Please refer to the

Upgrading the IP Office Contact Center Agent Interface Client Software section of this
guide.
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Uninstalling IP Office Contact Center 9.0.X from the Original IP Office 9.0.X
server, upon completion of a successful Remote Migration to IP Office Contact
Center 9.1.6

Note: Removing the old IP Office Contact Center software will stop multiple
connections to the IP Office and will lower the overheads on the old server.

1. From the original IP Office Contact Center 9.0.3 server, stop the Watchdog
service by selecting IPOCC Watchdog and clicking the Stop link.

Services =B8] %
File Action View Help
e [FEEcE Hm » e now
4 Services (Local) " Services (Local)

IPOCC Watchdog Marme - Description Status Startup Type Log ~

% IPOCC Rod SchedulerServer  Awaya IP Of..  Running  Manual Loc

Stop the service . IPOCC Statistic Generator Avaya IP Of.. Running  Manual Loc

/ Restart the service G IPQCC Statistic Scheduler Avaya IP Of.. Running  Manual Loc

G IPOCC Trace Server Avaya IP Of... Running  Automatic Loc

Description: 4 IPOCC UlSessionManager Avaya IP Of.. Running  Manual Loc

Avaya [P Office Contact Center % IPOCC UM ClientAdapter AvayaIP Of.. Running  Manual Loc

‘;‘;ap:‘.lci?;:ioognssupenﬂses several G IPOCC UM ConfigServer Avaya IP Of.. Running  Manual Loc

e IPOCC UM DB-Server Avaya IP Of... Running  Manual Loc

G IPOCC UM LNA-Server Avaya IP Of..  Running  Manual Loc

L IPOCC UM POP3IMAPA Clie.. Avaya IP Of.. Running Manual Loc

G IPOCC UM Server Avaya IP Of.. Running Manual Loc

S IPOCC UM SMTP Connector  Avaya IP Of..  Rumning  Manual Loc

i IPOCC UM Taskserver Avaya IP Of.. Running  Manual Loc

L IPOCC UM TetTemplateSe.. Awaya IP Of.. Running  Manual Loc

G IPOCC VEA Avaya IP Of.. Running  Manual Loc

i IPOCC Watchdog Avaya IP Of... Running  Automatic Loc

% IPsec Policy Agent Internet Pro... Manual (Trig.. Met]

5 KDC Proxy Server service (K... KDC Proxy 5... Manual Met]

S KtmBm for Distributed Tran., Coordinates... Manual (Trig.. Met]

“: Link-Layer Topology Discov... Creates a M... Manual Loc

Lo, Attt g B e ite s atihte Bt et iR Snsinapt tanagh BT gea M it o g T g g |

2. Stop the IPOCC Trace Server by selecting the IPOCC Trace Server and
clicking the Stop Link.
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Services =0 %
File Action View Help
a= Edz HE >anmp
& Services (Local) . Services (Local)

IPOCC Watchdog MName - Description Status Startup Type Log ~

+IPOCC Rod SchedulerServer  Avaya [P Of.. Running  Manual Loc

Stop the service % IPOCC Statistic Generator Avaya [P Of.. Running Manual Loc

/ Restart the service i IPOCC Statistic Scheduler Avaya IP Of..  Running  Manual Loc

el . [POCC Trace Server Avaya |P Of.. Running  Automatic Loc

Description: % IPOCC UlsessionManager Avaya IP Of..  Running  Manual Loc

Avaya IP Office Contact Center 5 IPOCC UM ClientAdapter  AvayalP Of.. Running Manual Loc

:\;?lciriioogniupemses several % IPOCC UM ConfigServer Avaya IP Of..  Running  Manual Loc

% IPOCC UM DB-5erver Avaya IP Of..  Running  Manual Loc

S IPOCC UM LNA-Server Avaya IP Of..  Running  Manual Loc

+ IPOCC UM POP3IMAP4 Clie.. Avaya P Of.. Running Manual Loc

L IPOCC UM Server Avaya [P Of... Running Manual Loc

S IPOCC UM SMTP Connector  Avaya [P Of..  Running  Manual Loc

w0 IPOCC UM Taskserver Avaya [P Of.. Running Manual Loc

S IPOCC UM TextTemplateSe.. Avaya IP Of..  Running  Manual Loc

IPOCCVEA Avaya IP Of..  Running  Manual Loc

i IPOCC Watchdog Avaya |P Of.. Running  Automatic Loc

% |Psec Policy Agent Internet Pro... Manual (Trig... MNet

5 KDC Proxy Server service (K., KDC Proxy S... Manual Met]

oy KtmRm for Distributed Tran... Coordinates... Manual (Trig... Met

~; Link-Layer Topology Discov... Creates a N... Manual Loc

3. Close the Services window and open the Control Panel.

Windows
Server Manager PowerShell

Task Manager

|8

Control Panel Internet Explorer

Desktop

&

Administrative

IP Office Contact Center Maintenance
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4. Select Uninstall a program.

T | v Control Panel »

v O | | |Search Control Panel

Adjust your computer's settings

System and Security
Review your computer's status
@View event logs

MNetwork and Internet
Connect to the Internet
View network status and tasks

@
E l’? Hardware

View devices and printers
Add a device

Programs
Uninstall a program
@Tum Windows features on or off

5. Remove the databases first.

View by: Category ~

User Accounts
@ Change account type

Appearance
Change desktop background
Adjust screen resolution

Clock, Language, and Region
Add a language

Change input methods

Set the time and date

Change date, time, or number formats

Ease of Access
Let Windows suggest settings
Optimize visual display

© -t |ﬁ » Control Panel » All Control Panel ltems » Programs and Features v O | [ sesreh Programs and Festures 2 |
Control Panel Home Uninstall or change a program
View installed updates Te uninstall a program, select it from the list and then click Uninstall, Change, or Repair.
B Tum Windows features on or
off Organize *  Change = v o
Name = Publisher Installed On  Size Version A
[E71HP Array Configuration Utility (64-bit) Hewlett-Packard Development .. 02/05/2014 16IME 940120
[®7HP Smart Array SAS/SATA Event Motification Service  Hewdett-Packard Development ., 25/04/2014 173KE  6.36.0.64
[EXTP Office Contact Center Additional Bvaya Inc. 270672013 272MB  5.0.2000.1805
HIP Office Contact Center Addressbook Admin HAvaya Inc. 02/06/2014 13.5MB  9.0.2000.1405
%Po&i«cmm‘“ book Senver Datab HAvaya Inc, 02/06/2014 327TME  5.0.2000.1405 : |
IP Office Contact Center Apache Tomcat Avays Inc. 021062014 26ME  9.0.2000.1405
HIP Office Contact Center CHAP HAvaya Inc. 02/06/2014 IT0ME  9.0.2000.1405
3P Office Contact Center Chat Taskserver Bvays Inc. 02/06/2014 19.1 MB  9.0.2000,1405 -
AP Office Contact Center Core Hvaya Inc. 02/06/2014 19.0ME  9.0.2000.1405
Office Contact Center Database Hovaya Ine. 02/06/2014 294ME  9.0.2000.1405
AP Office Contact Center IPO Taskserver Bvays Inc. 02/06/2014 15.0MB  9.0.2000.1405
AP Office Contact Center Java Development Kit Hvaya Inc. 02/06/2014 225MB  9.0.2000.1405
FA P Office Contact Center License Client Avaya Inc. 02/06/2014 276MB  9.0.2000.1405
FX P Office Contact Centar Mediastore Database Avaya Inc. 02/06/2014 TESMB  9.0.2000.1405
P Office Contact Center Monitoring Avaya Inc. 02/06/2014 1ZIME  8.0.2000.1405 -
ﬂll’ Office Contact Center emniORE Avaya Inc. 02/06/2014 BT2ME  5.0.2000.1405
HIP Office Contact Center POP3 IMAPS Client Avaya Inc. 02/06/2014 1B0ME  9.0.2000.1405
ﬂIP Office Contact Center Session Manager HAvaya Inc, 02/06/2014 G.B6ME  9.0.2000.1405
EIP Office Contact Center $G5erver HAvaya Inc, 02/06/2014 145ME  5.0.2000.1405
EIP Office Contact Center SMTP Connector Avaya Inc. 021062014 MAMB  5.0.2000.1405
HIP Office Contact Center Statistic Viewer HAvaya Inc. 02/06/2014 49.0ME  9.0.2000.1405
HIP Office Contact Center Statistics Avaya Inc, 0270672014 20.TME  9.0.2000,1405
AP Office Contact Center Taskreporting Database Avaya Inc. 02/06/2014 BOEME  5.0.2000.1405
AP Office Contact Center Trace System HAvaya Inc. 02/06/2014 5.54ME  9.0.2000.1405
AP Office Contact Center Unified Medis Archive Datsb... Avava Inc. 02/06/2014 BB0KEB 9.0.2000.1405 -
Avaya Inc. Froduct version:  9/0.2000.1805 SUppOTt ink:  WEtp:/ wenw.avaya.com
Help link:  http//www. avaya.co.. Size 32.TMB
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6. Select the individual database to be removed and click Change.

7. Type the Administrative login details for the Sybase database server database
password. This will have been previously defined during the installation of IP
Office Contact Center Sybase Database.

e Addressbook Server Database - Setup -

Flease enter the administrative login data for the database server.

Database server |.-5.SE
User name |sa
Fassword [sosssssnsnnssl
| ok || Bat |

Note: If the incorrect details are used a warning message is seen. Choose OK and
reenter the correct details.

il Addressbook Server Database - Setup =

Q Login failed.

Note: If the Sybase SQL server services are not running, you will not be able to connect
to the database and therefore you will be unable to uninstall the database. The warning
message below will be displayed. Click OK and check that the Sybase SQL services
are running and try again.

i Database - Setup | -

can't connect to Sybase S0L server (possibly service
stopped).
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-

IPOCC Trace Server Name Description Status Startup Type Log On As
C.m SNMP Trap Receives tra... Manual Local Service
Start the service % Software Protection Enables the ... Automatic (D... Metwork S...
5%SpecialAdministration Console Helper  Allows adm... Manual Local Syste...
Description: %, Spot Verifier Verifies pot... Manual (Trig.. Local Syste...
Avaya IP Office Contact Center Trace ., 55DP Discovery Discovers n.. Disabled Local Service
System 5.9, Storage Tiers Management Optirmnizes t... Manual Local Syste...
i'f.,;',Superfetch Maintains a... Manual Local Syste...
7 Sybase BCKServer _ ASE_BS Running  Automatic Local Syste...
fE\” Sybase SQLServer _ ASE Running  Automatic Local Syste...
", Sybase XPServer _ ASE_XP Manual Local Syste...
%, Systern Event MNotification Service Meoniters sy.. Running  Automatic Local Syste...

8. Click Next

AVAYA

IP Office Contact Center
Addressbook Server Database
The setup will allow you to change the way

Addressbook Server Database features are installed
on your computer or even to remove Addressbook
Server Database from your computer,

Click Next to continue or Cancel to exit the setup.

9. Click the Remove icon.
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Change, repair, or remove installation
Select the operation you wish to perform.

AVAYA

i3

5

Modify
Lets you change the way features are installed.

Repair
Repairs errors in the most recent installation by fixing missing
and corrupt files, shortauts, and registry entries,

Remove
Removes Addressbook Server Database from your computer.

rRemwe Installation I

Ready to remove Addressbook Server Database

AVAYA

Click Remove to remove Addresshook Server Database from your computer. Click Back
to review or change any of your installation settings. Click Cancel to exit the wizard.

11.Click the Finish button.

IP Office Contact Center Maintenance
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AVAYA

IP Office Contact Center
Addressbook Server Database
Addressbook Server Database successfully installed.

Click the Finish button to exit the setup.

IP Office Contact Center
Database

Database successfully installed.

Click the Finish button to exit the setup.

Cancel

IP Office Contact Center Maintenance 05 2016 200



IP Office Contact Center Maintenance

AVAYA

IP Office Contact Center
Mediastore Database

Mediastore Database successfully installed.

Click the Finish button to exit the setup.

Cancel

AVAYA

IP Office Contact Center
Taskreporting Database
Taskreporting Database successfully installed.

Click the Finish button to exit the setup.

Cancel
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AVAYA

IP Office Contact Center
Archive Database
Lnified Media Archive Database successfully installed.

Click the Finish button to exit the setup.

Cancel

AVAYA

IP Office Contact Center
Unified Media Database
Inified Media Database successfully installed.

Click the Finish button to exit the setup.

Cancel |

13.Remove all of the remaining individual [P Office Contact Center Programs, by
selecting each IP Office Contact Center program individually and clicking the
Uninstall button.
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(_2) - 4 lﬂ » Control Panel » All Control Panel items » Programs and Festures v & ] [ Search Programs and Features P ]
o Uninstall or change a program
View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.
# Tum Windows features on or
off Organize v . Change  Repair = - ®
Name a2 Publisher Installed On  Size Version A
[ HP Array Configuration Utility (64-bit) Hewlett-Packard Development ... 02/06/2014 163MB 940120
= " HP Smart Array SAS/SATA Event Notif Hewdett-Packard Develonment 29/04/2014 BKB 636064
[P Office Contact Center Additions! Avayaine 02004 272M8 9020001405 |1
E3 P Office Contact Center Addressbook Admin Avaya Inc. 02/06/2014 13.5MB  9.0.2000.1405
NP Office Contact Center Apache Tomeat Avaya Ine. 02/06/2014 226MB  9.0.2000.1405
JIP Office Contact Center CHAP Avaya Inc. 02/06/2014 370MB  9.0.2000.1405
IP Office Contact Center Chat Taskserver Avaya Inc. 02/06/2014 19.1MB  9.0.2000.1405
IP Office Contact Center Core Avayainc. 02/06/2014 19.0MB  9.0.2000.1405 B
IP Office Contact Center IPO Taskserver Avaya Inc. 02/06/2014 150MB  9.0.2000.1405
IP Office Contact Center Java Development Kit Avaya Inc. 02/06/2014 225MB  9.0.2000.1405
IP Office Contact Center License Client Avaya Inc. 02/06/2014 276 MB  9.0.2000.1405
IP Office Contact Center Monitoring Avaya Inc. 02/06/2014 121 MB  9.0.2000.1405
1P Office Contact Center omniORE Avaya Inc. 02/06/2014 6.72MB  9.0.2000.1405
1P Office Contact Center POP3 IMAP4 Client Avaya Inc. 02/06/2014 13.0MB  9.0.2000.1405
IP Office Contact Center Session Manager Avaya Inc, 02/06/2014 686 MB  9.0.2000.1405
Office Contact Center SGServer Avaya Inc. 02/06/2014 149MB  9,0.2000.1405 -
J1P Office Contact Center SMTP Connector Avaya Inc. 02/06/2014 11.8MB  9.0.2000.1405
1P Office Contact Center Statistic Viewer Avaya inc. 02/06/2014 490MB  9.02000.1405
Office Contact Center Statistics Avaya Inc. 02/06/2014 20.7MB  9.0.2000.1405
JIP Office Contact Center Trace System Avaya Inc. 02/06/2014 SS4MB  9.0.2000.1405
1P Office Contact Centes Unified Media Archiving Avaya Inc. 02/06/2014 264 MB  9.0.2000.1405
IP Office Contact Center Unified Media Server Avaya Inc. 02/06/2014 592MB 9.0.2000.1406
IP Office Contact Center Unified Media WebApps Avaya Inc. 02/06/2014 145MB  9.0.2000.1405
|P Office Contact Center User Interface Avaya Inc. 02/06/2014 118 MB_9.0.2000.1406 | b
< [k
Avaya Inc. Product version:  9.0.2000.1405 Support ink:  http://www.avays.com
Help link:  http://www.avaya.co... Size: 272MB

14.For each program, you will be requested to confirm the Uninstallation process
by click the Yes button on the displayed Programs and Features dialog box.

@ Are you sure you want to uninstall IP Office Contact Center Additional?

[ inthefuture, do not show me this dialog box Yes || No |

15. All of the IP Office Programs are removed.
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= Programs and Features a -
© = 4 [ » Control Panel » All Control Panel ltems + Progrems and Features v & ] [ sesrch Programs and Features 9 |
Control Panel Home .
Uninstall or change a program

View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.
Turn Windows features on or
off Organize + = ov @

Name “ Publisher Installed On  Size Version

51HP Array Configuration Utility (64-bit) Hewlett-Packard Development ... 02/06/2014 163 MB 940120

=_|HP Smart Array SAS/SATA Event Motification Service Hewlett-Packard Development .. 28/04/2014 173 KB 6.36.0.64

5 Microsoft Visual C++ 2005 Redistributable Microsoft Corporation 02/06/2014 4.89MB  8.0.59193

5] Microsoft Visual C++ 2008 Redistributable - x36 9.0.3072... Microsoft Corporation 02/06/2014 10.1MB  9.0.30729.6161

5] Microsoft Visual C++ 2010 x86 Redistributable - 10.0.40... Microsoft Corporation 02/06/2014 1IME  10.0.40219

5] Software Developer's Kit Sybase, Inc. 02/06/2014 15.5.0.800

51 Sybase Adaptive Server Enterprise Suite Sybase, Inc. 02/06/2014 15.5.0.302

iBlTar Avaya 02/06/2014 2Z1TME 404

Avaya Inc. Product version:  9.0.2000.1405 Support link:  http:/fwww.avaya.com
Help link:  http://www.avaya.co... Size: 3.69 MB
IPOCC

up HP Aura

IP Office Contact Center Maintenance

05 2016 204



IP Office Contact Center Maintenance

17.Connect to the Adaptive Service Enterprise if necessary.

File Edit ¥iew Tools Connections Help
«evEREK L 8- 2-BYDR o F
Context: ‘a Sybase Central/Adaptive Server Enterprise/Default/ASE (5a)/Databases W

9 Utilities =

|Fo|ders £ | [ Databases

nSybase Central Details

B @ Adaptive Server Enterprise

m Database Mount Database

E@ Default Mame Owner Size (.. Creation Date
B2 ASE (s3) (B master sa 80.0 Jun 2, 2014 2:12 PM
2 m model 53 12,0 Jun 2, 2014 2212 PM
m sybpcidb sa 96.0 Jun 2, 2014 2:19PM
m sybsystemdb 5a 24.0 Jun 2, 2014 2112 PM
[ syopcidb (B sybsystemprocs sa 152.0 Jun 2, 2014 2:13 PM

i m sybsystemdb
m sybsystemprocs
[ Proxy Databases
=0 Temporary Databases
[ Archive Databases
(3 In-Mermaory Databases
-] Logins
[ Database Devices
-] Dump Devices
[ Remote Servers
[ Caches
[ Engine Groups
[0 Pracesses
[ Execution Classes
[0 Roles
-] Transactions
-0 Locks

] Proxy Databases

(1 Temporary Databases
(] Archive Databases
[ In-Memory Databases

9 objects

18.Select Tools, followed by Adaptive Server Enterprise and Server Config.

File Edit View|Tools ions Help
@ % O [ Logviewer Fe-mly e [0 o
Context: |G Syl Y g::;vms tsq’DdauIUASE (sa)/Databases v/
T 10N35... 1
3 Utilities I
Adaptive Server Enterprise » B Preferences
Folders =] /
135 sybase Centr 3B Create Cluster
52D Adaptiveferver Enterprise R Server Contig A '
& 4 De % Directory Services Editor | Owner Size (..  Creation Date
B & Interactive SQL 2 80.0 Jun 2, 2014 2:12 PM
\‘_3 Databases 3 Configure Web Services 52 12,0 Jun 2, 2014 2:12 PM
- master 3 SsmReport P 96,0 Jun 2, 2014 2:19PM

w1l model . 52 24.0 Jun 2, 2014 2:12 PM
®- 1 sybpcidb @ sybsystemprocs . 152.0 Jun 2, 2014 213 PM
@ sybsystemdb [ Proxy Databases
#- 1 sybsystemprocs [0 Temporary Databases
-3 Proxy Databases [ Archive Databases
-] Temperary Databases 3 In-Memory Databases
B1-[ Archive Databases
[0 In-Memory Databases
[0 Logins
@[3 Database Devices
[ Dump Devices
[ Remote Servers
[ Caches
[ Engine Groups
[ Processes
[ Execution Classes
[ Roles
[0 Transactions
[0 Locks
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19.Click Backup Server.

— Adaptive Server

Configure Adaptive Server...
5 / Bemove Adaptive Server...

Backup Server Upgrade Adaptive Server...

Monitor Server

28.Click the Remove Backup Server.... button.

— Backup Server

. Create Backup Server...

Adaptive Serve Configure Backup Server...

Bemove Backup Server...

Uparade Backup Server...

Monitor Server

29.Click OK.
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Choose the backup server pou wizh to remove.

Servers:

30.Click Yes

@ Removing Backup Server! Continue?

31.Click OK

A Exit SyConfig and ReBoot Now.

12. Click Adaptive Server.
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Create Backup Server...

Configure Backup Server...

Bemove Backup Server...

Uparade Backup Server...

Monitor Server

32.Click the Remove Adaptive Server.... button.

— Adaptive Server

Create Adaptive Server...

Configure Adaptive Server...

lg | HRemove Adaptive Server...

Backup Server Upagrade Adaptive Server...

Monitor Server

33.Click OK.

Choose the server pou wizh to remove.

Servers:
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34.Click Yes

@ Removing Adaptive Server! Continue?

35.Click OK

A Exit SyConfig and ReBoot Now.

36.Reboot the IP Office Contact Center server. Once the server has rebooted log
back in via a Remote Desktop Connection.

37.0pen the Control Panel.
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Start

hL =

=3

Windows

Server Manager PowerShell

Task Manager

e

Control Panel Intemnet Explorer

Desktop

&

Administrative

38.Select Uninstall a program.

=) Control Panel = | = -

T |@ v Control Panel » v & | ||5&erch Control Panel o |

Adjust your computer’s settings Viewby: Category ~

,.,, System and Security User Accounts

3 Review your computer's status
y [ IR P
By View event logs

w,_ Network and Internet
u' Connect to the Internet
- View network status and tasks

! Hardware ““W  Clock, Language, and Region
‘ R
@

'E'Change account type

Appearance
Change desktop background
Adjust screen resolution

I Add a language
%‘ View devices and printers guag
Add a device

Programs
Uninstall a program

Change input methods
Set the time and date
Change date, time, or number formats

—_—
v
=

Ease of Access
Let Windows suggest settings
Optimize visual display

#y Turn Windows features on or off
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39.Then uninstall the Software Developer Kit.

« ~ 1 |E% » Control Panel » Programs » Programs and Features v o Search Programs and Festures P ‘
Control Panel Home o
Uninstall or change a program
View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.
% Tum Windows features on or
off Organize v | Uninstall/Change - @
Name o Publisher Installed On  Size Version
53HP Array Configuration Utility (64-bit) Hewlett-Packard Development ...  02/06/2014 163 M8 9.40.120
5HP Smart Array SAS/SATA Event Notification Service  Hewdett-Packard Development ...  29/04/2014 173K8  6.36.0.64
7 Microsoft Visual C++ 2005 Redistributable Microsoft Corporation 02/06/2014 439MB 8059153
®7 Microsoft Visual C++ 2008 Redistributable - x86 9.0.30... Microsoft Corporation 02/06/2014 101MB  9.0.30729.6161
5 Microzoft Visual Co» 2010 385 Redistributable - 10.0... Microsoft Corporation 02/06/2014 11.1MB 10040219
[ Software Developer's Kit : Sybase, Inc. 02/06/2014 15.5.0.800
W Sybaze Adsp erprise Suite Sybase, Inc. 02/06/2014 15.5.0.302
Sraee Avaya 02/06/2014 211MB 404

. ' Sybase, Inc. Product version:  15.5.0.800

Support link:  http://www.sybase.com

Help link:  http://www.sybase.com

40. Click the Next button.

Uninstal Software Develo

Sybase Software Developer's Kit 15.5

Uninstall Software Developer's Kit

About to uninstall...

Software Developer's Kit 15.5 ESD8

Cancel

This will remove features installed by InstallAnywhere. It will not remove files and folders created after the installation.
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41.Select Complete Uninstall

] Uninstall Software Developer's Kit

Sybase’ Software Developer's Kit 15.5

Uninstall Options

Please select one of the following options:

Complete Uninstall
Completely remove all features and components of Software Developers Kit that were installed by InstallAnywhere. Files

and folders created after the installation will not be affected.

I "A“’ Uninstall Specific Features

| Choose speoific features of Software Developers Kit that were installed by Install shere to be uninstalled.

Previous

Cancel

42.Click Next.

in Uninstall Software Developer's Kit

Sybasé@ Software Developer's Kit 15.5

Check Product Dependency

Following features are still required by other features/products. The files will remain after uninstall

@ jConnect
@ Open Client

Previous
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43.Click Next

‘s Uninstall Software Developer's Kit

Sybase” Software Developer's Kit 15.5

Pre-Uninstall Summary

Software Developer's Kit will be uninstalled from the following location:
C\Sybase

with the following features:

jConnect 7.0 for JDBC

Open Client
jConnect 6.0 for JOBC
ASE ODBC Driver

Cancel ~ e e Previous

44. Software uninstallation process will commence.

tny Uninstall Software Developer's Kit

Sybase® Software Developer's Kit 15.5

Lninstalling jConnect 6.0.5 EBF18362...5uccess

Lninstalling Language Modules 15.5 ESD6...Success

Uninstalling Sybase Data Source Administrator 15.5 ESDS...Success
Lninstalling jConnect 7.0 EBF184658.. Success

Lninstalling Connectivity Language Modules 15.5 ESDA.. Success
Lninstalling ASE ODBC Driver 15.5 ESDS...Success

LUninstalling Open Client 15.5 ESD3.. Success

Cancel
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45. Once the software has uninstalled, click Done.

= Uninstall Software Developer's Kit

Uninstall Complete

Sybase® Software Developer's Kit 15.5

The following items could not be removed:

Unable to remove directory: C:\Sybase\0CS-15_0

46. Next uninstall the Sybase Adaptive Server Enterprise Suite.

= Programs and Features [=To .
« v A g » Control Panel » Programs » Programs and Features v Searc! grams and Features P
Control Panel Home .
Uninstall or change a program
View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.
% Tum Windows features on or
off Organize + | Uninstall/Change -9
Name - Publisher Installed On  Size Version
71 HP Array Configuration Utility (64-bit) Hewdett-Packard Development ...  02/06/2014 163MB  9.40.12.0
[ HP Smart Array SAS/SATA Event Notification Service  Hewlett-Packard Development ... 29/04/2014 173KB  6.36.0.64
= | Microsoft Visual C++ 2005 Redistributable Microsoft Corporation 02/0672014 489MB 8059193
| Microsoft Visual C++ 2008 Redistributable - x86 9.0.30... Microsoft Corporation 02/06/2014 10,1 MB  9.0.30729.6161
I Microsoft Visual C++ 2010 x85 Redistnbutable - 10.0.... Microsoft Corporation 02/06/2014 1.1 MB  10.0.40219
= " Sybase Adaptive Server Enterprice Suite Sybase, Inc. 02/06/2014 15.5.0.302
Srae Avays 02/06/2014 211MB 404
47.Click the Next button.
IP Office Contact Center Maintenance 05 2016 214




IP Office Contact Center Maintenance

'n Uninstall Sybase Adaptive Server Enterprise Suite

Adaptive Server Enterprise 15.5

Uninstall Sybase Adaptive Server Enterprise Suite

Aboutto uninstall...
Sybase Adaptive Server Enterprise Suite 15.5 ESD3

This will remove features installed by InstallAnywhere. Itwill not remove files and folders created after the installation

Next

S— SYBASE ~&Few | e |

37.Then select Complete Uninstall and click the Next button.

.} Uninstall Sybase Adaptive Server Enterprise Suite |;|£-

Adaptive Server Enterprise 15.5

Uninstall Options

Please select one of the following options:

j = Complete Uninstall
( Completely remowve all features and components of Sybase Adaptive Server Enterprise Suite that were installed by
=d InstallAnywhere, Files and folders created after the installation will not be affected

Uninstall Specific Features
Choose specific features of Sybase Adaptive Server Enterprise Suite that were installed by InstallAnywhere to be uninstalled

(>

Cancel SYBASE‘ “Wm |
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38. Click the Next button.

Pre-Uninstall Summary

w Uninstall Sybase Adaptive Server Enterprise Suite [= o |

Adaptive Server Enterprise 15.5

Sybase Adaptive Sarver Enterprise Suite will be uninstalled from the following location:
CSybase

with the following features:

Adaptive Server Enterprise
Opean Client
DB-Library
JConnect 6.0 for JDBC
JConnect 7.0 for JDBC
ASE ODBC Driver
I Interactive SQL
QPTuna
Sybase Central
Adaptive Server Plug-in
SySAM License Utilies

Cancal bt : Previous

39. The uninstallation process will commence.

in Uninstall Sybase Adaptive Server Enterprise Suite

Adaptive Server Enterprise 15.5

Uninstalling Adaptive Server Enterprise 15.5 ESD3...Success
Uninstalling DB-Library 15.5.0.7...Success
lninstalling ASE ODBC Driver 15.5 ESDS...

10%

Cancel
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40.Click the Delete all of these files check box and then click Next.

' Uninstall Sybase Adaptive Server Enterprise Suite I;lﬂ-

Adaptive Server Enterprise 15.5

Delete User File

The uninstaller has successfully uninstalled created items during installation. However, the following files still exist in
the install diractory. These files were created outside ofthe installer.

L% SE pcido. -
® C\Sybase\data\sybsysdb. dat |
@ C\Sybase\data\sysprocs.dat

& C\Sybase\data\tempdbdev. dat

@ C\Sybase\DBISQL\bin\dbisql 000

® C\Sybase\DBISQL\bin\dbisql ini

@ C\Sybase\DBISQL\bin\dbisql rep

@ C\Sybaselini\sgl ini

I @ C\Sybase\ini\sql old

® C\Sybase\ni\trusted. 000

@ C\Sybase\OCS-15_0\niMibtcl 000

@ C\Sybase\Shared\Sybase Central 6.0.0\win32\scjview.000
@ C\Sybase\Shared\Sybase Central 6.0.0\win32\scjview 001
@ C\Sybase\Shared\Sybase Central 6.0.0Vwin3\scjview.ini
& C\Sybase\SYBASE bat

[T

P KT SRR L 7. . I . .

Delete all of these files.

Cancel

41.Click Done.
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i Uninstall Sybase Adaptive Server Enterprise Suite

Adaptive Server Enterprise 15.5

Uninstall Complete

All items were successully uninstalled.

Previous

42.Uninstall TAPI2 if no longer required.

Programs and Features [= o
(= - 4 ﬁ » Contrel Panel » Prograrms » Programs and Features w | [ Search Pregrams and Festures 0 |
Centrel Panel Hame .
Uninstall or change a program
View installed updates install 8 program, sebect it from the kist and then click Uninstall, Change, or Repair.
B¢ Turn Windows festures onor
ot Organize ~ install Change  Repair w
Mame * Publisher Instalied On  Size Version
[T HP Asrsy Configuration Liility (64-bit) Hewlett-Packard Development .. 02/06/2014 163MB  9.4012.0
B HP Smart Amay SAS/SATA Event Notification Service  Hewlett-Packard Development .. 28/04/2014 1T3KB  6.36.0.54
B Mieresaft Visual C+ = 2005 Redistributable Microseft Corporation 02/06/2014 459MB 8059193
5 Microgoft Visusl C++ 2008 Redustributable - 586 9.0.30.. Micreseft Corporation 02,/06/2014 IMB  9.0.307T29.6161
5 Microsoft Visual Cs+ 2010 x86 Redistributable - 10.0... Microsoft Corporation 02,/06/2014 1.1 MB  10.0.8021%
| IFTAPI2 Avaya 02/05/2014 21TMB 404
il  Avaya Product version: 404 Supporthinkc httpeffevayacom/  Size 211 MB
Help ink:  hitge/y avaya.c.. Update information:  hitpe//support.avaya.c...
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ﬁ Are you sure you want to uninstall TAPI2?

[] Inthefuture do not show me this dialog box

43.Remove the Microsoft C++ files if no longer needed

@ - 1 |ﬂ » Control Panel » Programs + Programs and Features v G | | Search Programs and Features @ |
Control Panel Home .
Uninstall or change a program
View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.
@ Turn Windows features on or
off Organize ~ = v @
Name - Publisher Installed On  Size Wersion
[=1HP Array Configuration Utility (64-bit) Hewlett-Packard Development .. 02/06/2014 163 ME  9.40.12.0
[R51HP Smart Array SAS/SATA Event Notification Service  Hewlett-Packard Development ... 28/04/2014 173 KB 6.36.0.64
[=Microsoft Visual C++ 2005 Redistributable Microsoft Corporation 02/06/2014 489 ME  8.0.59193
[25] Microsoft Visual C++ 2008 Redistributable - x86 9.0.30... Microsoft Corporation 02/06/2014 101 MB  9.0.30729.6161
[21Microsoft Visual C++ 2010 xB6 Redistributable - 10.0.... Microsoft Caorporation 02/06/2014 1.1 MB 10.0.40219
“—  currently installed programs Total size: 42.7 MB
h. 5 programs installed
38. The Sybase folder can now be deleted
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= [ A=

Home Share View

© + 1 [l » ThisPC » Local Disk(C) »

v C,| | Search Local Disk (C:)

Y} Favorites
B Desktop
,j. Downloads
% Recent places

/8 This PC
j Desktop
,_E Documents
,j, Downloads
,_ﬁ Music
,_EI Pictures
Bl Videos
&, Local Disk (C:)
e 16GB (E)
g share (\\192.168.42.252) (¥:)

f! Metwork

23iterns 1 item selected

Name

SRecycle.Bin

L backup

i cpgsystem

[# Documents and Settings

| Perflogs

L. Program Files

L. Program Files (x86)
ProgramData

| Share

Date modified

18/03/2014 10:23
04/07/2014 00:03
20/04/2014 13:38
22/08/2013 15:48
22/08/2013 16:52
02/06/201410:12
02/06/2014 14:42
26/11/2014 1313
259/04/2014 13:16

Type

File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder

[ | sybase

26/11/2014 16:15

File folder

System Volume Information
L temp
L Users
. Windows
backup.bat
% bootmgr
% BOOTMXT
maintenance.bat
D maintenance.log

D maintenance_1.log

20/04/2014 11:20
25/11/201417:17
29/04/201411:27
26/11/201415:18
14/01/2014 14:34
18/03/2014 10:02
18/06/2013 13:18
03/04/201419:14
02/07/2014 08:43
02/07/2014 08:43

File folder

File folder

File folder

File folder
Windows Batch File
System file

Systern file
Windows Batch File
Text Document
Text Document

44.The Avaya, Avaya Install logs and Sybase Central 6.0.0 Folders under
ProgramData can now be deleted.

Home Share View

* 4 |_L| v ThisPC » Local Disk (C:) » ProgramData »

v C,| | Search ProgramData

T’k Favorites
B Desktop
j Downloads
5l Recent places

/8 This PC
,_‘E Desktop
,_E Documents
,j. Downloads
,_ﬁ Music
,_EI Pictures
| H Videos
&, Local Disk (C)
e 16GB (E:)
¥ share (\\192.168.42.252) (¥1)

f! Metwork

13items 2 items selected

rs
Mame

|/ {FEOEG1BA-E47F-46BF-A459-643F37983558}
@ Application Data

Date modified

02/06/2014 14:33
22/08/2013 15:48

Type

File folder
File folder

L Avaya

02/06/2014 16:19

File folder

| Avaya_lnstallLogs

02/06/2014 15:49

File folder

Date created: 02/06/2014 15:49
Size: 161 KB

Files: umarchiving_9.0.2000.1405.log, ...
TASTATTEr

| Microsoft

| omniORB

L. regid.1991-06.com.microsoft
@ Start Menu

|| Sybase Central 6.0.0

@ Templates

22/08/2013 15:48
22/08/2013 15:48
26/11/201415:15
11/06/2014 17:22
26/11/201415:14
18/03/2014 09:42
22/08/2013 15:48
26/11/2014 16:02
22/08/2013 15:48

File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
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41. Delete Avaya Folder

NRiENn-|

Home Share View

© -1 |j.'| » ThisPC » Local Disk(C) » Program Files (x86) » v c,| | Search Program Files (x36)

-

Name Date modified Type

Yk Favorites
B Desktop |j.| HAvaya 26/11/2014 16:17 File folder
j Downloads | Common Files 02/06/2014 14:41 File folder
ﬁ Recent places h Internet Explorer 18/03/2014 10:18 File folder
| Microsoft.NET 22/08/2013 16:39 File folder
18 This PC L Windows Mail 22/08/2013 16:39 File folder
,_i Desktop | Windows NT 22/08/2013 16:39 File folder
7] Documents L. WindowsPowerShell 22/08/2013 16&:39 File folder
|6 Downloads Zero G Registry 02/06,/2074 14:09 File folder
._D Music .+ desktop.ini 22/08/2013 16:37 Configuration sett...
,_EI Pictures
| B Videos
&y Local Disk ()
== 0GB (E)
¢ share (\\192.168.42.252) [¥:)

?! Network

Qiterns 1 item selected
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Upgrading the IP Office Contact Center from Version 9.1 to 9.1.6 FP

A backup of the IP Office Contact Center databases must be performed before any
maintenance procedures commence. Please refer to the Backing up the IP Office
Contact Center Database (Manually / Automatically section of the Maintenance guide
that matches the IP Office Contact Center version of the IP Office Contact Center
server being upgraded.

Note: if upgrading from a release older than 9.1.6, the syntax to use should be
pgbackup.bat "C:\Program Files (x86)\Avaya\lP Office Contact
Center\PostgreSQL\9.3\bin" Administrator <database password> c:\Backup

Note: AutoSync is not enabled on an upgrade from 9.1 to 9.1.6. Please refer to the Auto
Sync section of the guide for information on how to enable if required.

Note: The User configuration now required on the IP Office Contact Center User, is not
updated on an upgrade from 9.1.0 to 9.1.6. Please refer to the Confirm the IP Office
Contact Center User configuration section of the Installation Task Based Guide.

Before the Migration process is started the Watchdog service must be stopped.

1. Login to the IP Office Contact Center Windows server.

2. Before stopping the Watchdog service, open TTConsole.

HP System
Manageme...

backup

&5 IPOCC - IPOCC - Remote Desktop Connection

File Bxtra View Window Help

IPOCCCON...

|- AddressBook ~

. Chat Taskserver (019) /IPOCC / 5524
|23 Core
kemel (021) / IPOCC £ 7104
TaskServerManager (011) / IPOCC / 3452
vectors (022) /IPOCC / 7688
|23 Database
c3k_db_srv (031) /IPOCC /10880
c3k_Ina_srv (032) /IPOCC /9232
cc_db_srv (003} /IPOCC /2928
cc_lna_srv (004) /IPOCC / 2460
mediastore_db_srv (009) / IPOCC 7 3276

tr_db_srv (005) / IPOCC / 2332
23 EMail

[ ©3000 Admin (008) / IPOCC /0

C3000 POP3-IMAPA Client (038) /IPOCC /12812

C3000 Server (033) /IPOCC / 11476

3000 SMTF Connector (037) /IPOCC /13252

RoD Archie (041) /IPOCC / 14788

FoD CommandExecuter (040) # IPOCC / 14552

RoD RepoServ (044) / IPOCC / 15340

RoD RodOMatC (042) / IPOCC / 14360
FoD.SchedulerServer (043) / IPOCC /0

Texdtemplateadmin (010) / IPOCC /0

Texttemplateserver (039) / IPOCC /0

UMRCliertAdapter (036) / IPOCC /0

UmrCorfigServer (0234) /IPOCC /0 v

192.168.42.5
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3. Any running processes are displayed in the console’s left panel.

o .

File Extra WView Window Help

E:| AddressBook -
[ coul
=] Chat
. Chat Taskserver (013) 7 IPOCC / 5524
=] Core
kemel (021) £ IPOCC /7104
TaskServerManager (011) 7 IPOCC 7 3452
vectors (022) /IPOCC / 7628
"7 Database
cH_db_srv (031) 4 IPOCTC /10880
cHe_Ina_srv (032) /IPOCC /5232
cc_db_srv (003) £ IPOCC 7 2528
cc_lna_srv (004) / IPOCC /2460
mediastore_db_srv (009) / IPOCC / 3216
tr_db_srv (005) / IPOCC /2332
=71 EMail
[T 3000 Admin (008) / IPOCC /0
C3000 POP3HMAPA Client (038) /IPOCC /12812
C3000 Server (033) / IPOCC / 11476
C3000 SMTP Connector (037) £ IPOCC / 13252
RaoD Archie (041) /IPOCC £ 14738
RoD Command Executer (040) 7 IPOCC £ 14592
RoD RepoServ (044) / IPOCC /15340
RoD RodOMatC (042) £ IPOCC / 145960
RoD SchedulerServer (043) # IPOCC /0
Texttemplateadmin (010) / IPOCC /0
Texttemplateserver (035) / IPOCC /0
LIMRClient Adapter (026) / IPOCC /0
UmrConfigServer (034) 7 IPOCC /0 w

[T T TTTTI
L-MW-HWJ##

"--I.w‘*.*..ﬂ“#.\#‘m A, .*""" --___’L.-""
4. Select the Windows button.

>

Scheduler
Client

[docc
User Interface

K

VCSpeech...
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5. Click the Administrative Tools button.

Desktop

(&

Administrative
Tools

6. Double left click on Services.

wl W Shorteut Tools Administrative Tools [=[= [
“ Home Share View Manage (7]
T |l « System and Security » Administrative Tools » v & ‘ | Search Administrative Tools R |
¥ Favorites Name - Date modified Type Size
B Desktop Terminal Services File folder
& Downloads [#» Component Services Shortcut 2KB
=l Recent places [ Computer Management Shortcut 2KB
fa# Defragment and Optimize Drives Shortcut 2KB
18 This PC (8] Event Viewer Shortcut 2KB
i Desktop &, isCS! Initiator Shortcut 2KB
“| Documents 2y Local Security Policy Shortcut 2KB
4 Downloads ﬁ ODBC Data Sources (32-bit) Shortcut 2KB
W Music ﬁ ODBC Data Sources (64-bit) Shortcut 2KB
=] Pictures {3 Performance Monitor Shortcut 2KB
B Videos (8) Resource Monitor Shortcut 2KB
i Local Disk (C:) T Security Configuration Shortcut 2kB
s Logs (V) [ Server Mana Shortcut 2KB
[} Services Shortcut 2KB
i Netwark & System Configuration Shortcut 2KB
(# System Information Shortcut 2KB
(2D Task Scheduler Shortcut 2k
rﬁ? Windows Firewall with Advanced Security Shortcut 2KB
(2Kl Windows Memery Diagnostic Shortcut 2KB
EF Windows PowerShell (x86) Shortcut 3KB
2% Windows PowerShell ISE (x86) Shortcut 2KB
(@} Windows PowerShell ISE Shortcut 2KB
(4] Windows Server Backup Shortcut 2KB
23items 1 item selected 1.13KB

7. Scroll down to the IPOCC Watchdog service. Select the IPOCC Watchdog
service and then click Stop.
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Help

G/ Hm »ounn

. Services (Local)

-

IPOCC Watchdog P:Iama Description Status Startup Type Log
-S'{:,\PDCC Statistic Generator Avaya IP Of.. Running  Manual Loc
Stop the service IPOCC Statistic Scheduler ~ Avaya IP Of.. Running  Manual Loc
Restart the service IPOCC Trace Server Avaya [P Of.. Running Automatic Loc
IPOCC UlSessionManager Avaya IP Of.. Running Manual Loc
Description: IPOCC UM ClientAdapter Avaya IP Of.. Running Manual Loc
Avaya [P Office Contact Center IPOCC UM ConfigServer Avaya IP Of.. Running  Manual Loc
:‘;ﬁf:i?fni“paw‘sas several #4 IPOCC UM DB-Server AvayalP Of.. Running Manusl Loc
% IPOCC UM LNA-Server Avaya IP Of.. Running  Manual Loc
% IPOCC UM POP3IMAP4 Clie... Avaya IP Of.. Running  Manual Loc
IPOCC UM Server Avaya IP Of.. Running Manual Loc
IPOCC UM SMTP Connector  Avaya IP Of... Running  Manual Loc
IPOCC UM Taskserver Avaya IP Of.. Running Manual Loc,
5 IPOCC UM TextTemplateSe.. Avaya [P Of.. Running  Manual Loc,

:%\PGCCVEA Avaya P Of..  Running  Manual Loc| =

IPOCC Watchdog Avaya P Of...
Psec Palicy Agent Internet Pra... Manual (Trig.. Net]
KDC Proxy Server service (K. KDC Proxy 5... Manual Net
KtmRm for Distributed Tran... Coordinates... Manual (Trig... Net
Link-Layer Topology Discov... Createsa N... Manual Loc

Running  Automatic Loc

Local Session Manager Core Windo... Running  Automatic Loc
Microsoft iSCS! Initiator Ser...  Manages In... Manual Loc

Microsoft Software Shadow... Manages so.. Manual Loc
2} Microsoft Storage Spaces 5. Host service... Manual et

2% Multimedia Class Scheduler  Enables rela... Running  Manual Loc
% Met.Tep Port Sharing Service  Provides abi... Disabled Loc
" Netlogon Maintains a ... Manual Loc
Metwork Access Protection ... The Metwor... Manual Net

i Network Connections Manages o... Manual Loc
:S_;'QNetwork Connectivity Assis... Provides Dir... Manual (Trig.. Loc
[ D

Extended /| Standard /

8. The IPOCC Watchdog service will be stopped.

Windows is attempting to stop the following service on Local Computer...

IPOCC Watchdog

9. This will be indicated by only the Start the Service link being available for this
service.
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Services - | o [
File Action View Help
s ez Hm »anwp
&4 Services (Local) O (Local)
1POCC Watchdog MName - Description Status Startup Type Log ~
- IPOCC Statistic Generator Avaya P Of... Manual Loc
Start the service 4 IPOCC Statistic Scheduler Avaya IP Of... Manual Loc
+IPOCC Trace Server Avaya [P Of.. Running  Automatic Loc
Description: - IPOCC UlSessionManager Avaya P Of... Manual Loc
Avaya P Office Contact Center % IPOCC UM ClientAdapter Avaya P Of... Manual Loc
Watchdog supervises several 2 IPOCC UM ConfigServer Avaya IP OF... Manual Loc
applications £ IPOCC UM DB-Server Avaya IP Of.. Manual Loc
S IPOCC UM LNA-Server Avaya P Of.., Manual Loc
™ %4 IPOCC UM POP3IMAPS Clie... Avaya IP Of... Manual Lec
S IPOCC UM Server Avaya P Of... Manual Loc
55 IPOCC UM SMTP Connector  Avaya IP Of... Manual Loc
S IPOCC UM Taskserver Avaya P Of... Manual Loc
S5 IPOCC UM TextTemplateSe..  Avaya [P Of... Manual Loc
IPOCCVEA Avaya P Of, IManual Loc =
. IPOCC Watchdog Avaya P Of... Automatic Loc
%% IPsec Policy Agent Internet Pro... Manual (Trig... MNet
% KDC Proxy Server service (K., KDC Proxy 5. Manual Met
. KtmRm for Distributed Tran... Coordinates... Manual (Trig... Met
+ Link-Layer Topology Discov... Createsa N... Manual Loc
+ Local Session Manager CoreWindo... Running  Automatic Loc
- Microsoft iSCSl Initiator Ser...  Manages In... Manual Loc
< Microsoft Software Shadow... Manages so... Manual Loc
+; Microsoft Storage Spaces 5. Host service.. Manual MNet
% Multimedia Class Scheduler  Enables rela...  Running  Manual Loc
% MNet.Tcp Port Sharing Service  Provides abi.., Disabled Loc
% Netlogon Maintains a ... Manual Loc
% Network Access Protection .. The Networ.., Manual Met
5 Network Connections Manages o... Manual Loc
% Network Connectivity Assis...  Provides Dir... Manual (Trig... Loc .
< m >
\B(tandad AStandard

10.0pen TTDisplay, the services will be stopped and the corresponding processes
in TT Console will be closed.

4 T 192‘168.4,
Recycle Bin File Extra View Window Help -
% ?gdurfssamk T TTraceDisplay - localhost | = | 5| * |
23 EMail File View Help
C3000 Admin (008) /IPOCC /0
Texttemplateadmin (010) / IPOCC /0 STANDARD
Texdtemplateserver (035) /IPOCC /0 e Host
Po @ 1: amniORE Naring Service IPOCC i
[ MonStal @208 IPOCC .
=1 System @3 ha IFOCC 4
@ 4 Tomeat IPOCC
@ 5 TRDE IPOCC 3
backup @ 5 MediaStoreDB IPOCC .
before ... @ B TaskSerMan IPOCC
@ 7 CHAP IPOCC
@ 8 IPOTaskserver IFOCC
@ 9 Avapa Chap Sync IPOCC
@10 Avapa VEA IFOCC
@11 chat IFOCC
@12 reconshr IFOCC
@13 Kemel IFOCC
@13 vectors IFOCC
@140 IFOCC
@ 15 Moritor IPOCE b
@15 Statistic IPOCC *
@15 TRS IPOCE '
@15 SessionManager IPOCC !
@ 15 Staten IPOCC
@ 15 StatS cheduler IFOCC
@16 ADE IFOCC
@17 cIkDB-Server IFOCC
@17 cIkLNA-Server IFOCC
@17 C3000 Server IFOCC
@ 17: UmConfigServer IPOCC
@17 UniT ackserver IPOCC p
@17 C3000 Client?dapter IFOCC
@17 SMTP Connector IPOCC
@17 FOP3IMAPA Client IPOCC
Display @17 TextTemplateServer IPOCC
@ 17 Fod CommandE xecuter IPOCC
@17 Aod Archis IPOCC '
@ 17: Rod Rodomat IPOCC
% = @17 Rod SchedulerServer IFOCC -
(7 @ 17. Rod Reposery IPOCC ’
Scheduler @18 Iad IPct
@ 180D IFOCC
@18 disk IFOCC 5
T T e T
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11.1f a hanging process is identified in TTConsole note the PID (Process
Identification Number) of the process displayed in left hand panel of TTConsole.

ar
File Extra View Window Help

| | Texttemplateserver (039) / IPOCC /0
|| UMRClientAdapter (036) / IPOCC /0
|| UmrConfigServer (034) / IPOCC /0
|| UMRTaskserver (035) /IPOCC /0

@

PADA AN ANty OV AP s

A. PID

12.Select the Window’s button and click on Task Manager.

Windows
PowerShell

_

Task Manager

e

Internet Explorer

13.The PID’s are displayed.
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File Opticns View

| Proceszes | Performance | Uzers | Details| Services

Mame PIoT Description

C",,‘g ChatTaskserver IPOCC Chat Taskserver
Qﬁ, hpgams HP Preliant Agentless Management Service
'%SysMgthp HP System Management Homepage

F 3 v h g, WA

14.Stop the process with PID’s that are displayed in TTConsole. In this example, the
ChatTaskserver process is still running.

File Options View
| Processes | Performance I Users I IJd.ailsl Services A
P 3
Name PI"  Description Status
Ig, ChatTaskserver 1848 IPOCC Chat Taskserver | Start Running
% hpgams 16 HP ProLiant Agentless Running
% SysMgmtHp 1384 HP System Managemenl | Rectart Running
% sysdown HP Proliant System Sh I Oven Servi Running
% ProLiantMonitor 1324 \ HP ProLiant Health Mo pen senvices Running
Search online
Go to details

Ly
i

File Extra View Window Help

_) AddressBook
3 ccul

iEWTmmsa} /1POCC /1848 |

L 1

Vo et il B 5.0 apeatt
A. Right click.
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15.Check in TTConsole that the process has stopped.

ar
File Exra View Window Help

|_) AddressBook
|3 ccul

Cha
E&arasksew (063) /IPOCC /1848 |
@

L WWEPRE W PR I X T e J“‘,

L 5 i il B et AL

|_1 System @

M-‘hj

EE] -
File Extra View Window Hel ‘.
1 4

|1 ccul 'é
o

4

L e~ " s P | gl hiitinn, | g

A. Before the Process has stopped
B. After the process has stopped.

18.0nce you have obtained the IP Office Contact Center 9.1.6 software, it is best
practice to copy the 9.1.6 software folder to the desktop of the IP Office Contact
Center server. A network share can also be used if required.

Recycle Bin IPOCC9.1.2...

HP Systemn
Manageme...
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19.0pen the Server folder.

Home Share View v @
| L » IPOCCS.1.27600.1505 2 » v & | | SearchPOCCS.127600.1506 2 P |
1} Favarites MName - Date modified Type Siz
B Desktop L 3rd_Pty SW 03/02/2015 06:51 File folder
| 1§ Downloads 1 Client 03/02/2015 06:52 File folder
ﬁ Recent places L CRM 09/02/2015 12:05 File folder
| Examples 03,02/2015 06:53 File folder
1% This PC " Manua/ 20/01/2015 07:06 File folder
hﬂ Desktop | Server 11,/02/2015 09:31 File folder
|| Dacuments L Utilities 03/02/2015 06:54 File folder
|18 Downloads || DVD contents 03/02/2015 06:35 Text Document
j Music

20.0pen the IP Office Contact Center folder.

Haome Share View hd ﬂ
y
(€ = 1| » IPOCCS127600.15062 » Server » v ¢ | | searchServer P
5} Favorites MNarme / Date modified Type Siz
B0 Desktop |h IP Office Contact Center 11/02/2015 09:31 File folder
j Downloads

“El Recent places

21.Double left click on the SetupWizard file.

Home Share Wiew b ﬂ
@ - 4 |_L| <« Server » IP Office Contact Center » v O ‘ ‘ Search IP Office Contact Center 2@ |
5':( Favorites Mame Date modified Type Siz
B Deskiop . Setups 11/02/201509:32 File folder
j Downloads license 07/01/2015 12:55 Rich Text Docume...
"5l Recent places SetupWizard p 09/02/2015 12:56 Application
@ veredist_xB4_2008 21/08/201418:22 Application
(M This PC @ weredist_x84_2010 13/05/2014 18:22 Application
._E Desktop @ veredist_xB6_2008 15/06/2011 09:45 Application
,_E Documents @ weredist_x86_2010 14/05/2014 0712 Application

-

22.Click the Update button.
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Do you want to update Avaya IP Office Contact Center?

The wizard checks the cument version. The installation or settings can not be changed.
Oy the installed compaonents are upgraded.

[w] lgnore setup emors and go on

http://support avaya.com

23.Enter the Password. (Password for the IP Office Contact Center PostgreSQL
Database. For example Administrator. This is the password defined when
installing the PostgreSQL database).

Settings for update

24.Click the Upgrade button.

IP Office Contact Center Maintenance 05 2016 231



IP Office Contact Center Maintenance

Settings for update

Property Value
=] Database System Administrator Login

Password sesssnnsssenns

User Administrator

25.The IP Office Contact Center upgrade will commence.

Updating components

@ PostgreS0OL 9.3 ® |PO Taskserser @ Unified Medi
@ Java Development Kit & Core @ Unified Medi
® Tomcat ® Additional & POP3 [haP:
I wfeblk & Monitaring & SMTP Canin
® omniDRE ® Stahistics ® Chat Taskse
® License Client ® SGServer ® Mediastore [
® Trace System ® Statistic Viewer @ Web Service
8 YWatchdog & YoiceContral @ Wallboard B
® Segzion Manager ® Addressbook Server D atabaze @ sger Interfac
® Databaze ® Addressboak Admin @ ‘weh UserIn
® Taskreporting D atabaze ® Unified Media D atabaze ® | andingPage
® CHaP ® Unified Media Archive Databaze

® “oice Extenzion Adapter ® Unified Media Server

<] m | >

[ |

| Finished | [ Cancel |

26.When the Upgrade has completed successfully, all of the updated components
will have a green icon adjacent to them.

Note: This process can take up to 25 minutes to complete.
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Updating components

® PostgreS0L 9.3 @ PO Taskserver @ Unified Medi
@ Java Development Kit @ Core @ Unified Medi
@ Tomcat ® Addtional @ POP3 IMaP:
@ ‘weblM @ Monitoring @ SMTP Conr
@ omniDRE @ Statistics @ Chat Taskse
@ License Client @ SGServer 8 Mediastore [
@ Trace System @ Statistic Viewer @ ‘Web Service
@ Waltchdog @ WoiceControl @ YWallboard By
@ Session Manager ® pddressbook Server Database @ User Interfac
@ Database @ Addressbook Adrmin @ YWebUserln
@ Taskreporting Database @ Unified Media Database @ LandingFagy
@ CHAP @ Unified Media Archive Database

@ Voice Extension Adapter @ Unified Medsa Server

<| m | >

Installation successfully finished.
Logfile: C:\Users\aD. \Mvaya |P Dffice Contact Center-Setupivizard_20150219T145729)ag

| Finished || Cancel

27.Click the Finished button.
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Updating components

O PostgreSOL 9.3 @ |PO Taskserver @ Unihied Medi
 Java Developrent Kit @ Core @ Unified Medi
@ Tomcat @ additional 2 POP3 IM&P:
B ‘weblM @ Monitaring @ SMTP Caonry
@ ommDRE @ Statiztics @ Chat Tazkze
@ Licenze Client B SGServer @ Mediastore
O Trace System 9 Stalistic Viewer 8 Web Service
8 ‘Watchdog @ YoiceControl 8 ‘wallboard B/
@ Session Manager @ Addresshook Server Database @ User Interfac
@ Databaze © Addrezzbook Admin @ Web UserIn
@ Taskreporting D atabase @ Unified Media Databaze @ LandingPags
@ CHAP @ Unified Media Archive Database

8 Voice Exterizion Adapher B Unified Media Server

<] |

Installation successfully finished.
Logfile: C:\UsershAD . Mvaya |P Office Contact Center-Setup | 20150219T145729 lag

| Fin | | Cancel |

28.You will be prompted that the server requires rebooting. Click OK.
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Updating components

@ PostgreS

@ 1I-a"n:uiv:a E stension Adapter

@ |PO Taskserver

8 Unified Media Server

<

Service
hoard B
Irterfac
Uzer In
dingFao:

Installation successfully finished.
Logfile: C:\Users\aD.. \dvapa IP Office Contact Center-S etupwizard_20150219T145729.lag

| Finizhed || Cancel |

29.Reboot the server. Click on the Windows button. Note: Make sure that any IP
Office Contact Center User Interfaces are closed down before the server is

rebooted.
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Scheduler
Client

A

Fdocc
User Interface

K

YC5peech...

|y

30.Then select the Power Options button and click Restart.

. .
Administrator an

Administrator

Disconnect

Shut down
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31.0nce the server has rebooted, log back into the server and open TTrace
Display.

Scheduler
Client

[docc

User Interface

&

VCSpeech...

32.The services will restart indicated by a green icon adjacent to each service.

7 TTraceDisplay - .. =12 [

File View Help

STANDARD

Process Hast
@ 1: omnidRB Maming ... IPOCC
@ 2DB IPOCC
@ Zna IPOCC
@ 4 Tomecat IPOCC
@ 5 TRDB IPOCC
@ B MediaStoeDE IPOCC
@ B TaskServMan IPOCC
@ 7. CHAP IPOCC
@ 8 IPOTaskserver IPOCC
@ 9 AvapaChapSync  IPOCC
@10 Avaya VEA IPOCC
@ 11: chat IPOCC
@ 12 reconstr IPOCC
@13 Kemel IPOCC
@13 wectors IPOCC
@14NC IPOCC
@ 15 Monitor IPOCC
@ 15; Statistic IPOCC
@15 TRS IPOCC
@ 15 SessionManager  IPOCC
@ 15 StatlGen IPOCC
@ 15 StatScheduler IPOCC
@16 ADB IPOCC
@ 17: cIkDB-Server IPOCC
@17 c3kLMA Server IPOCC
@ 17: C3000 Server IPOCC

@ 17: UmiConfigServer  IPOCC
@17 UmiT askserver IPOCC
@ 17: C3000 Clientéda...  IPOCC
@17: SMTP Connector  IPOCC
@ 17: POP3IMAPS Client  IPOCC
@ 17: TextTemplateSer..  IPOCC
@ 17: Rod CommandEx... IPOCC
@17: Rod Auchie IPOCC
@ 17: Rod Rodomat IPOCC
@ 17: Rod SchedulerSe.. IPOCC
@ 17: Rod Reposery IPOCC

@ 18: Tomeat WSt IPOCC

@ 18 Tomeat WeblI IPOCC

@19 lad IPOCC

@1%:0D IPOCC

@ 19 IPOCC Sync Ser.. IPOCC

@15 disk IPOCC
Ready
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33.Login to the IP Office Contact Center as an administrator on the server.

AVAYA

IP Office Contact Center

Usernarmne | Administrator vl Login

Password || | Exit

i

Telephone Extension | <MNone=

34.Click Help followed by Information.

A |IP Office Contact Center

File Goto |Help

Agent Ports *antents ( stern Service  WYindowes
I Imformation...
R L= 0 | |“‘-">
SHECHAP server | 3 vea

| @ Topic | [ﬁﬂgm group

.

35.The upgraded version of IP Office Contact Center will be displayed.

AVAYA

IP Office Contact Center Ul

“ersion:  91.3.20600.7600
Praoduct version:  9.1.2
Setup version:  9.1.7601.1506

Copyright 1995 - 2015 Avaya Inc
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Upgrading the IP Office Contact Center Agent Interface Client Software

Note: IP Office Contact Center 9.1.6 Windows client uses port 8443

1. The IP Office Contact Center Agent Interface client software can now be

upgraded.

2. Make a note of the current client software version.

AVAYA AVAYA

IP Office Contact Center Ul

IP Office Contact Center Ul

Product version: 9.1.0
Setup version:  9.0.3700.1422 Setup version:  9.1.1302.1440

Version:  90.1.18600.3700 Version:  91.2.19700.1300
Product version:  9.0.3 ————

Copyright 1995 - 2014 Avaya Inc

Copyright 1995 - 2014 Avaya Inc.

3. Then log out of the agent interface, as an upgrade is not possible if the agent’s
User Interface is running.

4. The client software is available from the Client Folder within the main IP Office
Contact Center 9.1.6 software suite.

LRI Client = | o [TxT
Home Share Wiew G
© = 4 |l » IPOCCON.2.76001506 2 » Client v ¢ | | Search Client o |
- Favori - Mame Date modified Type Sizy
- Favorites .
B Desktop ﬁ! Contact Center User Interface 05/02/2015 16:06 Windows Installer ...
& Downloads =

5. The client software is also available from the IP Office Contact Center
Administration Page. Click the Download link, select the IP Office Contact
Center Client link and download and save the application as required.
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IPOCC - Administration Si..

AVAYA

% EDSEEFC - Download  Certificate
' IP Office Contact Center Client
Download Logs \
IFP Office Contact Center Logs

O
Address Book [ Wi Logs [] Chat Logs
[] Core Logs [] Database Logs [] EMail Logs
[] IP Office Logs [ IVR Logs [] Server Logs
[] Opfional Logs [ system Logs [] CRM Logs
[] WebServices Logs [] Landing Page Logs [] Web Ul Logs
[] Wallboard Logs [] Test Logs

Do you want to save Contact Center User Interface.MSI (52.1 ME) from ipocc? Save |¥ Cancel *

6. Save the client to the server’s desktop.

1
Iy

Contact
Center User
Interface.msi

7. Double click on the Installer file.

SR Ciient = | =
m Home Share View v ﬁ

"{_I -1 [  » Ipoccg-ll-z-?m-"s%_z » Client v O | Search Client 2 .
- 'l"‘l - 4 ifi Y i7s
i Favorites ame Date modified Type 5
Bl Desktop ]5J Contact Center User Interface 05/02/2015 16:06 Windows Installer ...

& Downloads

£ Recent places

8. A notification window is displayed, stated that the User Interface will be
upgraded. Click Next.
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AVAYA

IP Office Contact Center
User Interface

The setup will upgrade User Interface to version
9.1.7601,1506.

Click Next to continue or Cancel to exit the setup.

N

9. Click the Upgrade button.

S—— AVAYA

Cldtl&ipo'adebbemﬁ\ewadebverdons.l.ml.lsos.CIdtCmodhoe:dthe
wizard.

10.The upgrade will proceed.
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-
ﬁ! User Interface - Setup

Installing User Interface

AVAYA

Flease wait while the Setup installs User Interface.

Status:  Copying new files
——————

Back

11.Click the Finish button.

-
ﬁ! User Interface - Setup

AVAYA

IP Office Contact Center
User Interface
|User Interface successfully installed.

Click the Finish button to exit the setup.

Back Cancel

12.Log back into the User interface.
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AVAYA

IP Office Contact Center

Telephone Extension 2111 -

13.Click Help followed by Information.

14.The upgraded software version is displayed which can be compared with the pre
upgrade software release.

AVAYA

IP Office Contact Center Ul

Yergsion:  91.3.20600.7600
Froduct version:  9.1.2
Setup version:  9.1.7601.1506

Copyright 1995 - 2015 A
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How to Disable the IP Office Contact Center Auto Sync Service

This operation maybe required to investigate why some configuration parameters from
IP Office Contact Centre or IP Office are not synchronized.

1. Click the PBX tab.

A IP Office Contact Center

Eile Goto Help 0:04/ 0:00 Administrator (-)

Agent Portal

Supervision RV | <an v|
Administration
@ | @ Topic | B Agent group | £ Agent | £2 Profile | EDTeam | ER1Customer 7 Exdemal destination ]
LS & Country (g Queue device = Telephone (#5 Telephone group & Chat serv & Chat script
ol &
&) Workplace ] 49 Announcement ] @Prnounoement script ] @IVH ] E Break Time code FEPBX ZECHAP server | G VEA }

'.é' Name Abbrev.  Location ]

PBXServer

2. Click PBXServer and select the Edit... button.

A |P Office Contact Center

File Goto Help 0:04/ 0:00 Administrator (-)

Agent Portal Configuration System Service Windows Help

Supervision | View: \(Aﬂ) V‘

Administration

& S @ ] @ Topic ] [ﬁAgen( group | 3 Agent | {2 Profile | QTeam | [EZ) Customer | 7' Bxtemal destination ]
€ Country | € Queue device | ¢= Telephone | ¢ Telephone group | B Chat server % Chat script |
& Workplace | 3 Amnouncement | [ Announcement scipt | PIVR | B Bresk Tmecode  3€PBX l?__CCHAP sever | 3GVEA |

‘ Name o5l Abbrev. Location r Ed...
PBXServer
Create...

3. Click the Conf access ... button.
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Name: [Fose: Toper [ IPOffice vl [ ok ]

Abbreviation: | ersion: |H9.1 2 V|

Laocation: | Uzername:; | | Settingz...
Calor: ‘ | Passward | seeessssese | [Ext tunk lne..

Access codeto Connect, to - Access codef..  Connech f.. Change...

=[] Access to Contact Center

Task zerver: |T5_IF'EI_IF'E|5EF'ri | | Edit... Access code for PE: access. ..

Dialer:

CSTA trace pork: |BEE6 Ancess cods for
external DutCC:

A Access code for
[ PB deactivated ererrial DU

Access for address
book server:

4. Click the Delete button.

Password: | ssscecscnse

spcnens e

5. Click the OK button to return.
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internal QutCL:
Access for address

ZE PEX Configuration - Edit
M arne: |F'I:IEEEF'ri | Tupe: | IPDffice W | ]4 |
Ahbreviation: | | Wersion: | R91.2
Location: | | / S lflias
Calor: || | v‘ Password | ......".G | Ext tunk line.
PE dccess codeto Connect. to A?(:Dde f..  Connect f.. Change...
= || Access to Contact Center
Tazk server TS_IPO_IPOSEP || Edit Access code for | ‘ | PE access. |
Dialer:
E55E Access code for I:I
external OutCC:
(] PBi deactivated Access cods for I:I Conf, access ...

book, server:

6. The Auto sync has now been disabled

A |IP Office Contact Center

File Goto Help

Configuration  System

Service  Windows Help

0:07/ 0:00 ‘ ‘

Administrator (-} ¥

Wi

| <Al

IP Office Contact Center Maintenance

GD ] eTopic ] !ﬁﬂgen{ group ] .ﬂ Agent ] 41 Profile 1 @Team ] [E3] Customer ] ' Extemal destination
*Country ] (4 Queue device ] = Telephone ] ETelephone group ] %Chat server ] 9&.[1131 script
&L, Workplace ] 43 Announcement ] [ Announcement script I & VR ] B Break Time code SEPBX GCHAP SETVer ] FEVEA
Name Abbrev. Location Edit...
PBXServer
...

05 2016

l

246



IP Office Contact Center Maintenance

How to Enable the IP Office Contact Center Auto Sync Service

If an IP Office Contact Center system has been upgraded to version 9.1.6 FP, the Auto
Sync service will be disabled. To enable Auto Sync:

1. Click the PBX tab.

A IP Office Contact Center

Eile Goto Help 0:04/ 0:00 Administrator (-)

Agent Portal

Supervision RV | <an v|
Administration

@ | @ Topic | B Agent group | £ Agent | £2 Profile | EDTeam | ER1Customer 7 Exdemal destination ]

m{:} < Country | €8 Queue device | e Telephone | @S Telephone group | TaChat serv | %aChat scrpt |

&) Workplace ] 49 Announcement ] @Prnounoement script ] @IVH ] E Break Time code FEPBX ZECHAP server | G VEA }

'.é' Name Abbrev.  Location ]

PBXServer

2. Click PBXServer and select the Edit... button.

A |P Office Contact Center

File Goto Help 0:04/ 0:00 Administrator (-)

Agent Portal Configuration System Service Windows Help

Supervision | View: \(Aﬂ) V‘

Administration

@ ] @ Topic ] [ﬁAgen( group | 3 Agent | {2 Profile | QTeam | [EZ) Customer | 7' Bxtemal destination ]
€ Country | € Queue device | ¢= Telephone | ¢ Telephone group | B Chat server % Chat script |
& Workplace | 3 Amnouncement | [ Announcement scipt | PIVR | B Bresk Tmecode  3€PBX l?__CCHAP sever | 3GVEA |

‘ Name o5l Abbrev. Location r Ed...
PBXServer
Create...

3. Click the Conf access ... button.
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28 PBX Configuration - Edit -
Narme: IF'IZIEiEF'ri | Type: | IPOffice vl [ ok ]
Abbreviation, | | Veson  [Ra1.2 v|
Location: | | Settings...

Color: | | w Paszword | S0 | |E:-:t. trunk line...

PEX Accezzcode to Connect to Acceszeoodef.. Connect, £ Change. ..

= |%f| Access to Contact Center

Tazk zerver: T5_IPO_IPOSEF | | Edit . Access code for | PE* access

Drialer:
FEER Access code far
external OutCC:
PR deactivated Access code for

L] sasivaE internal QutZC:
Access for address
book, zerver: \—I

4. Enter the IP Address of the IP Office System in the IP address: field

€ IPOffice Sync Configuration -

PN IPOSEFTi | | arc |
Delete

IF address: 192 . 168 . 42 . 5
Cancel

Port: 8443

User: | | |

Password: | |

Sync Interval: 0:00:00 {dd:hh:mm)

Enter the port number (7070 for Server Edition or 8443 for 500v2)

Enter the User name of the xxxxx in the User: field. (This is the Account created for
Auto Sync, See the Installation Task Based Guide for more information).

Enter the password of the xxxxx in the Password field.
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Enter the Sync Interval in the Sync Interval: field.
Click the OK button.

5. Click the OK button to return.

> PBX Configuration - Edit -

MName: PEXServer] Type: [IFDIi\ce v I

Abbreviation: Version:
Location: S
Color: Password 00000000000 Ext. tunk line...

. ]

’F‘BX Accesscodeto  Connect to Accesscodef.. Connect f.. Change

= [w] Access to Contact Center

Task server: TS_IPO_PBXServer Edit... Access code for
| . [
5556 Access code for [:l
extemal OutCC: =
1P oot ol [
Access for address
book server:

6. The Auto sync has now been enabled

A |IP Office Contact Center

File Goto Help 0:07/ 0:00 H Administrator (-)

Agent Portal Configuration  System  Service Windows Help

View: | <l v |

@ ] @ Topic ] [ﬁﬂgem aroup ] ¥ Agent ] 43 Profile } @Team ] [E3] Customer ] ' Extemal destination ]
*Country ] (4 Queue device ] = Telephone ] ETelephone group ] %Chat server ] 9&.[1131 script ]

&L Workplace ] 49 Announcement ] @Announcement script I @IVR ] P, Break Time code SEPBX GCHAP server ] G VEA

Name Abbrev. Location Edit...
PBXServer
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How to change the IP Office Contact Center SIP Extension while using Auto Sync

If you are required to change the IP Office Contact Center SIP Extension, it is
necessary to determine whether you are using Auto-Sync between the IP Office and the
IP Office Contact Center.

If Auto Sync is being used, you can follow the steps below to change the SIP extension
that is required for the IP Office Contact Center.

1. Login to IP Office contact Center with Administrator and choose Administration
— Administration tools.

A P Office Contact Center
File Goto Help 15:42/7 0:00 | | @ Administrator (-} ¥

Agent Portal

Supervision RV l Al

Administration

&, Workplace | §3 Announcement | [ Announcement script | & VR | B Break Time code | 2€PBX | FECHAP server | 2Gvea
@ Country | € Queue device | 33 Telephone ! S Telephone group [ Y% Chat server | % Chat script
G)) QToplc ImAgerlngp I Q Agent | Q Profile | @Team | [EZ) Customer | 7' Exdemal destination

Té  Emal Chat Number Active PBX Emad address |
X 7001 X PBXServer

Administrator (-)

Supervision | View: | <Al v|
Administration )
@ Courtry | CgF Queue device | =3 Telephone | 5 Telephone group | T Chat server | & Chat script |
ﬁ{} ® | @Tope | HpAgertoo | @Aget | {iPoiie | E)Team | ECutomer | Of Bdemaldestraton |
& Wokplace | 49 Announcement | [@) Announcement script | gPwr | B Break Time code | sgpex Gvea |
aEm Name Host name Sessionld Starting time Version Edt .
ﬁ CHAP ipocc 0 31/03/2015 16:02:18 91.3.2.8200 (91.6.6.8200)

3. Choose the CHAP option and then select the Edit button.

IP Office Contact Center Maintenance 05 2016 250



IP Office Contact Center Maintenance

ct Center

15:46 / 0:00 Administrator (-}

Lk . View: | <Al v|
-I'JI"‘H ' “Country ‘ EgFQueue device | 0=} Telephone I ﬁTelephone group l T Chat server I & Chat script I
ﬁ{} ® | @Topc | BAgentgoy | @Agert | fProfie | §9Teem  |ECwstomer | o Exemaldesination |
& Workplace | J3 Announcement | Ptmmment script | @IVR | 3 Break Time code | S3€PBX FECHAP server lﬁVEA |
nEm Name Host name Sessionld Starting time Version |
ol | poce 0 31/03/2015 160218 91328200 me.e.azgnq
4. Choose CHAP adapter.
s [CHAP] CHAP - Edit =
General | CHAP adapter | Properties | [ |
_ Cancel |
Narme: | S |
Hostname: [ Ipoce |

5. Choose IPO-SIPEXT-IP-1 and then select the Edit button.
RS [CHAP] CHAP - Edit
General CHAP adapter ]Frnperﬁes]

Narme Type Information Cancel
+ IPO-SIPEXT-IP-1 IPO-SIPEXT-IP IPOffice SIP Extension

i

Create

L
i

6. Choose the CHAP adapter line tab.

@ [CHAP adapter] IPO-SIPEXT-IP-1 - Edit

General |CHAP adapter line | CHAP application resource ] Properties ]

i

Cancel

Nome:  [EEIEREEE |

Type: | IPO-SIPEXT-IP |

7. Choose the CHAP adapter line and then select the Edit button.
® [CHAP adapter] IPO-SIPEXT-IP-1 - Edit

General CHAP adapter line |cmpappicaﬁon:esmce | Properties |

.SIP... Range of call number /s Mu...  Information
6995  7000-7099; 70000-70059;80000... 120 Topics and Queue Devices

JU
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8. Change the SIP Extension to the new number and then select the OK button.

Avaya CIE

Range of call number /s
Start number

9. Choose the OK button.

General CHAP adapter ine | CHAP appiication resource | Properties |

SIP ... Range of call number /s Mu...  Information
6000  7000-7099;70000-70059;80000... 120 Topics and Queue Devices

i

10.Choose the OK button.

General CHAP adapter | Propertes |
Mame Type Information .:;"'E.
« IPQ-SIPEXT-IP-1 IPO-SIPEXT-IP IPOffice SIP Extension

11.The new change can be seen in TTrace IPO - IpoSyncService
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09:31:16.422 TC_ General Syncing Contact center user

09:31:18.113 TC_ General 5IP extension addded successfully with guid =B2T701380EZET711DDEAB36&C3BESATCC3C
09:31:21.918 TC_ General CCntact center user is updated with new extension =6000

09:31:21.920 TC_ General Syncing shortcodes data if any changes

09:31:23.645 TC_General Added Shortcode TOXX

09:31:30.891 TC General Heartbeat Check : IPC is Reachable.

09:31:52.038 TC_General SMAClientConnector.onMessage () Received notiffication... <?xml wversion="1.0" enc
09:31:52.355 TC_Error Exception occured while getting user: java.lang.NullPointerException
09:31:52.355 TC_General User added is not of type IPCCC Agent. Hence ignoring

09:33:00.957 TC_General Heartbeat Check : IPC is Reachable.

12.The new short code can now be viewed in IP Office Manager — Solution —
Short Code.

File Edit View Tools Help

AE-dHAREL v S BE,

* Solution - Short Code

-R BOOTP (5) I.. Code Telephone Number  Feature Line GroupID  ~Ji| gpon Code

¢/ Operator (3) X< T0XX 6000]>>. |DialE.. ©

<% Solution %< 70K 6999]>>. DialE.. 0 Code Y
*9g. "edit_messages” Voice... 0
*70 Gll.. 0
*5T"N# N Forw.. 0 Telephone Number
*53°Ng N GallP.. 0 Sh T
*52 Clear... 0 Locale :I
31 Forw... 0 Force Account Code O
*50 Forw.. 0
40 Voice Force Authorization Code []

d to delete the old short"bgde. Choose the old short code.

File Edit View Tools Help

A5 -dH EEEA v SBE,

 Solution ~ Short Code - T0XX

.. Code Telephone Number  Feature Line GroupID |~ li| ¢pon Code

%< T0XX 6000]>>. DialE.. ©

B3 < 70XX 6990]>>. |pialE.. © Code E

< 00 “edit_messages"” Voice.. 0

%< 70 Call... ©

< 5TNE N Forw.. 0 Telephone Number

%< T3NS N CallP.. 0 Sl Hnetroue

%< *52 Clear... 0 Locale |:|
*

B < 51 kel Force Account Code O

< *50 Forw.. 0

X< 49 Voice.. 0 Force Authorization Code [ ]

14.Choose Edit and then select Delete. The old short code will be deleted.

File | Edit | View Tools Help

Cut
Copy

= 'BE,

7 - B
ETREET = 100G DialBxin i - X v <
; R g Code Telephone Number Feature Line GroupID A 1| gp o Code
4% Operator (3) 6000>>. Dial E.. 0
= Solution i X 6999>>. 0 Code
. | g”'(6)1 %< *99; “edit_messages”  Voice.. 0 * This Short Code is
i z s;::Pé:de(.;s) < *70 Call.. 0 common to all systems.
£ Time Profile(0) X< 55 Stam.. 0
&m Account Code(0) X< *5IN2 N CallP... 0 = Telephone Number
i@ Location(0) e
- IPOSEPH X< *51 Forw.. 0
o Fowe. 0 Locale [+
< %49 Voice... 0 Force Account Code M
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15.The new SIP extension can now be seen in IP Office Manager — Solution —

Primary- Extension. You can also check the Device type shows Avaya IP

Office Contact Center.

File Edit View Tools Help

LE-d AEEA v - BE,

* IPOSEPri = Extension - 11205 6000

& BOOTP (5) Id Extension Module Port
~i# Operator (3) ", 11200 6999 0 0
=% Solution 11201 3111 0
"'. g“’“i:n 11202 2111 0 0
roupl
8% Short Code (45) 11203 2112 0 0
e Directory(0) 11204 41110 0
-7 Time Profile{0) ™= 11205 6000 0 0

Account Code(0)
3 User Rights{%)
-~ Location(0)
== IPOSEPri
%% System (1)
7 Line (0)
~=2 Control Unit (9)
4 Bxtension (6)

Extn VolP

Extension Id
Base Extension

Caller Display Type

I Reset Volume After Calls

Device Type

Location

Module

l User (7)

[ S NSRRI LY

16.We now need to delete the old SIP Extension.

File Edit View Tools Help

Ls-d IE@EA v 2 EBE,

~ IPOSEPri = Extension * 11200 6999
R BOOTP (5)

¢ Operator (3) : 11200 6999 0 D

%2 Solution -, 11201 3111 0 0

" g‘"“‘:“ w1202 2111 0 0

- roup

9% Short Code (45) 11203 2112 0 0

Directory(0) 11204 4111 0 0

) Time Profile(0) 11205 6000 0 0

-&@ Account Code(0)
5 UserRights(s)

- Location(0)
IPOSEPri

System (1)

1 Line (0)
Control Unit (3)
Extension (6)
User (7)

Y

Port

Extn VolP

lA\rﬂya IP Office Contact Center

IAutomatic

Pl
P

Choose the old SIP extension.

Extension Id
Base Extension

Caller Display Type
Reset Volume After Calls

Device Type

Location
Module

Port

17.Choose Edit and then select Delete.

Ctrl+X
Ctrd+C
Ctrl+V

= 11200 6999

Extension Medule Port

~ 11201 3111
i User®) 11202 2111

0
¥ Group(1) ¢
. roup!

-BX Short Code (43) wiiae 2112 :
0

-2m Directory(0) 11204 4111
7 Time Profile(0) ", 11205 6000
Account Code(0)
5 User Rights(9)
| Location(0)
=% IPOSEPri

% System (1)
~£7 Line (0)
~<= Control Unit (9)
4 Extension (6)
-4 User(n

IP Office Contact Center Maintenance

[E SiP Extension: 112006989 s ) X v <

Extn I VolP |

E

O
‘ [Unknown SIP device

| Automatic

Pl
P

Extension Id

Base Extension

Caller Display Type
Reset Volume After Calls

Device Type

Location

Meodule

Port

[11200

[ss0

On

O

‘ Unknown SIP device

[Automatic

]
(|

L
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18.Choose the Save button.

File Edit View Tools Help
s HEEEL v - B@E,
* IPOSEPri - 112013111
& BOOTP (5) Id Extension Module Port
¢ Operator (3) 11201 3111 0 0
=530 Selutien 11202 2111 0 0
11203 2112 0 0
11204 4111 0 0
;11205 6000 0 0

19.Choose the OK to confirm.

Etn | volP

Extension Id [11201

Base Extension [3m

Caller Display Type On

Reset Volume After Calls O

Device Type * Unknown SIP device
Location | Automatic

Module D

o]

Sellzect IP Office Change Mode RebootTime Ecr:r:glng Call E::ﬁg::m Ca E{::Ls Progress
» IPOSEPi Merge [v]11:26 [ O O | @ ™

20.You can now place a test call to one of your topic to test the change.
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Uninstalling 9.1.6 Software

If required after consulting Avaya support, the IP Office Contact Center software can be
uninstalled. The first step in this process is to stop the IP Office Contact Center

services.

1. From the Windows menu click Run.

Search
| Run |

Shut dowen or sigh out L

Desktop

2. In the open field type services.msc and then click the OK button.
Run -

= Type the name of a program, folder, document, or Internet
resource, and Windows will open it for you.

4

Open: | NN y

%' This task will be created with administrative privileges,

\
T\‘ oK ‘ l Cancel ‘ ‘ Browse... ‘

3. Select the IPOCC Watchdog service and then click to Stop the service.
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File Action ‘iew Help

Y IEEEEN R

0, Services (Local)

IPOCC Wat

Stop the service
Restart the service

Description:

Avaya IP Office Contact Center
Watchdog supervises several
applications

’4 Internet Explarer ETW Colle...
1P Helper
2 IPOCE Address Book Server

-

Narne

CEIPOCC CHAP Server

5 IPOCC CHAP synchronizer
Z4IPOCC Chat Taskserver
24IPOCC omniORE

24IPOCC Rod Archie

24IPOCC Rod CommandExec...
£51POCC Rod Reposery

Z5IPOCC Rod Rodomat
4 IPOCC Rod SchedulerServer
5 IPOCC Statistic Generator

L5 IPOCC Statistic Scheduler
(5 IPOCC Trace Server
fLIpocc UlSessionbdanager
[ IPOCC UM ClientAdapter
ZLIPOCC UM DB-Server
CLIPOCC UM LNA-Server

CLIPOCC UM POP3IMAPA Clie...
5 IPOCC UM Server

5 IPOCC UM SMTP Connector
£3IPOCC UM TextTemplateSe...

£ IPOCE UM UriConfigServer
5 IPOCC UM UMRTasksenver
£5IPOCC VEA

IPOCC Watchdog
i IPsec Policw Aaent

Description

ETW Collect...
Provides tu...

Auvaya IPOf..
Byvaya IPOf..
Awvaya IPOf..
Avaya P Of..
Avaya IPOf..
Avaya P Of..
Avaya P Of..
Avaya P Of..
Avaya P Of.
Avaya IPOf..
Auvaya IPOf..
Byvaya IPOf..
Ayvaya IPOf..
Busaya IPOf..
Avaya P Of..
Avaya P Of..
Avaya P Of..
Avaya P Of..
Avaya P Of..
Avaya IPOf.
Avaya IPOf..
Aysaya IPOf..
Bysaya IPOf..
Buaya P Of..
Avaya IP Of..
Internet Pro...

Status

Running
Running
Running
Running
Running
Running
Running
Running
Running
Running
Running
Running

Running
Running
Running
Running
Running
Running
Running
Running
Running
Running
Running
Running
Running
Runnina

4. The Service Control window is displayed, as the services are closed down.

YWindows iz attempting ko stop the following service on Local Computer...

IPOCC W atchdog

Startup Type
Manual
Autornatic
Manual
Manual
Manual
Manual
Manual
Manual
Manual
Manual
Manual
Manual
Manual
Manual
Automatic
Manual
Manual
Manual
Manual
Manual
Manual
Manual
Manual
Manual
Manual
Manual

Automatic

Manual (Tria..,

Log ~
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc
Loc

Met

5. The Services are stopped, which is indicated by the word Running no longer
being displayed. The backup process can now proceed.

. IPOCC VEA
1IPOCC Watchdog

Avaya IP Of...
Avaya IP Of...

Manual Loc

Autornatic

-ﬁlPsecPulicyﬂgent Internet Pro... Running  Manual (Trig... MNet
| €% KN Draws Cansar camdica O KT Deavas & hd szl Mot

6. The IPOCC Trace Server must now be stopped. Click the Stop button.
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ble.Artion = View ; 1ip. i
esmDe s Bm ofuln e
4 Services (Local) | [N oc (1

IPOCC Trace Server Name 3 Description  Status Statup Type  LogOnAs
4 HP AMS Storage Service HP AMS Sto.. Running Automatic Local Syste...

Stop the service 4 HP ProLiant Agentless Man_. Providesil. Running  Automatic Local Syste...

Bestart the service 52 HP ProLiant Health M Monitorthe. Running  Automats Local Syste..
4, HP ProLiant System Shutdo... Shuts down., Running  Automatic Local Syste...

Description: 4 HP Srart Array SAS/SATAE.. TheHP Sm.. Running  Automatic Local Syste...

Avaya IP Office Contact Center Trace 7 HP System Management M., The MP Syst_ Running  Automatic Local Syste...

Syitem £ Human Intedface Device Ser... Activates an... Manual (Trig.. Local Syste...
7 Hyper-V Data Exchange Ser... Provides s .. Manual (Trig... Local Syste...
4 Hyper-V Guest Service Inter.. Provides an ... Manual (Trig... Local Syste...
o Hyper-V Guest Shutdown S...  Providesa ... Manual (Trig.. Local Syste...
i Hyper-V Heartbeat Service  Monitors th.., Manual (Trig.. Local Syste...
CJ Hyper-V Remote Desktop Vi Provides a p... Manual (Trig... Local Syste...
i Hyper-V Time Synchronizat... Synchroni Manual (Trig... Local Service
4 Hyper-V Volume Shadow C..  Coordinat, Manual (Tng... Local Syste...
4 IKE and AuthiP IPsec Keying... The IKEEXT .., Manual (Trig... Local Syste...
7 Interactive Services Detection Enables use.. Manual Local Syste...
. Internet Connection Sharin... Provides ne. Disabled Local Syste...
“4 Internet Explorer ETW Colle.. ETW Collect... Manual Local Syste...
4 IP Helper Providestu.. R g A at Local Syste...
5 IPOCC Address Book Server  Avaya 1P Of, Manual Local Syste...
25 IPOCC Chat Taskserver Avays P Of Manual Local Syste...
% IPOCC PostgreSQL 9.3 AvayaP Of... Running Automatic Local Syste...
. IPOC istic Generato “
24 IPOCC UM LNA-Server Avaya 1P OF., Manual Local Syste..
4 IPOCC VEA Avaya IP Of Manual Local Syste...

7. Check that the IPOCC PostgresSQL 9.3 service is running.

Hle. Adion View Hep
e Dcz Em »enw
1, Services (Local)

IPOCC PostgreSQL 9.3

Stop the service
Pause the service
Restart the service

Description:
Avaya IP Office Contact Center
PostgreSQL

T e

-

Name Description  Status Startup Type  LogOnAs
24 1POCC Address Book Server  Avaya IP Of... Manual Local Syste...
4 1POCC CHAP Server Avaya IP Of... Manual Local Syste...
% 1POCC CHAP synchronizer ~ Avaya IP Of... Manual Local Syste...
£41POCC Chat Taskserver Avaya IP Of Manual Local Syste...
& i Manual L

Q IPOCC PostgreSQL 9.3 Avaya P Of.. Running Automatic Local Syste..

= Manual Toc. =
4 1POCC Rod CommandExec... Avaya IP Of... Manual Local Syste...
£ 1POCC Rod Reposerv Avaya IP Of... Manual Local Syste...
£41POCC Rod Rodomat Avaya IP Of... Manual Local Syste...
4 1POCC Rod SchedulerServer ~ Avaya IP Of... Manual Local Syste...
4 IPOCC Statistic Generator Avaya IP Of... Manual Local Syste...
4 IPOCC Statistic Scheduler Avaya IP Of... Manual Local Syste...

8. Click the Windows icon.
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S5 s A N

9. Click Control Panel.

. »

A

=

Control Panel

10.Click the Uninstall a program link.
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3 Control Panel [=To

T |8 » Control Panel » v & ||searc ntrol Pane p
Adjust your computer’s settings Viewby: Category ~

' System and SECL”R‘,' et User Accounts
5 Review < t 3 %
6 % % - ‘% ¥ Change account type

Appearance
Network and Internet P

deskt
-

Creen res

B Clock, Language, and Region

language

/ Hardware
* View

es and printers

he time and

Change date, time, of number for

=3 Programs

{ Goners oo ] cos NG
L% . ase Of ACCess
&7 %Y Turn Windows festures on or off X :

11.Individually uninstall all IP Office Contact Center xxx programs except IP
Office Contact Center PostgreSQL 9.3

Programs and Features o [

Search Programs and Features @ |

:(-) - t ‘ » Control Panel » Programs » Programs and Features v O‘

Control Panel Home .
Uninstall or change a program

View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.
Turn Windows features on or
off Organize - Change  Repair -
Mame ol Publisher Installed On  Size Version ~
EIP Office Contact Center Additional Avaya Inc. 23/03/2015 242MEB  9.1.8200.1512
IP Office Contact Center Addresshook Admin x64 Avaya Inc. 23/03/2015 127MB  9.1.8200.1512
IP Office Contact Center Addressbook Server Database  Avaya Inc. 23/03/2013 174MB  9.1.8200.1512
IP Office Contact Center CHAP x64 Avaya Inc. 23/03/2015 336MB 9182001512
IP Office Contact Center Chat Taskserver x64 Avaya Inc. 23/03/2015 183 MB  9.1.8200.1512
IP Office Contact Center Core Avaya Inc. 23/03/2015 186 MB  9.1.8200.1512
IP Office Contact Center Database Avaya Inc. 23/03/2015 363MB  9.1.8200.1512
IP Office Contact Center IPO Taskserver x64 Avaya Inc. 23/03/2013 29.6MB  9.1.8201.1512
IP Office Contact Center Java Development Kit x64 Avaya Inc. 23/03/2015 146 MB  9.1.8200.1512
IP Office Contact Center LandingPage x64 Avaya Inc. 23/03/2015 382MB  9.1.8203.1512
IP Office Contact Center License Client x64 Avaya Inc. 23/03/2015 350MB  9.1.8200.1512
IP Office Contact Center Mediastore Database Avaya Inc. 23/03/2015 821MB  9.1.8200.1512
IP Office Contact Center Monitoring Avaya Inc. 23/03/2015 10.7ME  9.1.8200.1512
IP Office Contact Center omniORE Avaya Inc. 23/03/2015 380MB 9182001512
ELP Office Contact Center POP3 IMAP4 Client Avaya Inc. 23/03/2015 104MEB  9.1.8200.1512
IP Office Contact Center PostgreS0L 9.3 Avaya Inc. 23/03/2015 95.3MB  9.1.8200.1512
[IEXTF Office Contact Center Session Manager <64 Fvaya Inc. 23/03/2015 691 MB  0.1.8200.1512
PN 1P Office Contact Center SGServer x64 Avaya Inc. 23/03/2015 131 ME  9.1.8200.1512
IP Office Contact Center SMTP Connector Avaya Inc, 23/03/2015 123MB  9.1.8200.1512
IP Office Contact Center Statistic Viewer x64 Avaya Inc. 23/03/2015 43.3MB  9.1.8201.1512
IP Office Contact Center Statistics Avaya Inc. 23/03/2015 17.9MB  9.1.8200.1512 | =
IP Office Contact Center Taskreporting Database Avaya Inc. 23/03/2015 841MB  9.1.8200.1512
IP Office Contact Center Tomeat WWW x64 Avaya Inc. 23/03/2015 773MB  9.1.8201.1512
IP Office Contact Center Tomcat %64 Avaya Inc. 23/03/2015 23.3MB  9.1.8201.1512
IP Office Contact Center Trace System Avaya Inc. 23/03/2015 599 MB  9.1.8200.1512
IP Office Contact Center Unified Media Archive Datab... Avaya Inc. 23/03/2015 120KB 9.1.8200.1512
IP Office Contact Center Unified Media Archiving x84 Avaya Inc. 23/03/2015 247MB  9.1.8200.1512
IP Office Contact Center Unified Media Database Avaya Inc. 23/03/2015 17.5MB  9.1.8200.1512
[EIP Office Contact Center Unified Media Server x64 Avaya Inc. : 23/03/2015 62.0MB  9.1.8200.1512
IP Office Contact Center Unified Media WebApps x84 Avaya Inc. 23/03/2013 23.6MB  9.1.8200.1512
IP Office Contact Center User Interface Avaya Inc. 23/03/2015 178 MB  9.1.8200.1512
IP Office Contact Center Voice Extension Adapterx64  Avaya Inc. 23/03/2015 17.2MB  9.1.8200.1512
IP Office Contact Center VoiceCentrol Avaya Inc. 23/03/2015 30.2MEB  9.1.8200.1512
IP Office Contact Center Wallboard Broker x64 Avaya Inc. 23/03/2015 76.9MB  9.1.8200.1512
IP Office Contact Center Watchdog Avaya Inc. 23/03/2013 432MB  9.1.8200.1512
IP Office Contact Center Web Service Collection x84 Avaya Inc. 23/03/2015 177 MB  9.1.8201.1512
IP Office Contact Center Web User Interface 164 Avaya Inc. 23/03/2015 564 MB  9.1.8203.1512
ELP Office Contact Center WebLM x64 Avaya Inc. 23/03/2015 3.69 MB  9.1.8200.1312
[ Matrox Graphics Software (remove only) Matrox Graphics Inc. 18/05/2014 4115
L:‘.h.,,,,,mf, e ARAR O dalallo EAOnAN Ak PSSt Adsnzanda 479 man_an anTan siea
Avaya Inc. Product version:  9.1.8200.1512 Suppoert link:  http://www.avaya.com
Help link: ~https/fwww.avaya.co... Sizer 620 MB

12.0nce all of the other IP Office programs have been uninstalled, the IP Office
Contact Center PostgreSQL 9.3 program can be uninstalled.
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= Programs and Features - [o|m]

(-:l * 1 ||f} » Control Panel » Programs » Programs and Features v C;| | Search Programs and Features @ |

Control Panel Home .
Uninstall or change a program

View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or Repair,
'f‘:;' Turn Windows features on or
rganize v ninsta ange epair ==
off Organi Uninstall | Change Repai (7]
MName “ Publisher Installed { ~
B HP Systern Management Homepage Hewlett-Packard Development ... 18/05/207
_h"mlp Office Contact Center PostgreSQL 9.3 Avaya Inc. 190117200
[27 Matrox Graphics Software (remove only) Matrox Graphics Inc. 18/05/207
[ Microsoft Visual C++ 2008 Redistributable - x64 9.0.30... Microsoft Corparation 21,/05/207
[ i Wims il ™o o OWND Dm ikl chmlala o0& 00 0 L PR L Tt 21 A0 S0 h
< 1] ¥

Note: The uninstall mechanism only removes files and folders which are created
during installation. Any folders and files which are created once the IP Office
Contact Center is up and running (logs or similar) are not removed automatically

Note: When an IP Office Contact Center Wallboard is uninstalled, the background
and company logo images remain on the server. The location of these files is
<ProgramData>\Avaya\lP Office Contact Center\WallboardBroker\uploads folder.
Where ProgramData is typically located on the server’s C Drive for example
C:\ProgramData\.

IP Office Contact Center Maintenance 05 2016 261



IP Office Contact Center Maintenance

Installing a Patch or Service Pack

There may be circumstances when Avaya request that a Service Pack or Patch be
installed in relation to IP Office Contact Center.

Note: The following section outlines the general principles relating to installing a Patch
onto the IP Office Contact Center server. You must always refer to any documentation
or installation instructions that accompany the patch prior to its installation. It is good
practice to perform a database backup prior to applying any patches that include
database packages.

Generic Patch Installation Example
Before a patch is installed, the Watchdog has to be stopped.

1. Click on the server's Windows button.

= AEEE

L ¥ NN

KIE

2. Open Administrative Tools.
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Desktop

(&

Administrative
Tools

3. Double left click on the Services link.

o | = | Administrative Tools == -
“ Home Share View 0

T |53 « Systemn and Security » Administrative Tools » v & | | Search Administrative Tools P |
X Favorites Name “ Date modified Type Size
B Desktop . Terminal Services File folder

& Downloads #. Component Services Shortcut 2KB
| Recent places 2 Computer Management Shortcut 2KB
[ Defragment and Optirnize Drives Shortcut 2 KB
18 This PC @ Event Viewer Shortcut 2 KB
i Desktop &, i5CS Initiator Shortcut 2 KB
*| Documents F Local Security Policy Shortcut 2KB
4. Downloads 5 ODBC Data Scurces (32-bit) Shortcut 2 KB
o Music 5 QDBC Data Sources (64-bit) Shortcut 2KB
= Pictures 'ZS:-Z' Performance Monitor Shortcut 2 KB
Videos (%) Resource Monitor Shortcut 2 KB
i Local Disk (C) T Security Configuration Wizard Shortcut 2KB
= Logs (Y1) Fﬁ Server Manager Shortcut 2KB
e Services Shortcut 2 KB
*ii Metwork Systern Configuration Shortcut 2KB
[ Systern Information Shortcut 2 KB
IZE-:Z' Task Scheduler Shortcut 2 KB
@ Windows Firewall with Advanced Security Shortcut 2 KB
3| Windows Memory Diagnostic Shortcut 2 KB
E Windows PowerShell (x86) Shortcut 3KB
<4 Windows PowerShell ISE (x86) Shortcut 2KB
<3 Windows PowerShell [SE Shortcut 2 KB
E} Windows Server Backup Shortcut 2 KB

23 items

4. Select the IPOCC Watchdog service and then click on the Stop link.
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File Action View Help

NG EEER

Q& Services (Local)

-

IPOCC Watchdog MName Description Status Startup Type

-:lepocc UM ConfigServer Avaya IP Of.. Running  Manual
Stop the service % IPOCC UM DB-Server Avaya IP Of.. Running  Manual
i thesarvics 5 1POCC UM LNA-Server AvayaIP Of.. Running Manual

-:lepocc UM POP3IMAP4 Clie.. Avaya IP Of.. Running Manual
Description: Q's IPOCC UM Server Avaya IP Of.. Running  Manual
Avaya IP Office Contact Center 25 1POCC UM SMTP Connector  Avaya P Of.. Running  Manual
:\;a;;za:i?ognzupemss several Q's IPOCC UM Taskserver Avaya IP Of.. Running  Manual

Q's IPOCC UM TextTemplateSe.. AvayaIP Of.. Running Manual

Bunning

Avaya IP Of.. Running Automatic

~IPSec Policy Agen ATErnet Pro...
Q's KDC Proxy Server service (K.. KDC Proxy 5.
Q's KtmRm for Distributed Tran... Coordinates... Manual (Trig...
Q's Link-Layer Topolegy Discov... Creates a M., Manual
Q's Local Session Manager Core Windo.. Running  Automatic
Q's Microsoft i5C5l Initiator Ser...  Manages In... Manual
Q's Microsoft Software Shadow... Manages so... Manual
Q's Microsoft Storage Spaces 5. Host service.., Manual
'iﬁ'sMultimedia Class Scheduler  Enables rela..  Running  Manual
3}, MNet.Tcp Port Sharing Service  Provides abi... Disabled
. Netlogon Maintainz a ... Manual
[<] m

Extended /, Standard /

5. The Watchdog Service will stop.

Windows is attempting to stop the following service on Local Computer...
|IPOCC Watchdog

6. This is indicated by only a Start link being displayed in relation to the Watchdog
Service.
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Services = = -

File Action View Help
e FE D6z HBm »enp

. Services (Local)

" Services (Local)

IPOCC Watchdog Marne “ Description Status Startup Type Log ~
L IPOCC UM ConfigServer Avaya [P Of... Manual Loc
Start the service C:IPOCC UM DB-Server Avaya P Of... Manual Loc
Lo IPOCC UM LNA-Server Avaya P Of... Manual Loc
Description: Lo IPOCC UM POP3IMAPS Clie.. Avaya IP Of.., Manual Loc
Mvaya IP Office Ogact Center 44 IPOCC UM Server Avaya [P OF... Manual Loc
Watchdog supervisessgyeral C51POCC UM SMTP Connector  Avaya IP Of... Manual Loc
applications Lo IPOCC UM Taskserver Avaya P Of... Manual Loc
Lo IPOCC UM TextTemplateSe.. Avaya IP Of... Manual Loc
Lo IPOCC VEA Avaya P Of.., Manual Loc
4 |POCC Watchdog
T IPsec Policy Agent Tnternet Pro... Wanual (Trg... et
%+ KDC Proxy Server service (K... KDC Proxy 5. Manual MNet
. KtmPRm for Distributed Tran... Coordinates... Manual (Trig.. Met
% Link-Layer Topology Discov... Creates a ... Manual Loc
o Local Session Manager Core Windo... Running  Automatic Laoc
% Microsoft iSCSI Initiator Ser..  Manages In... Manual Loc
% Microsoft Software Shadow.., Manages so.. Manual Loc
% Microsoft Storage Spaces 5. Host service... Manual MNet
S Multimedia Class Scheduler  Enables rela..  Running  Manual Loc
% Net.Tcp Port Sharing Service  Provides abi... Disabled Loc
. Netlegon Maintains a ... Manual Loc/ .,
< m >

\Ertended )(‘Standardf

7. Once the required patch has been obtained from Avaya, copy the patch on to
server’'s desktop.

erver 2012 RZ2 Standard
Build 9600

8. Unzip the patch.
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IPOCC910_
patche

9. Open the Server folder.

Home Share View

© (3 + [ » IPOCCI10_patchi3n2 » 1302 »

FY

* Favorites Mame — Date medified Type Size
B Desktop | | Server 24/05/2014 13:04 File folder |
|l§ Downloads . Utilities 24/05/201413:05 File folder

Eq

Recent places

10.Double click on the Setup Wizard icon.

Hame Share View
© - 7t |j.| » IPOCCH10_patch1302 » 1302 » Server »
4% Favorites Name “ Date modified Type Size
- Desktop _h Setups 24/05/2014 13:04 File folder
|6 Downloads License 15/09/201415:28  Rich Text Docume... 481 KB
‘5l Recent places SetupWizard 24/09/2014 15:35 Application 4,860 KB
L A Gt SO o s O s P G T AP s PRt

11.Click Update.
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Do you want to update Avaya IP Office Contact Center?

The wizard checks the cument version. The installation or settings can not be changed.
Onhy the installed components are upgraded.

[] lgnore setup emors and go on

bt /support avayva.com

12. Depending on the components being upgraded you may be asked to enter the
password of the Database. Enter the Database Password.
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Settings for update

Property

13.The Update is installed.

Updating components

I Database

® Taskreporting Database
® CHAP

® PO Taskserver

® Unified Media Database
® Mediastore Database

| Finished | | Cancel |

14.0nce the update has finished, click the Finished button.
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Updating components

©® Database

@ Taskreporting Database
@ CHAP

® |PO Taskserver

® Unified Media Database
® Mediastore Database

|
Installation successfully finished.
Logfile: C:h\Users\AD. . \Avaya IP Office Contact Center-SetupWizard_20140524T141404 Jlog

——® Finished | | Cancel |

15.You will be prompted to reboot the server. Click the OK button.

[ x|

Updating components

@ Database

® Taskreporting Database
@ CHA

0

|
Installation successfully finished.
Logfile: C:\Users\AD .. “Awvaya IP Office Contact Center-SetupWizard_20140524T141404 log

| Finished || Cancel |

16.Restart the server. From the server’s desktop click Start followed by Restart.
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o .
= - D LR =
e o e o /..P: : m

Help and Suppork:

Run. .. Disconneck
Lok,

9 all F'rDI;IrEy Windows Se

{ Log off F

F

I Search p?éms and files
ffﬁtal‘tl j :_!'- .'L]I - DS
a0 _w | #=_ )

4

EE.

Shut down

LU

3
)

With Windows 2012 server, click the Settings icon, then click the Power icon followed
by Restart.

Disconnect

=y (O
Metwark Disabled Unavailable

=2 O

Motifications Power Keyboard

Keyboard

Windows 2012 Server

Select Application: Installation (Planned), then click the Continue button.

Operating System: Reconfiguration (Planned) A
Application: Maintenance (Unplanned)
Application: Maintenance (Planned)

Application: Installation (Planned)

Application: Unresponsive

Choose a reason that best describes why you want

Application: Unstable to shut down this computer

Security issue (Unplanned)

Application: Installation (Planned) v

Security issue (Planned) m

Loss of network connectivity (Unplanned) v

Windows 2012 Server
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17.0nce the server has rebooted, log back into the server via a remote desktop
connection.

18.Check that all of the server's components are running. To do this click Start
followed by All Programs, open the Avaya IP Office Contact Center folder.
Then open the Trace System folder.

. Accessaries »
| Adrministrative Tools 3
Adrministrator

J Avaya IP Office Contact Center

, Trace System
Dacuments
, Unified Media archiving

J User Interface

‘-
L1 NP o B i’ - T . L oe— —
ST L 1| CREE_ ROVIER ‘_,‘/ R R

J oiceControl
, Watchdog
. HP Management Agents

Metwork

. HP System Tools

W

. Control Panel
. Maintenance

, Skartup
| Svbase

Devices and Printers

-

Administrative Tools

Help and Suppott

/ Run...

1 Back / windows Security
I |search ppflarams and files l!:_]_*J Log off >|

f__‘startJ _EI,% @r J_;JJ

4

PO PRV re—

With Windows 2012 server, click the down arrow icon and click the TT display
icon.
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Control Panel

Config

Console wEW

(&

Administrative Display NEw

Tools

Scheduler Client

User Interface New

VCSpeechConfiguration NEW

Watchdog Config NEw

Windows 2012 server

19.Click the TT Display link.

e — a——

e ¥ S S T e =
& Internet Explorer ’ ‘ )
= Windows Update e Q

. Accessaries
J Adrinistrative Tools .
. Awaya IP Office Conkact Center AT
. Trace System
T Config

T Console

Documents

Computer

. Unified Media Archiving
. User Interface
. VoiceContraol
. Watchdog
. HP Management Agents

Metwork

Contral Panel

Devices and Printers '
. HP System Tools -+
J Maintenance Administrative Tools LY
. Skartup -»
. Sybase Help and Support 4
Run...
4 EBack ‘Windows Security )

I Search programs and files @ Log off >|

oo | % & 5

4

FAPY WY .

20.Check that all components are running as indicated by green icons adjacent to
the components.
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wr TTraceDisplay - loca.] = | = [IE]

File View Help

STANDARD

OCE3S Host

1: omniORE Maming... IPOCC
2. DB IPOCC
3 Ina IPOCC
4 Tomeat IPOCC
& TRDE IPOCC
B MediaStoreDB IPOCC
6 TaskServhan IPOCC
7. CH&P IPOCC
8 IPOT askserver IPOCC
9 Awapa Chap Spnc |POCC
0: Avapa VEA IPOCC
1: chat IPOCC
2 recaonst IPOCC
3 Kemel IPOCC
3 vectors IPOCC
4 VT IPOCC
B Mowitor IPOCC
0: Statistic IPOCC
5 TRS IPOCC
5 Sessiont anager |POCC
5 GlatGen IPOCC
5. StatS cheduler IPOCC
6 ADB IPOCC
7 c3kDB-Server IPOCC
72 c3kLNA-Server IPOCC
7 C3000 Server IPOCC
7. UmiCanfigServer |POCC
7 UrniTaskserver IPOCC

7. £3000 Clientddapter IPOCC
7 SMTP Connector IPOCC
7. POP3IMAPS Client  IPOCC
7. TewtTemplateServer |POCC
7. Rod CommandExe... 1POCC
7. Rod Archie IPOCC
7: Rod Rodomat IPOCC
7: Rod SchedulerSer...  1POCC
7. Rod Reposery IPOCC
8 Tomcat WSC IPOCC
B Tomeat Wi IPOCC
9 lad IPOCC
g 00 IPOCC
9 IPOCC Sync Semvice |POCC
9 disk IPOCC

Ready

Note: As part of the upgrade you may need to update the CRM connectors as
they are not currently upgraded with the above. You will need to stop, update
and then start the IPOCC watchdog in the same process as above.

Upgrading Sales Force CRM Connector

1. After upgrading the IP Office Contact Center, open the CRM folder from the
install directory. Then run the CRMConnector x64.

CRM [=[o |

= | Applicaticn Tools
File Home Share View Manage - ﬂ
£ - T b IPCLCCS. 282001512 » CRM L 2
-

[ Favortes e e pe e

[l DEiHDp E.jl Contact Center IC] Connector

& Downloads m CRMConnector xfd | 4 KB

. Recent places 1 IPOCC_Sabesforce_App_Readme 18

2. Choose the Next button.
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AVAYA

IP Office Contact Center
CRMConnector

The setup will upgrade CRMConnector to version

9.1.8200.1512,

Click Mext to continue or Cancel to exit the setup.

I

3. Choose the Upgrade button.

Ready to upgrade CRMConnector AVAyA

Click Upgrade to begin the upgrade to version 9. 1.8200. 1512, Click Cancel to exit the
wizard.

4. Choose the Finish button.
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AVAYA

IP Office Contact Center
CRMConnector

CRMConnector successfully upgraded.

Click the Finish button to exit the setup.

Upgrading SAP CRM Connector

1. After upgrading the IP Office Contact Center, open the CRM folder from the
install directory. Then run the Contact Center ICI Connector.

Applicaticn Tools
Home Share View' Manage

~ 4|l » IPOCCS.122200.1512 » CRM v | [ Searchcrm

2 Favorites (o Name - Date modified Type Size
B Desktop mlﬂmﬂ'_h 17/03/2015 05:36 Windows Installer .. 8672 KB
4§ Downloads CRMConnector x6d 171032015 0843 Windows Installer .. 11,540 KB

Z Recent places ] IPOCC_Sabestorce_App_Readme VD305 12:24 Qdfice Qpen XML ... 1,699 KB

B This PC

e Desktop

I Documents

8 Downloads

W Music

| Pigtures

H Videcs

e Local Disk (C:)

ca Logs () ks
Zitens 1 ftem selected E46MB

2. Choose the Next button.

IP Office Contact Center Maintenance 05 2016 275



IP Office Contact Center Maintenance

AVAYA

IP Office Contact Center
ICI Connector

The setup will upgrade ICI Connector to version

9.1.8200.1512,

Click Mext to continue or Cancel to exit the setup.

3. Choose the Upgrade button.

R AVAYA

Click Upgrade to begin the upgrade to version 9. 1,8200. 1512, Click Cancel to exit the
wizard.

4. Choose the Finish button.

IP Office Contact Center Maintenance 05 2016 276



IP Office Contact Center Maintenance

i ICl Connector - Setup M

AVAYA

'IP Office Contact Center

ICI Connector
ICI Connector successfully upgraded.

Click the Finish button to exit the setup.

Troubleshooting

The Avaya IP Office Contact Center Error Reference guide is available that provides
a detailed list and description of IP Office Contact Center error messages and alarms.

Avaya Communicator for Windows Softphone 2.0.3+

e When Using the Avaya Communicator for Windows, it cannot be used in
“Simultaneous” mode. Consequently it cannot be used with a desk phone
associated with it. It must be used as a standalone device.

e If an agent wishes to use the Avaya Communicator for Windows and they have
an existing deskphone, they MUST logoff from their deskphone before any
attempt is made to Login to Avaya Communicator for Windows.

Troubleshooting IP Office Contact Agent Login Problems after IP Office Restart.
Condition

After an IP Office restart, the IP Office Contact Center Agents are logged out for User
Interface. In the User Interface information field "i" the following message is displayed
"You are logged off at the telephone. Click here to login again”.

All agents who are currently logged into the IP Office Contact Center User Interface are
logged out when the IP Office is rebooted. In the information field of the User Interface,

a message appears stating “You are logged off at the telephone. Click here to login
again".
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Agent Portal

Agent1 (2111) ~
¥ 1 You are logged off at the telephone Click here to login again
Message-Board (Global) M
ﬁ Hello ...

J

Agent Statistics Agent] - Out of office notice
Break Time: 0:00:00 Signed On Time:  12:34:1
Calls: offered:

[u] completed: [u]
E-Mails: completed: [u]

Agent] - Agent History (Period: today)

Date Time | Address \ Called address Original topic | Last tapic Task typa\ Mote | Subje

i

Other Agent Interface error messages that may be displayed during an IP Office restart
include:

AVAYA

I:al an error occurred when the user logged in to the PBX.

QK J Details... ]

i Exit i

Telephone Extension 3002
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AVAYA

LOgIN ermor

rou can not be logged on the phone (3002)1
l (External Telephony)

Da you wantto start without the phone?

[ Les ] No ] ]
——)

Telephone Extension 3002 -

AVAYA

fau can not be logged on the phone (802)1
{The state of the phone could not be verified!)

Do you want to start without the phone?

Tes | Mo I

Telephone Extension | 8oz v

Cause

What happens during IP Office restart?

When an IP Office reboot is started, the connection to the IP Office Contact Center
server via SIP and TAPI is lost. As a consequence all logged in Agents are logged out
of the User Interface.
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Within the IP Office Contact Center server, Chap attempts to reconnect to the IP Office
every 3 seconds and the Taskserver_attempts to reconnect in a cycle of every 30
seconds.

Solution

When the IP Office completes its reboot sequence and the system is up and running the
Chap is able to reconnect.

It will take the IP Office 3 minutes until the TAPI connection to the IP Office Contact
Center is fully functional. After this time the Taskserver connection to the IP Office is
successfully established.

After successful authentication of all configured telephones, the agents can log in
manually to the IP Office Contact Centre User Interface:

From the User Interfaces Information field, the agent can select "Connection to the
PBX broken. Click here to login again".They will be logged back into the IP Office
Contact Center user interface.

Troubleshooting after OVA Installation

Condition

Unable to Ping the IP Office Contact Center Server or make a Remote Connection to
the server.

Cause

If during the OVA installation the new network is marked as Public Network you will not
be able to ping the server or make a remote connection to the IP Office Contact Center
server.

Solution

If you have forgotten to mark your new network as Private Network, after the server
has restarted, you can re-mark from a Public to Private Network as follows:

1. Open Windows PowerShell by selecting the Windows button.

2. Click the Windows PowerShell button.
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>

Windows
PowerShell

Intemet Explorer

3. Execute the command:

Set-NetConnectionProfile -NetworkCategory Private

) Administrator: Windows PowerShell

[
Copyright (C) 2013 Microsoft Corporation. All rights reserved.

PS5 C-slsershAdministrator? Set-HetConnectionProfile -HetworkCategory Private
PS Civlsershidministrators: _

4. The profile can be checked to validate that the changes have been made by
using this command

Get-NetConnectionProfile

ey Administrator: Windows PowerShell

e
Copyright (C) 2013 Microsoft Corporation. All rights reserved.

PS C:\lsersifAdministrator® Set-HetConnectionProfile -HetworkCategory Private
PS C:\Users:\Administrator* Get-HetConnectionPrefile

Hame : Unidentified network
Interfaceflias : Ethernet
Interfacelndex 2

HetworkCategory :© Private
IPviConnectivity - LocalHetwork
IPv6Connectivity - HoTraffic

PS CzilsersMAdministrator> _
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Troubleshooting — the “Create Data Import” button is inactive in the IP Office

Contact Center Configuration Spreadsheet

Condition

The “Create Data Import” button is inactive in the IP Office Contact Center

Configuration Spreadsheet.

(]| 5 Avaya JP_Office_Contact_Center_Configuration] - Microsoft Excel o | B
o Insert Page Layout Formulas  Data  Review View Add.ns c@o@m
& rial 10 i = )
s e & e
54 ] = i Format 2 a zwrlln‘.;
L4 L
A B c D E F G H 1 J K L M N =
1
2
3
’ Data Import AVAyA
5
6
T
8
9

1 Log Messages

14 Create

15 Data

16 Import

17

18

19 [ Include Users in IP Office

20 Configuration

21

2

23

24

25

26

27

28

29

30

kil

32

3

M -

K] Brief Instruct Base Data  Cha gentgroups .~ Profles ~ Agents -~ Job Codes  Top) Topic-AG Assignment _ Tme O1] 4 v

Ready 3|0 100% (= +
Cause

This problem is caused by a Microsoft security update.
Solution
Install the required Microsoft Fix it file.

1. Open an Internet Browser and in the address field enter
http://support.microsoft.com/kb/3025036
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2 hitp://support microsoft.com kb 0. il v| 4| x | b 8ing o~
V¢ Favorites | 53 2| Intemet Explorer cannot d... £ Avaya Remote Access (=] Suggested Sites + ) Get more Add-ons
@ "Cannot insert object” error in an ActiveX custom... 2 v B v [ dm v Pagev Safety~ Toos~v @~
B g ou agree to the use of cookies for ana personalised content and ad ea ore 4
®
B Microsoft Myaccount v Signin £

Support e

By product Downloads Store Contact us

"Cannot insert object" error in an ActiveX custom %:Z',,

Office solution after you install the MS14-082

Atticle translations v

View products that this articie applies to

Expand all | Collapse all

s for more help

Connect with
Answer Desk for
expert help.

® On This Page

e Symptoms
Ask Answer Desk
After you install security update that is described in Microsoft Security Bulletin MS14-082, you may experience one of the
following symptoms: -
@ Internet | Protected Mode: Off A v ®100% v

2. Scroll down the page until you can see Microsoft Fix it 51031.Double click on
the Fix it button.

€| http://support.microsoft.com/kb/2025036 - A i ging &

¢ Favorites \ 9k € Intemet Explorer cannot d... | Avaya Remote Access [ Suggested Sites ~ 2| Get more Add-ons ~

| @ "Cannot insert object” error in an ActiveX custom...| | - ~ [ @ v Page~ Safetyv Tools~ @~
© Resolution
; Contact us i more help
H Resolution for symptom 1 i
To resolve the issue that is described in the "Symptom 1" section, delete the cached versions of the control type libraries swer Desk for
(extender files) on the client computer. Search the hard disk for files that have the ".exd" file-name extension, and delete all the | % pert help.

MsForms.exd files that you find. To do this, follow these steps:
Answer Desk
1. In Windows Explorer, open the %TEMP% folder, and then search for "MSForms.exd" in all subfolders.
2. Delete all instances in which that file is found. This includes all subfolders.

Note The .exd files will be re-created automatically when you use the new controls the next time that you use VBA, These ©E =
extender files will be under the user's profile and may also be in other locations, such as the following folders: [ [ ] Mi ft
mi Micrdiio
« %appdata%\microsoft\forms N L
« Stemp\excel8 0 3
« Stemp¥\words.0
* %temp%\PPT11.0
« %temp¥\vbe
Harcars
Fix it for me
Note Before you run either of the following Fix it solution solutions, make sure that the affected applications are closed. 25
To automatically apply the steps that are described in Resalution for symptom 1, run either of the following Fix it packages: opnow O
The following Fix it solution will delete the .exd files for the currently logged-on user:
Microsoft®
Fix it
Fix this problem
Microsoft Fix it 51029
The following Fix it solution must be run by an administrator and will delete the .exd files for all user accounts on the computer:
Fix
Fix this problem
Microsoft Fix it 51031
Resolution for svmntom 2 2
€ Internet | Protected Mode: Off 4 v ®100% -

3. Click the Run button..
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File Download - Security Warning I&

Do you want to run or save this file?

MName: MicrosoftFixit51031.msi
Type: Windows Installer Package, 1.00ME

From: download.microsoft.com

Fun Save ] [ Cancel

While files from the Intemet can be useful, this file type can

l-l I'j potentially harm your computer. i you do not trust the source, do not
= run ar save this software. YWhat s the risk?
E__ -

4. Read the Microsoft software license terms and choose | Agree and then select
the Next button.

7
i

Microsoft Fix it Microsoft

Fleaze take a moment to read the terms of the icensze below. IF vou agree to the terms, click the |
Agree"”, then "Mest' to start thiz Microgzoft Fig it zolution. Otherwise click "'Cancel*'.

MICROSOFT SOFTWARE LICENSE TERMS

MICROSOFT FIX IT TOOLS

These license terms are an agreement between Microsoft Corporation {or
based on where you live, one of its affiliates) and you. Flease read them.
They apply to the software named above, which includes the media on which
vou received it, if any. The terms also apply to any Microsoft

| Agree | About | | Privacy Statement |

< Back I Mewt = I

5. If the Excel Configuration spread sheet is open a warning is displayed, close the
spread sheet and click the Try again button.
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Flease close the applications and then click "Try Again®.

encel ene

I T Again I [ E xit ]

Microsoft Fix it Microsoft

This Microsoft Fix it has been processed.

Click to tell us what you think:

Click to return to the Knowledge Base article:

Click to read more about Microsoft Fix it: ﬁ

Cancel < Back

7. Reopen the Excel spread sheet and the Create Data Import should be available
and active.
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Troubleshooting — Calls are no longer routed to an IP Office Contact Center
Agent.

Conditions

Calls unexpectedly stop being distributed to IP Office Contact Center Agents.

The Task server crashes and calls are disconnected.

Cause

When the wrap up time configured for IP Office Contact Center Agents is less than the
wrap up time in the IP Office for the User of the Extension, calls can stop being
distributed to those Agents, due to a timer conflict.

Solution

IPOCC Agents wrap up time in the IP Office contact Center must be higher than the
wrap up time in the IP Office.

The steps below show how to check and change the Wrap-up time for Agents in both
the IP Office Contact Center and the IP Office. Both single Agents and Agents assigned
with User rights are illustrated.

IP Office Contact Center Settings

The IP Office Contact Center Agents, wrap up is set in two places. When a call comes
from each topic, the wrap up time is set for that topic call. So each topic must be
checked. Each individual Agent can then be set with a percentage of the topic’s wrap-
up time.

1. From the Administration — Configuration screen, click Topics. Then select
your first Topic and choose the Edit button.

Configuration System Service Windows Help

View: | <All> vl

&), Workplaces I 43 Announcements | Anmuncemem scripts ] @IVHS ] E Break Time codes | SEPBXs | FECHAP server ] 5 VEAs ]

@ Countries | €@ Quese devices ] =) Telephones ] {5 Telephone groups | T Chat server i Chat scripts
GS %Tupit:s |!&an‘lqum ] Q Agents ] ﬂ Profiles I @Teams | [EZ] Customers: | ' Extemal destinations ]
[ Name Tel  Emal Chat  Number Active  PBX Emadaddess | [ Eat. |
Topic1 .S 7001 X PBXServer
l Create...

IP Office Contact Center Maintenance 05 2016 286



IP Office Contact Center Maintenance

2. Click the Telephony tab.

Goers

Name: |Topic1 |

Task types
[v] Telephony
[ E-mail
[]chat

3. Increase the Wrap Up time, so that it is greater than that defined in the IP Office
(Checked later).Then click the OK button. Repeat this process for all Telephony
Topics.

General  €° Telephory | [ ok |
Towe Nanber
Access code: Postdial {2-digit) :

Reporting!
o |
ent : G 1
pot e (e =
e Lo MEE]
N —
Max. reservation time: ﬂﬂ =

4. Click the Agents tab and then select and Agent and click the Edit button.

Configuration System Service Windows Help

Wiews: | <Al v |

& workplaces | 3 Announcements | [@)Announcement scipts | @PIVRe | B Break Time codes | 3€PBXs | JECHAP server | 3G VEAs

@ Courtries |E§mm ]uE'.Teleplmm |Equ:hmeg'u.ps ]%Chatsewer ]%Gﬂw‘ns
Name ' Tel Email  Chat Number PBX E-mad address |r_ﬂ_|
X 230 PBXServer (
X Create |
X
X Copy. |
Agert2305 x 2305 PBXServer

5. Click the Telephony tab.

] T
Task types
e fger220]
Login name: v Telephony
| [JEmai 2
[ chat password...
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6. Check the Agent’'s Wrap Up percentage. Note that the combination of each
Topic’s wrap up time with the percentage, must be greater than the wrap up time

in the IP Office. Once set, click the OK button. Then repeat the process for all
Telephony Agents.

a2 [Agent] Agent2301 - Edit |

General ﬁTeIephorry l |
Telephomy name: jnae!

MNumber: 23m

W Lo o) -

IP Office Manager Setting

1. Login to IP Office Manager, and then select the required Agent under Users
followed by the Telephony tab. The Agents Wrap-up is displayed. If a padlock is
displayed adjacent to the Wrap-up time field, go to step 6.

Ca Avaya IP Office Manager for Server Edition IPOSEPr [9.1.200.36] [= o=
File Edit View Tools Help

L5 -d @@alal v

IPOSEPr * User * 2111 Agent1 ©
Configuration i= Agent1: 2111 - X v < >
i n BOOTP (35) d .UEEI |Vo'\(email] DND ‘ ShortCodes [ Source Nurnhers. Telephony [anarﬂing] Dial In | Voice Recording | Button Prngran“l Al [
#-4~ Operator (3) . . . - |
E ""3”‘““""6 Call Settings | Supervisor Settings ] Multi-\ineOptionsl CallLeg l Tul
2 User(6) '
+ “ Group(1) Qutside Call Sequence Default Ring w [] Call waiting On
9% Short Code(45)
-am Directory(0) Inside Call Sequence Default Ring v Answer Call Waiting On Hold
) :
L1 Time Profile(0) ' .
& Account Code(l) Ringback Sequence Default Ring | ] Busy On Held
#-3 User Rights(S) No Answer Time (secs) System Default (15) E ¥ Offhook Station
6 Location(0)
=457 IPOSEPni - &
Wrap-up Time (secs, 2
#-%3p Systern (1) Pep eecs) | -
#-11 Line (1) Transfer Return Time (secs) Off =
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2. Change the Wrap-up time (secs) to a figure below the lowest time of the IP
Office Contact Center topic for this Agent.

File Edit View Tools Help

&@'BE\\/._J

* IPOSEPri v User » 2111 Agentl

BRI CEE R

:‘: gm(rs()s) 2| | User | Voicemail I DND I ShortCodes I Source Numb l Telephony | F g ‘ Dial In I Voice Recording l Button Program < | > |
i< r'";;"'(s) Call Settings | Supervisor Settings | Multi-line Options | Call Log | TUI
- 48 Group(1) Outside Call Sequence lDdauIt Ring VI [[] Call Waiting On
[S)l:;:(:;‘:;)(ﬁ) Inside Call Sequence [Default Ring vl [¥] Answer Call Waiting On Hold
3 Z::T::mt&?@ Ringback Sequence [Ddault Ring VI [C] Busy On Held
." t‘rﬂ'}a’g)‘)@) No Answer Time (secs) | System Default (15) K [V Offhook Station
‘ 20§:m & ) I Wrap-up Time (secs) fo I E

3. Click the OK button.

File Edit View Tools Help
2E-H AR v @,

© IPOSEPri v User 2111 Agent!

_wx» e

#-R BOOTP Al NorB lephony | F y
B 0 (rs()3) — | | User lVoicemallIDND lShortCodeslSource ] Telep l. g ‘ Dial In lVauceRecordmngutton Program < | >
i :"'";:r'@ Call Settings | Supervisor Settings | Multi-line Options | Call Log [ TUI |
. Group(1) Outside Call Sequence IDdault Ring vl [[] Call Waiting On
#-9% Short Code(45)
s Directory(0) Inside Call Sequence IDefault Ring vl [¥] Answer Call Waiting On Hold

€D Ti
i ZLT::,::?:;O:(O) Ringback Sequence lDdauh Ring vI [C] Busy On Held
s tj::' “l:;gnl;;s)@) No Answer Time (secs) System Default (15)
- IPOSEPri
I}J %% System (1) L
- Line (1) = Transfer Return Time (secs) |Off 3
Ea <2 Control Unit (9) -
E -4 Extension (5) Call Cost Mark-Up |100| ]
EJ l User (6)
h NoUser
‘ -~ 2111 Agent1
g 2112 Agent2
2113 Agent3
&+ 8500 Contact Center
& 4111 Supenvisor
3% Group (1)
9% Short Code (3)

@ Service (0) m W ! | Cancel Help

[v] Offhook Station

Wrap-up Time (secs) 0

PP (D]

4. Click the Save button.

File Edit View Tools Help

2 EE@an v o@

© IPOSEPri v User » 2111 Agentl

g‘: zgg:,u[r?m 2] IUser IVaicemtiI l DND IShortCodsI Source | Teleph |. i ,l Dial In I\Foice Recording [ But‘tonPrognrrE'E
= Selution H H Call Settings | Supervisor Settings | Multi-fine Options | Call Log | TUI |
w@ User(g)
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5. Repeat the above process for all Agents/Supervisors that receive telephony calls
from the IP Office Contact Center.

6. If your agents are using IP Office User Rights to assign Wrap-up Time, a padlock
is displayed adjacent to the Agent in question.

File Edit View Tools Help
‘AE-dEAEE A v SE,

- IPOSEPri - User = 2111 Agentl

T _ Y IEATIREE
g'.“ g!:z:tpéltzde(-ﬂ) - User | Voicemail [ DND | ShortCodes | Source Numb: ‘ | Dial In ]\'nlce Recording ] Button Program <€ | 2
R '?irm:z(f‘m o Call Settings |Supemsor$eﬁmgs| Multi-line Options | CallLog |TUI ‘

Ll Time ile L

z Account Code(0) Outside Call Sequence ‘Default Ring V| [ Call Waiting On &

User Rights {3)
i l‘i Agent Inside Call Sequence ‘Ddﬂull Ring vl [#] Answer Call Waiting On Hold
g licati

h Q::sm fon Ringback Sequence ‘Default Ring vl ["] Busy OnHeld &
E‘: E’f&ﬁt—mm Mo Answer Time (secs) ‘Syslcm Default (15) ;‘ d [V Offhook Station
:: zz;r::hme Wrap-up Time (secs) ‘D '%‘@ |
13 Paging - Transfer Return Time (secs) ‘Off a@
B4 T3 default .

% Location(0) Call Cost Mark-Up 100 |

Cisme IDNCCNSA

7. To find out to which User Rights group the Agent is assigned, click the User tab
and use the scroll bar to view the User Rights fields.

File Edit View Tools Help

2s-d @A v oE,

© IPOSEPri = User ~ 2111 Agentl =

R R CEIEACAREE

g: gopeor:u(r?s} User | Voicemail | DND | ShortCodes | Source Numbers | Telephony | ing | Dial In | veice Recording | Button Program < | >
-

=9 Solution Name |Agent1 Rl
#§ User(§)
58 Group(1) Password |oucooooon
* 9X Short Code(45)
Directory(0) Confirm Password | sesssssssns
Time Profile(0)
Account Code(0) Conference PIN |
#§5 User Rights (9)
8 Location(0)
5 q IPOSEPri Account Status |Enab|¢d
-5 System (1)
-7 Line (1) Full Name [Agentt
#-“= Control Unit (9)
-4 Extension (5) Extension |2111
= l User (6) .
© e NoUser Email Address |
Sl
; 2112 Agent2
<@ 2113 Agent3 .
- v 8500 Contact Center Priority |5
i 4111 Supervisor System Phone Rights |Nun:
-4 Group (1)
@M Short Code (3) Profile |8a5i( User
; Service (0) .
Incoming Call Route (0) [ Receptionist
~[ill 1P Route (1)
Qn Licence (40)

Confirm Conference PIN |

Locale |
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8. Depending on the configuration of your IP Office, one or more of the User Rights
Groups may require updating. In this example, the User Rights Group “Agents”
will be examined.

File  Edit

* IPOSEPri

- & BOOTP (5)
4% Operator (3)
E!q, Solution

®-4 User(6)

+-53¢ Group(1)

[+-9% Shert Code(45)
~—am Directory(0)

£ Time Profile(0)

— Account Code(0)
@3 User Rights (9)
i Location(0)
=% IPOSEPri
== System (1)
Eﬂ Line (1)
#-<= Contrel Unit (9)
#-4 Extension (5)
§ User(§)
- frg NoUser

- 2112 Agent2
§ 2113 Agent3

. Group (1)
#-8% Short Code (3)
i service ()

#-[lill IP Route (1)
% Licence (40)
E- ARS (1)

View Tools Help

2s-dAEE A v 5@,

~ User

¥ w2111 Agent1

@ 8500 Contact Center
&~ 4111 Supenvisor

>

Incoming Call Route (0)

~ 2111 Agent1 "
Y R I SEARIE
User | Voicemail | DND | ShortCodes | Source Numbers | Telephony | Forwarding | Dial In | Voice Recording | Button Program ¢ | >
— La T

Device Type

Working hours time profile

User Rights

User Rights view

[ ] Enable one-X TeleCommuter

[] Enable Remate Worker
] Enable Communicator
[] Enable Mabile VolP Client
[[] Send Mobility Email

[[] Ex Directory

["] Web Collaboration

| Avaya 9630

|Working hours User Rights

|<None)

‘Working hours User Rights

et

Qut of hours User Rights

A

P

9. Open the User Rights link.

File Edit View Tools Help

AE-dEEE A v SE,

© Solution * Agent i
EA T S EEEEIRARE

| User | ShortCodes | Button Programming I Telephony |Usel'Righ‘ls Membership IVoicemiiI ] Forwarding |

* UserRights

<-4 Group(1)
[#-8% Short Code(43)
a5 Directory(0)

~

Call Settings | Supenvisor Settings | Multi-line Options | Call Log |

@ Time Profile(0)
o ode(0)

Application

23 Boss

£ Defauit

‘s IP Auto-create
vl';, IP Hardphone
$3 Mailbox

&3 Paging

s T3 default
il Location(0)

=43¢ IPOSEPri

E 3 System (1)
-1 Line (1)

- Control Unit (9)
#-4 Extension (5)

l User (8)

fr NoUser

4~ 2111 Agentt
2112 Agent2
2113 Agent3

Mo answer time (seconds)

[

|J\pply User Rights value

Transfer return time (seconds)

|Apply User Rights value

Wrap up time (seconds)

l2

|Apply User Rights value

Call waiting on
["] Enable call waiting

Busy on held
[7] Enable busy on held

|Appl)r User Rights value

|Apply User Rights value

-#r 8500 Contact Center b
. @ 3111 Supenvisor

=% Group (1) [ o
| [#9% Short Code (3

1 v

Sent 100% of IPOSEPri
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10.Click the required User Rights Group for the Agent and then select the
Telephony tab.

File Edit View Tools Help

2S-H EEA A v SE,

= UserRights - Agent -
EZ T R IR

© Solution

[i z ghm:pg)d @) 4 | User | ShortCodes | Button Programming I Telephony |UsuRjgh‘Is Membership [Voicemlil ] Forwarding |
ort Code
- Directory(0) Call Settings | Supenvisor Settings | Multi-line Options | Call Log | .
1 Time Profile(0) —
-l Account Code(0) Mo answer time (seconds)
B-
l ] |Appl)r User Rights value v]
Application
Ppic Transfer return time (seconds)
=
3 1P Auto-create ‘ | |App|y s Rights value ‘ |
N -
g ‘iﬁ IP Hardphone ‘Wrap up time (seconds)
- #5 Mailbox -
@5 Paging = ‘2 | |Apply User Rights value v |
s T3 default N
- Location(0) Call waiting on L
H; E’:;:" o [] Enable call waiting |npply User Rights value v]
em
#F7 Line (1) Busy on held
<< Control Unit (9)
[7] Enable busy on held |Apply User Rights value v |
i 0 2113 Agent3 A
.‘.-. 83500 Contact Center b L] | >
-~ 9111 Supenvisor
#-§ Group (1) (- | 0K ‘ | Cancel ‘ | Help |
9% Short Code (31 ¥

Sent 100% of IPOSEPri

11.Before changing the Wrap-up Time, check which other Agents/Users are using
this set of User rights. Click the User Rights Membership tab. Then select the
Telephony tab to return.

File Edit View Tools Help

2s-dEEE A v 2B,

* Solution * UserRights ~ Agent ~i
Ef T EREIE IR

- Group(1] [ p . r — -
[ﬂg Shr?rltpé:de{ﬁ} i | User I ShortCodes | Button Programming ]TelephnnyJ User Rights Membership [Vulcemall ] Forwarding J
a ?Im:rﬁ? o Members of this User Rights | Members when out of hours |
%1 Time Profile -
am Account Code(0) IP Office Name
:ie; Rights (3) [J500v2  NoUser
5 Agent
£ Application [] s00v2 ) Customer01
§3 Boss [] IPOSEPri Nolser
4§ Default [ IPOSEPr  Agent?
&4 1P Auto-create [V IPOSEPri Agent?
g'"la IP Hardphone [+ IPOSEPr  Supervisor
B oo = ||| |“posepi Agents
I 2] :
L g4 T3 default [11POSEPri Contact Center
i@ Location(0)
== IPOSEPri
-9 Systemn (1)
-9 Line (1)
<= Control Unit (9)
E-" Extension (3)
- User ()
h NoUser !
2111 Agentl
g 2112 Agent2
3~ 2113 Agent3 < U
‘r- 8500 Contact Center
i 4111 Supervisor
w4 Group (1) I [ ok
|_[#-9% Short Code (31 ¥

-
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12.Change the Wrap-up time (secs) to a figure below the lowest time of the IP
Office Contact Center topic for all Agents in this Profile.

File Edit View Tools Help

* Solution ~ UserRights

-9 Group(1)
9% Short Code(45)
a5 Directory(0)
-1 Time Profile(0)
Account Code(0)
i

User Rights(9)
B4 Agent
3 Applicetion
g Boss
£ Default
‘s IP Auto-create
‘s IP Hardphone
83 Mailbox

& Paging

s T3 default
i Location(0)
=539 IPOSEPri
#-5 System (1)
-1 Line (1)
- Control Unit (%)
-4 Exension (5)

—fr 2113 Agent3
—&r 8500 Contact Center
- 4111 Supenvisor

#-4¢ Group (1)

AE-HEEE A v 2B,

~ Agent I
0 S S E REIE ARARE

User | ShortCodes | Button Programming | Telephony | User Rights Membership | Voicemail | Forwarding |

Call Settings | Supenvisor Settings | Multi-line Options | Call Log |

~

No answer time (seconds)

[ |Apply User Rights value vl
Transfer return time (seconds)

‘ [Apply User Rights value

‘Wrap up time (seconds)

|ll |Apply User Rights value v|
Call waiting on

[] Enable call waiting |Apply User Rights value vl
Busy on held

[7] Enable busy on held |Apply User Rights value Vl

<

|[ cancel |[ Hep |

Sent 100% of IPOSEPri

13.Click the OK button.

File Edit View Tools Help

© Solution ~ UserRights

-4 Group(1)
[£-8% Short Code(45)

| 25 Paging
Lfs T3 default

i@ Location(0)

=% IPOSEPri

B % System (1)

#-F1 Line (1)

= Centrel Unit (9)

#-4 Extension (5)

Bl Uszer (6)

{m MoUser

& 2111 Agent1

2112 Agent2

: 2113 Agent3

+ 8300 Contact Center

&= 4111 Supervisor

#-% Group (1)

2E-dEEE A v 5,

vAgent 'I
EXN T EEEIEIR2REE

S A

User | ShortCodes | Button ngrﬂmmingl Telephony |Useergh‘Is

i I‘c‘oicemlil] Forwarding |

Call Settings | Supervisor Settings | Multi-line Options | Call Log |

~

Ne answer time (seconds)

[ |Appl)r User Rights value vl
Transfer return time (seconds)

‘ |Apply User Rights value

‘Wrap up time (seconds)

‘0 |Apply User Rights value v|
Call waiting on

[[] Enable call waiting |Appl)r User Rights value Vl
Busy on held

[] Enable busy on held | Apply User Rights value v|

<

Sent 100% of IPOSEPri
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14.Click the Save icon. This will update all the Agents/Users in the User Rights

Group.

]
File Edit View Tools Help

2 EEEE L v

Solution ~  UserRights

Avaya IP Office Manager for Server Edition IPOSEPri [9.1.200.36]

~ Agent

L= | o

| Configuration

Agent*

Xw/«»

%58 Group(1)
-8 Short Code(45)
@ Directory(0)
£17 Time Profile(0)
m Account Code(l)
=-f3 User Rights(9)
ﬂ; Agent
B Application
£; Boss
£ Default
%3 IP Auto-create
ﬂ; IP Hardphone
5 Mailbox
&5 Paging
£5 T3 default
8 Location(0)
=% IPOSEPri
+-%53 System (1)
#-T4 Line (1)
#-+= Control Unit (%)
+-4 Extension (3)
= i User (6)
fr NoUser
#2111 Agent1
& 2112 Agent2
i~ 2113 Agent3
2~ 8500 Contact Center
- 4111 Supenvisor
# ﬂ Group (1)
L_[#-9% Short Code (3)
Sent 100% of IPOSEPri

m

Mo answer time (seconds)

User IShollCudes Button Programming | Telephony | User Rights Membership | Voicemail | Forwarding |

Call Settings | Supervisor Settings ] Multi-line Options | Call Log

| Apply User Rights value

Transfer return time (seconds)

l Apply User Rights value

<
1}

‘Wrap up time (seconds)

o
Call waiting on
] Enable call waiting

Busy on held
["] Enable busy on held

I Apply User Rights value

Apply User Rights value

Apply User Rights value

H Cancel H Help |

Troubleshooting — WebRTC Application settings are not displayed on the Agents

Web Interface.

Condition

An IP Office Contact Center Server is upgraded from 9.0.3 to 9.1.6. When the IP Office
Contact Centre agent logs in from a supported browser, the Application Settings
screen is not available from the Agent’s Interface and a warning is displayed.

Application Settings

P Office Contact Center Server

ntegrated Phone

WebRTC Gateway

ogging Leve

Application Settings

IP Office Contact Center Server

Integrated Phone

WebRTC Gateway

Logging Level

®

Information v

A. Application Settings screen with Warning displayed, when Auto Synchronization

is not configured.
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B. Application Settings screen when Auto Synchronization is configured.
Cause
The synchronization service has not been configured and is therefore unavailable.
Consequently the IP Office Contact Center server is unable to retrieve details relating to
WebRTC/IP Office.
Solution
If you are planning to use Web RTC, the Synchronization Service must be configured.
Otherwise the User Interface will not be able to retrieve the he WebRTC settings.
Please refer to the IP Office and IP Office Contact Center Auto Synchronization section
of the IP Office Contact Center Installation Task Based Guide for details relating to Auto
Synchronization configuration.
Troubleshooting — Calls not alerting all available agents.
Condition
In some circumstances, calls targeted by the IP Office Contact Center to be delivered to
an agent, bounce into the Agent’s voicemail and do not reach other available IP Office
Contact Center Agents.
Cause

There is a timing conflict in the IP Office configuration, relating to the IP Office Contact
Center SIP extension.

Solution

Change the settings for the IP Office Contact Center SIP extension, in the IP Office.

1. Open IP Office Manager and connect to the IP Office.
2. Click User rights — Application — User rights Membership — Member of this

User Rights. Check that the Contact Center extension is in the Application User
Rights Group.
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L Avaya IP Office Manager for Server Edition 308099829313 [9.1.400.137]
File Edit View Tools Help
* Solution v User Rights v Application v

&, BOOTP (6) l: | Name User  ShortCodes Button Programming TelephonyLUSﬂ' Rights Membership lVoica
i Operator (3) £5 < IP Auto-create - -
=< ;olquorr\(u) fs < T3 default LM:mbers of this User Rights | Members when out of hours
sel
%% Group(0) :‘ i ::9:29 IP Office Name
8% Short Code(45) 4 < Mailbox
@ Directory(0) !g < IP Hardphone (] 308099829313 NoUser
£0) Time Profile(0) . ¢ Default [ 308099829313 Extn2201
&8 Account Code(0) R Rppiicaton [ 308099829313  Extn2202
‘%3 User Rights < Bose [ 308099829313  Extn2203
. L ]
sl et 5 i
- Sl : [ 308D99B29313 Extn2205
£3 Line (1) [ 308099829313 Agent2301
<% Control Unit (8) [ 308099829313  Agent2302
4 Extension (6) [J 308099829313 Agent2303
£ User(12) [] 308099829313 Agent2304
3 g;z:"c(gi’ e [ 308099829313 _Agent2305
@ senvice () [ 308D99B29313 Contact Center |
@ Incoming Call Route (0) [ 's00v2 NoUser
@ 1P Route (0) [ soov2 Extn3299

3. Click Telephony- Call Settings. Then enter 99999 in the No answer time
(seconds) field and check that the Apply User Right value is set.

User ShortCodes  Button Programming | Telephony § User Rights Membership  Voicemail Forwarding

Call Settings |Supervisor Settings  Multi-line Options  Call Log

Mo answer time (seconds)

|99999 | |.ﬁpp|y User Rights value Vl

Transfer return time (seconds)

| | |App|y User Rights value i |

Wrap up time (seconds)

4. Click on the Multi-line Options tab. Enter 0 in the Individual coverage time

(seconds) field and check that the Apply User Right value is set.

User  ShortCodes Button Programming : Telephony | User Rights Membership  Voicemail Forwarding

Call Settings  Supervisor Settings | Multi-line Options | Call Log

Individual coverage time (seconds)

IU | I?\pply User Rights value v

5. Save the changes to the configuration.
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I Avaya IP Office Manager for Server Edition 308099829313 [9.1.400.137)
File Edit View Tools Help
* Solution ~ User Rights ~ Application -

& BOOTR.(5) ol b User  ShortCodes Button Programming er_eEl;honyz User Rights Membership  Voicemail
4 Operator (3) £5 < 1P Auto-create — b
=% Solution 85 < T3 default Call Settings  Supervisor Settings Multi-line Options  Call Log
= . User(12) ] au
28 Group(0) :g < ::g::g Individual coverage time (seconds)
9% Short Code(45) 8 < Mailbox 0 Apply User Rights value
o Directory(0) $3 < 1P Hardphone | | oo
£ Time Profile(0) 3 < Default
@@ Account Code(0) lﬂ < Application
-§3 User Rights (9) 85 < Boss
B Location(0) .
&< 308099829313 §5 < Agent
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Troubleshooting — An Agent Profile cannot be deleted

Condition

An Agent Profile cannot be deleted from the IP Office Contact Center.
Cause

The Agent still has emails in their Inbox.

Solution

Remove the emails from the Agent’s Inbox. Only E-mail task type is required to access
the Agent’s email tasks.

a [Agent] Agent2113 - Edit [x ]
General | @ Email | ok
- Task —_— — = |
System name Agent2113 e Password... | Cancel
: - [ Telephony ; :
Login name Agent2113 MEo_]
[]Cnat —
— Variables...
{__| Autom. sign on through Windows user account S ——
Usemame
Domain/computer: b Y=

Troubleshooting — IP Office Contact Center Chrome User Interface warning over
non compatible versions.

Condition

An error message is seen if an incompatible version of the IP Office Contact Center
Chrome User Interface when it is used with a non-compatible server.

Cause

The version of the IP Office Contact Center Customer Chrome User Interface and the
IP Office Contact Center server are not compatible.

Solution

Install the latest IP Office Contact Center Chrome User Interface from the Chrome app
store.
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Troubleshooting — IP Office Contact Center User Interface Queue tab is not

updating.

Condition:

The Supervisor using the IP Office Contact Center User Interface cannot see the

Queued calls.

A\ Avaya Agent - IPOCC % [ AvayalP Office Web Man... X =+

192.168.42.5:2580 ¢ #/mair .

Groups (2) Agents (6) Queue (1) Other

Wait Time Name Call Number Group Topic

*B 9 3+ & O

00:04 012 205 Group Topicl

Assignto.

Cause
The Agent group is not assigned to the Topic.

Solution

Group Mapping Requirement

Topic and agent group mapping must match the mapping in the task flow for the
telephony, email, and chat channels. For example, if you create a new topic with
telephony, chat, and email enabled, this topic must be mapped to a specific agent
group. You must also enable the appropriate channels (in this case, telephony, chat,
and email) in the agent group. The task flow of all channels for the topic must map to

this agent group only.
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Task flow set Edit Tools Windows Help
DEd v & o8 m
Administration  [FCRSSSE X |EE Lal <[>
=@ Telephony

B2 Topicl

"3

23:237 0:00 Administrator ()

[CallFlow]:Topic1

Configuration

View: | A
&) Workplace

| 43 Announcement
@ Country

System Service Windows

23:20/ 0:00
Help

Administrator (-)

| CgrQueue device

@ @ Topic

]mwmmscﬁpt

| &vR | B Break Time code
| = Telephone

Name Tel
Topic X

| ¥ Agent group

| agpex
| TeChat server
ICustomer

| &5 Telephone group

| £2 Profile | D Team

PBX
PBXServer

| FECHAP server | 2FVEA
| 2 Agert

| T Chat scrpt
I ' Extemal destination

E-.. Chat Number Act... E-mail address
7001 X

Press F1 for Help.
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Ll
W

Max, reservation time:

Diztribuste call after releaze by agent - mak.

Script for playing of voice messages.
|-:Hme:-
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Troubleshooting — The connection to the IP Office Contact Center was closed or
lost unexpectedly

Condition

Agent Interface Unexpectedly disconnects from the IP Office Contact Center Software.

Connection to IPOCC Server
was closed or lost

unexpectedly.

Cause

The connection to the IP Office Contact Center has been attempted via a Proxy and no
proxy exceptions have been added.

Solution
Add a proxy exception to your connection.

When using a Proxy with for example, Mozilla Firefox a proxy exception must be
created for the IP Office Contact Center client.

The following example relates to Mozilla Firefox but the same principles apply to other

supported web browsers.

1. Open the browser and click the Open menu icon.
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@ Morilla Firefox Start Page

& © Firefox | Search orenter address vC 'Goog:'e A aB $& @

mozilla

Google

@ Thanks for choosing Firefox! To get the most out of your browser, learn

more about the latest features.

¥ ® O & O @ Restns Py Soui

Downloads Bookmarks History Add-ons Sync Settings

2. Choose the Options icon.

@ Mozilla Firefox Start Page

& © Firefox | Search or enter address v ¢ || B~ Google AP HuB ¥ A& =
Cut Copy Paste
- 100% +

O = B

New Window  New Private Save Page

Window
-~
a o0 &
v
Print History Full Screen
COUSIC | | ' Find Options Add-ons
Thanks for choosing Firefox! To get the most out of your brows ’
more about the latest features.
Developer

€2 Signin to Sync

‘ * ® # () * usf:estore Previous Session

Downloads Bookmarks History Add-ons Sync Settings

3. Click the Network Tab.
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Options
O @ @ &8 QI

General Tabs Search  Content  Applications  Privacy  Security Sync Advanced

General | Data Choices | Network | Update | Certificates |

Accessibility
| Always use the cursor keys to navigate within pages
Search for text when I start typing

Warn me when websites try to redirect or reload the page

Browsing
Use autoscrolling
Use smooth scrolling

Use hardware acceleration when available

Check my spelling as I type

4. Click the Settings button.

o @ w4

General  Tabs  Content Applications Privacy  Security

General | Data Choices | Metwork | Update | Certificates|

Connection

Configure how Firefox connects to the Internet

Cached Web Content
Your web content cache is currently using 35.0 MB of disk space

[[] Override automatic cache management

Limit cache to 350 MB of space

Offline Web Content and User Data
Your application cache is currently using 0 bytes of disk space

[+ Tell me when a website asks to store data for offline use

The following websites are allowed to store data for offline use:
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5. To add a no proxy exception, click the Manual proxy configuration option.

Configure Proxies to Access the Internet
O No proxy
@ Auto-detect proxy settings for this network
O Use system proxy settings
| () Manual proxy configuration: |
HTTP Proxy: [ | Port:

["] Use this proxy server for all protocols

S5L Proxy: | o

ETP Proxy: | | Port:
SOCKS Host: | | Port:

() SOCKSw4 (&) SOCKSv5
No Proxy for:
localhost, 127.0.0.1

Example: .mozilla.org, .net.nz, 192.168.1.0/24
() Automatic proxy configuration URL:

| . Reload

ok | [ | [ ]

6. Inthe No Proxy for: field we need to enter the Hostname for the IP Office
Contact Center server. The hostname is confirmed during the installation of the

Client software.

G:j:::::nm of your IPO Contact Center server, AVAyA

License server and location for data export.

Hostname of IPOCC Server IIPoc_c|

Hostname of License Server ||Pccc Port (3080
Location for data export fc:ProgramData yeporting data\ | Browse... |
Activate terminal selection [wi
Use external Firstscreen O

| Bak || nNext | | cancel |

7. Enter the Hostname and then click the OK button.
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Configure Proxies to Access the Internet
O No proxy
() Auto-detect proxy settings for this network
) Use system proxy settings
(®) Manual proxy configuration:
HTTP Proxy: | | port: |

[] Use this proxy server for all protocols
st Proxy: | | Port: |
ETP Proxy: | | Port: |

SOCKS Host: | | Port; |
() SOCKSv4 (@ SOCKSyS
No Proxy for:

localhost, 127.0.0. |_ IPOCC |

Example: .mozilla.org, .net.nz, 192.168.1.0/24
() Automatic proxy configuration URL:

| | Reload
[ox || Concel || e |

8. Clixk the Auto-detect proxy settings for this network radio button and then
click the OK button.

Configure Proxies to Access the Internet
O No proxy
[[®7Ato-detect proxy settings for this network |
\O Use system proxy settings
(O Manual proxy configuration:

HTTP Proxy: l ] Port: | 0
[] Use this proxy server for all protocols 7
ssk Proxy: | | port: | o
ETP Proxy: [ ] Port: ‘ 0%
SOCKS Host: | | Port: | 02
() SOCKSv4 () SOCKSy5
Noproxyforfr -
localhost, 127.0.0.1, IPOCC
Example: .mozilla.org, .net.nz, 192,168.1.0/24
() Automatic proxy configuration URL:
[ | Reload |

o] [ | [ ]

9. Click the OK button to confirm the changes and close the dialogue box.
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Options [x]
e " s Y
= = e~y ) (R
= ok =~ &3 Q
General Tabs Content  Applications  Privacy  Security Sync Advanced
| General | Data Choices | Network | Update | Certificates

Connection

Configure how Firefox connects to the Internet Settings... |

Cached Web Content
Your web content cache is currently using 35.0 MB of disk space Clear Now |

[] Override automatic cache management

Offline Web Content and User Data

Your application cache is currently using 0 bytes of disk space Clear Now |

[V Tell me when a website asks to store data for offline use i Exceptions...

The following websites are allowed to store data for offline use:

l oK I Cancel | Help

Troubleshooting Contact Recorder - When two recordings are made instead of
one, when a Topic call is transferred from one agent to another.

Condition

e Anincoming call is received to Topic A and answered by an Agent within Agent
Groupl that is assigned to that Topic.

e The agent presses the transfer button on the Ul and makes a blind transfer to
another Topic B.

e The Call is successfully transferred and when an agent from Agent Group 2 in
Topic B answers the incoming call, the recording prompt is played informing
them that the call is recorded.

e Contact Recorder will produce two recordings, one for the call ansered by the
Agent from Topicl and one for the blind transfer to the Agent associated to the
Agent Group in Topic2.

¢ If instead of blind transfer, the Agent in Agent Groupl performs an assisted
transfer, only 1 recording will be present in Contact Recorder and will contain
only the conversation between the customer and the Agent in Agent Group 1.

Cause
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The recording is controlled by the VMProRec variable and associated tag, assigned to
the Topic. A value relating to the VMProRec tag can be selected:

“1” Recording uses Voice Recording Library (VRL)
“2” Recording uses Voice Recording Library Authenticated (VRLA)
“0” No automatic recording

When the VMProRec tag in Topic B is configured to value "0", two recordings are
made, one containing the conversion between the customer and Agentl and the other
containing the conversation between the customer and Agent2. In the blind transfer
scenario, the first tags are copied when the agent is connected to the customer.

Solution
Assign a VMProRec variable with a Tag Value of 1 to the first Topicl from which the
calls will be transferred and a VMProRec variable with a Tag value of 0 to the second

Topic2 i.e. the transfer destination Topic.

1. From the User Interface select Configuration, then select System followed by
Taglist.

A P Office Contact Center

File Goto Help

Aaent Portal SN Service Windows  Help

General...

Time off...

Reporting settings...
@E‘ Q Delete Reporting Data...

Realtime information default values...

Variables... /
Tag ist,.,

Configuration report...
Availability for Tasks (default]...

Skill overview...

Interface for staff planning...
Task Reports...
Shift plan...

Break Time code

2. Select the VMProRec Tag and click the Change button.
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M ame Type D ata type Rezolution ]

Ibk_ScanResultd Lzer String

Ibd_Senderdddress < Sptem Shing m

IIk_5 enderDizplayname <Spztem: String
LUtd_SenderD arnain <Suzkern: String m

k_SenderFeplhTofddress <Sostems: String

IIk_SenderT LD omain <Spztem: String
Lkd_5 ensitivity £Spstem: Murnber Integer Delete
Ik_Subject <Spztems Sting

WEC_LastSkilReductionTime  <System: Mumber Integer
WhProFreeRecordingReso..  User Mumber Integer
YhFroRec ! Mumber Integer
YoiceFileM ame

3. Set the Data type to Number

Hame: |UMP[DHEC | ok |

() Spstem-specific
® User-defined
() Skl /

_—

Data type: | Murmber ¥ |

R esolution; | |Hteger i |

[ ] Can be changed by CGI server

[ ] Ovenarite-protection

Applving Tags into Task resulting from ConferenceT ransfer

Tag from Consultation .
() Ignore

(®i4pply. where applicable overwrite

() spply only if transferred, where applicable overnwrite
() Apply only if not available in the original tazk
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4. Set the Resolution to Integer.

) Tag - Edit

Mame: ‘VMP[DHEC | | aE.

Sustem-specific
(®) User-defined
0 Skill

o~
Drata type: | Mumber / [ |
Pl

Rezalution: | Integer =

Y|

[] Can be changed by CGI sarver

[ ] Ovenwrite-pratection

Appling Tags into Tazk resulting from Conference T ransfer
Tag from Congulkation ...

() lgnare

(®) ibnply. where applicable cvenwrite

() &pply only if hanstened, where applicable ovenrite

() &pply only if nat available in the original task

Select the Apply, where applicable overwrite radio button then click the OK
button.

(&) Tag - Edit x|
Mame: |VMPI’DHBC | (0] |
System-zpecific
(®) User-defined
) Skill
Data type: |Number vl
Resolution: |Integer Vl

[]Can be changed by CGI server

[ ] Dwenarite-protection

Applving Tags into Task resulting from Conference/Transfey
Tag from Consultation ...

) Ignore

(® &l where applicable ovensrits

() Apply only if transfered, where applicable ovenarite

() Apply only if not available in the original task
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6. Click the OK button.

] Defined tags x|
M ame Type Data type R ezolution A ]
Ib_ScanResult? |zer String
Ik _ScanFesultd |zer String [
Ik_ScanFesulkd Idzer String |
k_Senderdddress <Spztem: String Add .
IIk_5 enderDizplayname <Spztem: String Change ...
IIk_5S enderDiomain <Spztem: String
Uk_SenderReplyTosddress  <System: String Delete
IIk_SenderT LD armain <Spztems String
Ik _S ensitiaty <Systems MHumber Integer
Ik _Subject <System: String
YEC_LastSkilReductionTime  <System: Humber Integer
W ProF reeR ecordingR esour... User Hurnber |nteger
Wi ProRec Idzer Hurnber |nteger =
“aoiceFileMame Idzer String iy

7. Select the first Topicl, click the Edit button, then click the Variable button.

Contact Center

22:00/ 0:00 ‘ | Administrator (-)

View: ‘ <All>
o B Break Time code |3erBx | 3ECHAPsever | BEVEA | @Couty | GahOueue device | 6= Telephone | S Telephone goup | it server % Chat script
{}{} @ @Topic  |Hrgertgor | Fhoet | {IPrfie | §Tesm | EACustomer | [ Btemal destination | @b Workplace | 3 Amnouncement | [] Amnouncement sarpt | P IVR

Name Tel E-mail Chat Number Active PBX E-mail address > Edit...
Topic1 X 7001 X IPOSEPri

LLLJ
|: Topic2 ‘\ X 7002 X IPOSEPr Create..
Topic3 X 7003 X IPOSEP
Copy...
E Delete
& [Topic] Topic1 - Edit -
Blocking periods | _
DED General | ¢ Telephory E
Name Topic1 O biock period
[ Telephory
}zﬁ [ Email
[C]chat
Cee w02

8. Click the Add button.
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Ohject Tag YWalue

Cancel

Change...

Delete

[l
o

9. Click the Builder button.

|[T|:||:|i|:] Topic v| | ok |

| m Cancel

[ ata
Fezalution

10. Select the VMProRec Tag and click OK.

M ame [ata type Resolution |~
0051_Mo2ndRoute Mumber |nteger o
zkillF actor Murnber Integer
Supervizor_|nfoboard String /
Topichd axdlert T imeout String
IM_ScanBesult] String
IIh_ScanResult10 String
Uk_ScanResult? String
h_ScanResult3 String
h_ScanResultd String
IM_ScanBeszulth String
Uk_ScanResults String
Uk_ScanResult? String
k_ScanResultd String
Ih_ScanResultd String
) MHurmber Integer
YhProRec M umber |nteger
YoiceFilet ame

Colurmnz
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11.Set the Value "1" and then click the OK button.

| [Topic] TopicT

|"-.-"MP'II:IHEC

Data Hurmber
R ezalution [nteger

(il

12.The defined Variable is displayed. Click OK.

Dhbject ~Tag MWalue ] 3 kK
@ Topic YMProFec 1
/

Vndotiepeatien it s ghe o e 8 nd s

"

)

13.Click the OK button for Topic1.

General | ¢* Telephony |

Name: |T0Diﬂ1

Tashk types

[w] Telephory
[ ] E-mail
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14.Repeat this process for the transfer destination Topic2., but this time set the
VMProRec variable to O.

@ Defined Variables [ x]
Object Tag Yalue
8 Topic? VIProRec i
Add...
Change...

elete
S A TSV PR W G ST I»JD‘ e,

Once the configuration is in place, when a blind transfer is made from Topic 1 to Topic
2. Contact Recorder will make one recording in relation to the blind transfer.

When a consultation transfer is made from topic 1 to topic 2 Contact Recorder will
make one recording in relation to the Consultation Transfer.
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Troubleshooting Sending Emails when using McAfee Virus Scanner
Condition

e If you are using a McAfee virus scanner, you cannot send email messages as
default.

Cause

Port 25 (well-known port for the SMTP protocol) is blocked in the default configuration
of McAfee.

Solution

You must tell McAfee that SMTPConnector, IVR, Scheduler and TTrace are a trusted
program.

Right-click McAfee on the task bar.

Select VirusScan Console.

Double-click Access Protection.

Click the Port Blocking Tab

Select Prevent mass mailing worms from sending email.

Click Edit.

Add SMTPConnector.exe, ivr.exe, scheduler.exe and mailsend.exe.

Nooh,rwhE
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MSI Repairs to Tomcat services
Condition

e If you repair any of the following files, the security certificate will revert to the
default one.

o Tomcat WWW x64.msi

o Tomcat x64.msi

o Web Services Collection x64.msi
Cause
The default security certificate replaces any custom security certificate, during the repair
of the Tomcat service.

Solution

Reinstall the security certificate, if the customer is not using the default. Refer to the
IPOCC 9.1.6 FP Installation Task Based Guide.
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Deleting Multiple Agents causes Error
Condition
e If you try and delete more than one Agent at once in the IP Office Contact Center

you will receive a warning message. When you click the OK button only one
Agent is deleted.

General error -

Error deleting from database table 'PABXAgent'!
& I . Deletion of object denied by "vectors" process, The object might be
used in the active task flow set.

OK

Cause
Known issue.
Solution

Only select one Agent at a time when deleting Agents

A IP Office Contact Center

17:42 1 0:00 Administrator (-)

Agent Portal Configuration System Service Windows Help
EEE N View: | <Al v|
Admin n
v &), Workplace | 43 Announcement | (@) Announcement script | &R | & Break Time code | =ePBX | F€CHAP server | PEVEA |
*"‘-I:I_ @ Country | G Queue device | = Telephone | @5 Telephone group | " Chat server | % Chat seript |
@ | @ Topic | B Agent grovp £ Agert | 2 Profie | &) Team | EZ)Customer | £7 Extemal destination |
L4 Name Tel Emal  Chat  Number PBX E-mail address
£ o Agert211 X 2111 PBXServer
Agent2112 X 2112 PBXServer [ Create. |
Dgu Agent2114 X 2114 PBXServer
Agert2115 X 2115 PBXServer [ e ]

am PBXServer |

| |
w
5
:
8
>

17-43 7 0-00 Administrator (-)

ant Poral Configuration System Service Windows Help
2 | View: I <All> -.«|
Administration _
- & Workplace | § Announcement | [R) Announcement script |&WVR | B Bresk Time code | 3€Pex | 3€CHAPserver | FEVEA |
""'{} @ Courtry | G Queue device | e Telephone | @S Telephone group | " Chat server | G Chat script |
@ ] @ Topic ] mﬁgent group £ Agent l {2 Profile ] @Teem ] [E2] Customer ] [ Edtemal destination ]
Ll Name Tel Emal  Chat  Number PBX E-mail address Eit...
E o Agent2111 % 2m PEXServer
Agent2112 X 212 PBXServer Create...
Agent2114 X 2114 PBXServer
g Agent2115 X /4 2115 PBXServer ‘ [ Coy. ]
Supervisor X 411 PBXServer f Malata !
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Restarting the IP Office Contact Center Watchdog while Supervisors are viewing
the Agent Status/ Contact Detail Reports.

Condition

¢ |If the IP Office Contact Center Watchdog service is restarted on the IP Office
Contact Center server while a Supervisor is logged in viewing the Agent Status
Reports or the Contact Detail Reports. When the Supervisor tries to view either
Report an error message is displayed.

Error

'8' an error occurred when starting the Contact Detail Reports application. Contact an administratar,

| ok ]| Detais.. |

Errar

[8} an error occurred when starting the Agent Status Reports application. Contact an administratar,

| ok || Detais.. |

Cause
No Fix Planned — Working as Designed
Solution

Logout and Login the Supervisor to view the reports one all services have restarted.
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[+] Taskbar

Bosi Agent Status Reports

Select AG
Start 02 April 2015 \@
Stop 02 April 2015 Nz}

Agent al e
Activity al W

Time Zone Europe/London E
Search
Create Exce
Page |1 Ir2 go to |« << 3> 3| Create CSV|

Agent name Time stamp Login/logout Sign on/sign off Break Time Wrap Up without call Additional info Task Type

ervisor 4/2/15 10:53: M Login 2111 Voice
ervisor 4/2/15 10: Sign on Group 1 Voice
ervisor 4/2/15 11: M Login 2111 Voice
ervisor 4/2/15 11: Sign on Group 1 Voice
ervisor 4/2/15 11: Sign off Group 1 Voice
ervisor 4/2/15 11: M Logout Voice
upervisor 4/2/15 11: M Login 2111 Voice W

Jere Yo
-
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Navigation within the Web Ul option for IP Office Contact Center Chrome User
Interface

Condition

e Using the Web Ul option on an IP Office Contact Center Chrome User Interface.
To show a Web search within when a call arrives. If you choose to navigate
within this web session. You cannot go back to the default search results as the
navigation button are not displayed.

Address: http:ffvwww google.co.uk/search?q=%CCK_Calling_Addresss
[ CallTag... ]
() in new tab

3 innew browser window

= Incoming ) Support ) Topicl

Call Details Groups Users
— Supervisor Message

Notes ' History & Customer Details & Google @

Agent Statistics

-~ S >
/: Bt S 3 427 ¥ B US ‘

Cause
No Fix Planned — Working as Designed
Solution

Edit your Web access search to in new browser window.
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Address; http: ffvwww google oo uk/search?q=%CCK_Calling_Address%:

[ camag.. ] [

i1

73 in new tab

I@} in new browser window I

[ ok |[ cancel |

The Search will now open a new browser session for the search allowing the use of the
navigation buttons.

/ [} 01244670205 - Google & x |

C' £ https://www.google.co.uk/search?q=0124 |0 5&ows_rd=ss
Google  orzemmmos ] a |

Web Maps mages Shopping Videos More « Search tools

ARt 108 rac c (0 1R senndet
About 108 results (0.16 seconds)

Cookies help us deliver our services. By using our services, you agree to our use of cookies.

Learn more m

Tip: Search for English results only. You can specify your search language in
Preferences
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Changing the PostgreSQL Database password

Condition

The PostgreSQL database password is unknown and needs to be updated to a known

password to gain access to the database.

Cause
Forgotten password

Solution

1. Using the secondary mouse button, choose the Windows icon.

= T =

2. Choose Run.

Programs and Features

Power Options

Event Viewer

System
Device Manager
Network Connections

Disk Management

Computer Management

Command Prompt

Command Prompt (Admin)

Task Manager

Control Panel

File Explorer

Search

Run

Shut down or sign out

Desktop
=S
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3. Type cmd and choose the OK button.

=] Run -

Type the name of a program, folder, document, or Internet
resource, and Windows will open it for you.

gl

Dpen: |cmd| ]

¥ This task will be created with administrative privileges.

| oK | | Cancel | | Browse... |

4. Type cd\Program Files (x86)\Avaya\lP Office Contact
Center\PostgreSQL\9.3\bin and press Enter

(= [ |

it Administrator: C\Windows'system32\cmd.exe

icrosoft Windows [Uersion 6.3.76H01
(c)> 2013 Microsoft Corporation. All rights reserved.

sUserssAdministrator>cdsProgram Files {x86>-“Avaya~IP Office Contact Center-Pos
greSQL~9? _3xbin

Program Files {(x86>“Avaya~IP 0ffice Contact Center“PostgreSQL~%?.3%hin>_

5. Type psql —d postgres postgres and press Enter.

= Administrator: C\Windows\system32\cmd.exe - psgl -d postgres postgres \;‘i-

icrosoft Windows [Uersion 6.3.96801
(c)» 2013 Microsoft Corporation. All rights reserved.

m | >

sUserssAdministrator>edsProgram Files (x86>~Avaya>IP Office Contact Center-Pos
greSqQL~? . 3%bin

sProgram Files (x86>“Avaya~IP 0ffice GContact CenterPostgreSQL:%?.3%binl>psgl —d
postgres pogtgres
: Console code page (437> differs from Windows code page <1252>
g-bit characters might not work correctly. See psgl reference
page “"Hotes for Windows users" for details.
ype "help" for help.

postgres=# _

6. Type alter role “Administrator” encrypted password ‘<)X XXX>’
and press Enter. Where XXXXXXXXXXXXX is the database new password

E®  Administrator: C\Windows\system32\cmd.exe - psql -d postgres postgres M

icrosoft Windows [UVersion 6.3.9688]
(c) 2013 Microsoft Corporation. All rights reserved.

sUserssAdministratorcdsProgram Files (xB6)“Avaya~IPF Office Contac
gre3QLM? . 35bin

C:sProgram Files (xB86>“AvayasIP Office Contact CentersPostgreSQLA?.3%xbinl>psgl —d|
postgres postgres

pa
ype "help'

# alter role "Administrator" encrypted password
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7. .Type \q and press Enter.

Administrator: C\Windows'\system32\cmd.exe

[Version 6.3.96801]

icrosoft Windows
All rights reserved.

(c) 2013 Microsoft Corporation.
greSqQL~? . 3%bin

postgres postgres
.3.18>
: Console code page (437> differs from Windows code page (1252)>
—hit characters might not work correctly. See psgl reference
page "Motes for Windows users" for details.
ype "help” for help.
postgres=# alter role "Administrator" encrypted password ’<{Administrator>’
postgres—# g
SProgram Files (x86>“Avaya~IP O0ffice Contact Center-PostgrefQLA\%?.3%binl_

BE |

NUserssAdministrator>cdsProgram Files (x86>“Avaya~IP Office Contact Center-Pos

Program Filez (x86>-Avaya~IP Office Contact Center~PostgreSQLA?._3xbin>psgl —d

8. Type exit and press Enter. The command window, will now close.

Administrator: C\Windows'\system32\cmd.exe

icrosoft Windows [Version 6.3.968081
(c» 2013 Microsoft Corporation. All rights reserved.

gre3QLs9 _3vbin

postgres postgres
€9.3.18>
JARNING: Console code page (437> differs from Windows code page (1252)>
8-bit characters might not work correctly. BSee psgqgl reference
page "Motes for Windows users" for details.
ype "help” for help.

postgres=# alter role “"Administrator" encrypted password *<{Administrator>’

postgres—# g
Program Files {(x86>-\Avaya~IP Office Contact Center-PostgreSQL~%?_35bhinZexit_

If you have used pgAdmin Ill to access the database and selected the option to store

BE |

sUserssAdministrator>cd Program Files (xB&>~Avaya~IP Office Contact Center-Pos

:s“Program Files <x86>-Avaya~IP Office Contact Center“PostgreSQL:~?.3%bin>psql —d

the password. Now that the password has changed you need to change the stored

password to gain access.

Please enter password for user Administrator
on server Server {127.0.0.1)

|IIII‘IIIII‘GIII |

y pgAdmin 1l - [a[x]
Eile Edit Plugins Yiew Tocls Help

5’-\ 5—&] ‘:_3 |§ .(3 =

- ‘ Properties | Statistics Dependencies Dependents ¥

{ Server Groups
=3 Servers (1) Property Value ~

g @ Server (127.0.0.1:5432 | Description Server
' - ) Service
i* Connect to Server -

| | Cancel |

=
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1. Open Windows Explorer and change the location to
c:\Users\XXXX\AppDate\Roaming\postgresqgl. Where XXXX is the User
account in use when the password was previously stored.

Home Share View
@ - 1T |m « Local Disk (C:) » Users » Administrator » AppData » Roaming » postgresql
-
3¢ Favorites Name Date modified Type
Il Desktop ] pgpass.conf 25/01/2016 09:04 CONF File
_h.DownIoads
%] Recent places

2. Using the secondary mouse button choose the pgpass.conf file and select the
Edit button.

Home Share View
- v « Local Disk (C:) » Users » Administrator » pData » ming » postgresql v & Search post
t Disk (C D Roa
Y Favorites Name - Date medified Type Size
B Desktop | pgpass.con accasen]6 (%04  CONFFile 1KB
@ Downloads F
=
%] Recent places FEd&
Open with...
™ This PC Share with »
_m Desktop Restore previous versions
Il Documents Send to >
§ Download
- ow.n oads .
W Music .
[ Pictures SEL
B Videos Create shortcut
&, Local Disk (C?) Delete
Rename
€l Network Properties

3. Update the password and save the file.

File Edit Format View Help

h27.0.0.1:5432:*: :Administrator]
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4. Now using pgAdmin Ill, the password has been updated and the Database
access resumed.

File Edit Plugins View Tools Help

%0 SERSE- P

-- Database: tr

- @ Schemas (1) -- DROP DATABASE tr;

iR Cla. Ak tiaa A
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Licensing — Grace Period

The WebLM service has a built in grace period of 30 days, that allows for issues that
may occur with contacting the license service from other IP Office Contact Center
components.

Examples where the IP Office Contact Center licenses cannot be confirmed:

A. When adding more Agents/Supervisors/Wallboard licenses, the existing licenses
file needs to be removed before adding the new license file.

B. Issues with the Tomcat service.
C. Issues with the WebLM service (local or remote WebLM service).
D. Issues with Firewall ports.
E. The customer has reached the end of their trial period.
The following steps describe the procedure for a workaround for the issue

i.  Choose the Windows icon.

‘ Windows Server 2012R2

[‘II

s ! R0 menams

ii. Click the down arrow.
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iv.  Click Open.

Eile Edit View Help

v. Browse to the location c:\Users\Administrator\Doucements\Avaya\lP Office
Contact Center\WDConfig and then select the WATCHDOG.XML file and then

choose the Open button.

-1

= % [ « Aveya » IP Office Contact Center » WDConfig

w Gl [ Search WDConfig

)

H Desktop
8 Downloads
L Recent places

M This PC
g Desktop
|| Decuments
18 Downloads
B Music
= Pictures
A Videos

s Logs (V)

Organize *  New folder

i Local Disk (€ |

-

™ Name

Date modified
247033015 10:36

= -1 @

Type Size

XML Dogument

15KE
XML Document 15K8]

=] COMPLETE.XML

fa/03/2015 10:36

|2 WATCHDC

w

v

| Al Files )

File pamiee | WATCHDOGML

vi. Click the Scenarios button.
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File Edit

View Help

L EIE T

Vii.

File Edit

Click the L4.1 level.

View Help

Bl R

STANDARD |

Used Hosts: IPOCC

11

L1

Mame="omniJRE Maming Service™ Service="omniORE Naming Service”
Host="IPOCC" Delay=5:
OnTermirations

L2
21

Mame="CCOE" Dependencies=1 Optional=0

Name="DB" Run="C:\Frogram Files [x35)\AvayatIP Office Contact Centen\D slabase\DE
Hast="IPOCC" Piio="Moimal" Delay=15s

‘windowSize="Mone"" TextColor="'white" BackColor="Black"

OnTemmination=CCLMA, R eporting Rurtime, T agkServian

Name="CCLMA" Dependencies=1 Optional=0

Mame="ha" Rur="C:\Program Files [+35Mvaya\IP Dffice Contact Center\D stabaseilng
Host="IPOCC" Prio="Homal" Delay=Ss

\wfindowSize="None" TextColor="vWhite" BackColor="Black'
OnTermination=Fepaiting Runtime, T askS ervidan

£l

I

;

i
|

o

:

-
ER

Mames"TOMCAT" Dependenciess( Optionals(

Elf 1

viii.

Click the Run-Edit button.
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Eile Edit View Help
BDERA 0B

:

[t

STANDARD |

Used Hosts: IPOCC

11 Name="omniDRE Maming Service™ Service="omniDRE Naming Service” Rename
Host="IPOCC" Delay=5:
L1 OnTermirations

Dejete

;

L2 Mame="CCOE" Dependencies=1 Optional=0

21 Mame="DB" Run="C:\Frogram Files [»35]\Avaya\IP Difice Contact Center\D slabase\DE
Hast="IPOCC" Piio="Moimal" Delay=15s
‘windowSize="Mone"" TextColor="'white" BackColor="Black"
OnTemination=CCLMA Reporting Rurtime, T askSerdan

i
|

d:

Hame="CCLMA" Dependencies=1 Optional=0

Mame="ha" Rur="C:\Program Files [+35Mvaya\IP Dffice Contact Center\D stabaseilng
Host="IPOCC" Prio="Homal" Delay=Ss

\wfindowSize="None" TextColor="vWhite" BackColor="Black'
OnTemination=Repating Runtime, T askS ervian

Mames"TOMCAT" Dependencies=0 Optional=0

at Tomeat'

1l
o
5

T

e

ol

(TP |

[ num[

ix.  Change the Delay until next start from 5 to 30 seconds and then choose the OK
button.

Symbolic name of run; ITDmCEil

Fiun installed service v Cancel

Start service: ITomcat

Located at directany: I

Pragram arguments: I

Wwiarking directan: I

Start on host: IIPDEC vl

Delay until nest start;

Shop timeout: |3D 1
Proces: priority: INQ[ma| = l
Mindow zize: INDII‘ﬂ - l
Text color: IWhite - l

Background color: IBIack vl

Mo TTrace Display [~

X.  Click the Save button.
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File Edit View Help

A sEad o
STANDAR/Sove]
Used Hosts: 1POCC

11 Name="omniDRE Maming Service™ Service="omniDRE Naming Service”
Host="IPOCC" Delay=5:
L1 OnTermirations

g5

i

L2 Mame="CCOE" Dependencies=1 Optional=0
21 Mame="DB" Run="C:\Program Files [»360\Avays\IF Oifice Contact Center\D stsbase\DB
Hast="IPOCC" Piio="Moimal" Delay=15s

i
|

‘windowSize="Mone"" TextColor="'white" BackColor="Black"
OnTemination=CCLMA Reporting Rurtime, T askSerdan

Mame="CCLMA" Dependencies=1 Optional=0

Mame="ha" Rur="C:\Program Files [+35Mvaya\IP Dffice Contact Center\D stabaseilng
Host="IPOCC" Prio="Homal" Delay=Ss

\wfindowSize="None" TextColor="vWhite" BackColor="Black'
OnTermination=Fepaiting Runtime, T askS ervidan

Mames"TOMCAT" Dependencies=0 Optional=0

I 0 Tomeat'

i

1l
o
5

1€ |8

Saves the current configuration.

xi.  Click the X button.

Eile Edit View Help
A EsEHd 0B

STANDAR]Save]

Used Hosts: IPOCC

11 Mame="omniORE Namng Service” Service="omniDAB Naming Service”
Host="IPOCC" Delap=5s /

L1 OnTermirations

L2 Mame="CCOE" Dependencies=1 Optional=0

21 Mame="DB" Run="C:\Program Files [»360\Avays\IF Oifice Contact Center\D stsbase\DB
Hast="IPOCC" Piio="Moimal" Delay=15s
‘windowSize="Mone"" TextColor="'white" BackColor="Black"
OnTemination=CCLMA Reporting Rurtime, T askSerdan
Mame="CCLMA" Dependencies=1 Optional=0
Name="na" Run="CProgram Files (x36\Avaya\IF Office Contact Center\Databasetina
Host="IPOCC" Prio="Homal" Delay=Ss
\wfindowSize="None" TextColor="vWhite" BackColor="Black'
OnTermination=Fepaiting Runtime, T askS ervidan
Mames"TOMCAT" Dependencies=0 Optional=0

I 0 Tomeat'

Saves the current configuration.

xii.  Using the Right Mouse button click the Windows icon.
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SR Windows Server 2012 R2

F'_n T ! s W zr.:;;

xiii.  Click Run.
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{ v ot
{omrerarad Raoemgt |iirn,
T Mgt

€ i Pt

Vi Caplossar

Saaach

Man

b s 24 1 £

.

Windows Server 2012 R2
=

=

w0l
;

xiv.  Type services.msc and then click the OK button.
= Type the name of a program, folder, document, or Internet
rescurce, and Windows will open it for you,
Open: | services.msd| v
'&' This task will be created with administrative privileges.
QK Cancel Browse...
xv.  Scroll down until you can see IPOCC Watchdog.
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file Acion Yiew Help
e mcs@m>»reunp

Select an item to view its description,  Name * wt a
4 App Readiness

 Application Expenence

4 Application Identity

% Application Information

4 Application Layer Gateway Service
& Applcation M

5 AppX Deployment Service (AppXSVC)
4 Background Intelfigent Transfer Service
3, Background Tasks Infrastructure Service
7 Base Filtening Engine

"}, Block Level Backup Engine Service

4 Centificate Propagation

i CNG Key Isolation

(Prm_r £,

xvi.  Click IPOCC Watchdog and then choose the Restart button.

file Action Yiew Help
o Dcs Bm » e nfp

Name i
4, 1POCC UM LNA-Server
Stop the service 5 1POCC UM POPMAPA Chent
Bestans the senvice 23, 1POCC UM Server
4 1POCC UM SMTP Connector
Descriptione L4 1POCC UM Taskserver
Avaya IP Office Contact Center 4, IPOCC UM TextTemplateServer
mmmn Z4POCC VEA

>

IR

Psec Policy Agent
4 KDC Proxy Server service (KPS)
4 KtmRm for Distributed Transaction Coordinator
4 Link-Layer Topology Discovery Mapper

i
GREEEEMEs

xvii.  Check in the TTrace to see if you still have the issue.
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Troubleshooting - IP Office Contact Center — AVG Antivirus issue
Condition:

It has been found that when using AVG Antivirus with the IP Office Contact Center
client, the client can crash when viewing certain parts of the product.

Cause
Possible conflict in the two software components.
Solution

Create an Exception for the AvayaCCMain.exe file

% AVG AntiVirus Business Edition

 Application or File
Choose the file you do NOT want to be scanned

C:\Program Files [x8&])\Avaya\IP Office Contact Center\User Interface\AvayaCCMain.EXE
Ignore this file:

(] Even when the file is moved to a new Location

(] Even when the file has been changed or updated
Use this exception for:

Resident Shield [if checked, AVG will NOT scan the file or app when opened]

Manual and Scheduled Scan (if checked, AVG will NOT scan this file during scans)

Identity Protection (if checked, AVG will NOT monitor the app for malicious behavior]

Cancel
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Routine Maintenance Checklist

Routine maintenance tasks consist of daily, weekly, and monthly backups and software
version updates.

# | Task Description Notes v
1 | Back up the

database daily.
2 | Improve the After initial installation, when more This process can

database access
time monthly or up
to every 3 months.

changes typically occur, Avaya
recommends a weekly
interval. The interval depends on the

take several hours.

data quantity. Smaller data quantities
require longer intervals.

3 | Reorganize the

UM

database monthly.

Some tables in the database are
called

data-only locked (DOL) tables. These
tables

have different structures than those
used as all pages locked (APL)
tables.

4 | Perform periodic
database updates.

5 | Perform periodic

system

diagnostics.

File Locations
If you are using Microsoft Windows 2008, the system files and log files are stored in the
following locations:

Files Location
All IP Office | C:\Program Files (x86)\Avaya\lP Office Contact Center\
Contact
Center
component
files
Watchdog C:\Program Files (x86)\Avaya\lP Office Contact Center\Watchdog
files
Task flow During activation of a task flow, the task flow is exported and the
data files exported file with suffix cfe is stored in the folder C:\Users
and \Public\Documents
recorded Voice messages recorded with the internal IVR are stored in the folder
message C: \ProgramData\Avaya\lP Office Contact Center\VoiceControl
files \work\DefaultRecordings
Task flow If you use a User Interface on a server, the TaskFlow Editor export files
export files | will be stored
here: C:\Users\Public\Documents.
Error dump | C:\Users\username\AppData\Local\Temp\
files or
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C:\ProgramData\Microsoft\Windows\WER\ReportQueue\

TTrace log | C:\\ProgramData\Avaya\TTLodgfiles

files

Exported C:\ProgramData\reporting data

statistic

reports

Installation | SetupWizard and every setup created is

logs stored in a log file in the folder C:\Users\<sLOGGEDIN
USER>\AppData\Local\Temp

Server Field Replaceable Units (FRU’s)

Below is a table that describes the FRU’s available for IP Office Contact Center Pre

Staged Server’s.

Base Server Description

Description

Small Appliance (100 agents or
less)

R220 IP Office Contact Center SERVER (R9.1 SW

pre-loaded)

Large Appliance (250 agents or
less)

R630 SRVR P Office Contact Center (R9.1 SW

pre-loaded)

R220 FRUs

Description

R220 SRVR 1CPU LOW2

R220 P Office Contact Center SERVER FRU

R220 XL 500GB 7200 HDD

R220 HDD FRU

R220 XL/R320 4GB UDIMM

R220 Memory FRU

R220 XL 250 WAC PWR SUPP

R220 Power Supply FRU

R220 XL/R320 DVD/RW DRIVE

R220 DVD Assembly FRU

R220 XL CHASSIS FAN

R220 Chassis Fan FRU

R630 FRUs

Description

R630 SRVR 2CPU HI BRDCM
FRU

R630 SERVER VLARGE
AVP/SP/AMS/ASBCE/MX/1Q/IPOCC FRU

R630 600GB 10K SAS 2.5" HDD

R630 HDD FRU

R630 4GB RDIMM

R630 Memory FRU

R630 750 WAC PWR SUP

R630 Power Supply FRU

R630 INSTL 1Gb PCIE DUAL PT
NIC

R630 NIC Assembly FRU

R630 DVD-RW DRIVE W/BRKT

R630 DVD Assembly FRU

R630 CHASSIS FAN

R630 Chassis Fan FRU

R630 RAID BATTERY

R630 RAID Battery. Consumable item.
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For further details relating to the R630 RAID Battery and Hard Disk Drive FRU’s, refer
to the Maintaining and Troubleshooting the Dell PowerEdge R630 Server guide that is
available from Avaya’s support website: http://support.avaya.com

Avaya Documentation
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http://support.avaya.com/

Avaya IP Office Contact Center Task Based Guides

IP Office Contact Center Documentation Catalog

IP Office Contact Center Installation

IP Office Contact Center Telephony User Interface Configuration
IP Office Contact Center Task Flow Editor -Telephony

IP Office Contact Center Reporting

IP Office Contact Center IVR Scenarios

IP Office Contact Center Contact Recorder Configuration

IP Office Contact Center Email & Chat Service

IP Office Contact Center Maintenance

IP Office Contact Center Dialler Configuration

Please note, only the IP Office Contact Center Task Based Guides listed above are
available from Avaya. Further IP Office Task Based Guide documentation as listed
below is available directly from ITEL. http://www.iteluk.com/

ITEL IP Office 9.0 Task Based Guides

Initial Installation

© XN OrODNPRE

IP Office Configuration Maps

IP Office Hardware Installation

IP Office Initialisation

IP Office Manager

IP Office Voicemail Pro Initial Installation Guide

IP Office Small Community Networking

IP Office Customer Call Reporter Initial Installation Guide
IP Office Server Edition Configuration

IP Office Security Policies

UCM

10. IP Office Unified Communications Module
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Core Telephony

11.
12.
13.
14.
15.
16.

IP Office Telephony and Call Routing

IP Office Short Codes Summary

IP Office Hunt Group Setup and Operation

IP Office Conferencing

IP Office IP Telephony Guide

IP Office Computer Telephony Integration — 1st Party

Users, Telephone & Softphone Configuration

17.
18.
19.

IP Office Configuring IP Office Phones and User Accounts
IP Office Call Handling
IP Office Configuring the IP Office Softphone

Auto Attendant & Voicemail

20.
21.
22.
23.

IP Office Embedded Voicemail (Intuity Mode) Flowchart
IP Office Auto-Attendant Setup and Operation

IP Office Embedded Voicemall

IP Office Embedded Voicemail Flowchart

Voicemail Pro

24,
25.

IP Office Voicemail Pro Summary Guide
IP Office Voicemail Pro — Voicemail User Guide

One X Portal & IP Office Applications

26.
27.
28.
29.
30.
31.

IP Office One X Portal Guide

IP Office One X Mobile Preferred Implementation
IP Office Plug-in for Microsoft® Outlook®

IP Office MS Lync Plugin

IP Office Avaya Flare

IP Office One X Mobile Essential

Customer Call Reporter - CCR

32.
33.

IP Office Customer Call Reporter Configuration Guide
IP Office Customer Call Reporter Wallboard Guide
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Contact Store & Receptionist Console

34. IP Office Contact Store
35. IP Office Receptionist Console

Maintenance

36. IP Office Backup and Restore
37. IP Office System Status Application
38. IP Office Upgrade Guide
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